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Service Canada CX Survey 2020-21 — Results at a Glance

4,200 interviews conducted (between 700-1100 per program)
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Methodology: Telephone survey

SATISFACTION WITH CLIENT EXPERIENCE BY PROGRAM
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Top satisfaction drivers are attributes that have the strongest impact on overall satisfaction, listed above
either as attributes to reinforce/protect or as attributes with the greatest opportunity for improvement.

Ref

. Service Canada CX Survey report 2020-21 - Overall Priority Matrix: Impact vs. Performance.

Fieldwork: June 26 to Aug 9 2021



Background and Objectives
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The annual Service Canada Client Experience (CX) Survey tracks the impact of service delivery change on clients’
ability to access federal programs, particularly as delivery is increasingly e-enabled over time.

The 2020-21 Client Experience (CX) Survey Project is the fourth wave of the annual survey and the first to be
administered with clients since the beginning of the COVID pandemic affected the way services are delivered, since
March 2020.

The 2020-2021 CX Survey provides tracking of satisfaction with the client journey among Service Canada clients,
tracks take-up of self-service and assisted self-service and assesses the ease, effectivenessand emotion of Service
Canada clients by service channel, programand client group.

The Client Experience Measurement Project is conducted in two phases: an initial quantitative survey followed by a
gualitative phase of research.

The qualitative phase was used to better understand the service experience among those who a experienced
a barrier or expressed dissatisfaction with their overall experience. Due to the timing of the Federal Election (held
Sept. 20th 2021), the qualitative phase of research was delayed into Fall 2021.



Methodology
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+ Atelephone survey was conducted with a sample of 4,200 Service Canada clients across the six major programs.

o Employment Insurance (El): (n=1162) +/- 2.9 percentage points
o CanadaPension Plan (CPP): (n=752) +/- 3.6 percentage points
o Canada Pension Plan Disability Benefit (CPP-D): (n=692) +/- 3.7 percentage points
o OldAge Security (OAS)/ Guaranteed Income Supplement (GIS): (n=845) +/- 3.4 percentage points
o Social Insurance Number (SIN): (n=749) +/- 3.6 percentage points
Oversamples were collected with two client groups: those living in remote areas and Indigenous clients.
The interviews were conducted between June 23 and Aug 9, 2021.

Clients who completed a client journey, that received an initial decision, benefit or Social Insurance Number, in January,
February or March 2021 were sampled.

The survey sample size has a margin of error of +/-1.5%.

Results were weighted by age, gender, region, programand benefit receipt (approved/denied) using administrative data
on clients who completed a client journey from April 2020 to March 2021 (except for CPP where the timeframe was
January to March 2021). Programweights were held constant with 2017-18 to allow the results to highlight any change
due to the service experience.

Comparisonsto 2019-20 results reflect service delivery changes made after October 2019, while comparisonsto 2018-19
results reflect changes made after October 2018, and 2017-18 results reflect changes made after June 2017.

A series of 3 qualitative online focus groups were conducted in English (20 participants in total), 24 in-depth interviews in
English, and 6 in-depth interviews in French between November 16 and December 3, 2021. All sessionswere 90
minutes in length and hosted on Ipsos’ Recollective platform.

The 2020-21 Client Experience Survey Detailed Methodology document is available under separate cover. @



Executive Summary: Change in Channel Use

The 2020-21 CX Survey represents the first to have been administered with clients during the pandemic. For the first time,
more clients self-served online with no assistance than utilized in-person service, while the proportion using assisted
self-service has gradually increased over time.

Overall, clients were considerably less likely to have used in person service compared to previous waves. The proportion
@ of clients who utilized self-service during their client journey doubled and usage of assisted self-service increased
R marginally.

Self-service online without assistance increased at the apply stage among El and OAS/GIS clients, while fewer clients in
all programs used in person when applying or following-up. El, CPP and CPP-D also used in person less during the aware
stage. El clients more likely to have used assisted self service during the aware or apply stages and CPP and CPP-D
clients mail only when applying.

* The largest proportion of clients self-serviced online only (34%) during the client journey, while three in ten used in person
service (30%) at some point and around one in ten assisted self service (13%). Fewer used touchless person to person (7%),
were auto-enrolled and did not contact Service Canada (4%) or accessed service by mail only (1%).

« Overall, clients were less likely to use in-person service at any stage during the journey, and were more likely to self serve
during the apply or follow-up stages. Use of assisted self-service increased at the aware and apply stages, as did the use of
mail only and auto-enroll at the apply stage.

+ Elclients were more likely to self serve at the apply and follow-up stages and less likely at the aware stage. Use of
assisted self service increased at the aware and apply stages, while use of in person service declined at all stages.

+ CPP clients were more likely to apply using mail only and were less likely to self-serve or use assisted self-service at the
aware stage. Like other client groups, use of in-person has declined across all stages.

« OAS/GIS clients were more likely to self serve, be auto-enrolled or use mail only at the apply stage. Use of assisted self

service increased at the follow up stage, while fewer used in person at the apply or follow up stages and self served during
the aware or apply stages.

« CPP-D clients were more likely to apply using mail only or assisted self service when applying, while use of in-person
9- ©Ipsos declined across all stages.



Executive Summary: Channel Use By Stage

Onlineis now the mostcommonly used channel atthe aware and apply stage, whiletelephoneremainsthe
preferred channel at the follow-up stage. Use of the in person channel has declined at all stages.

« During the aware stage, clients continued to be most likely to use online government sources (75%), followed by in-
person service (24%) while around one in ten used either telephone (16%) or mail (14%) and 6%
eServiceCanada. Use of in-person has decreased compared to 2019-20, while use of both online and mail have
increased.

« During the apply stage, clients were most likely to use the online channel (72%), followed by in-person service (24%)
while around one in ten used either telephone (13%) or mail (11%) and 5% eServiceCanada. Use of in-person service
decreased comparedto 2019-20, while online increased.

* Among those clients who followed-up, they continued to be most likely to use the telephone channel (70%), followed by
online (51%). One quarter (24%) utilized eServiceCanada, while one in ten followed-up by mail (15%), or in-person
(13%). Use of in-person services decreased compared to 2019-20 (40% 2019-20 vs. 13% 2020-21).

Being able to complete steps online madethe process easier for the vast majority of clients and progress was
made improving ease of use among Eland OAS/GIS clients.

« Comparedto three out of four clients (75%) last year, eight in ten clients (80%) agreed that being able to complete
steps online made the process easier. El clients (87%) were more likely to agree compared to all clients while CPP
(62%), CPP-D (40%) and OAS/GIS (56%) clients were less likely to agree. Compared to 2019-20, reported ease has
increased among El and OAS/GIS clients.

10 - ©lpsos E



Executive Summary: Number of Channels and Multi-Channel Use
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Consistentwith previous waves, satisfaction withthe service experience declines with the number of channels clients
contactedduring the service experience and was notably lower among thosewho had three or more channelsused.

« Overall, more than four in ten (44%) clients used one channel during their client journey, followed by three in ten (30%) who
used two, around onein ten (13%) who used three and 6% who used 4 or more.

« Clientswho utilized more channels, in particular 3 or more, had lower overall satisfaction with their service experience than
those who used fewer channels.

El clientsweremorelikely to have used only one channel,while CPP-Dwere morelikely to have two or more
channels. OAS/GIS clients weremuchmorelikely to have used no channels due to the proportion who were auto-
enrolled.

The vast majority of clients continued to use only one channel during each stage of the clientjourney. Online has
becomethe preferredfirst point of contact for the majority of clients at both the aware and apply phases while the
telephoneisthe preferred method for followingup. Use of in person has declined as the first point of contact for all
stages.

» Clientswho used online or in person first were less likely to use a second channel than those who used the telephone first.
Clients were more likely to go online after beginning on the phone at the aware and apply stages but no more likely at the
follow up stage.

« Comparedto 2019-20, more clients chose to use online first at both the aware and apply stage while telephone has
become the preferred choice for following-up. In personis no longer the first choice for any stage of the journey.

Fewerclientsfollowed up with Service Canadapriortoreceiving adecision than lastyear. Amongthose whodid, the
primary reasonwasto checkonthe status of their application/payment, and, to a lesserextentto provide additional
information.

« El or CPP-D clients were more likely to follow-up than clients of other programs, while CPP clients were less likely,
« Comparedto 2019-20, El, CPP-D and OAS/GIS clients were less likely to have followed-up. E



Executive Summary: Overall Satisfaction

Satisfaction withthe overall service experience has increased compared to 2019-20, returning to levels observed in
2017-18. SatisfactionamongEl clients increased comparedto the previous waveand declined among SIN clients.
Satisfaction continues to be lower for CPP-D clients.

12 - ©lpsos

The vast majority of Service Canada’s clientele continue to be satisfied with the service experience (86%) and found it easy (86%) and
effective (85%). Compared to 2019-20, satisfaction (86% vs. 84%) and effectiveness (85% vs. 82%) have increased, while ease has
remained stable (86% vs. 84%). Satisfaction has returned to levels observed in 2017-18 (86%) and effectiveness has rebounded after
declining last year (85% vs. 82% in 2019-20 and 84% in 2018-19).

A strong majority of clients expressed a high degree of trust (84%) in Service Canada to deliver services effectively to Canadians, had
confidence in the issue resolution process (77%) and felt the timeliness of service was reasonable (81%). Year over year, ratings for the
timeliness of service have improved (81% vs. 77% in 2019-20).

Nine in ten (89%) SIN clients expressed satisfaction with the service experience, the highest of any program but lower than in 2019-20
(94%). Nearly nine in ten OAS/GAS clients (88%) were satisfied, followed by CPP (86%) and El clients (84%), while closer to six in ten CPP-
D clients (63%) were satisfied, lower than other programs. El clients were more satisfied than they were in 2019-20 (77%).

SIN clients were more likely to express trust (90%), to have found the process effective (91%), to have had confidence in issue resolution
(84%) and to have rated the timeliness of service as reasonable (85%), while OAS/GIS clients were more likely to have had confidence in
issue resolution (82%) and to have rated the timeliness of service as reasonable (85%).

CPP-D clients were less likely to express trust (67%), to have found the process effective (58%), that it easy to apply (56%), to have
confidence in issue resolution (56%) or to have to have rated the timeliness of service as reasonable (57%). El clients were less likely to
have confidence in issue resolution (73%), while CPP clients were less likely to have found the process effective (80%).

Compared to 2019-20, El clients were more likely to express trust (82% vs. 77%), to have found the process effective (83% vs. 76%), and to
have rated the timeliness of service as reasonable (80% vs. 68%). OAS/GIS clients were more likely to have had confidence in the issue
resolution (82% vs. 77%), while CPP-D clients were more likely to agree that the timeliness of service was reasonable (57% vs. 49%). CPP
clients were less likely to express trust (81% vs. 86%) and to have confidence in issue resolution (80% vs. 85%).

Overall satisfaction was consistent between those clients who had applied for CERB (85%) and those who did not (84%) and there was very
little variation in performance across specific service attributes. These findings are consistent across all programs.



Executive Summary: Service Attribute Performance
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Service Canada clients provided the highest ratings for the helpfulness of staff (in person, 1 800 O-Canada, specialized
call centre and eServiceCanada), confidence in information security, the process being easy and effective.

» The vast majority found Service Canada staff helpful including in-person (91%), 1 800 O-Canada (88%), specialized call centres
(85%) and eServiceCanada (85%), were confident their personal information was protected (87%), found it easy to apply (86%)
and were able to move smoothly through all steps (85%).

Service attributes with lower ratings were ease of follow-up, ease of getting help on the application when needed,
confidence the application would be processed in a reasonable amount of time and ease of getting help in general.

« Fewer than three quarters provided high ratings for the ease of following-up on their application (63%), confidence the
application would be processed in a reasonable amount of time (68%), ease of getting help on the application when needed
(65%) and ease of getting help in general (71%).

The helpfulness of Service Canada staff and protection of personal information were rated consistently high across all

programs, while ease of follow-up was consistently rated low.

« The helpfulness of Service Canada staff whether in-person, 1 800 O-Canada, specialized call centre or eServiceCanada and
confidence their personal information was protected were consistently the highest rated areas. Ease of follow-up was
consistently the lowest rated area.

There have been a number of positive shifts for service attributes related to ease, effectiveness and emotion year over
year.

» Clients were more likely to agree that it was clear through the process what would happen next and when, that they were able to
move smoothly through all steps, received consistent information, timeliness of service was reasonable, Service Canada call
centre staff were helpful and that they travelled a reasonable distance to access service (in person), ease of figuring out if you
are eligible for benefits, .

« There was a notable decline in the ease of getting help in general and ease of finding out the steps to apply.



Executive Summary: Service Attribute Performance By Program

SIN clients continueto providethe highest ratings across all service attributes except for confidence their
applicationwould be processedin a reasonabletime.

« Thevast majority of SIN clients provided positive ratings for all service attributes and found the service experience
easy and effective; Service Canada staff helpful and the timeliness of service reasonable. Lower scoring areas include
confidence their application would be processed in a reasonable time and ease of follow-up.

El, CPP and OAS/GIS clients provided similar ratings across several service attributes and strong majorities rate
most areas highly. OAS/GISclientsweremorelikely to provide higherratings for aspects of effectiveness,while
El clients provided lowerratings for aspects of ease and confidence.

» The consistently strongest performing areas included the ease of applying and helpfulness of 1800 O-Canada staff.

» Elclients also performed more strongly for confidence their personal information was protected and helpfulness of
Service Canadain person staff.

« CPP clients also performed more strongly for and helpfulness of Service Canadain person and specialized call
centre staff.

+ OAS/GIS clients also performed more strongly for overall effectiveness, receiving consistent information and
helpfulness of Service Canada specialized call centre staff.

14 — ©Ipsos E



Key Findings: Service Attribute Performance By Program
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The consistently lowestrated areaswere the ease of getting assistance when needed, ease of getting help on
their application and ease of follow-up.

« Eland OAS/GIS clients also provided lower ratings for confidence their application would be processedin a
reasonable time and travelling a reasonable distance to access service (in person).

+ CPP and OAS/GIS client also experienced more difficult deciding the best age to start their pension, while OAS/GIS
clients also provided lower ratings for the helpfulness of specialized call centre staff.

Consistent with previous years, CPP-D clients continued to experience the most difficulty during the service
experience.

« CPP-Dclients provided considerably poorer ratings across nearly all service attributes. Lowest rated service attributes
included the ease of gathering the information needed to apply, getting assistance on the application when needed,
ease of figuring out eligibility and confidence the application would be processed in a reasonable time.

 The CPP-D service experience was rated highest for confidence in protection of personal information and helpfulness
of Service Canadain-person and eServiceCanada staff.

For the OAS and GIS programs, overall satisfaction among Auto-Enroll and Non Auto-Enroll clients was
consistentcomparedto all clients. However, Auto-Enrollclientsweremorelikely to have beencompletely
satisfied duetoincreases across anumber of service attributes.

» Comparedto 2019-20, Auto-Enroll clients were more likely to express trust in Service Canada and provided higher
ratings for several measures related to ease, effectivenessand confidence, while Non Auto-Enroll clients were less
satisfied with the timeliness of service and provided lower ratings for aspects of ease and confidence.

« Similar trends were observed when comparing clients receiving both OAS and GIS and those receiving only OAS.
While overall satisfaction is consistent between clients receiving both OAS and GIS and those receiving only OAS,
there were increases across a number of service attributes. OAS/GIS clients were predominantly non auto-
enrolled while the majority of OAS clients were auto-enrolled. E



Key Findings: Change in Service Experience By Program

El clientswere more satisfiedwithanumberof aspectsof serviceyearoveryear.

+ Comparedto 2019-20, El clients were more likely to express trust (82% vs. 77%) and to be satisfied with the
effectiveness (83% vs. 76%), the timeliness of service (80% vs. 68%), receiving consistent information (82% vs. 76%),
clarity of process (77% vs. 65%), helpfulness of specialized call centre staff (83% vs. 73%), being able to complete
steps online made it easer (87% vs. 82%), ease of figuring out if you're eligible for benefits (73% vs. 66%), ease of
putting together the information needed to apply (81% vs. 75%) and confidence application would be processedin
reasonable amount of time (67% vs. 59%)).

« Elclients were less satisfied with the ease of getting help in general (65% vs. 70%) and the ease of finding out the
steps to apply (74% vs. 82%).

CPP clients expressed lower trustin Service Canadaand rated aspects of ease and effectiveness lower than
previous years.

*  Comparedto 2018-19, CPP clients were less likely to express trust (81% vs. 86%) and to be satisfied with the
effectiveness (80% vs. 85%), ease of understanding info about program (76% vs. 84%), ease of deciding the best
age to start your pension (65% vs. 72%), needing to explain your situation only once (76% vs. 83%) and confidence
any issues or problems would be easily resolved (76% vs. 81%).

« CPP clients were more likely to be satisfied with the helpful of specialized call centre staff (85% vs. 72%) and the
ease of understanding requirements of the application (85% vs. 80%).

16 — © Ipsos E



Key Findings: Change in Service Experience By Program

OAS/GIS clients were more satisfied with aspects of servicerelated to effectiveness and emotionyear over year
while declines were also observed related to the ease of the application stage.

- Comparedto 2019-20, OAS/GIS clients were more likely to express confidence in the issue resolution process (82% vs.
77%) and to be satisfied with receiving consistent information (87% vs. 82%) and confidence their personal information
was protected (85% vs. 79%) and to agree that completing steps online made it easier (56% vs. 48%).

- OAS/GIS clients were less likely to be satisfied with the ease of completing the application form (76% vs. 85%),
confident your application would be processed in a reasonable time (70% vs. 82%), being able to find info needed in
reasonable amount of time during aware stage (83% vs. 90%) and the helpfulness of Service Canadain person staff
(72% vs. 92%).

- Overall satisfaction among clients receiving OAS and GIS has declined marginally year over year and declines have
been observed on trust in Service Canada, timeliness of service and a number of aspects of ease, effectiveness of
confidence. Similar shifts were observed among the subgroup of non-auto enroll clients due to the high proportion of
overlap between the two groups- 71% of the OAS/GIS clients were non-auto-enrolled.

17 — ©lpsos E



Key Findings: Change in Service Experience By Program
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CPP-Dclientsweremore satisfiedyear overyear withthe timeliness of service however ratings on other
measures have changed|little overtime.

- Compared to the 2019-20, CPP-D clients were more likely to be satisfied with the timeliness of service (57% vs. 49%),
the ease of understanding information about the program (60% vs. 48%) and confidence their application would be
processed in a reasonable time (40% vs. 34%).

- CPP-D clients were less satisfied with the ease of accessing service in a language they could speak and understand
well (85% vs. 91%).

SIN clients were more satisfied with certain aspects of service while fewer were satisfied withthe ease of getting
helpin general.

- Compared to the 2019-20, SIN clients were more likely to be satisfied with the clarity of process (88% vs. 83%), being
able to find info needed in reasonable amount of time during aware stage (87% vs. 80%), ease of understanding
requirements of the application (90% vs. 85%) and the helpfulness of specialized call centre staff (92% vs. 74%).

- SIN clients were less satisfied with the ease of getting help in general (83% vs. 89%).



Key Findings: Overall Drivers of Satisfaction
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The mostimportantdrivers of satisfaction were: the helpfulness of Service Canadacall centre phonerepresentatives
and the amountoftime ittook from start and to finish was reasonable. Performance on both measures hasimproved
since lastyear and have emerged as strengths for the organization.

« Toimprove the service experience for Service Canada clientele as a whole, focus should be placed primarily on improving
the ease of follow-up whichis among the top drivers of satisfaction butan area where performance is relatively weak. Areas
of secondary importance for improvement include the ease of MSCA registration, the ease of getting help on the application
when needed and confidence the application would be processedin a reasonable time.

» Thisyear the helpfulness of Service Canada call centre phone representatives has taken on increased importance and due
to improved performance on this measure has become a strength for the organization. Further, the impact of the overall
effectiveness of the process, the ease of follow-up and travelling a reasonable distance to access service (for in-person)
have also taken on increased importance in driving satisfaction.



Key Findings: Drivers of Satisfaction By Program
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Drivers of satisfaction continue to differ significantly by program. The mostcommontop driverswere consistent with
Service Canadaclienteleas awholeandinclude the timeliness of servicefor all programsand the helpfulness of call
centrerepresentatives for all programs except OAS/GIS clients.

* Currentareas that were performing strongly and were correlated to satisfaction include the top two drivers of satisfaction-
the helpfulness of Service Canada call centre phone representatives and the amount of time it took from start and to finish
was reasonable. These attributes should be maintained moving forward to protect these strengths.

+ The greatest opportunitiesto improve service across programs which represent areas strongly correlated to satisfaction
where performance was lower to other areas differ significantly by program.

« For CPP and OAS&GIS clients, it will be important to improve the ease of finding what information is needed to apply.
« For CPP clients, it will also be importantto improve confidence the application would be processed in a reasonable time.

 For OAS & GIS, clients it will also be important to improve the ease of completing steps online and the ease of getting
help in general.

« For El clients, it will be important to improve the ability for clients to find the information needed (during the aware stage)
in a reasonable amount of time.

« For CPP-D clients, it will be important to improve the timeliness of service, the overall clarity of process, the helpfulness of
call centre representatives and the clarity of the issue resolution process.

» For SIN clients, it will be important to improve the ease of follow-up.



Key Findings: Service Channel Assessment

Clients continued to be most satisfied withthe in-person experience, while satisfactionremained lowest for
specialized call centres, although it has increased compared to 2019-20. Satisfactionwith onlineand 1 800 O-
Canadaalsoincreased year overyear. The new eServiceCanadachannel sees strong satisfaction that falls
between the satisfactionlevelsforin-person and online.

* As in previous years, the large majority of clients remained satisfied with each service channel. Satisfaction within-
person service continued to be the highest (86%),followed by eServiceCanada (82%), online (78%), MSCA (75%), 1
800 O-Canada (72%) and specialized call centres (72%).

« Satisfaction among those who used specialized call centres has improved following two consecutive years of

decline. Clients were also more likely to express satisfaction with online and 1 800 O-Canada compared to the
previous year.

Satisfaction with service channels differed somewhat by program.CPP-D clients rated their satisfaction within-
person service,onlineand MSCA lower comparedto all clients,while SIN clients were more satisfied within-

person,onlineand 1 800 O-Canada. OAS/GIS clients ratedtheir satisfaction with eServiceCanadalower than
other clients.

« Comparedto 2019-20, El clients provided higher ratings for online (77% vs. 71%) and specialized call centres (70%
vSs. 59%), while CPP (81% vs. 67%) and OAS/GIS clients (76% vs. 64%) were more satisfied with the quality of
service provided by specialized call centres.

Nearly all of Service Canadaclientele agreedthey were provided servicein their choice of English or French
(97%) or that it was easy to access serviceinalanguage they could speak and understandwell (95%).

21 - ©lpsos NB: these figures are among all polled clients, not only OLMC E



Key Findings: Service Channel Assessment
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Self-service clients continued to be well served by the online application process but experienced more difficulty
getting assistance ontheir applicationwhen they needed it.

» The vast majority of self-service clients found it easy to understand the requirements of the application, puttogether the
information needed, and to complete the application in a reasonable amount of time. At nearly six in ten, fewer found it
was easy for themto get help on their application when they needediit.

MSCA was utilized by the vast majority of El and CPP clients, half of CPP-D clients and four in ten OAS/GIS clients.
CPP, CPP-D and OAS/GIS clients weremorelikely to haveused MSCAthanin previous years. CPP-D and OAS/GIS
clientsfeltitwas more difficultto register compared to all clients.

* Three-quarters of El clients (75%) and CPP clients (77%), half of CPP-D clients (48%) and four in ten (43%) OAS/GIS
clients used MSCA during their experience. The majority of those registered for MSCA for the first time felt the process
was easy (63%), although this declined since 2019-20 driven by fewer EI clients expressing ease with the process.

» Overall, three-quarters (75%) of clients who utilized MSCA were satisfied. Satisfaction was notably loweramong CPP-
D, clients who experience restrictions to service (69%), who have a disability (56%), or who experience a language
barrier (42%).

* Among those who utilized MSCA at any pointduring the process, one in ten (9%) used the MSCA online chat function.
Two thirds (66%) of those who used the online chat function found it helpful.

1 800 O-Canadawas utilized by alimited proportion of clients at the awareness stage and usage did not differ
significantly across most at-risk client groups.

* Fewerthan one in ten (6%) clients used 1 800 O-Canada at the aware stage. Usage was consistentamong most at-risk
groups but was higher among e-vulnerable clients, those who have a language barrier, clients who only have a mobile
phone and those with no devices (no computer, smartphone or tablet). At sevenin ten (72%), a strong majority of
clients were satisfied with their experience with 1 800 O-Canada. Satisfaction with the channel was higher among

newcomers. E



Key Findings: Barriers to Accessing Service

Clients with restrictions that make it more difficult to access service have lower satisfaction than other clients.
Use of MSCA, the clarity of process and ease of finding information on the program to which they are applying
present particular challenges for this client group.

+ Clientswho experiencedarestrictionto accessingservice (48% of the client population) had lower satisfaction
with the service provided in-person, online or through MSCA. They were also less satisfied with several service
attributes with the largest gaps for ease of registering for MSCA, overall clarity of process, ease of applying, ease of
finding out the steps to apply and ease of finding the information needed to apply.

» Restrictions to accessing service were more prevalentamong several at-risk client groups, in particular clients with
disabilities, those with a language batrrier, clients with no devices and non-English for French speaking clients.
Incidence of restrictions were also higher among e-vulnerable clients, mobile-only clients, clients who live in remote
areas, Indigenous clients and those with a high school education or less.

* Clientswho selfidentify as having a disability (8% of the sample population) provided lower ratings for the level
of service provided through all channels. They were also less satisfied with several service attributes with the largest
gaps for being able to complete steps online made the process easier, ease of figuring out if you are eligible for
benefits, the helpfulness of 1 800 O-Canada representatives, being able to move smoothly through all the steps and
ease of finding information about the program.

« Comparedto 2019-20, lower ratings were provided for the quality of service provided in person, online and through
1 800 O-Canada. Ratings have increased for the ease of completing the application form while declines were also
observed across several attributes. The largest negative shifts were for ease of getting help in general, needing to
explain your situation only once, receiving consistent information, ease of deciding the best age to start your
pension, the clarity of the issue resolution process, being able to move smoothly through the steps and ease of
finding information about the program.
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Key Findings: At-Risk Groups

Amongthe 17 at-risk clientgroupings, most provided high ratings of the service experience. Satisfaction among
rural clients and those livinginremoteareas increasedyear over year.

24 — © Ipsos

Satisfaction with the service experience remained strong and the vast majority of clients in at-risk groups rated it
positively. Satisfaction among newcomers and racialized clients was higher than compared to all clients.

Overall satisfaction among rural clients and clients living in remote areas increased comparedto 2019-20 andis
consistentwith all clients. There have been no significant shifts in overall satisfaction among any other at-risk groups
compared to 2019-20.

Satisfaction was lower compared to all clients among those with a language barrier, clients with disabilities, those with
restrictions to accessing service, clients with no devices and e-vulnerable clients.

Ratings of the service experience were considerably lower among those with a language barrier including the service
provided through all channels and across all service attributes. The largest gaps on service attributes compared to all
clients were for the helpfulness of 1 800 O-Canada phone representatives, confidence any issues would be easily
resolved, clarity of process, clarity of the issue resolution process, ease of getting help in general.
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Research Background and Objectives
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In line with both the Treasury Board Policy on Service and Digital, which outlines the key principles to achieve better
and more efficient design and delivery of Government of Canada services, and ESDC'’s Service Strategy and Service
Transformation Plan, the Department required data on its service experience from the client’s perspective to assistin
effectively managing service delivery.

In 2017, the Citizen Service Branch launched the annual Client Experience (CX) Survey as part of a structured
approachto collecting feedback from clients to track how well Service Canada was delivering federal programs through
its service channels. The CX Survey was conducted again in 2018-19 and 2019-20.

The survey assessedthe extenttowhich the service design worked for clients as they went through the
process of accessing programs through Service Canada’s service delivery system.

The CX Survey is conducted in two phases, an initial quantitative survey followed by a qualitative phase of research.
Due to the timing of the Federal Election (held Sept. 20th 2021), the qualitative phase of research was delayed into
late Fall 2021.

Having fielded the surveyin 2017-18,2018-19 and 2019-20, the CX Survey in 2020-21 collected trend data to
contribute to monitoring the service delivery performance of Service Canada, and to report annual satisfaction to meet
service standards on the client experience. The survey also tracked take-up of self-service and assisted self-service
among Service Canada clients to inform service changes over time.

Results from the CX Survey are used for:
Reporting the Department’s overall client satisfaction rate for the programs in the Departmental Results Report;

Informing service management decisions based on client feedback as reported to Treasury Board annually under the
Management Accountability Framework;

Assessing the impact of service transformation on clients over time; and
Improving service delivery to respond to client needs. @



Research Background and Objectives

The research objectives for the quantitative phase were to:

* Provide tracking on key service performance measures, primarily overall satisfaction and ease, effectiveness
and emotion with the service experience by program, client group, and service channels used.

» Tracktake-up of self-service and assisted self-service among Service Canada clients to inform Service Transformation
over time.
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Service Canada Client Experience (CX) Survey Measurement Model

» Service Canada developed the survey model below as a consistent framework for assessing the service experience of its clients.

+ The methodology for the Client Experience Survey was initially implemented in 2017-18. In the 2018-19 wave of the survey, the questionnaire was limited to
the overall experience to allow for measures to gather data to inform service transformation. In the 2019-20 and 2020-21 waves, the questionnaire took the
approach utilized in 2017-18 to allow for assessment of tracking of each stage of the client journey

Service

) . Service Attributes
Dimensions

Simplicity
= Clarity

Convenience

EFFECTIVENESS B

Efficiency

Attitude
EMOTION

Assurance

Overall Experience

AWARE APPLY FOLLOW-UP
Seek general Submit Seek/receive/
information Application provide
info.re:
application
submitted

DECISION

Receive
senice
outcome
(first decision)

CLIENT
SATISFACTION

Common MeasurementsTool (CMT), ownedand licensed by the Institute for Citizen-Centred Service (ICCS), the client survey model used by the Governmentof Quebec, and Forrester's approach

29 — ©lpsos to client experience measurement.

Note: The Modelwasdrawn from a combination of existing modelsto suit Service Canada context, and validated through consultationwith internal stakeholders. The existingmodelsinclude: The a



Service Canada CX Survey Measurement Model: Service Attributes

» The following was the full set of detailed service attributes in the model that guided the development of the baseline questionnaire.

EFFECTIVENESS

EMOTION

SIMPLICITY

CLARITY

ACCESS

TIMELINESS

CONSISTENCY

EFFICIENCY

ATTITUDE

ASSURANCE

CONVENIENCE

Overall ease
Service/lnformation is easy to find / it is easy to figure out where to go
Clients tell story once/input personal info. only once

Information is easy to understand
Process is easy to determine (e.g. how to get assistance, steps to follow, documents required)

Can get to the required information easily (in-person, online)

Receive relevant information without asking (e.g. proactive service, bundling)

Able to get help when needed (for example, information available, agent available)
Service in official language of choice/ documents available in official language of choice in
person

Providing feedback is easy

Process/Stage/Status are transparent

Reasonable amount of time to access the service, complete service task, wait to receive
information and service/product, or resolve issue

Consistent information received from multiple Service Canada sources (e.g. two separate call
centre agents)

Process is easy to follow to complete task. (e.g. procedures are straight-forward)
Able to get tasks completed/issues resolved with few contacts

Clients know what to do if they run into a problem

Move smoothly through the steps (not stuck, bounced around or caught in a loop)

The interaction with service agents is respectful, courteous and helpful
The service agents demonstrate understanding and ability to address client’s concerns/urgency

Client’'s personal information is protected

Client confident that he/she is following the right steps (i.e. not concerned about the process)
Client knows when information/decision will be received or the next step will be completed
Confident that any problem that arises will be resolved

CLIENT
PERCEPTION

Satisfaction
with overall
service
experience

Trustin
Service
Canadato
deliver
services
effectively
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Overview: Quantitative Approach
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» Atelephone survey was conducted with a sample of 4,200 Service Canada clients across the six major programs,

with between approximately 700 and 1,100 respondents interviewed about their experience with each program.
The interviews were conducted from June 23 and Aug 9, 2021.

In order to examine the overall service experience, including how clients used the various channels to complete

the steps of their client journeys, the clientele was defined as clients who had recently completed aclient journey,
up to initial decision.

The sample of clients who had received a service outcome during January, February and March 2021 were
randomly selected from program administrative databases. Comparisons of findings to the baseline data must
take into account that the 2017-18 survey wave largely sampled clients who received a service outcome in April,
May, or June 2017.

The sample was stratified by program. Weighting adjustments were made to bring the sample into proportionwith
the universe by age, gender, and region within each program, and to bring the over-sampled groups back to their
proportion among clients.

Data based on the total population have a margin of error of +/-1.5% at the 95% confidence interval, while data
based on sub-groups have a larger margin of error. For example, the margin of error for data for each program
was between +/-2.9% to +/-3.7%.

The data was weighted in proportion to age, gender, region and program volume.

Small sample sizes have been identified throughout the report. Caution should be used when interpreting these
results. *small sample size (less than n=100) *very small sample size (less than n=30)



Data Collection: Quantitative Approach
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The questionnaire was developed based on the Service Canada Client Experience Survey Measurement
Model. The 2019-20 CX Survey was used as the basis for developing the questionnaire design. Modifications
were made to incorporate the new eServiceCanada channel in survey questions, and to align with elements of
the baseline 2017-18 survey to allow for assessment of each stage of the client journey as well as tracking
service levels over that time.

The questionnaire was pretested on June 23 and 24 and fieldwork took place between June 25 and Aug 9,
2021.

Experienced, trained interviewers were specifically briefed on the requirements of this study. A minimum of 10%
of each interviewer’s calls were monitored by a team leader.

Respondents were interviewed in their choice of English or French. For those who could not respond in either
language, a proxy respondent (who had assisted them in contacting Service Canada) could respond on their
behalf. In addition, respondents who could not speak either official language were provided an option of using
an on-demand translation service. No respondents utilized the service this wave.

To better reach Deaf or Hard of Hearing clients, those clients were actively offered the SVR Canada VRS
telephone service to complete the survey. No respondents utilized the SVR Canada VRS service.

Oversamples were conducted with two at-risk client groups: those living in remote areas and Indigenous clients
(See Appendix A for the definitions of at-risk client groups). This was done to provide a minimum of 400
completed interviews with each group.



Calibration of the Data: Quantitative Approach
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A multi-tiered approach has been used to weight the data from the sample for the Client Experience survey into
proportion with the universe of ESDC clients. Steps in the weighting comprised:

Adjust to the universe proportions of age, gender, and region for each program.
Weightover-sampled populations back into proportion to their presence in the universe.
Weightthe number of respondents in each program in proportionto the total number of clients.
Weightthe number respondents by each region in proportion to the total number of clients.
Adjust to the universe proportions of benefits received for each program.

OAS and GIS have been combined into one client group and weighted according to age, gender, region, and
benefit receiptwere applied based on combined program figures. The proportion of clients in each program were
weighted separately.

The universe proportions used to develop the targets were based on data extracts provided by the Department.

Additional details on the methodology are provided in Appendix A. A description of the sampling strategy,
weighting and limitations are provided under separate cover, together with the survey questionnaire.

To ensure comparability of results between 2017-18,2018-19,2019-20 and 2020-21 the proportions of clients by
program were held consistent and based on composition of the clientele in May of 2017-18.



Overview: Qualitative Research Approach
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Clients who were screened into the qualitative research were those who had lower satisfaction and/or
experienced a barrier to accessing service.

A series of in-depth interviews and focus groups were conducted as outlined belowto gain deeperinsight and
understanding into their experiences and barriers, to better understand various aspects of their client journey, and
to hear about these in an open discussion setting.

30 In-depthinterviews took place between November 16 and December 3, 2021, as follows:
* 5 in-depth interviews with CPP clients

6 in-depth interviews with CPP-D clients

6 in-depth interviews with El clients

4 in-depth interviews with GIS clients

4 in-depth interviews with OAS clients

5 in-depth interviews with SIN clients
3 Online focus groups took place on November 17 and 18, 2021, as follows:

1 online focus group with 8 El clients
* 1 online focus group with 6 SIN clients
1 online focus group with 1 CPP client, 3 OAS clients, and 2 CPP-D clients



Detailed Findings
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Service Transformation: Impact on Multi-Channel Use m 2020.21 B 2019.20

Clientswere morelikely to utilize self-service only or assisted self- Oneinten clients used the newtouchlessperson-to-person
serviceduring the clientjourney compared to beforethe pandemic, | service (use of eService Canadafor an online application with
while considerably fewerused the in-person channel service at any no in-person). The proportion of clients auto-enrolled only or

point. only used mail as a service channelremained consistent.
(=) 34% = 13% @0 o 30% oS % @y 4% = 1%
2020-21 E/ Ei +% 2020-21 | | 2020-21 % 2020-21 g 2020-21 Ea 2020-21

Use of the online channelincreased at the aware and apply stage, while use of the in-person channeldeclined at all stages. Telephone
usage is unchangedand remains the preferred channel at the follow-up stage, while use of mail increased atthe aware stage.

L - 4 59 70 68
24 24 40
100 TR | R
[ I — B e —— [ Peee—— T
Aware Apply Follow-up Aware Apply Follow-up Aware Apply Follow-up Aware Apply Follow-up
(ﬁ\ 00 _ _ Increased among CPP clients at aware A Increased among CPP-D clients
=1 Increased among El and SIN Declined among clients of all % stage and SIN and OAS/GIS clients at E@‘ at the aware and apply stage, SIN
clients ataware and apply stage. | I programs at all stages. follow-up. Declined among CPP-D and clients at aware stage and CPP

OAS/GIS clients at apply stage clients at the apply stage.

Clients who utilized more channels had Clientswho started onlinewerelesslikelytogo in person as a second point of contact
lower overall satisfaction (80% satisfied across all stages. Use oftelephone as a second point of contact remained consistent.

with 3+ channels vs. 86% overall) Aware: Approx. 10% who started Apply: Approx. 10% who started Follow-up: Approx. 40% who
El clients were more likely to have used only online went on to call or visit an online to apply went on to call and started online then called and 4%

one channel (49%), while CPP-D clients were office. 3% visited an office. visited an office.

more likely to have two or more channels (64%).
o 0 peos & 12% g 10% Ro11% g 3% S 44% 8 4%

2020-21 2020-21 2020-21 2020-21 2020-21 2020-21
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Change in Multiple Channel Use Over Time

= Overall, clients were more likely to utilize self-service only or assisted self-service during the entire client journey compared to 2019-20, while considerably fewer used
in person channel service.

= For the first time, more clients used self-service only than in-person service, while assisted self-service has continued to see gradual increases in usage year-over-
year. Seven percent utilized the new touchless person-to-person service, while four percent continued to be auto-enrolled only. Although there was an increase in mail
usage, one percent of clients used mail only. The balance of clients, around one in twenty (6%), either indicated using no channels throughout their experience or did
not fit a defined level of service. This figure is stable with the year previous.

CX Survey CX Survey CX Survey
2017-18 2019-20 2020-21
NOTE ON MULTIPLE
0,

60% 62% CHANNEL USE:
=—|n-person at any stage There was a select number
— Self-service only of clients who either did not

indicate a channel at any
Assisted Self-Service 34% A stage or do not fit into any
of the defined service
Auto-enroll only 30% v levels. The proportion of
— Mail only 0 these respondents as a part
19% 17% of the total sample was:
—Touchless Person-to-Person 0 A
2020-21 - 6%
0,
5% 4% 7% 2019-20 - 6%
0% 1% 4%
1% 2017-18 - 10%
2017 2019 2020

Multiple Channel Use definitions were mutually exclusive paths that track the client journey. The Multiple Channel Use variables were used to assess whether
there has been an increase or decrease in a particular method of contact with Service Canada. Please note that the definitions used are based on those setin CX3.

» In Person:If arespondent goes into a Service Canada centre at any stage of their journey, they w ere considered to have used the “in person” service level
» Self Service Only: These respondents use online offerings including the Government of Canada w ebsite and their My Service Canada Account. They engage online at all stages.
* Assisted Self Service: These respondents use an online or mail, but also contact Service Canada by phone, or a combination of phone and online or mail throughout their journey.
» Auto-Enroll Only: These respondents w ere auto-enrolled in their program/benefit and made no additional contact with Service Canada.
+ Mail Only: These wererespondents who only contact Service Canada by mail at every stage, making no use of the online, in person, or telephone services.
40 — O©lpsos * Touchless Person-to-Person: These respondents used an online application and had a service interaction with eServiceCanada at any point (no in-person at any point). a



Service Levels by Stage in the Client Journey: Overall

= In person use significantly declined at all stages of the client journey, while self-service increased at the apply and follow-up stage. Clients were also more likely to
have used assisted-self-service at the aware and apply stage, mail only at the apply stage or to be auto-enrolled at the apply stage.

AWARE APPLY FOLLOW-UP
e |n-Person
Only L 51% A
49%
- 44%
i 0,
égﬁﬁtgd Self 42% 41%0 m— 100/,
35% 35% 36% V¥
= AUto-Enrolled \ 20/}, e Q)0
22%Y
—\/ A 18% V
Mail Only N 14% A
‘ 60 A 10% = 11% 13%V
—Touchless 6% ROA e 50/, A 3%
person-to- 2 é 2 m— 3% 16— 3 4% = 3 i o et
Person — 0% 0% 0% 70 0% B oy =— 0% 0% 1%
2017-18 2019-20 2020-21 2017-18 2019-20 2020-21 2017-18 2019-20 2020-21

Proportion who completed the client journey using only self-service (without assistance by phone or in-person): 34%
Proportion who used high-touch service (in-person and may have used other channels) at some point in the client journey: 30%

Columns may not add to 100% due to rounding and not all clients choosing to follow-up

* It should be noted that there was missing data for contact by auto-enrolled clients in the baseline survey
Note: In 2018-19 the channel use question was asked once at the beginning of the survey and pertaining to the apply stage.
Caution should be used in making comparisons between years at the apply stage.

Base 2020-21 :Total : AWARE (n=4200), APPLY (4200), FOLLOW-UP (1208)
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Service Levels by Stage in the Client Journey: El

= El clients were less likely to have used in person service at all stages and were more likely to have used self-service only at the apply and follow-up stages. El clients
were also more likely to have used assisted self-service at the aware or apply stages..

AWARE APPLY FOLLOW-UP
= |n-Person
74% A
. 52%
- Self-Senice
Only 60 /
()
44% V 5204
0
40%
Assisted 0 7% S — 0
Self-Senice 35% m— 30 / 43% 35%
34%
== Mail Only
17% A
oueh 10% V¥ A 10% 11%
Person-to- 1% 1% 4% 0% 0% 6% 0% 1%
—— 4%
Person 0% — ()0, 1% . 0% : 0% '/ 00/2 . 0V =— ()0, — 0/,
2017-18 2019-20 2020-21 2017-18 2019-20 2020-21 2017-18 2019-20 2020-21

Proportion who completed the client journey using only self-service (without assistance by phone or in-person): 51%
Proportion who used high-touch service (in-person and may have used other channels) at some point in the client journey:15%

Columns may not add to 100% due to rounding and not all clients choosing to follow-up

Note: In 2018-19 the channel use question was asked once at the beginning of the survey and pertaining
42 — ©Ipsos to the apply stage. Caution should be used in making comparisons between years at the apply stage. E

Base 2020-21 :El : AWARE (n=1162), APPLY (1162), FOLLOW-UP (425)



Service Levels by Stage in the Client Journey: CPP

= CPP clients were less likely to use in-person service at all stages of the client journey and were more likely to utilize mail at the apply stage (returning to levels seen in

the baseline wave).

AWARE APPLY FOLLOW-UP

= n-Person
—Self-Senice 50% 51%

Only 46% 46% \

Assisted 39% VY 38% e 40% 38%

Ssiste
Self-Senice 38%
27% 28%
== Mail Only 19% 19% A 22%
12% V 6% 14% V 15% N\
o 8% — 10% V¥

== Touchless \4 € nay

Person-to- 6% 6% ;g//" 3% 6% — 1% 3%

Person 0% 0 = <70 0% 0% = 0% 0% 0%

2017-18 2019-20 2020-21 2017-18 2019-20 2020-21 2017-18 2019-20 2020-21

Proportion who completed the client journey using only self-service (without assistance by phone or in-person): 31%
Proportion who used high-touch service (in-person and may have used other channels) at some point in the client journey: 20%
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Columns may not add to 100% due to rounding and not all clients choosing to follow-up

Note: In 2018-19 the channel use question was asked once at the beginning of the survey and pertaining
to the apply stage. Caution should be used in making comparisons between years at the apply stage. @

Base 2020-21 :CPP : AWARE (n=752), APPLY (752), FOLLOW-UP (169)



Service Levels by Stage in the Client Journey: CPP-D

= CPP-D clients were less likely to have used in-person service at any stage and were more likely to have used mail only or assisted self service at the apply stage.

= n-Person

- Self-Senice
Only

Assisted
Self-Senice

== Mail Only

= Touchless
Person-to-
Person

AWARE APPLY FOLLOW-UP
44% A
36% e 380/0
00 —33%
:;;0;0 200 28% 280/ = 280/

26% = 271%

. 16% N
119 " 1% A 13% V
10%V 0 0% 6%
8% V 8% —
5% 5% / 5% 3% 3% e 50/
0,
0% 0% 5% 0% 0 e 2% 0% 0% m— 10
2017-18 2019-20 2020-21 2017-18 2019-20 2020-21 2017-18 2019-20 2020-21

Proportion who completed the client journey using only self-service (without assistance by phone or in-person): 9%
Proportion who used high-touch service (in-person and may have used other channels) at some point in the client journey: 18%
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Columns may not add to 100% due to rounding and not all clients choosing to follow-up

Note: In 2018-19 the channel use question was asked once at the beginning of the survey and pertaining
to the apply stage. Caution should be used in making comparisons between years at the apply stage.

Base 2020-21 :CPP-D : AWARE (n=692), APPLY (692), FOLLOW-UP (264)



Service Levels by Stage in the Client Journey: SIN

= In person was the preferred service for SIN clients at all stages of the client journey, followed by self-service only at the aware and apply stages and assisted self-

service at the follow-up stage. Few SIN clients used other service levels.

2020-2021 AWARE APPLY

m Self-Senice - 31% - 33% I 4%
5%
| 1%
I 2%

FOLLOW-UP

Only
19%

Assisted Self- 0
Senice 3%

B Mail Only | 1%
Touchless

" person-to- I 2% I 2%
Person

Proportion who completed the client journey using only self-service (without assistance by phone or in-person): 20%
Proportion who used high-touch service (in-person and may have used other channels) at some point in the client journey: 66%

Note: Service levels were not reported for SIN clients in previous years due to differences in service delivery and results are only shown

for 2020-21.

45 - © Ipsos Columns may not add to 100% due to rounding and not all clients choosing to follow-up

Base 2020-21 :SIN : AWARE (n=749), APPLY (749), FOLLOW-UP (108)



Service Levels by Stage in the Client Journey: OAS/GIS

= OAS/GIS clients were more likely to have been auto-enrolled or to have used mail only or self-service only at the apply stages, while fewer used in person service.
OAS/GIS clients were more likely to have used of assisted self-service at the follow up stage, while considerably fewer used in person service or self-service only.

AWARE APPLY FOLLOW-UP

e n-Person

Senice 570/ m— 53% 53%

Only

45%

Assisted \

Self- 3804 39%

Senice 0

Enrolled

0,
19% 23% 0 A
===Mail Only 19% 16% 15% A 18% ~
12% 13% V¥ 12% 13% 9%V

—— E e— 8% p— 0 / 0

E’%Lrjggl\e-tsg- . b 3% / / S 4% 2067 20 7%

Person — 0% 0% ) e ] 0/ — 1% Qo 0% — 0% 0% 0% 0%

2017-18 2019-20 2020-21 2017-18 2019-20 2020-21 2017-18 2019-20 2020-21

Proportion who completed the client journey using only self-service (without assistance by phone or in-person): 9%
Proportion who used high-touch service (in-person and may have used other channels) at some point in the client journey: 14% Auto-enroll- 53%
- - 0,
Columns may not add to 100% due to rounding and not all clients choosing to follow-up Non-auto enroll- 47%
* It should be noted that there was missing data for contact by auto-enrolled clients in the baseline survey
Note: In 2018-19 the channel use question was asked once at the beginning of the survey and pertaining to
the apply stage. Caution should be used in making comparisons between years at the apply stage.

Base 2020-21 :0AS/GIS : AWARE (n=845), APPLY (845), FOLLOW-UP (242)
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Prevalence of Receiving ElI E-mail or CPP-D Proactive Call (Reported)

= Less than half (47%) of CPP-D clients received a call from Service Canada to discuss their application status and next steps prior to receiving a decision, lower than
the previous year.

= Three in ten (27%) EI clients received a letter, email, or telephone call from Service Canada about their application status prior to receiving a decision.

Contact with Service Canada Prior to Decision

% Yes
2020-2021 M Yes E No B Don’t know 2019-2020

A Service Canada representative called to
N discuss your application status and the next
& 54%
steps
(CPP-D Clients n=692)
4§> A Service Canada representative contact you
Nd about your application status by email, letter or "

telephone call
(El Clients n=1162)

47 — ©lpsos Q20bx. Before you received a decision about yourapplicationto [ABBREV], did...Base: CPP-D or El Clients(n=varies). M



Impact of Receiving ElI E-mail or CPP-D Proactive Call on Satisfaction

= Satisfaction was significantly higher among CPP-D clients who were contacted by Service Canada before receiving a decision, compared to those who were not.
For El clients, contact by Service Canada did not make a significant different in their satisfaction.

Satisfaction Among Clients who were Contacted by Service Canada

2020-2021 B Contacted ® Not Contacted 2019-
2020

( g N A Service Canada representative called to discuss your 69%

application status and the nextsteps B
(CPP-D Clients n=692)
46%
A _ ) n/a
A Service Canada representative contact you about your

4%’ application status by email, letter or telephone call B T

“ (El Clients n=1162) n/a

48 — ©lpsos Q20bx. Before you received a decision about your applicationto [ABBREV], did...Base: CPP-D or El Clients(n=varies).



Channel Use by
Stage and
Program

sssss



Qualitative Insights on Client Journey

= Many clients participating in groups or interviews mentioned that they go first to the government website to get
information. The online channel is the preferred source for “official” information, although there were other non-
government websites mentioned by a few. Some mentioned that the government website was difficult to navigate and
they were not able to find the information they were looking for, that it took a long time to find, or that it was difficult to find
the application for the program within the site.

= Amongst those who called Service Canada or the program call centre, they did so at the point when they needed a
guestion answered that they could not find online. It was rare to call Service Canada from the outset for the purpose
of gathering information. When asked which number they called, some struggled to remember whether it was 1 800 O-

Canada or the program call centre, and a few also thought they might be thinking of calls they made to the CRA.

Historically, government websites are not the easiest ones to navigate. You can
pretty much anybody | ever question on this agrees, they can be fairly difficult,
moving from one segment to another. But the information is all there. You just got
to follow the steps to make sure that you dont end up going around in a circle.
It’s all there. If you want to rate the government website on a scale of 1 to 10 on
user-friendly, they really are about a 3 or a 4...l have no trouble at all with some
websites, because theyre constructed properly, and then the government ones
have so many checks and balances | think, that it kind of weighs them down on
their user-friendly aspect. | do understand that part too, because they have to be
super secure, and you dont want them crashing. Anyways, that's hopped on a

| applied through online, but somebody did walk me through
over the phone, because | really needed to understand what
I'm doing, and how I need to approach it. They did help me a
great deal to understand why is it so important for me to do
what | need to do. Through online, if | did it by myself, |
wouldn't have had any idea why is it so important to do it this
way or that way. They were really patient with me, and they
helped me walk through really nicely. | was really pleased with
the service that way. — El client

different tangent there anyways, but yeah, no, the information is all there when | did call the 800 number. It was helpful, gave me an idea when
you go to look, it's just sometimes the information can be difficult to access. — things were gonna happen and eventually when | was...found
OAS client out I was accepted, that...and it was just a matter of waiting
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Channel Use: Overall

= Across all stages of the client journey, nearly seven in ten (78%) client used the online channel at some point, while three in ten used either in-person or telephone
(30% for both). Two in ten (19%) used mail and around one in ten (13%) eService Canada at some point during their client journey.

= Use of the in-person channel declined, while use of the online channel increased.

CX Survey CX Survey CX Survey
2017-18 2019-20 2020-21
In-Person 78% A
6690 m—
- Online
60%
= Telephone
32% v
. 29% 30%
Mail
13%
= oSenice
Canada

51 — © Ipsos Base: AWARE (n=3046), APPLY (n=3713), FOLLOW-UP (n=1208) a



Channel Use by Stage: Overall

= Use of the in-person channel declined at all stages of the client journey, while use of the online channel increased at the apply and follow-up stage. Clients were also
more likely to have used mail at the aware stage.

In-Person

- Online

= Telephone

Mail

= oSenice
Canada
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AWARE
/ ot
58%
v
21% \15% 16%
A
6%
2017-18 2019-20 2020-21

Base: AWARE (n=3046), APPLY (n=3713), FOLLOW-UP (n=1208)

FOLLOW-UP

70%

68% 68%

56%
/ \ 51%

48%

24%

APPLY
2% 72% A
48%
21% M
Y 0
13% 13%
5%
2017-18 2019-20 2020-21

2017-18 2019-20 2020-21



Channel Use at Aware Stage: Overall and by Program

Clients continued to be most likely to use online government sources to find out about the program they aﬁplied for and were more likely to have done so than in the
previous year. In-person was the second most commonly used source at the aware stage, although this channel has declined year over year.

Compared to 2019-20, use of the in-person channel declined for all programs except OAS/GIS, while use of online increased for El and SIN clients.
El clients were more likely to use online and telephone compared to all clients, SIN clients were more likely to use the in-person channel and CPP, CPP-D and

OAS/GIS clients to use the mail channel.
TOTAL
EXCLUDING CPP SIN OAS/GIS
SIN

2020-21 2019-20 2017-18 2020-21 2019-20 2017-18 2020-21 2019-20 2017-18 2020-21 2019-20 2017-18 2020-21 2019-20 2017-18 2020-21 2019-20 2017-18

Proportion of Channel Use (Aware)

2019|2017
-20 | -18

m 2020-21 (n=3046) (n=2449)(n=1481)(n=3035) (n=925) (n=557) (n=703) (n=610) (n=333) (n=652) (n=587) (n=349) (n=658) (n=597) (N=278) (N=604) (n=327) (n=242) (n=1022)
00
i@]ﬁll In-person . 24% W 47% 37%  14% 39% 37% b 42% 35% [15% 33% 46% 34% 32% 64% 62% 23% 28% 34%
v V \ 4 v v

A
<g Telephone l 16% 15% 21%  20% 19% 21% 20% 19% 19% 12% 24% 18% 18% 28% 8% 6% 12% 20% 22% 21%
A A A
‘Eg" Mai 14% A 10% 13%  13% 13% 13% 8% 8% 21% 26% 21% 30% 15% 5% 10% 34% 25%
ONZ] eserviceCanad g
@eefwce”aa 6% NA NA 6% NA NA 7% NA NA 5% NA NA 5% NA NA 7% NA NA 4% NA NA

I:l Slgnlflcanﬂy highel’than total Av S|gn|f|canﬂy h|gher/
53 — ©lpsos Q1a. Which of the following did you use to find out about or before you applied? Did you... Base: All Answering (n=3046) [ significanty lowerthan total lowerthan previous wave



Channel Use at Apply Stage: Overall and by Program

Clients were most likely to use the online channel when appl%/mg and were considerably more likely to do so than in 2019-20. The in-person channel was the next
most used and experienced a significant decrease in usage from the year previous. One in ten used the telephone or mail channel at the application stage, while 5%
used eServiceCanada. Compared to 2019-20, use of the In-person channel declined for all programs. El clients and SIN clients were more likely to use the online
channel, CPP and CPP-D the mail channel, while CPP-D and OAS/GIS clients were less likely to have used the telephone channel.

El clients were more likely to have used the online channel comf)ared to all clients, SIN clients the in-person channel, El, CPP and CPP-D clients the telephone
channel and CPP, CPP-D and OAS/GIS clients the mail channe

Proportion of Channel Use (Apply) 2019|2017 EX-EZOLL-SSII_NG
SIN
W 2020-21 (n=3713) (1=2977)(n=1646)(n=2083) (N-1148) (n-664) (N=697) (n=726) (1-360) (N=64S) (n-674) (n=373) (NoGSE) (No736) (n=343) (1=604) (noA26) (N=220) (n=790)
00
i@ﬁll In-person . 24%y 59% 37% 9v% 43% 37% i% 44% 35% 13% 39% 51% 9v% 42% 36% 5v6% 94% 87% Zvl% 43% 41%

& Telephone l 13% 13% 21% 15% 15% 21% | 16%| 15% 22% [17%|16% 19%| 17%| 23% 21%| 7% | 7% 11%| 9% |16% 17%
A AT
A A

O
E eServiceCanada 9
|||||| 5% NA NA 5% NA NA 5% NA NA 5% NA NA[3%| NA NA 6% NA NANANA
Significantly higher than total
54 — © Ipsos Q9bx Thinking backto when you actually applied for [IF NOT SIN INSERT [INSERT ABBREV] benefits], [IF SIN INSERT: a gniieanty g \ 4 %ﬁg‘:{f}iﬁ”ﬂg%ﬁgwa\/e
SIN number], which of the following methodsdid you use when completing and submitting your application? Did you ... [_1 significantly lower than total P

Base: All Answering (n=3713)



Channel Use at Follow Up Stage: Overall and by Program

Clients continued to be most likely to use the telephone channel when following up on their application, followed by half who used the online channel. One quarter of
clients utilized the new eServiceCanada channel, followed by those who used the mail channel or in-person channel. The proportion of clients who used the in-
person channel to follow-up declined compared to the previous year. Compared to 2019-20, clients from all programs were less likely to use the in-person channel,
while SIN and OAS/GIS clients were more likely to have used the telephone channel.

= SIN clients were more likely to have used the in person, mail or eServiceCanada channel compared to all clients, while CPP-D and OAS/GIS clients were more likely
to have used the mail channel.

TOTAL
Proportion of Channel Use EXCLUDING CPP SIN OAS/GIS
(Follow-Up) 201912017 SIN
-20 | -18
2020-21 2019-20 2017-18  2020-21 2019-20 2017-18 2020-21 2019-20 2017-18 2020-21 2019-20 2017-18 2020-21 2019-20 2017-18 2020-21 2019-20 2017-18
m 2020-21 (n=1208) (n=1100)(n=1481)(n=8397) (n=425) (n=340) (n=343) (n=169) (n=88) (n=176) (n=264) (n=208) (n=315) (n=108) (n=23) (n=105) (n=242) (n=183) (n=364)
OO0

40% 36% 10% 17% 15% 11% 40% 35% 10% 38% 46% 13% 27% 26%|32%|56% 70% 9% 39% 44%

In-person

15% 10% 130 6% 4% 9% 11% 7% 20% 28% 20%|21%|24% 32%)|28%| 39% 26% |26%| 24% 17%

O ;
@@ eServiceCanada .24"/0 NA  NA 23% NA NA 25% NA NA 17% NA NA 22% NA NA [34%| NA NA 12% NA NA

Q18 How did you contact the government before you were notified of a decision on your [INSERT ABBREV] application? Wasit... |:| Significantly higher than total AV Significantly higher/
55 — ©lIpsos Base: All Answering (n=1208) P lowerthan previous wave
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Multi-Channel Use: Online Channel Usage In-Depth

= Clients most often used the online channel first at the aware and apply stages. Online contact is the second most used option at follow-up.
= Year over year, clients were more likely to have used online first at the aware and apply stages. There was also a decline among those who used in-person as a first,

second or third points of contact.

FIRST @0,,3]
CHANNEL -
SECOND - 5
CHANNEL -
THIRD 84 N <.
CHANNEL & o
2019-2020
FIRST CHANNEL 5% 42% 28%
SECOND CHANNEL 12% 19%
THIRD CHANNEL 21% 7%
2017-2018
FIRST CHANNEL 7% 43% 31%
SECOND CHANNEL 14% 18%
THIRD CHANNEL 25% 19%
Base: All respondents, base may vary by statement
57 — ©lpsos Questions1a, 2, 3,9bx, 10x, 11x, 18, 19a, 19b

APPLY FOLLOW-UP

00

=l | LS

8% 16%

206 41% 49%
12% 11% e [ [ %
16% 18% e | | 1%
6% 4% 40%
13% 14% R R R
21% 21% e | | o

Av Significantly higher/

lowerthan previous wave M




Multi-Channel Use: In Person Channel Usage In-Depth

* In-person was the second most used channel as a first point of contact at the aware or apply stage and among the least used as a first point of contact at the follow-
up stage. Among those who used in-person first, clients were more likely to have used online as a second channel at all stages.

» Year over year, clients were less likely to have used the in-person channel as a first cE)oin_t of contact at all stages, while use of online as a second point of contact

during the aware stage has increased and use of the telephone channel as a secon
of contact at the aware or apply stages after using the online channel.

FIRST
CHANNEL

SECOND
CHANNEL

THIRD
CHANNEL

2019-2020

FIRST CHANNEL
SECOND CHANNEL
THIRD CHANNEL

2017-2018

FIRST CHANNEL
SECOND CHANNEL
THIRD CHANNEL

5%
4%
5%

7%
8%
9%

AWARE
v
L.
L
28%
31%

Base: All respondents, base may vary by statement
58 — © Ipsos Questions1a, 2, 3, 9bx, 10x, 11x, 18, 19a, 19b *small sample size, resultsshould be interpreted with caution lowerthan previous wave

42%
16%
17%

43%
11%
29%

point of contact at the apply or follow up stage has declined and as a third point

APPLY FOLLOW-UP

| 3% | 0000000 | 18%
e | 1%

]
28% 20%
a0 | 18%

2% 49% 41%
4% 6%
3% 21%

6% 40% 44%
7% 13%
10% 15%

Av Significantly higher/




Multi-Channel Use: Telephone Channel Usage In-Depth

» Telephone continues to be the least used channel for the first point of contact at the aware and apply stages and the most common used first channel at the follow-up
stage. Among those who used telephone first, clients were more likely to use the online channel as a second channel at all stages.

» Year over year, clients were more likely to have used the telephone channel first at the follow-up stage. Among those who used telephone first, clients were more
likely to use online at the aware stage as a second channel and less likely at the follow-up stage. Fewer used in-person as a second or third channel at any stage.

FOLLOW-UP

AWARE

FIRST
CHANNEL
SECOND < | | >
CHANNEL A N
THIRD .
CHANNEL
2019-2020
FIRST CHANNEL 42% 5%
SECOND CHANNEL 16%
THIRD CHANNEL 6%
2017-2018
FIRST CHANNEL 43% 7%
SECOND CHANNEL 23%
THIRD CHANNEL 20%

Base: All respondents, base may vary by statement
59 — ©lpsos Questions1a, 2, 3,9bx, 10x, 11x, 18, 19a, 19b

28%
30%
5%

31%
19%
3%

41%
29%
14%

44%
30%
10%

APPLY

2%

6%

49%
27%
4%

40%
33%
6%

| o22% | |  25% |

0% | 6% |

| 4% [ [ 1a% |

L 19% | 11% |
Av Significantly higher/
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Reason for Follow-up

Fewer clients followed up with Service Canada for any reason before receiving a decision compared to 2019-20. Among those who did, the primary reason was to
check on the status of their aPpllcatlon/pa]yment, and, to a lesser extent to provide additional information. Notably, clients who did not follow-up had higher overall
satisfaction than clients who followed up for any reason (88% satisfied those who did not follow up vs. 76% among those who did).

El or CPP-D clients were more likely to follow-up than clients of other programs, while OAS/GIS clients were less likely.
Compared to 2017-18 CPP-D and CPP clients were less likely to have followed-up.

Reasons for Follow-up with Service Canada

= Total El ®mCPP CPP-D mOAS/GIS  ®SIN m Total El mCPP CPP-D ®mOAS/GIS  ®SIN
2019-20  2017-18 2019-20  2017-18

- EOAA 31% 28% Beo % %
\ 41% 39% 7% 9% 9%

Check on the status of Mo 28%|V - A% 3 g L B
atus 17% 15% 17% 4% 5% 6%

your appllcatlon/ - 0 5 v ................. 0 0 ........................... 00 .......... For any Other reason I 6(; ............... 00 ............................. 00 ...........
bayment 40% 34% 6 6% 11%

v 29% 32% . &% 2% . T%
20% 25% 11% 4% 11% 3%

B > v A% 13% T BT 59%
13% V¥ 21% 16% 62%)| A 47% 46%

74% 72% 71%

. Proyide additional 9% 8% 10%
|nf0rmat|0n abOUt your ................................................................ No fOIIOW up ................................................................
17%| Y 23% 21% 58%)| A 47% 49%

69% A 63% S57%

71% 63% 78%

3% 4 SR I n%...
....... M ... ™.

Q17. Before you received a decision, did you contact Service Canadato... Significantly higher/
- o v gnificantly higher
60 — ©Ipsos Base: Completedan application. (n=3838) A lower than previous wave
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Impact of Multiple Channel Use

= Overall, more than four in ten clients used one channel during their client journey, followed by three in ten who used two, around one in ten who used three and 6%
who used 4 or more. El clients were more likely to have used only one channel, OAS/GIS clients used no channels (auto-enrolled), while CPP-D clients were more
likely to have used two or more channels.

* Clients who utilized more channels, in particular 3 or more, had lower overall satisfaction with their service experience than those who used fewer channels. This
finding is consistent with previous years where analysis was conducted by the number of contacts clients had with Service Canada which demonstrated that a
greater number of contacts results’in lower satisfaction.

Proportions Overall And By Program Satisfaction by Number of Channels Used
2020-2021 No channels m1channel m2channels m3channels = 4+ channels 2020-2021
(=4008) 6% 44% 30% 6%
No Channel 88%
(n= ;|_;|_6|§)I 19 49% 30% 14% 6%
CPP 1 channel 89%
(n=752) 5% 41% 33% 13% 7%
- 2 channels 9
(o602 3% 32% E [20%]  [10%] 85%
SIN ¢ o 0 0 0
(n=749) 1 45% 32% 14% 7% 4+ channels 81%
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Satisfaction by Service Channel

= Satisfaction with in-person service remained the highest, followed by eServiceCanada, online, MSCA, 1 800 O-Canada and specialized call centres.
= Compared to 2019-20, satisfaction increased among those who used online, 1800 O-Canada and specialized call centres.

Satisfaction with Service Channels (% Rated 4 or 5)

e |n-Person =My Service Canada Account** Online =1 800 O-Canada = Specialized Call Centre* = eServiceCanada
2020-21 (n=1102) 2020-21 (n=848) 2020-21 (n=2680) 2020-21 (n=315) 2020-21 (n=1208) 2020-21 (n=455)
2019-20 (n=1235) 2019-20 (n=576) 2019-20 (n=1227) 2019-20 (n=221) 2019-20 (n=642) 2019-20 (n=n/a)
2018-19 (n=2181) 2018-19 (n=n/a) 2018-19 (n=2317) 2018-19 (n=561) 2018-19 (n=855) 2018-19 (n=n/a)
2017-18 (n=1324) 2017-18 (n=n/a) 2017-18 (n=1089) 2017-18 (n=n/a) 2017-18 (n=511) 2017-18 (n=n/a)

89% .
87% 86% 86%
82% 82%
\ 0 A
76% 75% 75%
72% — (2% A
69% 2% A
60%
2017-18 2018-19 2019-20 2020-21

Q27. How satisfied were you with the overall quality of service you receivedfrom...? Base: All Answering (n=varies) Significantly higher/
63 — ©lIpsos *ExcludesSIN clients** New attribute added in 2019-20 Av IO\?verthan gre\?iouswave



Satisfaction by Service Channel

= Satisfaction with in-person service remained the highest, followed by eServiceCanada, online, MSCA, 1 800 O-Canada and specialized call centres.
= Compared to 2019-20, satisfaction increased among those who used online, 1 800 O-Canada and specialized call centres.

* Trends over time indicate that the proportion of clients who were satisfied with each channel is consistent with the baseline year. The exception is clients who
(t:)ontali_ctedI sptlamallsed call centres. There were fewer clients satisfied than in previous years but considerable progress was made in 2020-21 to move towards
aseline levels.

Satisfaction with Service Channels

; o % Rating
m5 - Very satisfied u Rated 4 " Rated 3 m Rated 2 B 1- Very dissatisfied d4or5
OO0 2020-21 (n=1102) 68% 18% 2%3% 86%
2019-20 (n=1235) 62% 24% 86%
| | In-Person 5415 19 (n=2181) 61% 26% 20094 87%
2017-18 (n=1324) 68% 21% 89%
prp—— My Service  2020-21(n=848) 44% 31% 5% (3% 75%
{]:_; Canada 2019-20 (n=576) 45% 30% 3% 3% 75%
= Account** N/A -
N/A -
™ 2020-21 (n=2680) 47% 31% 78% A
— Online  2019-20 (n=1227) 41% 32% 5% 3% 73%
E 2018-19 (n=2317) 43% 36% 79%
2017-18 (n=1089) 47% 32% 4% 3% 79%
I
2020-21 (n=315) 47% 25% 2% | 3% 72% A
1800  2019-20 (n=221) 48% 15% 2% 12% 64%
O-Canada  2018-19 (n=561) 41% 29% 7% 7% 69%
N/A -
I
- 2020-21 (n=1208) 48% 24% 6% 7% 72% A
SpeClahzeq 2019-20 (n=642) 36% 24% 12% 9% 60%
Call Centre*  2018-19 (n=855) 46% 27% 5% 6% 76%
2017-18 (n=511) 54% 28% 4% 3% 82%
0= eService  2020-21 (n=455) 65% 17% 3960 | 2% |
Canada
Ipsos Q27. How satisfied were you with the overall quality of service you received from...? Base: All Answering (n=varies) PO .
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Satisfaction with Service Channels by Program

= Satisfaction with service channels differs by program: CPP-D clients rated their satisfaction with in-person service, MSCA, and online lower compared to all clients,

Wl'h"et SIN clients provided higher ratings for in-person, online and 1 800 O-Canada. OAS/GIS clients rated their satisfaction with eServiceCanada lower than other
clients.

= Compared to 2019-20, El clients J)rovided higher ratings for online and specialized call centres, while CPP and OAS/GIS clients were more satisfied with the quality
of service provided by specialized call centres.

TOTAL

Satisfaction with Service Channel (% Rated 4 or 5) CPP CPP-D SIN OAS/GIS

2020- 2019- 2018- 2017- 2020- 2019- 2018- 2017- 2020- 2019- 2018- 2017- 2020- 2019- 2018- 2017- 2020- 2019- 2018- 2017- 2020- 2019- 2018- 2017-

m 5 - Very satisfied m Rated 4 21 20 19 18 217 20 19 18 212 20 19 18 21 20 19 18 21 20 19 18 21 20 19 18
OO0
i@ﬂi In-Person 86% 86% 87% 89% 77% 82% 80% 80% B83% 86% 90% 87%)|64%| 72% 68% 72% |91%|90% 94% 95% 84% 87% 84% 84%
o—= My Service
= Canada 75% 75% - - 76% 75% - - T74% 76% - - 59% .- 79%* 84% - - 66%* 75% - -
Ya=— Account***

78% 73% 79% 79% 77% 71% 79% 79% T74% 73% 76% 80% 53% 59% 53 83% 84% 82% 78% 73% 74% 79%

1800
O-Canada

2% 64% 72% - 68%* 62% 70% - 68%* 71% 77% - 52%* 63% 61% - 88% 8% - 67%* 65% 73% -

Specialized

Call Centre* 72% 60% 76% 82% 70% 59% 74% 85% 81% 67% 80% 74% 59% 58% 64% 72% - - - - 76% 64% 79% 76%

(@)
eService
||||| Canada 82% n/a n/a nfa 81% n/a n/a n/a 82%* n/la nla n/a 66%* nla n/a nfa 89%* n/a n/a nla n/a n/a nla
65 — © ISOS Q27. How satisfied were you with the overall quality of service you received from...? |:| Significantly higherthan total Av Significantly higher/
p *small sample siz_e,resultss_,hould be interpreted with caution **Excludes SIN clients*** New attribute addedin 2019-20 |:| Significanty lower than total lowerthan previous wave
Base: All Answering (n=varies)



Ease of Navigating Government of Canada Website

* Clients were most likely to find it easy to find information about the program, understand the information, find out the steps to apply and find out what information they
need to provide when applying. SIN clients were more likely to provide high ratings for all aspects compared to all clients, while CPP-D clients were less likely. El
clients were less likely to find 1t easy to find information about the program, while OAS/GIS clients were more likely to feel it was easy to understand the information.

= Compared to 2019-20, ratings for the ease of figuring out eligibility have improved while the ease of finding the steps to apply have declined. El clients were less
likely to provide high ratings for the ease of findlnfg the steps to apply, CPP clients for understanding the information and deciding the best age to start your pension.
El clients provided higher ratings for the ease of figuring out eligibility, CPP-D clients for the ease of understanding the information about the program and SIN clients

for finding the information they were seeking in a reasonable amount of time.

% Rated 4 of 5

2019-20 2017-18 2020-21 2019-20 2017-18 2020-21 2019-20 2017-18 2020-21 2019-20 2017-18 2020-21 2019-20 2017-18 2020-21 2019-20 2017-18

Find information about - || 750 78% 79% |74%|77% 78% 76% 82% 76%|63%| 57% 58%[86% 81% 85% 75% 76% 72%
................................................................................................................................................................................................................................................................................................................................... A
understand the information about || 7% 76% 76% 75% 72% 75% 76% 84% 73%|60%| 48% 52% [86% 86% 84% [84% 82% 69%
Find out the steps to apply _ 7% V 81% 80% 73/0 82% 80% 77% 81% 78%|60%| 58% 62% 81% 83% 80% 76% 76%
Find outwhat ormaten wesveete | 77 80% 78% 75% 80% 76% 78% 81% 78%|62%| 55% 57% 81% 84% 72% 83% 75%
....... A
Figure outityou are eligible for bencftc/ | 7coo A 71% 75% 73% 66% 72% 80% 83% 79%]|46%| 39% 43% 81% 80% 82% 84% 72%
Decide the best age to start your pension _ 66% 72% nla - - - 64% 72% - - - - - - - T71% 74% -
....................................................................................................................................................................................................................................................................................... D
Youwereabletoflndthelnformatlonyou .................................................................................................................................................................................................................................................................................... A .............................................................................
needed (oniine, in person or by phone) |G 75 75% 78% |73%|70% 77% 79% 81% 76%|61%)|53% 58% [87%| 80% 83% 76% 80% 72%
within a reasonable amount of time*
Q6. When you were looking forinformation about on the Government of Canadawebsite, how easy or difficult wasitto...? Please use a scale of 1
to 5, where 1 was very difficultand 5 wasvery easy, how would you rate...? Base: All Answering (n=varies)
66 — © Ipsos Q7.How much do you agree ordisagree that you were able to find the information you needed (online,in person or by phone)within a reasonable E
amount oftime?Please use a scale of 1to 5, where 1 was disagree strongly and 5 was agree strongly. Base= All Respondents(n=2630).



Reported Increased Ease Provided by Digital Services

= Eight in ten clients agreed that being able to complete steps online made the process easier, higher than last year. El clients were more likely to agree than all
clients, while CPP, OAS/GIS and CPP-D clients were less likely.

= Compared to 2019-20, reported ease increased among El and OAS/GIS clients. Notably, while CPP and CPP-D clients do not see a statistically significant increase
in their level of ease, both programs have observed a significant increase since the baseline wave.

Being Able To Complete Steps Online Made The Process Easier For You (% Rated 4 or 5)

T otal
2020-21 (n=3566)
2019-20 (n=1741)
2018-19 (n=3073)
2017-18 (n=3043)

El
2020-21 (n=1162)
2019-20 (n=701)
2018-19 (n=1098)
2017-18 (n=703)

——CPP
2020-21 (n=752)
2019-20 (n=389)
2018-19 (n=788)
2017-18 (n=652)

CPP-D
2020-21 (n=692)
2019-20 (n=417)
2018-19 (n=766)
2017-18 (n=658)

= OAS/GIS e SIN

2020-21 (n=442)
2019-20 (n=234)
2018-19 (n=421)
2017-18 (n=712)

2020-21 (n=518)

(8790

82%*
80% A
74% 5%
70%
_ 60% 62%
I 56%}
48% =
2017-18 2018-19 2019-20 2020-21

*new measure for SIN clients in CX 2020-21
Q36b. Thinkingaboutthe overall service you received, from getting information aboutto receiving a decision, how much do yo u agree ordisagree with the following statements, using a 5-point scale
67 — © Ipsos (where 1 meansstrongly disagree, and 5 meansstrongly agree.) Base: All Answering (n1=3566)



Online Channel

= Among those who went online at the aware stage, the vast majority were able to find the information they were looking for on the Government of Canada Website.
Six in ten were able to completely find the information they sought, one-third somewhat while only 6% indicate they didn’t find what they were looking for.

= Compared to 2019-20, clients were more likely to report they were able to find the information they were looking for.

Able to Find Information on Government of Canada Website

_— B Yes, completely B Yes, somewhat No
oooao
—

- 4 93%

2020-21

Q4. Did you get what you wanted from the Government of Canada website when you were looking forinformation on [INSERT ABBREV ]before you applied?

Base: All Answering (n=2016). Significantly higher/
68 — © Ipsos Note: in waves priorto 2020-21, response optionsincluded Yesor No only. AV lowerthan previous wave



Ease, Timeliness and Confidence during Application Stage

= Clients were most likely to find it easy to complete the application form, to understand the requirements, and to be able to complete the applicationin a reasonable time. SIN clients
were more likely to provide high ratings for nearly all aspects compared to all clients, while CPP-D clients were less likely. El clients were less likely to find it easy to understand the
requirements or find it easy to get help when needed, CPP clients were less likely to be able to complete the application in a reasonable time or find it easy to complete the
application form, while OAS/GIS clients were less likely to feel it was easy to gather the information required, complete the application form or get help when needed.

= Compared to 2019-20, El clients were more likely to find it easy to gather the information required or to be confident their application would be processed in a reasonable time. CPP
and SIN clients were more likely to find it easy to understanding the recngr_ements and CPP-D clients found it easier to have confidence their apPhcatlon would be processed in a
reasonable time. This year, OAS/GIS clients provided lower ratings for being able to complete their application in a reasonab le time, the ease of completing the application form or
confidence their application would be processed in a reasonable time.

Tota CPP-D OAS/GIS
% Rated 4 0or 5 __Total |

2019-20 2017-18 2020-21 2019-20 2017-18 2020-21 2019-20 2017-18 2020-21 2019-20 2017-18 2020-21 2019-20 2017-18 2020-21 2019-20 2017-18
You were able to complete the

application In a reasonable I 84% 82% 82% 83% 82%)|80%)|83% 82% |59%)|55% 56%|88%|87% 85% 83% 89% 81%

oSO A,
.........................................................................................................................................................................................................................................................................................A....................................................................................‘ ..............................................................................
Understanding the ﬁgq;&rﬁirgaetpgrs] - 80% 81% 78% 79% 85% 80% 79%|54%)|53% 520%(90%|85% 89% 85% 83% 75%
..................... e —
Putt'”gogoggg‘ggdﬂ;g ;Qgg{g"%;?ﬂ I 79% 78% 81% 75% 75% 81% 820 77%|44%]|43% 46%|88%)|86% 87%| 77% 79% 75%

Completing the application form |GGG 52 81% 83% 84% 81% 82%|81%)|82% 81%|50%|50% 53%|89%| - 88%| 76% 85% 78%
) 4

Getting help on your application
when you needed it _ 65% nfa nla n/a nla 63% n/a nla nfa nla n/a n/a n/fa nla

............................................................................................................................................................................................................................................. 0

Confident your application would
be processed in a reasonable || GEGN = 64% 66% 67% 59% 66%)|77%]| 79% 70%|40%)|34% 42% 68% 78% T7% 70% 82% 72%
amount of time. \4
Q12. Howmuch do you agree ordisagree that you were able to complete the application ina reasonableamount of time? (Please use a scale of 1 to 5, where 1 was . .
disagree strongly and 5 was agree strongly.) Base: All respondents(n=3797) |:| Significanty higher than total
Q13.0Onascale of 1to 5where 1 was very difficult and 5 wasvery easy, how would you rate the following when you were applying for INSERT ABBREV]?Base: All |:| Significantly lower than total

answering (n=varies)
Q1l4c. Afteryou submitted your application for [INSERT ABBREV], how confident were you that your applicationwould be processed in a reasonable amount of time. AV Significantly higher/
69 — © Ipsos Please use a 5-pointscale, where 1 was very worried and 5 was very confident. Base= Non-SIN clientsand those who did notapply inperson (n=3416). lowerthan previous wave



Ease of Application Process among Self-Service Clients

* The majority of self-serve clients found it easy to understand the requirements of the application, put together the information needed, and to complete the
application In a reasonable amount of time. At nearly six in ten, fewer found it was easy for them to get help on their application when they needed it.

= Year over year, ratings on all metrics are consistent.

0 .
E5-Veryeasy mRated4 wmRated3 mRated2 m1- Verydifficult Don’t Know o [RGB S

2020-21 2019-20 2017-18

Understanding the Overall [ . 27 S 2o, 100 o 87% . 84%  88%
requwement?_ Oftt_he - 83% 83% 89%

aoolication  El KGO s e oo 02O

o cr T w T 90%  87%  83%

........ e e e

Putting together overal [ g 10% R o2 0T 8s

the information == @ 5205 B ae0s S50/ 84%  83%  83%

needed to apply CPP

Getting help on Overall 38% 19% 3% 6% 20% 5/% na nfa
your application El 36% 19% 3% 7% 20% 5%  na nfa_

when you needed it CPP 34% 21% DU3% 23% 56% n/a n/a

m 5 - Strongly Agree = Rated 4 " Rated 3 ® Rated 2 m 1 - Strongly Disagree

Aole to complete  overa | S TR o s
the application in a Overall 020 £ cao £ 87% ...90%  86%
reasonable amount El 60% 27% - 10% 1% 87% 90% 87%

oftime  cpp 5% o v aw sm

20— o Q13. Howwould you rate the following when you were applyingfor[insert abbrev]? |:| Significantly higherthan total .v Significantly higher/
- SOS . i i = = = :
p Base: Self Service Clients(Overalln=4200, EI n=1162, n CPP n=600). |:| Significantly lower than total lowerthan previous wave



Use of My Service Canada Account (MSCA)

= Three-quarters of El and CPP clients, half of CPP-D clients and four in ten OAS/GIS clients used MSCA during their experience. Compared to 2019-20, CPP, CPP-D
and OAS/GIS clients were more likely to have used MSCA which they had registered for in the past.

= El clients were equally as likely to have registered for MSCA for the first time as they were to have registered in the past, while CPP, CPP-D and OAS/GIS clients

were more likely to have registered in the past.

= Two thirds of those who had to register for MSCA for the first time felt the process was easy, lower than in 2019-20, driven by a decline among EI users. CPP-D and

OAS/GIS clients felt it was more difficult to register compared to all clients.

Use of MSCA

2020-2021 2019-20 OASIGIS
2020- 2019- 2020- 2019- 2020- 2019- 2020- 2019-

21 20 21 20 21 20 21 20

A A
Used MSCA (NET) - 69% A  66% 77% [7794 50% [4894 399%[4394 329

A A A

Use your MSCA which
you had registered for - 38% A 34%  40% 39% 43% 22% [3294 25% [2994 21%
In the pas

SIS B 2% (259 3% 3496 2090 [16%] 1990 14 115

eu o oy MR |4% 5% 4% 3% 5% 8% 4% 5% 5% 7%
...................................................... g

None of the above . 24% V 28% 18% [14%| 38% 4494 53% |47 59%
R

Don't Know |3% 20 3% 1% 5% 3% 4% 2% 4% 2%

Q34aa. Atany pointin yourrecent experience with did you....Base: Allanswering excluding SIN (n=3103)
Q34ab. Using a 5-point scale where 1 was very difficult and 5 wasvery easy, how easy or difficult wasit to
71 — ©lpsos register for your My Service Canada Account? Base: Registered or attempted to register for MSCA (n=882)

Ease of MSCA Registration

m5-Very
easy

2020-
2021

2019-
2020

4

3

m2

Rated 4 or 5

1. Ve
™ difficult .

OAS/
GIS

17% (IRt 63%  65% 57%

v v

69% 73% 60%

48% 44%

|:| Significantly higher than total
|:| Significantly lower than total



Qualitative Insights on Authentication

= Most participants had not heard of Verify.Me which was set up after participants had received their initial decision in
January, February or March 2021. Interest in using Verify.Me to sign up for an MSCA were mixed. Some were
comfortable with using their banking information, as they are already using it for their CRA account, and/or they figure
since the government already has their banking information for deposits, Verify.Me would not be any different. Some
expressed resignation about online authentication requirements in general, and/or felt that hackers are quite
sophisticated and can get your information no matter what type of login authentication is used. Others felt that they
would not feel comfortable using their banking information and would prefer instead to receive a PIN code in the mail —
a feeling expressed especially among clients who had previously used this type of authentication to sign up.

» |n general, most felt that the government does a good job of securing their personal information, and that any
breaches or concerns are more about those who are determined to find a way to hack and steal information, and that

little can be done to prevent these individuals. Most believed that multi-factor authentication and other security

measures provide a sense of security and confidence.

The only reason is, is | would do it through the bank account that
you would have your El submitted to anyway. Otherwise, if it was
just to use the bank to verify who you were, and you didnt need
the banking information, then | wouldn't have done it. But because
you utilize the bank information to submit payments to me directly,
then | felt there’s less risk because you would need that
information regardless somehow. That's my logic.” — El client
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| was going to say, | think when you initially sign in, you have to
have a bunch of security questions that you have to fill in as part
of the verification process. And | think that there’s also a choice of
two-factor authentication. | think that’s another piece of it that you
can choose. Whenever you login, you answer either a security
question or get a code sent to your phone, to further verify that it's
you. | think that's much better than maybe historically where you
only have one step. | feel that my end, it should be fine. - EI client



Use of My Service Canada Account (MSCA) (cont)

= Among those who utilized MSCA at any point during the process, one in ten used the MSCA online chat function. Usage was lower among OAS/GIS clients

compared to all clients.

= Among those who utilized the chat tool, two thirds found it helpful with no significant differences found by program.

Use of MSCA Online Chat

2020-2021 =Yes

= No

B,

Helpfulness of MSCA Online Chat

= 5 — Strongly agree = Rated 4 = Rated 3 = Rated 2 = 1 — Strongly disagree

<
@66%

Rated
4o0r5

15%

% Yes % Agree (Rated 4 or 5)
9% 66%
CPP 11% 71%
8% 58%
OAS/ GIS OAS/ GIS* 75%
34c. Did you use the online chaton the MSCA website (also called ‘virtual assistant’) at any point during the processof getting information
about [INSERT PROGRAM] and completing and submitting the applicationform? Base: Allanswering excluding SIN (n=1963) |:| o )
73 — © Ipsos 34d. Howmuch do you agree ordisagree that the online chat on the MSCAwebsite washelpful? (Please use a scale of 1t0 5, where 1is Significantly higher than total

disagree strongly and 5 isagree strongly.) Base: Registered orattempted to register for MSCA (n=172)
*small sample size **very small sample size, resultsshould be interpreted with caution

|:| Significantly lower than total



Use of My Service Canada Account (MSCA) (cont)

Three quarters of clients who used MSCA said they were satisfied with the overall quality of service they received. CPP-D clients were less likely to be satisfied
compared to all clients.

= When looking at results by grourE]) youth (Il8 30) and OLMC (Official Ian%uage minority communities) were more likely to be highly satisfied with MSCA, while clients
who have restrictions, those with a disabillity, or a language barrier provided lower ratings.

Overall Satisfaction With MSCA
At-Risk Client Groups

Total

Higher Satisfaction
(% Rated 4 or 5)

OLMC 88%*

Youth (18-30years old) 83%

Lower Satisfaction
(% Rated 4 or 5)

.....-.-.. Restrictions to Service 69%

75% @ 66% Clients with adisability 56%

Satisfied (% Rated 4 or 5) FEIGILEGS BTl A2t

Significantly higher than total
74 - © Ipsos *small sample size, resultsshould be interpreted with caution. .g f vy
|:| Significantly lower than total



Use of 1 800 O-Canada at Aware Stage and Channel Satisfaction
- Overall and by At-Risk Group

= Overall, fewer than one in ten of all clients used 1 800 O-Canada at the aware stage to learn about the program they applied for, lower than in 2019. Usage at the
aw%r_F stage was higher among e-vulnerable clients, those who experience a language barrier, and those with no devices (no computer, smartphone or tablet) or
mobile only.

= At seven in ten, a strong majority of clients were satisfied with their experience with 1 800 O-Canada, consistent with last year. Satisfaction with the channel was
lower among clients with disabilities and those with a language barrier.

Channel Use and Satisfaction By At-Risk Groups

% Used at Satisfaction (%
2020-2021 2019-2020 Aware stage Rated 4 or 5

2020-21 2019-20 2020-21 2019-20

Youth (18 to 30) 4% 5% 79%* 79%
Seniors (60+) 7% 9% 65% 67%
. OoLMC 6% 3% 77%* 78%
Used service at o W : - > >
6% 8% Non E or F Speaking 2% 3% 78%** 82%
awareness stage .
High school or less 7% 7% 80% 73%
Indigenous 6% 8% 83%* 52%
Clients with disabilities % 11% 70%
Remote 7% 6% 80%** 74%
"""""""""""""""""""" Urban 6% 7% 71% 71%
Rural 5% 9% 74% 65%
E-vulnerable 11% 75%* 69%
Satisfied with Newcomers (3 years or fewer) 3% 3% 9406+ 83%
channel (% 2% 69% Language barrier 12% 19% 8%
Rated 4 or 5) Mobile only 13% 5% 66%* 54%
No devices 19% 85%0** 77%
Clients with Restrictions 7% 8% 72% 55%
Racialized 6% N/A 82% NA
75 - ©Ipsos Q1a. Which of the following did you use to find out about [NSERT PROGRAM] or [INSERT ABBREV]before you applied? Did you .. AW Significantly higher/ [_] significanty higherthan total
Q27. How satisfied were you with the overall quality of service you receivedfrom...? Base: All Answering (n=varies) lowerthan previous wave I:l Significantly lower than total

*small sample size **very small sample size, resultsshould be interpreted with caution



eService Canada

* More than one in ten (13%) of all clients used eService Canada and 7% of all clients had their service interaction resolved over the phone which meant they did not
require an appointment at a Service Canada Centre.

= At eight in ten, the vast majority of eService Canada users were satisfied with the overall quality of service received.
= Eight in ten found the process to be easy, while closer to three-quarters found it effective.

Ease and Effectiveness Satisfaction With Overall Quality of Service

B 1 - Very dissatisfied

80% .
B 2 - Dissatisfied 78%

_ ’
% Rated 4 or 5)
82%
m 4 - Satisfied

B 5 - Very satisfied

o Ease Effectiveness
Overall, it was easy for you to apply for You were able to move smoothly
Total [ABBREV] through all of the steps related to your

[ABBREV] application

using a 5-point scale (where 1 meansstrongly disagree, and 5 meansstrongly agree.)

Q36b. Thinkingaboutthe overall service you received, from getting information about[INSERT ABBREV] to receivinga decision, how much do you agree or disagree withthe following statements,
Q27. How satisfied were you with the overall quality of service you receivedfrom...?

76 — © Ipsos



Qual

itative Insights on eService Canada

= A few participants had experiences with eServiceCanada. Of those who received a callback, they described the
interaction as very positive because they received answers to their questions. However, one participant stated that

they did not receive a callback after submitting an eServiceCanada form.

= Among those who had not used or were unaware of eServiceCanada, some thought it a great idea and were open to
using the service, while others were concerned about having to wait two business days to receive a callback, or
that they would miss the call, and their opportunity to speak with a representative.

77 — © Ipsos

But | did use the eService and | was pleasantly surprised when a delightful
representative called me back. At that time people were working from home but
she made it clear that she was dealing with my request and was very helpful,
particularly regarding OAS and whether I'd qualify not being in the country for the
full 40 years. That service met my needs at the time based on the time that it was
March 2020 and | couldnt go to an office and get my questions answered. — OAS
client

| remember | was looking at the website, | had a few questions, so it gave me an
option to leave my phone number and that someone would call me back in | think it
was 48 hours. So then, | remember the guy called me back. | had asked him my
questions. It was actually really easy. | definitely like the callback service. It's better
than sitting there on wait the whole time, because | hate waiting on the phone.

That was definitely one of my favourite things this time around. Ive never
experienced it before. - El client

Yeah, it will be nice, but just if they have the time
available that | have, if | can put my time
availability, because I'm at work, so | will feel very
bad if I need to call that I'm waiting for two, three
days. - SIN client

I dont like that. | wouldnt use it. | need to know..l
work so I'm busy. Even if I'm laid off, I'm still super
busy. | dont want to have to wait two days for that
call. The bank does that too, so | walk to the
bank. [...] I'd rather wait or for them to call me
back that day, or to wait on hold [in case they call]
when I'm busy. - El client



In Person

= At more than eight in ten, the vast majority of clients who used the in-person channel were satisfied with the quality of service received, while nine in ten felt that
Service Canada representatives were helpful and eight in ten found it easy to get help when they needed it.

= Only a quarter of clients who utilized in person services at the aware or apply stage booked an appointment prior to their visit.

= Clients who booked an appointment at either the aware or apply stage have consistent levels of satisfaction with their experience compared to those who did not.
The only notable difference was that clients who booked an appointment at the aware stage were more likely to feel it was easy to get help in general than those who
did not book an appointment.

Satisfaction With Overall Quality of Service Booked Appointment Prior to Visit Helpfulness
% AWARE STAGE
0 m]- Very % Rated 4 or 5
. L (booked
_ dissatisfied apopooiﬁtmaenm)
87% 91%
m2 82%
No
72%
3
— % Rated 4 or 5
86% (booked an
4 appointment)
90%
m5- Very No Service Canada It was easy to get help
satisfied 73% representatives that you when you needed it
- dealt with in person were
helpful

Q27. How satisfied were you with the overall quality of service you receivedfrom...?
Q36b. Thinkingaboutthe overall service you received, from getting information about[INSERT ABBREV] to receivinga decision, how much do you agree ordisagree withthe following statements,
using a 5-point scale (where 1 meansstrongly disagree, and 5 meansstrongly agree.)
78 — © Ipsos Qlc. You indicatedthat you went to a government office before you applied. Did you bookan appointment prior to your visit? (n=646)
Q9d. You indicated thatyou went to a government office when completingand submitting your application. Did you bookan appo intment prior to your visit? (n=757)
“In-person” satisfaction results do notincludethe person-to-person touchlessservice, eService Canada.



Profile of In-Person Clientele- Proportion of At-Risk Client Groups

= The proportion of vulnerable groups among in-person clientele varied with certain groups having relied more on in-person service.

= Newcomers, racialized clients, clients with restrictions to accessing service, e-vulnerable and mobile only clients were more prevalent among those who used in-
[)Jerson at any stage of the client journey. The proportion of Youth were higher amongl_those who used in-person at the aware or apply stages, while the proportion of
rban clients and OLMC were higher among those who applied in-person. Non-English or French speaking, Indigenous clients, clients with disabilities and rural
clients were more prominent among those who followed-up in-person.

Lol Proportion of clients U Apply polonae
734 Youth (18 to 30) N 31% 38%
foso i (604 3 L . L
210 OLMC B 5% 7%
0w S . ol
1608 High school or less I 31% 37%
e i g e B B SR
o e i T = I
e e e e s D B ..
Pryram R o B B o]
e o ] P L ORIS4 COTE - ENROR -
e s _— g s S v B
e o e B
et e m e EE ...
35 Mobileony mmow o] [13%]  [12]
240 No devices 3% 3% 3% 3%
3207 Clients with restrictons [N 43%  [60%| |55k  [70%]
947 Racialized NN 35%

79— ©lpsos OLMC: Official Language Minority Communities [_1 significanty higherthan total a

[ ] significantly lower than total



In-Person Satisfaction by Region

= Qverall, 86% of clients who utilized in-person services were satisfied with the service provided.
= Satisfaction ratings were consistent by region, though satisfaction has significantly declined in Quebec compared to last year.

B
(Rated 4 or 5)
2020-21: 88%*
2020-21:86% 2019-20: 88%

2019-20: 86%

—— 4
e
___ontario____
2020-21: 89%

2019-20: 85% 2020-21: 83%V
ggig'%; 222;0 2019-20: 91%
- . 0

.,

Q27. How satisfied were you with the overall quality of service you receivedin-person? o )
80 — © Ipsos Base: in-person (n=1102)(In-Person Satisfaction), n=(4200) (Overall Satisfaction) Av Significantly higher/

*small sample size, resultsshould be interpreted with caution lower than 2019-20



In-Person and Telephone Experience

= Clients who used in-person services were nearly unanimous in their agreement that in-person Service Canada representatives were helpful, with 91% providing a
rating of 4/5. Eight in ten respondents agreed that they travelled a reasonable distance to access the service, a significant increase from last year.

= More than eight in ten respondents who used telephone services agreed that Service Canada specialized call centre phone representatives were helpful, a significant
increase from 2019-20.

In Person and Telephone Experience

81 — © Ipsos

m 5 - Strongly agree u4

~ Service Canada
representatives that you dealt
with in person were helpful

~ You travelled a reasonable
distance to access the service

Service Canada specialized
call centre phone
representatives were helpful

3 m? ® Don’t know

O/I
59% 20% sLZ 8% 5% 3%

m ] - Strongly disagree

m Not Applicable

66% 19% 8%

Q36b. Thinkingaboutthe service you received,how much do you agree or disagree with the
following statements. Base: All Answering (n=varies)

Percent Rating 4
or 5

2020-21 2019-20

A 79% 75%

A 85% 73%

Av Significanty higher/

lowerthan previous wave M



Reasons for Low Satisfaction with Specialized Call Centre Service

Among those who reported low satisfaction scores (ratings of 1 to 3 out of 5) regarding the service provided by specialized call centres, the most common reason was long wait

times, with over half (54%) feeling it was too long. Following this, in addition to other, miscellaneous responses (23%), tho se with low satisfaction felt the information they were
provided was inconsistent or unclear (12%) or that their questions were not answered (5%).

CPP-D and SIN clients were more likely to cite their questions not being sufficiently answered, while CPP-D clients were less likely than all clients to feel wait times were too long.

By region, Atlantic Canadians were more likely than all clients to feel wait times were too long, while those in the West and Territories were more likely to feel they got inconsistent
or unclear information.

Reasons for Rating of 1-3 By Program By Region
o) EEEE R
The telephone wait times were too long _ 54% 59% 52% 42% 50% 45% 57% 57%
Other - 23% 23% 28% 28% 17% 34% 23% 27% 23%
Inconsistent or unclear information . 12% 12% 12% 16% 14% 11% 10% 8% 12%
Your questions were not answered I 5% 4% 4% 2% 6% 2% 8% 3%
DK/NS I 3% 1% - 4% - 2% 4% 4% 3% 3%
Did not like the outcome of the call(s) | 1% 204 4% | 8% | | | 12% | - 2% - - -
Service Canada represencﬁa;tri\é(;s3 é/\(/:(tafrjrl 0% ] ] ] i i i 10
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Q27a. You provided a rating of [INSERT RATING FOR'AN [INSERT ABBREV] CALL CENTRE'AT Q27] outof 5 forthe service provided by the [INSERT ABBREV] Call |:| Significantly higherthan total a
Centre. What would you say most contributed to your lower satisfactionwith the overall quality of the service you received fromthe [PROGRAM ABREV]call centre? Base:

Those who provided arating of 1-3./100n Q27 (n=315) *small samplesize **very small sample size, resultsshould be interpreted with caution |:| Significanty fowerthan total



Qualitative Insights on Channel Performance

= Many participants believed being able to reach more quickly a live person on the phone — particularly for program
call centres —would be the service improvement of greatest interest across all programs and at every stage of the
client journey. If there is a long wait on the phone, some participants said they would prefer that Service Canada offers the
option of a callback. Awareness of eServiceCanada is low. Those participants who have used callback services with
telecommunications and other private sector companies have found them to be quite helpful; however there were concerns
for some that the callback would need to be scheduled at a convenient time, citing fears of missing the callback when it
comes.

= Participants who like the idea of online application with live chat support find this option easy and convenient, and they
have used it for other services with success, although there is a stronger preference to connect with a live agent vs. having
a bot answer common questions. Those who dislike live chat “don’t use it/ haven't tried it,” “don’t like the amount of
typing/writing involved,” feel that something gets “lost in translation” compared to speaking to someone on the phone or in
person. Some participants said they do not write well enough in English or French. It should be noted that the expectation
for live chat is that it would be faster than phone and available after hours, service attributes that appeal for some. Mention
was made that the chat support option tends to be better for simple questions and less preferable for complex
ones.

[...] not having to wait on hold and having [...] if | wanted to ask a question about a discrepancy on my bill, Ive used live chat to ask
the option for callback numbers, so it's less questions that way. Usually, if it's a simple question, you can get a simple answer. If you have
inconvenient to be hanging on the phone something thats a little more complex, then again, you cant describe it effectively. You might
for an hour or two. - El client not.get the answer you want, and then you get frustrated. - El client

83 — © Ipsos E



Qualitative Insights on Channel Preference

» |[n terms of service channel preference for completing and submitting an application, many participants said they like
the idea of an online application with the option of phone support. Online is considered easy, fast and convenient,
but they like knowing that they can speak to an actual person to get the answer they need. Some participants also liked
the idea of phone support because they felt the agent could call them back if the line unexpectedly disconnected.
Amongst those who do not like phone support, they feel that it is more difficult to communicate on the phone vs. in-
person or chat, “something gets lost”. They also anticipate long wait times, which is true both of previous experiences
with government services, and in general with having to dial into call centres for various services.

» The in-person service channel was preferred by participants who want a very thorough and step-by-step
explanation or walk-through of the application process; it was also preferred for those who might have unique
cultural needs or require more contextual information in terms of navigating the “system” — notably, first-time applicants
to SIN. For participants whom English or French is not a first language, the in-person channel is perceived to be the
most effective.

[I prefer] the online plus the phone support [...] I'm pretty competent in Like when | came to Canada, | came with the working holiday visa. So,
navigating using Google, and figuring things out on the webpages and for example, the SIN number, | did it at the airport, so whatever the
what not. But if you stumble about and run into a problem, then you can person at the airport told me, ‘You have to do it, do you want to do it

at least contact somebody [...] it's easier to contextualize your problem here?’: and | said yes. But after that, when | applied for the PR, | did it
when you're actually talking with somebody directly, as opposed to say, by myself, so online. [...] In that situation, yeah it was helpful because
online chat, where you have to be especially descriptive in your problem when you come to a country, you dont know how the system works. So,
for the other person to not misunderstand or misinterpret what you're at the airport they explained pretty much everything. But after that,
talking about. And then, you go in circles a lot. Talking with a human, when whatever, like the working holiday visa, its like one year, so after

sometimes you can get to | think a better place maybe a little quicker one year you understand how it works and what you need to do. -
84~ ©leos _ E| client SIN client
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Impact of Service Changes on the Client Experience mzozo2 mzo10.20 = 2018-19 201718

Overall satisfaction withthe service experienced increased since 2019-20due to higher satisfaction among El clients (and the high
proportion of Service Canadaclientelethey represented*). Notably, lower satisfaction was reportedamong SIN clients this year.

Increasein satisfaction wasdriven by improvementon overall effectiveness among El
clients, clarity of process among Eland SIN clients, receiving consistent information
among Eland OAS/GIS clients and timeliness of serviceamong El and CPP-D clients.

- V¥ 89%94% 92% 94% 86%s8%87%87%  88%879087% 86% A 84 %, 80% 83%
[ 63%%6004 629 64%
u CPP A

oo 86% T
= 2020-21
mOAS/GIS i OAS/GIS CPP-D

However, there was a decline in ease of
getting help in general for El and SIN clients
and overall effectiveness for CPP clients.

Effectiveness Clarity of process Consistent info Timeliness of service = Ease of getting help in general Effectiveness
=  83% 77% 88% 82% 87% 80% 57%  65% 83% 80%
2020-21 2020-21 2020-21 2020-21 2020-21 2020-21 2020-21 2020-21 2020-21 2020-21
CPP SIN OAS/GIS
St thst Ease of applying, confidential  Helpfulness of in person Confidence information was Helpfulness of in person reps, ~ Helpfulness of specialized call
rengtnsto information was protected, and specialized call centre protected, helpfulness of in confidence info was protected, centre reps, ease of applying,
maintain helpfulness of in person reps reps, understanding person and specialized call centre  move smoothly through steps, ~ mMove smoothly through steps,
requirements of app, ease reps ease of understanding received consistent info
of applying requirements of app
Confidence application would Ease of getting helo. ease Ease of determining eligibility, . Ease of getting help, ease of
. , . E f foll f .
) Areas for t pe processed in r_easonab_le of foIIovv-gup, e%se (F))f ease of getting help on o ar?p?l?ceoltio% (\)/\\:(\)I-Lljjlz, t():gr[;rlgfgs(,fe d deC|d_|ng best age to start
Improvemen time, ease of getting help in deciding best age to start apphcat_lon,_ ease of_gatherlng info i reasonable time pension, ease qf foI_Iow up,
general, ease of follow-up, pension, ease of getting for application, confidence confidence application
86 — © Ipsos ease of getting help on help in a;pplication application would be processed in would be processed in
reasonable time reasonable time

application

*the proportion of clients by programwas held consistent vs. the baseline wave to ensure comparability of results and that any changes observed overtime were not as a result of client distribution.
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Satisfaction, Ease and Effectiveness Over Time

= The vast majority of clients were satisfied with their experience and found it easy and effective.

= Compared to 2019-20, overall satisfaction and effectiveness have increased, while ease has remained stable over time. Overall satisfaction has returned to levels

observed in 2017-18 and effectiveness has rebounded after declining last year and stands at the highest level observed.

Change in Overall Performance of Service Attributes (% Rated 4 or 5)

CX Survey CX Survey CX Survey
2017-18 2018-19 2019-20

CX Survey
2020-21

86%

86% — 850 86% A
— e 84%/// 85% A

- Satisfaction 84% =
—[Ease

78%

— Effectiveness 82% 82%
=—Emotion
78%
2017-18 2018-19 2019-20
88 — © Ipsos

7%

2020-21

AV Significanty higher/
lowerthan previous wave



Satisfaction with Service Experience

= Overall, the majority of clients remained satisfied with the service experience, higher than in 2019-20 and consistent with the levels observed in 2017-18.

= After sofltenirllg for two consecutive years, the proportion of clients who provided a ratings of 5 for their overall experiences has strengthen somewhat and returned to
2018-19 levels.

= This finding reflects the composition of the clientele, half of which were EI clients, and nearly a third of which were SIN clients.

Satisfaction with Service Experience Percent

Rating
4or5

m 5 - Very satisfied = Rated 4 Rated 3 ® Rated 2 m 1 - Very dissatisfied

2o I e :
(n=4200) 57% 28% 10% 86% A

2450 % A ;
(n=2431) 55% 29% 11% 84%

24401) O %2 85
(n=4401) 58% 27% 9% 3%2 0

2017-18 0
(n=4001) 63% 24% 9% e 86%

\ J
ignificantly higher/
. AV e
. = CPP
Weighting Scheme
by Program - 2020-21 CPP-D
ESIN
m OAS/GIS

Q38a. How satisfied were you with the service you received from Service Canada relatedto your application? please use a 5-point scale, where 1 meansvery dissatisfied, and 5 meansvery
89 — ©lpsos satisfied. Base: All Respondents(n=4200).



EMOTION

EFFECTIVE
NESS

EASE

Ease, Effectiveness and Emotion

= Astrong majority of clients found the process effective, easy and had confidence in the issue resolution process.

= CPP-D clients were less likely to have found the process effective, that it was easy to apply, or to agree they had confidence in issue resolution compared to all
clients. El clients were less likely to have confidence in issue resolution, while CPP clients were less likely to have found the process effective. SIN clients were more
likely to have found the process effective and to have had confidence in issue resolution, while OAS/GIS “clients were more likely to have had confidence in issue

resolution.

= Compared to 2019-20, El clients were more likely to have found the process effective, while CPP clients were less likely. OAS/GIS clients were more likely to have
had confidence in the issue resolution process than the previous year.

You were
confident that
any issuesor

problems

would have
been easily
resolved.

You were able
to move
smoothIY

through all of
the steps

Overall,itwas
easy for you to

apply for

90 — © Ipsos

m5 - Strongly agree mRated 4 mRated 3 mRated 2 m1 - Strongly disagree ®Don't know

2020-21 (n=4200)
2019-20 (n=2431)
2018-19 (n=4401)
2017-18 (n=3221)

2020-21 (n=3797)
2019-20 (n=2103)
2018-19 (n=3993)
2017-18 (n=3639)

2020-21 (n=3048)
2019-20 (n=1741)
2018-19 (n=3073)
2017-18 (n=3043)

Q36b. Thinking about the service you received, how much do you agree or disagree w ith the follow ing statements... You w ere confident that any
issues or problems would have been easily resolved? Base: All Respondents (n=4200). You w ere able to move smoothly through all of the steps

SYA)

53% 25%

51%
58%

25%

26%
24%

5%|4%

49%3%

5%3%

492%

62% 23%

58%

24%

3020

629% 22%
599% 22%

59% 27%
59% 25%

63%
59%

23%
25%

BY3%

% Rated 4 or 5

SIN

OAS/GIS

[82% A

related to your claim/ application? Base: All Answ ering (n=3959). Overall, it was easy for you to apply for [ABBREV]? Base: All Answ ering (n=2735)

Av Significantly higher/

lowerthan previous wave

|:| Significantly higher than total
|:| Significantly lower than total



Satisfaction with Service Experience by Program

= Compared to 2019-20, satisfaction among El clients increased and declined among SIN clients. Satisfaction was stable for all other programs.
= Consistent with previous years, satisfaction remained lower for CPP-D clients.

Satisfaction with Service Experience- By Program (% Rated 4 or 5)

SN e CPP = 0AS/GIS El — CPP-D

94% 94% —

92% 89% VW
87% 87% — 88% - ~—/- 88%
86% 87% 87% 86%
A
60%
AV e s wave

2017-2018 2018-2019 2019-2020 2020-2021

Q38a. How satisfied were you with the service you received from Service Canada relatedto your application? please use a 5-point scale, where 1 meansvery dissatisfied, and 5 meansvery
91 - ©lIpsos satisfied. Base: All Respondents (n=4200).



Overall Satisfaction by Region

Overall Satisfaction )
(Rated 4 or 5) "

2020-21: 86%A | " atlantic

LR

2019-20: 84% 2020-21: 89%a4
2018-19: 85% 2019-20: 79%
2017-18: 86% . 2018-19: 85%
i 2017-18:90%
2020-21: 83% =
2019-20: 82% / b
S — Ontario. ] =
2017-18: 82% Quebec

2020-21: 89%A 2020-21: 83%V
2019-20: 85% 2019-20: 88%
2018-19: 85% 2018-19: 88%
2017-18: 87/% 2017-18: 90%

Q38a. How satisfied were you with the service you received from Service Canada relatedto your application? please use a 5-point scale, where 1 meansvery dissatisfied, and 5 E

92 — © Ipsos meansvery satisfied. Base: All Respondents(n=4200), Ontario (1=1148), Quebec (n=1006), West/ Territories (n=1626), Atlantic (h=420). Av Significantly higher/
lower than 2019-20



Trust in Service Canada

= Consistent with previous years, the vast majorit%_of clients expressed trust in Service Canada to deliver services effectively to Canadians. CPP-D clients were less
likely to express trust compared to all clients, while SIN clients were more likely.

= Compared to 2019-20, ratings have improved among El clients and declined among CPP clients (returning to levels observed in 2018-19).
= This measure remained strongly correlated to overall satisfaction

Trust in Service Canada — Overall and By Program (% Rating 4 or 5)

e Total SN e CPP e 0AS/GIS El ——CPP-D
0,
91% - 90%
83% 86% 84%
O T ——— 83% — A
81% — 82%
79%
67%
64% 64%
2018-2019 2019-2020 2020-2021
(n=4401) (n=2431) (n=4200)

Therewas a strong correlation betweentrustin Service Canadaand overall satisfaction (0.62).

93— © Ipsos Q38b._HowrrI1uchr\1/voqu you saydyoutrust Servicltle Ca;adato deliverservicesdeffclacgvely'ta‘o”CRanadiags? Pleaiezlés()e |:| Significantly higher than total AV Significantly higher/
a5-pointscale, where 1 meansdo nottrust atall, and 5 meanstrust a great deal. Base: espondents(n= ) |:| Significantly lower than total lowerthan previous wave



Trust in Service Canada

= CPP-D were less likely to express trust compared to all clients, while SIN clients were more likely.
= Compared to 2019-20, ratings have improved among El clients and declined among CPP clients (returning to levels observed in 2018-19).

= This measure remained strongly correlated to overall satisfaction

Trust in Service Canada - Overall and By Program Percent
Rating o3l CPP-D
m5 - Trust a great deal Rated 4 Rated 3 ® Rated 2 m 1 - Do not trust at all 4or5

Therewas a strong correlation betweentrustin Service Canadaand overall satisfaction (0.62).

94 — © Ipsos QSSb._Hown;uchr\]Noulfyou saydyoutrust Servicltle Ca;adato deliverservicesdefffzcgvely'ta‘o”CRanadiags’? Pleazezlés()e |:| Significantly higher than total AV Significantly higher/
a5-pointscale, where 1 meansdo nottrust atall, and 5 meanstrust a great deal. Base: espondents(n= ) |:| Significantly lower than total lowerthan previous wave



Assessment of Duration of End-to-End Journey

= At eight in ten, the majority of clients found the timeliness of service reasonable, higher than in 2019-20 and the highest level observed. SIN and OAS/GIS clients
were more likely to have rated the timeliness of service as reasonable, while CPP-D clients were less likely.

= Compared to 2019-20, El and CPP-D clients were more likely to agree that the timeliness of service was reasonable.

The amount oftime ittook, from when you started gathering information towhenyou gota decision on your application, was
reasonable (% Rating 4 or 5)

= Total S|\ e CPP = OAS/GIS El —— CPP-D
89% =
R5% 87% 850 —___185%]85%
80‘7 3% S 83% 81%
77; — 80% ——21% A
e 0 77% = A
75% 76%
49% 49%
47%
2017-2018 2018-2019 2019-2020 2020-2021

Q36b. Thinkingaboutthe service you received,how much do you agree or disagree with the R . o .
95 — © Ipsos following statements...The amount of time it took, from when you started gatheringinformation to [ significanty higher than total AV Significanty higher/
when you got a decision on your application, wasreasonable. Base: All respondents (n=4200) |:| Significantly lower than total lowerthan previous wave



Assessment of Duration of End-to-End Journey

= SIN and OAS/GIS clients were more likely to have rated the timeliness of service as reasonable, while CPP-D clients were less likely.
= Compared to 2019-20, El and CPP-D clients were more likely to agree that the timeliness of service was reasonable.

The amount oftime ittook, from when you started gathering information towhenyou gota PercintRSating
decision onyour application, was reasonable of

m5- Stronglyagree ®Rated4 ®mRated3 ®Rated2 m1- Stronglydisagree = Not Applicable = Don't know 2020-21|2019-20| 2018-19| 2017-18

Total 2020-21 (n=4200) 58% 24% 3% 4% 81%A| 77% 76% 77%
El (n=1162) 53% 27% 4% 6% 80%A| 68% 69% 73%

CPP (n=752) 59% 22% 3%3% 81% 83% 83% 80%

CPP-D (n=692) 57%A| 49% 49% 47%

OAS&GIS (n=845) 65% 20% RY3Y2%) 85% 85% 80% 75%

SIN (n=749) 64% 20% 4%2%0) 85% 89% 87% 85%

Q36b. Thinkingaboutthe service you received,how much do you agree or disagree with the o )
following statements...Theamount of time it took, from when you started gatheringinformation to [ significantly higher than total AV Significanty higher/
when you got a decision on your application, wasreasonable. Base: All respondents(n=4200) |:| Significanty lower than total lowerthan previous wave
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Satisfaction with Service Experience by Program

= Compared to 2019-20, satisfaction among El clients increased and declined among SIN clients. Satisfaction was stable for all other programs.
= Consistent with previous years, satisfaction remained lower for CPP-D clients.

Satisfaction with Service Experience- By Program (% Rated 4 or 5)

SN e CPP = 0AS/GIS El — CPP-D

94% 94% —

92% 89% VW
87% 87% — 88% - ~—/- 88%
86% 87% 87% 86%
A
60%
AV e s wave

2017-2018 2018-2019 2019-2020 2020-2021

Q38a. How satisfied were you with the service you received from Service Canada relatedto your application? please use a 5-point scale, where 1 meansvery dissatisfied, and 5 meansvery
98 - © Ipsos satisfied. Base: All Respondents (n=4200).



CX Performance and Service Attributes — El

OVERALL SATISFACTION

84% rated 4 or 5

‘ Increase in overall
satisfaction from 2020-215 733/oA
= 2019-20 (77%) 2019-20: 66%

There were no significant
differences by age, gender,

or region.
2020-21[73%
CHANNEL SATISFACTION 2019-20: 70%
for Increase for online
o (77%vs. 71%) and
specialized call centres
(70% vs. 59%) from 2020-21: 74%¥
@ 2019-20 2019-20: 82%

28% followed up with Service Canada to
check on the status of their application
(41% in 2019-20)

13% provided additional information (21%
in 2019-20)

27% were contacted by Service Canada
about their application status (34% in
2019-20).

99 - ©lpsos *New attribute thisyear.

Apply Follow-Up

Confident application
would be processed in
reasonable amount of
time +8pts

2020-21: 67%A

2019-20: 59%

Ease of putting
together the
information needed to
apply +6pts

2020-21: 81%A
2019-20: 75%

Base: El-clients, n=1162. Margin of Error +/- 2.9 percentage points. Within this, sample size variesby statement.

Ease of following up on
application +2 pts
2020-21: 59%

2019-20: 57%

|:| Significantly higher than total
|:| Significantly lower than total

AV Significantly higher/

lower than previous wave

Overall

Duration of clientjourney reasonable
+14pts

2020-21: 82% A

2019-20: 68%

Clarity of process +12pts
2020-21: A
2019-20: 65%

Specialized call centre staff were
helpful +10 pts

2020-21: 83% A

2019-20: 73%

Overall effectiveness +7pts
2020-21: 83% A
2019-20: 76%

Received consistent information +6pts
2020-21: 82% A
2019-20: 76%

Ease of getting help when needed -5pts
2020-21:] 65%|V¥
2019-20: 70%

Service Canada phone repsthat called
back were helpful

2020-21: 84%*
Trust +5pts

2020-21: 82% A
2019-20: 77%

Top 5 driver of satisfaction
for El clients




CX Performance and Service Attributes — CPP

Apply Follow-Up

OVERALL SATISFACTION

86% rated 4 or 5

Bl Stable with previous
waves.

There were no significant
differences by age, gender,
or region.

CHANNEL SATISFACTION

Increase for
specialized call
centres (81% vs.
67%) from 2019-20

2020-21: 76%V
2019-20: 84%

2020-21: 64%V
2019-20: 72%

Able to complete
application in reasonable
time -3pts

2020-21{80%

2019-20: 83%

Ease of completing form
-1pt

2020-21:81%
2019-20: 82%

Confident application
would be processed in a
reasonable amount of time
-2pts

2020-21:[77%

2019-20: 79%

Ease of understanding
requirements of

application +5pts
2020-21: 85%,
2019-20: 80%

Base: CPP-clients, n=752. Margin of Error +/- 3.6 percentage points. Within this, sample size variesby statement.
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*New attribute thisyear.

Ease of following up on
application

2020-21: 68%

2019-20: 68%

|:| Significantly higher than total
|:| Significantly lower than total

AV Significantly higher/

lower than previous wave

Overall

Specialized call centre staff were
helpful +13 pts

2020-21: 85% A

2019-20: 72%

Duration of clientjourney
Reasonable -2 pts
2020-21: 81%
2019-20: 83%

Trust -5 pts
2020-21: 81% Y
2019-20: 86%

Overall effectiveness -5 pts
2020-21: v
2019-20: 85%

Needed to explain situation only
once: -7 pts

2020-21: 76% ¥

2019-20: 83%

Ll

Top 5 driver of satisfaction
for CPP clients




CX Performance and Service Attributes — OAS/GIS

OVERALL SATISFACTION

88% rated 4 or 5

B  Stable with previous
waves

Satisfaction was higher
among clients in Rural (90%)
and Urban (87%) areas and
lower among Remote clients
(76%).

CHANNEL SATISFACTION

Increase for
specialized call
centres (76% vs.
64%) from 2019-20

101 — ©lpsos

Ease of understanding
information about
program +2pts
2020-21{84%

2019-20: 82%

Ease of finding out what

information needed to
provide when applying
-11 pts

2020-21: 72%

2019-20: 83%

Ease of completing the
application form -9pts

2020-21[76%]|w
2019-20: 85%

Complete application in
reasonable time -6pts
2020-21: 83%Y

2019-20: 89%

Confident your
application would be
processed in a
reasonable time -12pts
2020-21:70% V¥V
2019-20: 82%

Base: OAS/GIS-clients, n=845. Margin of Error +/- 3.4 percentage pointsWithinthis, sample size variesby statement.

Ease of following up on
application -7pts
2020-21: 70%

2019-20: 77%

|:| Significantly higher than total
|:| Significantly lower than total

AV Significantly higher/

lower than previous wave

Overall

Duration of clientjourney reasonable
2020-21:
2019-20: 85%

Overall effectiveness -1pt
2020-21: 87%
2019-20: 88%

Service Canada in person
representatives were helpful -20pts
2020-21:

2019-20: 92%

Completing steps online made it
easier +8p

2020-21: A

2019-20: 48%

Confident personal information was
protected +6pts

2020-21: 85% A

2019-20: 79%

Received consistent info +5pts
2020-21: 87% A
2019-20: 82%

Confident any issues or problems
would be easily resolved +5pts

2019-20: 77%

Top 5 driver of satisfaction
for OAS/GIS clients

2020-21: 82% A




CX Performance and Service Attributes — CPP-D

OVERALL SATISFACTION

63% rated 4 or 5

Stable with
previous waves.

I

I
There were no significant
differences by age,

gender, or region.

CHANNEL SATISFACTION

mmmm  Stable with
B previous waves
102 — © Ipsos

Ease of figuring out

eligibility +7pts
2020-21:

2019-20:39%

Ease of understanding
info about program +2pts
2020-21{60% A

2019-20: 48%

Confident application would
be processed in reasonable
amount of time +6pts
2020-21f 40%)

2019-20: 34%

Ease of putting together the
information needed to apply
+1pt

2020-21|44%)

2019-20:43%

Base: CPP-D-clientsn=692. Margin of Error +/- 3.7 percentage points. Within this, sample size variesby statement.

Ease of following up on
application +4pts
2020-21[52%

2019-20: 48%

Overall

Duration of client journey reasonable
+8pts

2020-21:[ 57% A

2019-20: 49%

[ ] significantly higher than total
|:| Significantly lower than total

AV Significantly higher/

lower than previous wave

Trust +3pts
2020-21:
2019-20: 64%

Overall effectiveness +1pt
2019-20:| 58%
2020-21: 57%

Specialized call centre staff were
helpful

2020-21168%]

2019-20: 68%

Clarity of process +5pts

2020-21:

2019-20: 51%

It was clear whatto do if you had a
problem_or guestion -1pt

2020-211 60%
2019-20: 61%

Top 5 driver of satisfaction
for CPP-D clients




Qualitative Insights on the CPP-D Client Journey

= A key factor of the overall client experience that emerged unaided in discussions about applications across all programs
was the role of outside influences and supports — for some participants, clients rely on family members or community
members/friends (mostly CPP-D applicants) to help them navigate “the system” — primarily in finding information and
helping complete applications. Insurance companies were mentioned by CPP-D clients as playing a role, which was
sometimes considered a negative experience in terms of being treated poorly, lacking empathy and the threat of
discontinuing benefits if the client did not apply for CPP-D benefits.

» Participants who were CPP-D clients noted that mental and/or physical conditions meant that they delayed in applying
for CPP-D benefits, and then their difficulties were exacerbated by the long wait time for a decision.

= Unprompted, CPP-D participants noted that the program representatives they spoke to were very helpful and kind
in terms of tone and issue resolution; it was more the overall process or “the system” that was a point of frustration.

Frustrating. It was intense trying to find things. | can't sit and scroll all day. | had to have my daughter help me because | can't do the physical part of it.
Show me any government website that's user friendly. It doesnt exist. It was vague. A lot of the information | needed wasnt there. | talked to someone
and told them to put this specific information on the website or in the letter to the applicant. Not all the scenarios are on there. | also spoke with a CPPD
lawyer, agency, whatever...they didnt have their information accurate either. No one knows what the hell they're talking about. — CPP-D client

For me, with my disability, | struggled for months just to fill out the paperwork. | had no one to go to and sit down to help me and kinda push me to get it
done. With the depression and anxiety | would start it and | would put it away. — CPP-D client

The Government side [of service representative] was amazing. They were empathetic. When you talked to them they cared. They really cared about what
was going on with you. Where [name of Insurance Company], it was like it was just a job to them. They didnt have the empathy. — CPP client

103 - O lIpsos a



CX Performance and Service Attributes — SIN

OVERALL SATISFACTION

89% rated 4 or 5

=== Decrease in overall
] . .
satisfaction from
' 2019-20 (94%)
Satisfaction was highest
among clients in Ontario
(93%), lowest among clients

in the West (87%) and
Quebec (87%).

Satisfaction was highest
among clients 31 to 59 years
old (93%), lowest among
clients 18-30 (87%)

CHANNEL SATISFACTION

mmmm  Stable with
BN previous waves

Able to find info needed
in reasonable amount of
time +7pts

2020—21:[2@A
2019-20: 80%

Ease of understanding
requirements of the
application +5pts
2020-21} 90%A
2019-20: 85%

Confident application
would be processed in
reasonable amount of
time -10pts

2020-21: 68%

2019-20: 78%

Base: SIN-clients, n=749. Margin of Error +/- 3.6 percentage pointsWithin this, sample size variesby statement.
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*New attribute thisyear/

Ease of following up on
application -1pt
2020-21: 72%

2019-20: 73%

AV Significantly higher/

lower than previous wave

Overall

Duration of clientjourney reasonable
-dpts

2020-21:[85%]

2019-20: 89%

Overall effectiveness

2020-21:

2019-20: 91%

Specialized call centre staff were

helpful +18p
2020-21:

2019-20: 74%

Clarity cﬂcess +5pts
2020-21: 88%4 A

2019-20: 83%

Service Canada in person

represe ives were helpful -1pt
2020-21:[ 95%
2019-20: 96%

Service Canada phone repsthat

called back were helpful
2020-21: 89%*

Top 5 driver of satisfaction
for SIN clients




Qualitative Insights on SIN Journey

= For SIN applicants, some went in person because it was the fastest way to get their number — as applying online
would mean having to wait for their number in the mail and this would result in a delay in being able to work. The in-
person channel is less appealing for those who have to travel long distances, pay for parking, or anticipate a long
wait/lineup.

= SIN applicants had program-specific ideas including better communication outreach to newcomers at land borders,
airports, community centres and other places newcomers frequent; being made aware that their SIN number is expiring;
being given sufficient time and notice to put their documents together prior to expiration; and having documents better
vetted so that they don't need to be re-submitted.

Yeah, so if you really, badly need it on the same... like you need it in a day, you need to go to in person. But if you have the time to wait for a week, | think
online will be okay too. — SIN client

| think that [if] the [SIN] brochure is just handed to someone at the airport, ‘Here, this is what you need, that would help. Because trust me, when you...
come into Canada, when you apply to come to Canada, for instance, | was coming to meet family friends, and everyone. My mind was just, | was in ala-la
land, so | wasnt thinking of SIN number at that time, you know what | mean, until | actually had to get a job. And my job said, ‘Hey, you need your SIN
number’; | said, ‘Oh yes, thank you, Il got get it, you know. [...] when you come over by land, on the land border, they dont give you any information.
There is absolutely nobody there. Border Patrol, or Border Services, and Immigration are two different entities, and they dont communicate. So, when |
was crossing the border, they did not care what my immigration status was or even ask me for any of that. — SIN client

[...] if still an option could be provided where these things can be generated online once you fill out the application form, and then you receive like an
encrypted e-mail [...] that one could just open, you know, and access the SIN number, and maybe print it off or maybe save it secure elsewhere, that
would help — SIN client
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Key Differences Between OAS and OAS/GIS Clients

Overall Satisfaction (% Rated 4 or 5) * Overall satisfaction was con.sistent among OAS and
OAS/GIS compared to all clients.

ORs OAS/GIS + Compared to 2019-20, satisfaction among OAS clients was
consistent and unchanged, while satisfaction declined
95% marginally among OAS/GIS clients returning to levels

\ observed in 2018-19.
*+ OAS and OAS/GIS clients were equally as likely to express

— 88%
86% 87% 86% = trust in Service Canada as all clients, however ratings have

85% 85% declined among OAS/GIS clients compared to 2019-20.

* OAS/GIS clients had higher satisfaction with specialized call
centres compared to all clients, while satisfaction among
OAS OAS/GIS OAS clients increased compared to 2019-20.

2020-  2019- 2018-  2017- | 2020-  2019-  2018-  2017- + Notably, the majority of OAS clients were auto-enrolled
(57%), while the opposite was true for OAS/GIS clients (71%

2017-2018 2018-2019 2019-2020 2020-2021

21 20 19 18 21 20 19 18
Trust (% Rated 4 or 5) 82%  78%  80% - 81%VW 92%  76% - non-auto-enrolled). Due to the significant difference in

composition by program, findings from comparisons between
these client groups were heavily influenced by whether the

Service Channel Satisfaction

In person 82%* 87% 84% 80% 89%* 85% 84% 91% .
client was auto-enrolled or not.

Online 78% 72% 74% 82% 78% 77% 73% 69%
Specialized Call Centre 74%4 57%  79%  69%  B7%] 81% 78%  83%
1 800 O-Canada 70%** 61% 74% 44% 60%* 75% 71% 78%
My Senvice Canada Account 65%* 76% - - 71%**  68% - -
eSeniceCanada 69%** n/a n/a n/a 38%** n/a n/a n/a

AY Significantly higher/ D Significantly higher than total oo o ple size **very small sample size
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Key Differences Between OAS and OAS/GIS Clients

* OAS clients provided higher ratings for clarity and confidence in the issue resolution process compared to all clients. OAS/GIS clients provided higher
ratings for the overall ease of applying and lower ratings for overall clarity of process, confidence personal information was protected and that the amount
of time from start to finish was reasonable. Both OAS and OAS/GIS gave lower ratings for agreement that completing steps online made it easier.

+ Compared to 2019-20, OAS clients provided higher ratings for clarity and confidence in the issue resolution process, confidence personal information was
protected and that they received consistent information. For OAS/GIS clients, there were declines across several measures including the overall clarity
of process, needing to explain your situation only once, ease of getting help in general, provided service in choice of English or French, confidence
personal information was protected, received consistent information and the amount of time was reasonable.

OAS/GIS

Differences/ Change in Service Attributes 2020-21  2019-20  2018-19  2017-18  2020-21 201920 201819  2017-18
It was clear what to do if you had a problem or question. A 78% 79% 74% 78% 87% 7% 7%
Throughout the process it was clear what would happen next and when it would happen. 84% 80% 78% - V 85% 78% -
You were confident that any issues or problems would have been easily resolved. A 76% 78% 80% 79% 81% 78% 84%
You needed to explain your situation only once. 78% 78% 78% 73% 79% VWV 92% 65% 76%
It was easy to get help when you needed it. 70% 71% 70% 65% 75% V¥ 88% 80% 7%
Owerall, it was easy for you to apply for [ABBREV] 87% 91% 87% 83% 94% 86% 85%
You were provided with senice in your choice of English or French. 94% 95% 96% 94% 93% ¥ 99% 98% 97%
You were confident that your personal information was protected. 86% A 76% 83% 81% V 92% 82% 85%
Being able to complete steps online made the process easier for you. 49% 37% 36% 48% 31% 38%
You received consistent information 88% A 81% 83% - 80% Y 90% 79% -

The amount of time it took, from when you started gathering information to when you got a decision

on your application, was reasonable. 86% 84% 81% 75% V 92% 76% 76%

Av Significantly higher/ D Significantly higher than total
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Key Differences Between OAS and OAS/GIS Clients cont’d

* OAS clients provided lower ratings for the helpfulness of Service Canada in person reps compared to all clients. OAS/GIS clients provided higher ratings for the
ease of follow up and lower ratings for the helpfulness of 1 800 O-Canada phone reps and eServiceCanada reps, understanding the requirements of the application
and gathering the information needed to apply. Both OAS and OAS/GIS gave lower ratings for being provided service in a way that protected their health and safety
during the COVID-19 pandemic and ease of completing the application form.

+ Compared to 2019-20, OAS clients provided lower ratings for the ease of completing the application form, while OAS/GIS clients provided lower ratings for being
able to complete the application in a reasonable time and that it was easy to access service in a language they could speak and understand well. Both OAS and
OAS/GIS clients provided lower ratings for the helpfulness of Service Canada in person reps.

OAS/GIS

Differences/ Change in Service Attributes 2020-21  2019-20  2018-19  2017-18 202021 201920 201819  2017-18
Senice Canada representatives that you dealt with in person were helpful V 8% - 81% 95% V¥ 100% - 93%
1 800 O-Canada phone representatives were helpful 99% - - - - - -
Jvré?esﬁe%?gl Canada phone representatives that called you back after you completed an online form 94% i i ) =800 ) ) )
gggd\gr%ri% provided senice in a way that protected your health and safety during the COVID-19 i i ) =500 ) ) )
You were able to complete the application in a reasonable amount of time 84% 86% - 79% 80% VW 95% - 82%
Understanding the requirements of the application 88% 84% - 78% 79% - 73%
Putting together the information you needed to apply for [INSERT ABBREV] 79% 78% - 75% 82% - 76%
Completing the application form V 85% - 82% 85% - 76%
Ease of follow up 68% 75% - 74% 77% 85% - 64%
It was easy to access senice in a language | could speak and understand well 94% 93% 92% - V 9% 93% -

Significantly higher, Significantly higher than total
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Key Differences Between Auto-Enroll and Non Auto-Enroll Clients

Overall satisfaction was consistent among Auto-Enroll and Non
Auto-Enroll clients compared to all clients, however Auto-Enroll
Non Auto-Enroll clients were more likely to provide arating of 5 out of 5.

Overall Satisfaction (% Rated 4 or 5)

e AUtO-E Nroll

92% + Satisfaction among both Auto-Enroll and Non Auto-Enroll clients

improved among Auto-Enroll clients compared to 2019-20.

was consistent and unchanged compared to 2019-20.
. 88% * Auto-Enroll and Non Auto-Enroll clients were equally as likely to
e \ / 88% express trust in Service Canada as all clients, although ratings have
86% =

84% % Rated 5 « Non Auto-Enroll clients were less satisfied with eServiceCanada
Auto-Enroll: compared to all clients.
Non Auto-Enroll: 56%
2018-2019 2019-2020 2020-2021
AUTO- ENROLL NON AUTO ENROLL
2020-21 | 2019-20 | 2018-19 | 2020-21 | 2019-20 | 2018-19
Trust (% Rated 4 or 5) 84% A  78% 80% 80% 84% 79%
Service Channel Satisfaction | | | | | |
In person T7%** 88% 83% 84% 86% 85%
Online n/a 7% 73% 78% 72% 75%
Specialized Call Centre 80%* 68% 78% 74% 61% 79%
1800 O-Canada n/a 87% 75% 67%* 63% 71%
My Senice Canada Account 64%* 7% - 69%** 69% -
eSeniceCanada 73%** n/a n/a n/a n/a
wo- cpos AV I D s v e s e ey K

interpreted with caution



Key Differences Between Auto-Enroll and Non Auto-Enroll Clients cont’d

* Non Auto-enroll clients provided lower ratings compared to all clients for agreement that completing steps online made it easier, needing to explain their situation

only once and being provided service in their choice of English or French.
*  Compared to 2019-20, Auto-Enroll clients provided higher ratings for several measures including clarity and confidence in the issue resolution process, overall

clarity of process, needing to explain their situation only once, being provided service in their choice of English or French and confidence personal information was
protected. Non Auto-Enroll clients provided higher ratings for agreement that completing steps online made it easier and lower ratings for needing to explain their

situation only once, ease of getting help in general and being provided service in their choice of English or French.

AUTO-ENROLL

NONAUTO ENROLL

Differences/Changein Service Attributes 202210' 2%109' 2%198' 202210' 202109' 201198'

Being able to complete steps online made the process easier for you.

It was clear what to do if you had a problem or question.

Throughout the process it was clear what would happen next and when it would happen.
Y ou were confident that any issues or problems would have been easily resolved.

You needed to explain your situation only once.

It was easy to get help when you needed it.

Y ou were provided with senice in your choice of English or French.

Y ou were confident that your personal information was protected.

Av Significantly higher/ D Significantly higher than total

110 - ©lpsos lower than previous wave D Significantly lower than total

85% A
85% A
82% A
83% A
70%

97% A
86% A

75%
78%
73%
76%
70%
94%
75%

78%
81%
7%
76%
69%
98%
82%

49 A
83%
81%
81%

v

2% VYV

)\ 4

85%

48%
87%
85%
84%
86%
80%
98%
86%

36%
79%
75%
78%
75%
74%
98%
84%



Key Differences Between Auto-Enroll and Non Auto-Enroll Clients cont’d

« Auto-Enroll clients provided lower ratings compared to all clients for the ease of accessing service in a language they could speak and understand well and the
helpfulness of eServiceCanada reps. Both Auto-Enroll and Non Auto-Enroll clients provided lower ratings for the helpfulness of Service Canada in person reps and
being provided service in a way that protected your health and safety during the COVID-19 pandemic compared to all clients .

« Compared to 2019-20, Auto-Enroll clients provided higher ratings for receiving consistent information and lower ratings for having travelled a reasonable distance
to access service (in person). Non Auto-Enroll clients provided lower ratings for the amount of time was reasonable and the ease of follow-up. Both Auto-Enroll
and Non Auto-Enroll clients provided lower ratings for the helpfulness of Service Canada in person reps.

AUTO-ENROLL NONAUTO ENROLL
Senice Canada representatives that you dealt with in person were helpful v 91% - V 93%
You travelled a reasonable distance to access the senice 68% V¥ 90% - 75% 79% -
You received consistent information 89% A 7% 83% 85% 90% 81%
It was easy to access senice in a language | could speak and understand well 92% 93% 95% 97% 91%
v-l;ges ?égcs)gﬂg g]? éi.me it took, from when you started gathering information to when you got a decision on your application, 87% 84% 79% 820 W 88% 80%
The Senice Canada phone representatives that called you back after you completed an online form were helpful @ n/a n/a 92% n/a n/a
You were provided senvice in a way that protected your health and safety during the COVID-19 pandemic @ n/a n/a 67% n/a n/a
Ease of follow-up 72% 75% n/a 67% ¥ 85% n/a

v Significantly higher/ D Significantly higher than total
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Ease Service Attributes: Overall and By Program

2019- 2018- 2017- 2020- 2019- 2018- 2017- 2020- 2019- 2018- 2017- 2020- 2019- 2018- 2017- 2020- 2019- 2018- 2017- 2020- 2019- 2018- 2017-
20 19 18 21 20 19 18 21 20 19 18 21 20 19 18 21 20 19 18 21 20 19 18

% Rated 4 or 5

2020-21

It was easy to access

I I
could speak and undarstand 95% 04% 94% -  95% 94% 96% - 95% 92% - 91% 90% - 96% 94% 94% - 94% 92% -
well v
Owerall, it was easy for you
to apply for[PROGRAM] 86% 84% 85% 84%  87% 84% 86% 84% 85% 88% 88% 88% 55% 60% 57% - - 87% 87% 88% 92% 87% 84%
LU Throughoult the r?]rotcesslg A A
was clear what wou
(<,E) happen next and when it - 81% A 73% T1% - 65% 74% - 80% 80% 78% - 51% 53% - 83% 83% - 83% 81% 78% -
would happen.
L
Beiing ablle to corgplﬁ'%e A A @
steps online made the 80% 0 0 0 Y 0 0 0 0 0 0 0 0 0 0 0 - - - 0 0 0 0
e nade e 0 75% 74% 70% 82% 84% 82% 60% 52% 42%|400d 37% 31% 29% 829% ‘ 48% 36% 37%
You needed to explain your
situation only once. - 7% 78% T7% 77% 71% 72% 73% 76% 83% 80% 809|550 58% 54% 5596|859 88% 85% 85% 78% 80% 75% 74%
v
* Statementsasked differently with different scale in2017-18
Q36b. Thinkingaboutthe service you received,how much do you agree or |:| Significantly higher than total AV Significantly higher/
112 - ©lpsos disagree with the following statements. Base: All Answering (n=varies) |:| Significantly lower than total lower than previous wave



Effectiveness Service Attributes: Overall and By Program

% Rated 4 or 5

EFFECTIVENESS
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_You were provided senice
in a way that protected your
health and safety during the

COVID-19 pandemic***

You were able to move
smoothly through all of the
steps related to your
application.

You received consistent
information

The amount of time it took,
from when you started
gathering information to
when you got a decision on
your application, was...

It was clear what to do if you
had a problem or question.

It was easy to get help when
you needed it.

2020-21

88%

85% A

84% A

81% A

79%

71% 'V

* Note, different scale used in 2017-18
Q36b. Thinkingaboutthe service you received,how much do you agree ordisagree with the following statements.

2019- 2018- 2017-
20 19 18

n/a n/a n/a

82% 84%

76% 77%

2020- 2019- 2018-
21 20 19

90% n/a nl/a

A
83% 76% 81%

CPP

2017- 2020- 2019- 2018-
18 21 20 19

n/a n/a nla

7796[80% 85% 83%

CPP-D

2017- 2020- 2019- 2018-
18 21 20 19

n/al 754 n/a n/a

sav[589] 57% 62%

SIN

2017- 2020- 2019- 2018- 2017- 2020-
18 21 20 19 18 21

n/a 90% n/a n/a n/a]81%

55%[91% 91% 91% 90% 87%

OAS/GIS

2019- 2018- 2017-
20 19 18

n/a n/a n/a

88% 84%

70% 72%
v

74% 70% 73% 73%

75953 58% 59%

579%[83% 89% 89% 87% 71%
v

74% 72%

Base: All Answering (n=varies) *** New attribute addedin 2020-21

|:| Significantly higher than total
|:| Significantly lower than total

v Significantly higher/
lowerthan previous wave



Emotion Service Attributes: Overall and By Program

% Rated 4 or 5

Z
@
-
O
=
L

2020-21

You were provided with
senice in your choice of
English or French.

96%

Senice Canada
representatives that you
dealt with in person were
helpful **

1 800 O-Canada phone
representatives were
helpful***

91%

88%

You were confident that
your personal information
was protected.

Senice Canada specialized
call centre phone
representatives were helpf%lc

The Senice Canada phone
reps that called you back
after you completed an
online form were helpful***

85%

o
3
>

You travelled a reasonable
distance to access the
senice

79% A

You were confident that any
issues or problems would
have been easily resolved.

7%

* Statementsasked differentlyin2017-18

2019- 2018- 2017-
20 19 18

97% 96% 94%

78% 78% 76%

CPP CPP-D OAS/GIS

2020- 2019- 2018- 2017- 2020- 2019- 2018- 2017- 2020- 2019- 2018- 2017- 2020- 2019- 2018- 2017- 2020- 2019- 2018- 2017-
21 20 19 18 21 20 19 18 21 20 19 18 21 20 19 18 21 20 19 18

97% 98% 97% 93% 95% 97% 94% 94% 95% 93% 87% 96% 95% 95% 96% 96% 98% 95%

88% n/a n/a n/a 86% n/a

84% n/a n/a n/a 83% n/a

[ raee - -

72% T4% 79% 76% 81% 76% 81% 5694 51% 57% 63% 87% 86% 889 829 77% 78% 80%

|:| Significantly higher than total
|:| Significantly lower than total

Q36b. Thinkingaboutthe service you received,how much do you agree ordisagree with the following statements.

114 — ©lpsos Base: All Answering (n=varies) ** New attribute addedin 2019-20 *** New attribute addedin 2020-21

Av Significantly higher/
lowerthan previous wave



Ease of Follow-Up with Service Canada

* More than six in ten clients found it easy to follow-up with Service Canada about their application. CPP-D clients were less likely to have felt it was easy to follow-up
compared to all clients.

= Ratings are consistent with previous waves.

Easy to follow up with Service Canada about your application?

= Total SN e CPP = OAS/GIS El — CPP-D

77% v
73% \ 72%
70%
66% 68% o
66% 55, $\ 68%
63%

62%
— 61%

Czd

50%
48%

2017-2018 2019-2020 2020-2021

AV Significantly higher/ D S/:gn/:ﬁ:cantly higher than total
lower than previous wave D Significantly lower than total

115 - ©lpsos Q20a. Using a 5-point scale where 1 was very difficult and 5 wasvery easy, how easy ordifficult wasit to follow up with Service Canada about your application? Base= All Respondents(n=1209). E
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Programs: Drivers of Satisfaction by Program

Service Canada specialized
call centre reps were helpful

92%
Service Canada in person reps
were helpful
95%
Able to move smoothly through
all steps
91%

Ease of follow-up
72%

Application would be
processed in reasonable time

68%
Ease of getting help on

application
78%
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Service Canada specialized
call center reps were helpful

85%
Client journey took reasonable
amount of time
81%
Able to move smoothly through
all steps
80%

Application would be
processed in reasonable time

77%

Ease of finding info needed to
apply
78%

Ease of getting help in general
70%

KEEP DOING
Client journey took reasonable
amount of time
85%
Able to move smoothly through
all steps
87%
Complete ag lication in
reasonable time
83%

AREAS FOR IMPROVEMENT
Completing steps online made
it easier
56%

Ease of finding info needed to
apply
72%

Ease of gathering info
7%

Service Canada specialized
call center reps were helpful

83%
Client journey took reasonable
amount of time
80%
eServiceCanada reps were
helpful
84%

Able to find information in
reasonable time

73%

Explain situation only once
72%

Ease of follow-up
59%

Able to find information in
reasonable time

61%
Received consistent
information
64%

Felt protected during COVID
75%

Service Canada specialized
call center reps were helpful

69%

Client journey took reasonable
amount of time

57%

Process was clear

56%



Summary: Drivers of Satisfaction, Overall
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Thetop two (2) most prominentdrivers of satisfactionin the service experienceremained consistentyear overyear,
although the helpfulness of Service Canadacall centre phonerepresentatives took onincreased importance.
Further,the impact of the overall effectiveness of the process, the ease of follow-up, and travelling areasonable
distance to access service (forin-person) also took on increasedimportance in driving satisfaction.

» The primary drivers of satisfaction in the service experience were: the helpfulness of Service Canada call centre phone
representatives and the amount of time it took from start and to finish was reasonable. Other prominent drivers included
the ability to move smoothly through all steps (i.e. effectiveness), the ease of follow-up and travelling a reasonable
distance to access service (for in-person).

» Thetimeliness of service and helpfulness of specialized call centre reps have remained consistent as top drivers. This
year, the overall effectiveness, ease of follow-up, travelled a reasonable distance to access service and able to find info
in reasonable amount of time (during aware stage) took on increased importance in driving satisfaction.

The greatest opportunities for potential improvement for Service Canadaclienteleas a wholewereimproving the
ease of follow-up.

* In order to summarize what potential changes could result in an increase in overall satisfaction, the service attributes that
most strongly drove satisfaction for Service Canada clients were determined and compared to Service Canada’s
performance againstthese attributes.

« Theresulting analysis found that common areas for potential improvement include improving the ease of follow-up. Areas
of secondary importance for improvement included the ease of MSCA registration, the ease of getting help on the
application and confidence the application would be processedin a reasonable time.

» The overalltimeliness of service, the helpfulness of call centre representatives and the overall effectiveness of the
process (i.e. ability to move smoothly through all steps) emerged as prominent strengths for the organization this year
and areas that should be protected. E



Summary: Drivers of Satisfaction, By Program

El Clients

« Topdriversincluded: the helpfulness of Service Canadacall centre representatives and the amount oftime
it took from startto finish was reasonable, followed by the helpfulness of the eServiceCanadarepsand
being able to find the information needed (duringthe aware stage) in areasonable amountoftime.

« The greatestopportunitiesto improve the service experience for El clients are improving the ability of clients to find
the information needed (during the aware stage) in a reasonable amount of time which is among the top drivers of
satisfaction and an area with relatively weaker performance. Areas of secondary importance for improvement
include the ease of follow-up, the ease of getting help on the application, the ease of MSCA registration and the
ease of getting help in general.

» Theoveralltimeliness of service, the helpfulness of call centre representatives and the helpfulness of
eServiceCanada representatives emerged as prominent strengths for the organization this year and an areathat
should be protected.

« Thetimeliness of service, helpfulness of specialized call centre reps and overall effectiveness have remained
consistent as top drivers.

» Thisyear, being able to find info in a reasonable amount of time (during the aware stage), needing to explain your
situation only once, ease of understanding program information and ease of follow-up took on increased importance
in driving satisfaction.
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Summary: Drivers of Satisfaction, By Program
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CPP Clients

Topdriversincluded: the helpfulness of Service Canadacall centre phonerepresentatives, the amount of
timeittook from startto finish was reasonable,confidence the application would be processed in a
reasonabletime, being able to move smoothly throughall steps (i.e. effectiveness) and the ease of finding
out the information needed to apply.

The greatest opportunitiesto improve the service experience for CPP clients are improving confidence the
application would be processed in a reasonable time and ease of finding info needed to apply which are among the
top drivers of satisfaction but have relatively weaker performance than other areas.

The helpfulness of Service Canada call centre reps, the timeliness of service and being able to move smoothly
through all steps (i.e. effectiveness) representprominent strengths and areas that should be protected.

The helpfulness of specialized call centre reps and overall effectiveness have remained consistent as top drivers

This year, the timeliness of service, confidence their application would be processed in reasonable amount of time,
being able to find information in reasonable amount of time (during aware stage) and ease of getting help took on
increased importance driving satisfaction.



Summary: Drivers of Satisfaction, By Program

CPP-D Clients
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Topdriversincluded: the helpfulness of Service Canadacall centre phonerepresentatives, the amount of
timeittook from startto finish was reasonable,overall clarity of process, clarity of the issue resolution
process, ease of follow-up and whether the application for benefits was approved or denied.

The greatest opportunitiesto improve the service experience for CPP-D clients are improving the timeliness of
service, the overall clarity of process, the helpfulness of call centre representatives and the clarity of the issue
resolution process. Theserepresentthe strongest overall drivers of satisfaction and areas where performance is
weaker when compared to all clients.

The timeliness of service, helpfulness of specialized call centre reps, whether they were approved or denied benefits
and the ease of follow-up remained consistent as top drivers.

This year, the clarity of process and clarity of what to do if you had a problem or question as well as being able to
find info in reasonable amount of time (during the aware stage) took on increased importance driving satisfaction.



Summary: Drivers of Satisfaction, By Program

OAS/GIS Clients

 Topdriversincluded: the amountoftimeittook from startto finish was reasonable followed by being able
to complete steps online madethe processeasier, ease of finding the information needed to apply, the
ability to move smoothly through all steps (i.e. effectiveness)and the ease of putting together the
information needed to apply.

* The greatest opportunitiesto improve the service experience for OAS//GIS clients are improving the ease of
completing steps online, the ease of finding what information they need to provide when applying and the ease of
pulling together the information which are among the top drivers of satisfaction but have relatively weaker
performance than other areas. Areas of secondary importance include the ease of getting help in general, only
needing to explain your situation once and the ease of completing the application form.

« Thetimeliness of service, overall effectiveness, ability to complete the application in a reasonable time, clarity of
process if they had an issue, ease of understanding the information about the program, ease of figuring out eligibility,
ease of understanding the requirements of the application and being provided service in their choice of official
language represent strengths and areas that should be protected.

« The ease of finding out what information you needed to provide when applying remained a consistenttop driver.

» Thisyear, the timeliness of service, the ease of being able to complete steps online, overall effectiveness, the ease
of putting together information needed to apply and being able to complete application in reasonable time took on
increased importance driving satisfaction.
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Summary: Drivers of Satisfaction, By Program
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SIN Clients

Topdriversincluded: the helpfulness of Service Canadacall centre representatives and the amount of time
it took from startto finish was reasonable, followed by the helpfulness of Service Canadain-personreps
and the ease of follow-up.

The greatest opportunitiesto improve the service experience for SIN clients are improving the ease of follow-up
which is among the top drivers of satisfaction but has relatively weaker performance than most other areas. Areas
of secondary importance for improvement include confidence the application would be processed in a reasonable
time and ease of getting help on the application.

The timeliness of service, helpfulness of Service Canada call centre reps, in personreps and eServiceCanada reps,
overall effectiveness and travelling a reasonable distance to access in-person service are prominent strengths and
areas that should be protected.

The prominentdrivers of satisfaction among SIN clients changed year over year.

The timeliness of service, helpfulness of specialized call centre and in personreps, ease of follow-up, overall
effectiveness and travelled a reasonable distance to access service all took on increased importance driving
satisfaction.



Drivers of Satisfaction: Overall

= The primary drivers of satisfaction in the service experience were: the helpfulness of Service Canada call centre phone representatives and the amount of time it took
from start and to finish was reasonable, followed by the ability to move smoothly through all steps (i.e. effectiveness), the ease of follow-up and travelling a
reasonable distance to access service (for in-person).

= Compared to 2019-20, the top two most important drivers remained consistent, however the helpfulness of Service Canada call centre phone representatives took on
increased importance. Further, the impact of the overall effectiveness of the process, the ease of follow-up and travelling a reasonable distance to access service (for
in-person) have also taken on increased importance in driving satisfaction.

= The strength of the drivers’ analysis has remained consistent compared to 2019-20 (R2 of 0.69 compared to 0.72).

Service Canada specialized call center phone representatives were helpful
The amount of time it took, from when you started gathering information to when you got a decision on your application, was reasonable.

0.252
0.247

You were able to move smoothly through all of the steps related to your [PROGRAM] application. 0.117
How easy or difficult was it to follow up with Service Canada about your application 0.104
You travelled a reasonable distance to access the service 0.101
You needed to explain your situation only once. 0.075
Understanding the requirements of the application 0.073
You were provided with service in your choice of English or French. 0.064
Overall, it was easy foryou to apply for [PROGRAM] 0.061
You were able to find the information you needed (online, in person or by phone) within a reasonable amount of time 0.057
Figure out if you are eligible for benefits/ SIN card 0.056
It was clear what to do if you had a problem or question. 0.043
GRANTED/ DENIED 0.043
Confident that your application would be processed ina reasonable amount of time 0.042
You were confident that your personal information was protected. 0.041
You were confident that any issues or problems would have been easily resolved. 0.040
It was easy to access service in a language | could speak and understand well 0.039
Find information about [PROGRAM] 0.038
You were able to complete the application in a reasonable amount of time 0.037
Getting help on your application when you needed it 0.035
You received consistent information 0.030
It was easy to get help when you needed it. _jSEeN0Z
Understand the information about [PROGRAM ] _SESEES
You were provided service in a way that protected your health and safety during the COVID19 pandemic _fSeR0E]
Throughout the process it was clear what would happen next and when it would happen. _S0E
Being able to complete steps online made the process easier for you. {8
Service Canada representatives that you dealt with in person were helpful 0.011
Putting together the information you needed to apply for [PROGRAM] 0.008
Find out what information you need to provide when applying for [PROGRAM] 0.006
0.004

Find out the steps to apply

How easy or difficult was it to register for your My Service Canada Account i 0.003
124 — © Ipsos The Service Canada phone representatives that called you back after you completed an online form were helpfu | 0001 R2 =0.69

Completing the application form



Priority Matrix: Overview

READER’S NOTE: This slide was intended to assist the reader in interpreting data shown in a priority matrix. A
priority matrix has been used to identify priority improvement areas with respect to service interactions with clients.

A priority matrix allows for decision makers to identify priorities for improvement by comparing how well clients feel you have
performed in an area with how much impact that area has on clients’ overall satisfaction. It helps to answer the question ‘what
can we do to improve satisfaction’. Each driver or component will fall into one of the quadrants explained below, depending on
its impact on overall satisfaction and its performance score (provided by survey respondents).

IMPROVE/FOCUS Improve Protect ;Féﬁ)\l-ll_:%CRTC/E
Driver/ component has more o * Driver 2 :
impact on satisfaction, and its L Driver/ component has more
performance score was lower 8 Q) ® Driver 1 impact on satisfaction, and its
relative to other drivers/ c B performance score was higher
components. Focus on improving g . relative to other (_jrivers/
your performancein this area. - _ components. This was a

S Driver 3 strength which needs to be

E [
IMPROVE o Maintain Driver/ component was not as
SECONDARY/BE — impactful as other drivers/
AWARE 3 components and performance
Driver/ component was not as Q scores were high.
impactful and it has a lower E
performance score relative to — '%J
other drivers/ components. 9

M Driver 4
Performance
LOWER HIGHER
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Overall Priority Matrix: Impact vs. Performance

* The greatest opportunities to improve the service experience for Service Canada clientele as a whole are improving the ease of follow-up and to a lesser extent
reducing the distance clients must travel to access in person service. Areas of secondary importance for improvement include the ease of MSCA registration, the
ease of getting help on the application and confidence the application would be processed in a reasonable time.

* The overall timeliness of service, the helpfulness of call centre representatives and the overall effectiveness of the process (i.e. ability to move smoothly through all
steps) emerged as prominent strengths for the organization this year and areas that should be protected.

IMPROVE PROTECT

. ¢ Service Canadacall

centrereps were helpful

Client journey took
reasonable time

Travelled Mov ed smoothly
Ease offollow-up reasonable ¢ through steps
* distance ¢

0.10

(0to 0.25)

Impact

\ Understanding Servicein choice of official

T~ requirements ¢ ’ language

- S Ease ofapplying Access serviceinTangeage |
T Complete application *

) ‘ understand
in reasonable time

. ¢ * o ¢ & Consistent ¢ Confident info was protected
* j Process was clear ¢ info Pro’tected you during the COVID
« ¥ & Easeofgathering info «_ Service Canadain-person
M _/‘/‘ Online steps made ¢ eServiceCanada reps were helpful
it easier / reps were helpful
Ease of completing application
80%

MAINTAIN

Performance  Rated 4 or 5 out of 5)
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Drivers of Satisfaction: El Clients

* The primary drivers of satisfaction in the service experience for El clients were: the helpfulness of Service Canada call centre representatives and the amount of time
it took from start to finish was reasonable, followed by the helpfulness of the eServiceCanada reps and being able to find the information needed (during the aware
stage) in a reasonable amount of time.

= Compared to 2019-20, the top two most important drivers remained consistent, however the helpfulness of Service Canada call centre phone representatives took on
increased importance. Further, the impact of being able to find the information needed (during the aware stage) in a reasonable amount of time and needing to
explain your situation only once have also taken on increased importance in driving satisfaction.

= The strength of the drivers’ analysis has remained consistent compared to 2019-20 (R2 of 0.72 compared to 0.76).
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Service Canada specialized call center phone representatives were helpful

The amount of time it took, from when you started gathering information to when you got a decision on your application, was reasonable
The Service Canada phone representatives that called you back after you completed an online form were helpful
You were able to find the information you needed (online, in person or by phone) within a reasonable amount of time

You needed to explain your situation only once.

You were able to move smoothly through all of the steps related to your [ABBREV] application. [

Understand the information about [ PROGRAM]

How easy or difficult was it to follow up with Service Canada about your application
Overall, it was easy foryou to apply for [PROGRAM]

Figure out if you are eligible for benefits/ SIN card

You were provided with service in your choice of English or French.

Throughout the process it was clear what would happen next and when it would happen.
GRANTED/ DENIED

You were confident that any issues or problems would have been easily resolved.

Find information about [PROGRAM]

Understanding the requirements of the application

You were provided service in a way that protected your health and safety during the COVID-19 pandemic_

Completing the application form

Find out the steps to apply

Find out what information you need to provide when applying for [PROGRAM]
It was clear what to do if you had a problem or question.

Putting together the information you needed to apply for [PROGRAM.

You were able to complete the application in a reasonable amount of time

It was easy to access service in a language | could speak and understand well
Being able to complete steps online made the process easier for you.

Confident that your application would be processed in a reasonable amount of time A

You received consistent information

You were confident that your personal information was protected.

It was easy to get help when you needed it.

Getting help on your application when you needed it

How easy or difficult was it to register for your My Service Canada Account

0.252
0.161
0.151
0.126
0.120
0.119
0.118
0.107
0.103
0.098
0.088
0.081
0.078
0.065
0.064
0.063
0.062

0.061
0.056

0.054

0.049
0.046
0.044
0.038
0.036
0.026
0.025

0.023
0.016
0.004 R2=0.72



Overall Priority Matrix: Impact vs. Performance, El Clients

= The greatest opportunities to improve the service experience for El clients are improvin

of MSCA registration and the ease of getting help in general.

= The overall timeliness of service, the helpfulness of call centre representatives and the helpfulness of eServiceCanada representatives have emerged as prominent

strengths for the organization this year and areas that should be protected.

_ _ ] _ _ the ability of clients to find the information needed (during the aware stage)
in a reasonable amount of time. Areas of secondary importance for improvement include the ease of follow-up, the ease of getting help on the application, the ease

PROTECT
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80%

Performance  Rated 4 or 5 out of 5)
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eServiceCanada
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Drivers of Satisfaction: CPP Clients

= The primary drivers of satisfaction in the service experience for CPP clients were: the helpfulness of Service Canada call centre phone representatives, the amount

of time it took from start to finish was reasonable, confidence the application would be processed in a reasonable time, being able to move smoothly through all steps
(i.e. effectiveness) and the ease of finding out the information needed to apply.

= Compared to 2019-20, the timeliness of service and confidence the application would be processed in a reasonable time have taken on increased importance in
driving satisfaction.

= The strength of the drivers’ analysis has declined compared to 2019-20 but remains strong (R2 of 0.62 compared to 0.92).

Service Canada specialized call center phone representatives were helpful 0.286

The amount of time it took, from when you started gathering information to when you got a decision on your application, was reasonable 0.178

Confident that your application would be processed in a reasonable amount of time 0.131

You were able to move smoothly through all of the steps related to your [PROGRAM] application 0.111

Find out what information you need to provide when applying for [PROGRAM!

You were able to find the information you needed within a reasonable amount of timg
It was easy to get help when you needed it.
You needed to explain your situation only once

It was clear what to do if you had a problem or question 0.066
You received consistent information 0.049

Throughout the process it was clear what would happen next and when it would happen
Overall, it was easy for you to apply for [PROGRAM] 0.047
Getting help on your application when you needed it
You were able to complete the application in a reasonable amount of time-0.019
Figure out if you are eligible for benefits/ SIN cart;- 0.016
You were provided service in a way that protected your health and safety during the COVID-19 pandemi_c- 0.016
Completing the application forr;. 0.015

Being able to complete steps online made the process easier for you. 0.009

You were confident that any issues or problems would have been easily resolvedl0.009
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Overall Priority Matrix: Impact vs. Performance, CPP Clients

* The greatest opportunities to improve the service experience for CPP clients are improving confidence the application would be processed in a reasonable time and
ease of finding info needed to apply.

» The helpfulness of Service Canada call centre reps, the timeliness of service and being able to move smoothly through all steps (i.e. effectiveness) represent
prominent strengths and areas that should be protected.

IMPROVE ServiceCz:nadacaII PROTECT

centre reps were helpful

Client journey took

) L reasonable time
Confident application would

be processedinreasonable
time -

Ease of finding info needed to & Moved smoothly through steps
apply
0.10 o

Impact
(0 to 0.30)

-
* * *
Consistentinfo
L 4 * * ;
Process was clear Ease of applying
*
. o Protectedyou during the COVID

* * . . .

Ease of completing application

80%

MAINTAIN

Performance  Rated 4 or 5 out of 5)
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Drivers of Satisfaction: CPP-D Clients

application for benefits was approved or denied.
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The amount of time it took, from when you started gathering information to when you got a decision on your application, was easonable

You were provided service in a way that protected your health and safety during the COVID-19 pandemic

Service Canada specialized call centre phone representatives were helpful

Throughout the process it was clear what would happen next and when it would happen
It was clear what to do if you had a problem or question

Ease of follow-up

GRANTED/ DENIED

Understanding the requirements of the application

You were able to find the information you needed within a reasonable amount of time
Putting together the information you needed to apply for [PROGRAM]

Getting help on your application when you needed it

You were able to complete the application in a reasonable amount of time

Figure out if you are eligible for benefits/ SIN card

Confident that your application would be processed in a reasonable amount of time

Being able to complete steps online made the process easier for you 0.032
It was easy to get help when you needed it 0.029
Overall, it was easy foryou to apply for [PROGRAM] .024
You needed to explain your situation only once .023
Completing the application form 0.020
Understand the information about [PROGRAM] 0.016
You received consistent information 0.015
You were able to move smoothly through all of the steps related to your [PROGRAM] application 0.012
0.001

You were confident that any issues or problems would have been easily resolved

ollow-up and whether the

Compared to 2019-20, the overall clarity of process and clarity of the issue resolution process have taken on increased importance in driving satisfaction.
The strength of the drivers’ analysis has remained unchanged compared to 2019-20 (R2 of 0.72 compared to 0.72).

R?=0.72

The primary drivers of satisfaction in the service experience for CPP-D clients were: the helpfulness of Service Canada call centre Phone representatives, the
amount of time it took from start to finish was reasonable, overall clarity of process, clarity of the issue resolution process, ease of

0.325



Overall Priority Matrix: Impact vs. Performance, CPP-D Clients

= The greatest opportunities to improve the service experience for CPP-D clients are improving the timeliness of service, the overall clarity of process, the helpfulness

of call centre representatives and the clarity of the issue resolution process.

IMPROVE *

Service Canada call centre
reps were helpful

Client journey took
reasonable time
*

Process was clear

L 4
& Clear process if had issue

Ease of follow-up

’Un derstanding requirements

Impact
(0 to 0.34)

PROTECT

>
|
?

~—
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Drivers of Satisfaction: OAS/GIS Clients

= The primary drivers of satisfaction in the service experience for OAS/GIS clients were: the amount of time it took from start to finish was reasonable followed by

being able to complete steps on made the process easier, ease of finding the information needed to apply, the ability to move smoothly through all steps (i.e.
effectiveness) and the ease of putting together the information needed to apply.

= Compared to 2019-20, the timeliness of service, overall effectiveness and the ease of putting together the information needed to apply have taken on increased
importance in driving satisfaction.

= The strength of the drivers’ analysis has declined compared to 2019-20 but remains strong (R2 of 0.80 compared to 0.99).

The amount of time it took, from when you started gathering information to when you got a decision on your application, was reasonable.
Being able to complete steps online made the process easier for you.

Find out what information you need to provide when applying for [PROGRAM]

You were able to move smoothly through all of the steps related to your [PROGRAM] application.

Putting together the information you needed to apply for [PROGRAM]

You needed to explain your situation only once.

You were able to complete the application in a reasonable amount of time |

It was clear what to do if you had a problem or question.

It was easy to get help when you needed it.

You were able to find the information you needed (online, in person or by phone) within a reasonable amount of time
You were provided with service in your choice of English or French.

Understanding the requirements of the application

Figure out if you are eligible for benefits/ SIN card

Completing the application form

It was easy to access service in a language | could speak and understand well

You were confident that your personal information was protected.

Find out the steps to apply
Confident that your application would be processed in a reasonable amount of time 0.071
You were provided service in a way that protected your health and safety during the COVID-19 pandemic NeNelks]
You were confident that any issues or problems would have been easily resolved. [oNoNE
Find information about [PROGRAM] 0.021
133 — © Ipsos Getting help on your application when you needed it 0.010

R? =0.80

Throughout the process it was clear what would happen next and when it would happen. || 0.009




Overall Priority Matrix: Impact vs. Performance, OAS/GIS Clients

* The greatest opportunities to improve the service experience for OAS/GIS clients are improving the ease of completing steps online, the ease of finding the
information needed to apply, the ease of getting help in general, only needing to explain your situation once, and the ease of completing the application form.

= The timeliness of service, overall effectiveness, ability to complete the aPpIication in a reasonable time, clarity of process if they had an issue, ease of understanding
the information about the program, ease of figuring out eligibility, ease of understanding the requirements of the application and being provided service in their choice

of official language represent strengths and areas that should be protected.

Impact
(0 to 0.45)
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reasonable time
*
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Drivers of Satisfaction: SIN Clients

= The primary drivers of satisfaction in the service experience for SIN clients were: the helpfulness of Service Canada call centre representatives and the amount of
time it took from start to finish was reasonable, followed by the helpfulness of Service Canada in-person reps and the ease of follow-up

= Compared to 2019-20, there has been significant change in the drivers of satisfaction and all primary drivers have taken on increased importance in driving

satistaction.

= The strength of the drivers’ analysis has increased compared to 2019-20 (R2 of 0.72 compared to 0.61).
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Service Canada specialized call centre phone representatives were helpful

The amount of time it took, from when you started gathering information to when you got a decision on your application, was reasonable.
Service Canada representatives that you dealt with in person were helpful

How easy or difficult was it to follow up with Service Canada about your application

The Service Canada phone representatives that called you back after you completed an online form were helpfu
You were able to move smoothly through all of the steps related to your [ABBREV] application.

You travelled a reasonable distance to access the service

You were confident that your personal information was protected.

Throughout the process it was clear what would happen next and when it would happen.

You were able to find the information you needed (online, in person or by phone) within a reasonable amount of time
Confident that your application would be processed in a reasonable amount of time

Understanding the requirements of the application

You needed to explain your situation only once.

Understand the information about [PROGRAM]

It was clear what to do if you had a problem or question.

It was easy to access service in a language | could speak and understand well

It was easy to get help when you needed it.

You were provided service in a way that protected your health and safety during the COVID-19 pandemic
Getting help on your application when you needed it

Find information about [PROGRAM]

Figure out if you are eligible for benefits/ SIN card

Find out the steps to apply

Being able to complete steps online made the process easier for you.

You received consistent information

Completing the application form

You were able to complete the application in a reasonable amount of time

You were confident that any issues or problems would have been easily resolved.

You were provided with service in your choice of English or French.

Find out what information you need to provide when applying for [PROGRAM]

Putting together the information you needed to apply for [PROGRAM]

0.251
0.194
0.156
0.155
0.110
0.107
0.107
0.093
0.092
0.089
0.079
0.077
0.060
0.052
0.052
0.048
0. 04
0.046
0.03
0.030
0.028
0.023
0.022
0.016
0.013
0.012
0.003
0.003

0.003 X
0.001 R<=0.72



Overall Priority Matrix: Impact vs. Performance, SIN Clients

= The greatest opportunities to improve the service experience for SIN clients are improving the ease of follow-up. Areas of secondary importance for improvement
include confidence the application would be processed in a reasonable time and ease of getting help on the application.

» The timeliness of service, helpfulness of Service Canada call centre reps, in person reps and eServiceCanada reps, overall effectiveness, and travelling a reasonable
distance to access in-person service are prominent strengths and areas that should be protected.

IMPROVE PROTECT

*
Service Canadacall
centre reps were helpful

Client journey took
reasonable time

L 4

Service Canadain-
Ease of follow-up personreps were
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Impact of Outcome on Satisfaction

= The service outcome, that is bein

Thy granted or denied benefits, has become a less prominent driver of satisfaction with the sevice delivery this year, after increasing
in importance last year. Notably, the proportion of El clients who were granted benefits increased compared to 2019-20.

= Satisfaction among El clients who were either approved or denied a benefit increased year over year. The majority of CPP and El clients who were denied benefits
were satisfied with their experience, only four in'ten CPP-D clients were satisfied.

Percent Rating
Satisfaction
as4orb

% Approved/
Deniedinthe
survey sample
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2020-21 (n=752)

2019-20 (n=389)
m 2018-19 (n=788)
m 2017-18 (n=652)

86%
89%

88%

81%
59%

67%

® Approved Denied

werey I
wese) T
w=ves) (I
ey T

2020-21 (n=1162)
= 2019-20 (n=701)
m 2018-19 (n=1098)
m 2017-18 (N=703)

85% A
81%
Approved 84%
85%

61% A
39%
55%
73%

Denied

m Approved Denied

weiter TV v
Gl e B
cw1cos) | = -
(e 19%

Note: Clientswho were denied benefit were presentin the administrative databasesof EI, CPP and CPP-D, but not other programs.
Note: Clientsare asked specifically to assess the service delivery, not whetherthe application wasapproved ordenied. While
granted/deniedisa driver of satisfaction, it must be remembered that approvalisbased on legislation.

Q38a. How satisfied were you with the service you received from Service Canada relatedto your [insert abbrev] application? p lease

use a 5-point scale, where 1 meansvery dissatisfied, and 5 meansvery satisfied.

CPP-D

2020-21 (n=692)

2019-20 (n=417)
= 2018-19 (n=766)
m 2017-18 (n=658)

80%
)
Approved ;g(y/:
43%
Denied 2822
E—
m Approved Denied
282) 46%
(B 47%
%65} 30%
(=655} 40%

Av Significantly higher/

lowerthan previous wave a
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At-Risk Groups With Lower Satisfaction

Satisfaction was lower among clients with alanguage barrier, clients with disabilities, those with restrictions to accessing
service, clients with no devices and e-vulnerable compared to all clients.

355, & 7069% 2 80y ® 80w REB2%

Clients with a Clients with Clients with Clients with E-Wulnerable
language barrier disabilities restrictions no devices clients

To improvethe client experience among these groups focus should be placedonthe serviceareas with the largest gaps compared
to all clients.

Largest Gaps in Service Attributes vs. All Clients

Clients with alanguage barrier Clients with disabilities Clients with restrictions Clients with no devices E-Wlnerable
+ Helpfulness of 1800 O-Canada | * Being able to complete steps + Ease of registering for MSCA + Being able to complete * Being able to complete steps
reps online made the process easier | clarity of process steps online made the online made the process easier
« Confidence any issues or « Ease of figuring out eligibility . _ process easier » Ease of finding th_e informatiqn
problems would be easily « Helpfulness of 1800 O-Canada overallease ofappiving * Ease offinding information you need to provide and putting
resolved reps + Ease of finding out the steps on the program together the information
e Overall Clarity of process « Overall effectiveness to apply  Ease of flndlng the * Ease of flndlng out the StepS to
« Clarity of the issue resolution T : * Ease offinding the information you need to apply
¢ * Ease offinding information on information you need to provide when applying « Ease of understanding the
process the program rovide when Ivin . L
_ _ provide when applying requirements of the application
» Ease of getting help in general and completing E
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At-Risk Client Groups: Summary

ofi Proportion with
. . . . % Satisfied j i
Proportion of clients in at-risk groups | sesaisied Disability

2020- 2019- 2018- 2020- 2019- 2018-

21 20 19 21 20 19
v Youth (1810 30) NN 3196 85% 84% 8% . | % 36
o Seniors (60+) NN 29% 87% 8% 8% .| 13%) 12%  17%
__________________________________________________ OLMC WS% e S0% 9O% 1% | S% ] 2% 3%
........... Non EorFspeaking® 13% e 90% 92% 80% | 2% | 5% 5%

High school or less 86% 84% 85% 13% 11% 13%
....................................... | ndlgenou583%79%85% o e
= I T R
.............................................. b
................................................... Db, R B
..................................................... e e
.................................. T = i e EE U
..... o 3 vonrs or B ay e O
. lenguage barer W5 oo [esw] sa% 42 [16%] 10%  18%
_____________________________________ Mobile onty W% . 8% 85% 85%  [32%|A 8% 11%

No devices | 3% 80%| 81%  83% 10%  15%  23%
A TR S rror A T e S
...................................... . aC|aI|zed__35% v A v R

Q45a. Some people experience difficultiesapplying for because of barriersto accessing service. Did you experience o ) o )
difficultiesapplying for[ABBREV] because of any of the followingreasons...? Base: All Answering (n=varies) |:| Significantly higherthan totaIAv Significantly hlg'her/
140 — ©Ipsos OLMC: Official Language Minority Communities*small samplesize, resultsshould be interpreted with caution. [_] significanty lowerthan total lowerthan previous wave



CX Client Groups: At-Risk Client Groups by Channel

Satisfaction with Service Channels (% Rated 4 or 5)

. . . . Spec. call 1800 O eService

Proportion of clients in at-risk groups I =Ersel Rl AL centres Canada Canada
2020-  2019- 2020-  2019- 2020-  2019- 2020-  2019- 2020-  2019- 2020-  2019-

21 20 21 20 21 20 21 20 21 20 21 20

Youth (18 to 30) [ 31% 88%  86% 7%  T1% 76%  67% 79%  79% 83%  76% 88%  nla
Seniors (60+) M 29% 83%  84% A 78%  70% A 75%  63% 65%  67% 71%  74% 72% n/a

oLMC I 5% 88%*  89% 83%  83% 68%*  82% 77%%  78% 88%*  89% 47%= | nia

Non E or F speaking | 3% 99%* | 91% 83+  80% 969~ | 80% 78%~  82% 86%  67% 91%  nia
High school or less I 31% V| sow | 88% A 79% 4% A 74%  64% 80%  73% 8%  71% 83% nla
Indigenous M 9% 77% 84% 73% 65% 73% 63% A g3 52% 73% 76% 87%* n/a

Clients with disabilities [ 8% V| 6% sove V| 62% 73% 60% 66% V| 48%* 70% 56% 69% 71% n/a
Remote | 2% 82% 89% 74% 76% 72%* 71% 80%*  74% V 689+ 89% 73%* n/a

Urban [ 62% A s s A 9w T30 A 2% 62% 7% 7% 75%  73% 84%  nla

ura 0 % 87% 77% 73% 73% 0% 74% 65% 74% 77% % n/a

Rural 35% 80 3 A 6 80 /

-vulnerable 0 79% 85% 74% 67% 74% 70% 75%* 69% 68% 74% 73% n/a

E-vul | 13% /
Newcomers (3 years or.. lll 14% A 9% 88% 89% 86% 87%* 77% 94%~  83% 84%* 69% 9204+ n/a

Language barrier | 5% 550 - 44% - 320%* - 31%* - 4296 - 530%* -
Mobile only [l 9% 85% 90% 71% 63% 7% 67% 669" 54% 78%* 95% 8696+ n/a

No devices | 3% 75%* 81% A 75% 44% 70%* 71% 859  T7% 73%*  56% 8506+ n/a

Clients with restrictions 0 82% 80% 71% 70% A 63% 61% A 7% 55% 69% 65% 83% n/a

48%
Racialized I 35% 92% - 85% - 80% - 82% - 81% - 88% -
141 — © lIpsos OLMC: Official Language Minority Communities |:| Significanty higher than total Av Significantly higher/
*small sample size **very small sample size, resultsshould be interpreted with caution. |:| Significantly lower than total lowerthan previous wave
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Clients with Restrictions that Affect Accessing Service by Program

= Nearly half of all clients felt they had restrictions that made it more difficult to access services.

* The most commontype of restriction exr)erienped pertained to accessing a Service Canada centre including: the Service Canada Centre office being closed due
to the COVID-19 pandemic, being unable to visit SC offices during business hours, and not living in close proximity to a Service Canada Office. CPP-D clients
were more likely to have all restrictions, while SIN clients were more likely to say they were restricted by the office closure due to the COVID-19 pandemic.

% Yesto at leastone Restrictions to Accessing

Total 89 The Service Canada Centre office was closed due -
(n=4200) 48% to the COVID-19 pandemic 27% 25%| n/a [22%]| n/a |{46%)| n/a |[33%) n/a 20%| n/a

=1 | CPP-D OA

2020- | 2019- | 2020- | 2019- | 2020- | 2019- | 2020- | 2019- | 2020- | 2019-
21 20 21 20 21 20 21 20 21 20

You are unable to visit Service Canada during
business hours

El (n=1162) 46% You do not live in close proximity to a Service
Canada office

You needed assistance from someone other than 5
Service Canada staff 11% 11%)| 9% [11%| 8% |{42%)(41%| 8% | 9% |11%|10%
cor 52 [

—A
16%|16%|18%|16%|26%)| 21% ([23%]| 22% 14‘V—o| 9%

12% 11%|[11%|12%|10% |[20%]| 18% |[15%)| 17%| 10%| 10%

Application form was too long or complicated [HEEZ 11%]| n/a 110%| n/a [41%l| n/a | 8% | n/a |11%]| n/a

You could not use the computer in a Service

CPP-D (n=692) 80% Canada Centre
You do not have access to the internet

SIN (n=749) - 5206 You do not own a smart phone

You do not have access to a computer

9% | nfa | 9% | n/a [[24%)| n/a | 7% | n/a [11%]| n/a

—A A
6% | 7% |([11%] 8% |[15%|| 9% | 9% | 4% | 8% |10%

7% | 6% |[[12%]| 8% |[16%)|12%| 9% | 9% |111%]| 10%
—A—
6% | 6% | 8% | 7% |[15%)|14%| 8% | 5% || 9% | 6%

I N-N-]- P
=) (=) -\o -\o g |O_O\ =
L <.

(@]

()

5% | 5% | 7% | 6% |[60%)]|55%|| 5% | 3% 10%| 7%

1

OAS/GIS (n=845) - 38% You have a disability

|:| Significantly higher than total

Q45a. Some people experience difficultiesapplying for INSERT ABBREV] because of barriersto accessing service. Did you experience difficultiesapplying for |:| Significantly lower than total
[ABBREV] because of any of the following reasons...? [INSERT FOR OAS 'AUT O-ENROLLED' AND OAS/GIS 'AUTO-ENROLLED'] Some people experience
143 — ©lpsos difficultiesbecause of barriersto accessing service. Do you experience difficultiesbecause of any of the following reasons? Base: All respondents(n=2431)



Clients with Restrictions that Affect Accessing Service

Overall Satisfaction (% Rated 4 or 5) « Clients with restrictions had lower overall satisfaction compared to all clients and results are consistent
compared to 2019-20.
o O » Clients with restrictions had lower satisfaction with the service provided in-person, online, or through
O/ @ MSCA.
O + Compared to 2019-20, satisfaction has increased for the service provided by specialized call centres

2020-21 and 1 800 O-Canada.

Service Channel

Satisfaction 2020-21 | 2019-20

80%

In person

Online 71% 70%
Specialized Call Centre 68% A 61%
1 800 O-Canada 72% A 55%
My Service Canada Account | 69% 65%
eServiceCanada 83% n/a

Av Significantly higher/ D Significantly higher than total
lower than previous wave D Significantly lower than total
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Clients with Restrictions that Affect Accessing Service (cont’d)

* There were also many significant gaps on service attributes between clients with restrictions and clients overall. The largest gaps were for ease of registering for
MSCA, overall clarity of process, ease of applying, ease of finding out the steps to apply and ease of finding the information needed to apply.

« Compared to 2019-20, ratings increased for overall clarity of process, ease of applying, being able to complete steps online made the process easier, understanding
the requirements of the application, gathering the information needed to apply, confidence the application would be process in a reasonable time, helpfulness of
Service Canada call centre staff, ease of completing the application, and ease of figuring out if you are eligible for benefits/SIN cad.

Widest Gap / Change in Service Attributes

2020-21 2019-20

(% Rated 4 or 5vs. TOTAL)

Ease of registering for MSCA 50% -13 pts 54%
Throughout the process it was clear what would happen next and when it would happen. 74% A -7 pts 68%
Overall, it was easy for you to apply for [ABBREV] 79% A -7 pts 74%
Find out the steps to apply 70% -7 pts 75%
Find out what information you need to provide when applying for [INSERT ABBREV] 70% -7 pts 75%
You were able to complete the application in a reasonable amount of time 7% -6 pts 75%
You were able to move smoothly through all of the steps related to your [ABBREV] application. 79% -6 pts 7%
Being able to complete steps online made the process easier for you. 74% A -6 pts 65%
Understanding the requirements of the application 77% A -6 pts 72%
Putting together the information you needed to apply for [PROGRAM] 76% A -6 pts 71%
Confident application would be processed in a reasonable amount of time 62% A -6 pts 56%
The amOL_mt _of time it took, from when you started gathering information to when you got a decision on 75% 6 pts 72%
your application, was reasonable.

Senice Canada specialized call centre phone representatives were helpful 81% A -4 pts 74%
Completing the application form 79% A -5 pts 71%
Figure out if you are eligible for benefits/ SIN card 71% A - 5 pts 64%

145 — ©Ipsos AV Significantly higher/ D Significantly higher than total M
D Significantly lower than total

lower than previous wave



Proportion of At-Risk Client Groups with Restrictions

. : Service Youw ere : You needed
Pro Po rtion of clients Canada Centre ~Application Yoﬂgg?#ienm unable to visit YOLiJnng(r)lgé Ve assistance Youdonot Youdonot Youdo not
officewas — formwastoo comoerina 2 Service roximity toa [TOMSOMEONE o/ & sroart have access tohave accessto | O Navea
closed due to IonP (o] Sgrvice Canada office P Serw)(/:e other than e e A disability
COVID-19  complicated ;. adh Centre _durln?] Canada office . Service p P
pandemic business hours Canada staff
Youth (18 t0 30) NN 31% 21%  12% 6% 6% 6%
i 0 0 0 0 0 0 0 0
Seniors (60+) M 29% 16% 11% 12% 12% 9% 10% 9%

OLMC N 5% 15% 14% 9% 8%

Non E or F speaking* | 3% 130%| | 23%]| 12% 7% 11% 9%

High school or less | 31% 21% 16% 11%

Indigenous Il 9% 28% 20% 13% 9%

Clients with disabilities | 8% 26% [23%) 14% 14%

Remote | 204 24% | 24%)| 13% 9% [14%] [12%] 9%
o e s e e B SRR Rl i
Rucl NN 35%  47%  25%  10%  10%  20%  13%  10%  [I0%]  [9%] % 7%
Eouinerable WM 13%  [ease|  [38%]  [220]  [19%] 2aw]  lasw| (2106 [o1%] 1o%]  [17%]  [13%]
Newcomers (3 years or fewer) [l 14% 18% 12% 8% 7% 6% 8%
e barer B e e e e e
ey ok o) o [ [ TR O TR BT
No devices | 29%|  [20%]  [26%|  [39%] [46%|  [42%|  [23%]
Clients with restrictions NN 48% {009  [56%]|  [22%]  [18%] [B8%]  [25%]  [22%]  [18%] 15%]  [16%]  [15%]
Racialized I 35% 19% 13% 11% 8% 8% 6%

Q45a. Some people experience difficultiesapplying for INSERT ABBREV] because of barriersto accessing service. Did you expe rience difficultiesapplying for

[ABBREV] because of any of the following reasons...? [INSERT FOR OAS 'AUT O-ENROLLED' AND OAS/GIS 'AUTO-ENROLLED'] Some people experience
difficultiesbecause of barriersto accessing service. Do you experience difficultiesbecause of any of the following reasons? Base: All respondents(n=4200) |:| Significantly higher than total
146 — © Ipsos OLMC: Official Language Minority Communities*small samplesize, resultsshould be interpreted with caution. [ Significantly lowerthan total



At-Risk Groups
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At-Risk Client Groups: Introduction

CLIENT GROUP DEFINITION

At-risk clients* make
up 95% of the total
sample universe, and
as such were a high
priority for Service
Canada

Newcomers

Non English or French speakers
Lower Education

Youth

Seniors

Service Canada aims
to assess whether it
has improved service
to client groups with
low satisfaction and
who encounter
barriers to service.
Clients ma _
encounter barriers to
accessing service for
a number of reasons,
and it was of high
priority for Service
Canadathat these
clients receive equal
levels of service as
clients who face no
barriers.

Clients with disabilities
Clients with restrictions
Indigenous people
E-vulnerable

Mobile only

No devices

Remote clients

Rural clients

Urban clients

Official language minorities (OLMC)
Language barrier

Racialized

Not born in Canada and arrived within the previous 3 years
Identify “other” as preferred language of service

High school or less

Aged 18 to 30

Aged 60 and over

Self-identified

Self-identified

Self-identified as First Nations, Inuit, or Métis

Clients who rarely or never use online services

Self-reported as clients with only a smartphone, no computer or tablet
Self-reported as clients with no devices (mobile, tablet, computer)
Sample variable

Sample variable

Sample variable

Clients in Quebec who prefer service in English, and clients outside Quebec who
prefer service in French (sample variable and (Q41b)

It was easy to access service in a language | could speak and understand well
(Rated 1 or 2)

Clients who identify as a racial or cultural group other than white (Can be in addition

*Thiscalculation considersall clientswho were a part of at least one At-Risk group, excludingresidentsof urban areas. If we were

to considerresidents of urban areas, 100% of the sample fallsinto at least one At-Risk category.

Q45a. Some people experience difficultiesapplying for because of barriersto accessing service. Did you experience difficulties

148 — ©Ipsos applyingfor[ABBREV] because of any of the followingreasons...?”Base: All Answering (n=varies)

to also identifying as white)



At-Risk Client Groups: Summary

Proportion of clients in at-risk groups

Youth (18 to 30)

% Satisfied

Racialized M 35%

S
85% 84%
87% 86%
90% 90%
90% 92%
86% 84%
83% 79%
76% 76%
88% A 80%
86% 85%
85% A 82%
82% 85%
93% 94%
55% 52%
8% 85%
80% 81%
80% 79%
89% n/a

2020-  2019-
21 20
4% | 3%
13% |  12%
3% | 2%
2% | 5%
13%|  11%
13%| 13%
100%| 100%
12% |A 4%
% 6%
1% | 9%
16% |  14%
0% | 1%
16% | 19%

[32% |A 8%
10%  15%
13%|  14%
3% n/a

Proportion with
Disability

2018-
19
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Q38a. How satisfied were you with the service you received from Service Canada relatedto your application? Base: All Answering (n=varies)

44a. Do you identify asa person with a disability? Base: All Answering (n=varies)
OLMC: Official Language Minority Communities
*small sample size, resultsshould be interpreted with caution.

|:| Significantly higher than total
|:| Significantly lower than total

AV Significanty higher/
lowerthan previous wave



Proportion of At-Risk Client Groups

= Presence of at-risk client groups differed significantly by program due in large part to program design.

Jumber of Proportion of clients OAS/GIS

pA Youth (1810 30) WM 31% ...
IS0 Seniors (60+) NN 29% ...

210 OLMC 1 5%

3 neneoFseming s m
1608 High school or less I 31%

rrra I ERIA eit dgnowe e
P Gl with st m e

oo TR e Lo
gy P o
e o ] e
v Co -_ o
o Nencomers (3 yours o mm s
e e
e Vobie ony W o
o Mo doiooe L
e o i i
o i - T e R

*small sample size, resultsshould be interpreted with caution. [ sSignificanty lowerthan total
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Proportion of At-Risk Client Groups By Region

* Among clients in the Westand the Territories, there was a higher portion of those with a high school education or less, with a disability, remote clients, those with only

a mobile d

evice and those with restrictions compared to all c?ients.

= Among clients in Ontario, there was a higher portion of urban clients, racialized clients and nhewcomers compared to all clients.
= Among clients in Quebec, there was a higher proportion of OLMC. Among clients in Atlantic Canada, there was also a higher proportion of OLMC, rural and remote

clients.

Number of
interviews

734
1950
210
93
1608
551
916
400
1948
1835
858
357
285
385
240
3297
947
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n-1626 | n-143 | n-i006

Proportion of clients —

Youth (18 to 30) I 31%

Racialized I 35%

OLMC: Official Language Minority Communities I:l Significanty higher than total a

*small sample size, resultsshould be interpreted with caution. I:l Significandy lower than total



At-Risk Client Groups, ON & QC

= Clients with restrictions in Ontario are more likely to be satisfied compared to all clients with restrictions, while clients with disabilities in Quebec are more likely to be

satisfied compared to all clients with disabilities.

= Satisfaction among rural clients in Ontario increased compared to last year, while it decreased among rural clients in Quebec.

Number of
interviews

734
1950
210
93
1608
551
916
400
1948
1835
858
357
285
385
240
3297
947
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% Satisfied (2020-21)

Youth (18 to 30)

Racialized

I 39%

88% 82%

89% 86%
88Y6** 89%
920+ 9306+

89% 86%

81% 91%*

74% 87%*|
79%"* 91%*

89% 84%

88% A 84% VW

80% 85%

96% 94%*
58%" 429+
85%" 85%"
88%* 74%*

OLMC: Official Language Minority Communities

Note: significancetesting between regionswasconducted compared to the overall sample of each at-riskgroup.

*small sample size **very small sample size, resultsshould be interpreted with caution.

lowerthan previous wave

. . |:| Significantly higherthan total
AV Significanty higher/ [_] significanty lowerthan total



Proportion of Clients with Disabilities Overall and by Program

= Fewer than one in ten clients reported they have a disability, on par with last year. CPP-D clients remain b?/ far most likely, OAS/GIS and CPP clients also have a
higher presence of disability compared to the proportion among all clients, while SIN and EI clients have a lower proportion.

» The most common disability is a mobility restriction, followed by mental health-related disabilities. CPP and OAS/GIS clients are more likely to have a mobility
disability, while CPP-D and SIN clients are most likely to have a mental health-related disability.

Have adisability (% Yes) Type of disability By Program

| CPP CPP-D SIN OAS/GIS
2020-21 (n=95%) (n=23**) (n=123)

Total . Mobility (such as
7% 9% y (su
(n=4200) I8/° ’ ’ flexibility, dexterity, or _ 50% 138%| | |65%]| | 55% | [24%] | |72%]

pain)
CPP-D
(n=692) A Mental health-related - 21% 22% | 13% | [30%] | [45% ] | [2% |
OAS/GIS Cognitive (such as
(n=845) . 15% 17% 19% learning, developmental, . 13% 19% 14% 16% 10%
or memory)

El 0 5% 6%
(n=1162) 2%

8% 5% 6% 6% -

Seeing

CPP
(n=752) I 11%] A o 16% Hearing . 9% 0% | 11% 4% | 10%

SIN
(n=749) I@ 3% 3% Communicating |2% 1% 1% 3% 1%

Q44A. Do you identify asa person with a disability? Base: All respondents(n=4200)
S 5 - VTR - o _
59— opsos Lo Inetume ol dmbily doyou have? Sem Havea S (1°816) e AV Sovcansynigrer L Sianitcantyigherthn e
Y ' lowerthan previouswave || Significantly lower than total



Clients with Disabilities

Clients who identified as a person with a disability had lower overall satisfaction compared to all
clients and lower satisfaction with all channels.

Overall Satisfaction (% Rated 4 or 5)

» Compared to 2019-20, clients with disabilities provided lower ratings for the quality of service
provided in person, online and through 1 800 O-Canada.

» There were also many significant gaps on service attributes between clients with disabilities and

0, —

79% o 76% 76% clients overall. The largest gaps were for being able to complete steps online made the process
easier, ease of figuring out if you are eligible for benefits, the helpfulness of 1 800 O-Canada
representatives, being able to move smoothly through all the steps and ease of finding information
about the program. Year over year, ratings have declined for being able to move smoothly through

2018-2019 2019-2020 2020-2021

the steps and ease of finding information about the program.

Widest Gap in Service Attributes

Service Channel Satisfaction

(% Rated 4 or 5 vs. TOTAL)

In person 67% V¥V | 80% 79% Being able to complete steps online made the process easier for you. 57% -23 pts
Online 62% V| 73% 71% Ease of figuring out if you are eligible for benefits/ SIN card 56% -20 pts
Specialized Call Centre 60% 66% 69% 1 800 O-Canada phone representatives were helpful 70% -18 pts
1800 O-Canada 48%*V | 70% 50% You were able to move smoothly through all of the steps related to your 68% V¥V -17 pts
My Service Canada Account 56% 69% - [ABBREV] application.

eServiceCanada 71% n/a nila Ease of finding information about [INSERT ABBREV] 62% ¥ -16 pts

|:| Significantly higher than total AV Significantly higher/
|:| Significantly lower than total lowerthan previous wave

154 — © Ipsos Note: Q44A wording wasrevised in 2019-20 to the following: “Do you identify asa person with a disability?” Typesof disabilitieslisted were also expanded in2019-20 and were retainedin 2020-21. M

Interpret tracking results with caution. *small sample size, resultsshould be interpreted with caution.



Clients with Disabilities (cont’d)

= Compared to 2019-20, ratings have increased for the ease of completing the application form while declines were also observed across several attributes.

* The largest negative shifts were for it being easy to get help when you needed it, needing to explain your situation only once, receiving consistent information, ease
of deciding the best age to start your pension and the clarity of the issue resolution process.

Changein Service Attributes 2020-21 2019-20
Ease of completing the application form 73% A 66%
It was easy to get help when you needed it 57% V 71%
You needed to explain your situation only once 63% V¥ 73%
You received consistent information 71% V 80%
Ease of deciding the best age to start your pension 68% V 7%
It was clear what to do if you had a problem or question 65% V

|:| Significantly higher than total Av Significantly higher/
|:| Significantly lower than total lowerthan previous wave E
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Clients with Disabilities (cont’d)

" ﬁ\_moglg_clients those with disabilities, OAS/GIS clients were more likely to be satisfied while CPP-D clients were less likely to be satisfied compared to all clients with
isabilities.

= There have been no statistically significant shifts year over year.

Overall Satisfaction (% Rated 4 or 5), by Program

e || e CPP CPP-D e===S|N e=m(0AS/GIS
100%
88% -
86% 85%
84% 83%*
0
81% 82}6 76% 83% ™
9 — 76%*
79% 74%
69%
62%
59% 58% -63%
49%
2017-2018 2018-2019 2019-2020 2020-2021

|:| Significantly higher than total AV Significantly higher/
[ sSignificantly lower than total lowerthan previous wave

156 — © Ipsos

Note: Q44A wording wasrevised in 2019-20 to the following: “Do you identify asa person with a disability?” Typesof disabilitieslisted were also expanded in2019-20 and were retainedin 2020-21.
Interpret tracking results with caution. *small sample size **very small sample size, resultsshould be interpreted with caution.



At-Risk Client Groups: Indigenous Clients

Overall Satisfaction (% Rated 4 or 5) . Over_all satisfaction among In_digenous clients was
consistent compared to all clients . Notably, satisfaction

among Indigenous clients specifically in urban areas
@ e Total ]% e Jrban Rural Remote increased year over year.
1

* Indigenous clients were less satisfied with service
provided in person or online compared to all clients.

88%A « Compared to 2019-20, Indigenous clients had higher

/ 85% ~—— [83% satisfaction with service provided through 1 800 O-

77%

SZ%Y 79%7 Canada. There has also been improvement made on
several service attributes including the ease of figuring out
73% if you're eligible for benefits, ease of understanding the

requirements, the helpfulness of call centre
representatives, being able to find the info needed in a

2017-2018 2018-2019 2019-2020 2020-2021 reasonable amount of time and clarity of process.
Service Channel Satisfaction  2020-21  2019-20 2018-19 2017-18 j Change in Service Attributes 2020-21 2019-20 2018-19
In person kL) 84% 87% 7% Ease of figure out if you are eligible for benefits/ SIN card 68% A 57% 62%
Online 73% 65% 82% 75%

Specialized Call Centre 73% 63% 78% 77% Ease of understanding the requirements of the application 79% A 69% 73%
1 800 O-Canada 83%* A 52% 71% 68% ; iali
. o sBes zesoall cene phone =y S
My Senice Canada Account 73% 76% - -
; 0 You were able to find the information you needed within a
eSeniceCanada 87%* n/a n/a n/a reasonable amount of time 76% A 68% n/a
Throughout the process it was clear what would happen 80% A 24% 79%

next and when it would happen

Indigenousclientsn=551 Significantly higherthan total ignifi i
157 — © Ipsos |:| Av Significantly higher/

*small sample size, resultsshould be interpreted with caution. |:| Significantly lower than total lowerthan previous wave




At-Risk Client Groups: Indigenous Clients

= Compared to all clients, Indigenous clients were less likely to feel it was easy to understand the information about their program, figure out eligibility, say they
received consistent information, feel it was easy to find information about their program, that it was easy to complete their application form and that it was easy to
put together the information needed to apply.

Widest Gap in Service Attributes (% Agreevs. TOTAL)

Understand the information about [INSERT PROGRAM] 69% -9pts
Figure out if you are eligible for benefits/ SIN card 68% -8pts
You received consistent information 7% -7pts
Ease of finding out information about [INSERT ABBREV] 72% -6pts
Ease of completing the application form 79% -5pts

Putting together the information you needed to apply 7%

Profile of Indigenous Clients

I 55%

First Nations 78%
62%
34% B 2018-19
0
Métis 16% 2019-20
0,
32% 2019-21
10%
Inuit 6%
6%

158 — ©Ipsos Indigenousclientsn=551 |:| Significanty higherthan total M

|:| Significanty lower than total



At-Risk Client Groups: Urban, Rural and Remote

Overall Satisfaction (% Rated 4 or 5)

e R ural ﬂa === Remote

—

Overall satisfaction was consistent among
urban, rural or remote clients compared to all
clients.

Year over year, satisfactionincreased among
remote and rural clients.

Rural clients were less satisfied with service
received in person compared to all clients.

88% 88% A Compared to 2019-20, urban clients’ provided
86% 85% 86% higher ratings for the quality of service provided
83% \ 82% 7; 85% A in-person, online and through specialized call
’ centres.
80%
Rural clients were more satisfied with the quality
of service provided through specialized call
2018-2019 2019-2020 2020-2021 centres and less satisfied with in person service.
Remote clients were less satisfied with MSCA.
URBAN RURAL REMOTE
Service Channel Satisfaction 2020-21 2019-20 2019-18 2020-21 2019-20 2019-18 2020-21 2019-20 2019-18
In person 89% 85% 88% v 87% 85% 82% 89% 87%
Online 79% A 73% 78% 77% 73% 81% 74% 76% 80%
Specialized Call Centres 72% A 62% 73% 73% A 60% 76% 12%* 71% 79%
1 800 O-Canada 71% 71% 70% 74% 65% 76% 80%** 74% 69%
My Service Canada Account 75% 73% - 74% 77% - 68%* VY 89% -
eServiceCanada 84% n/a n/a 80% n/a n/a 73%* n/a n/a

Urban clientsn=1948; Rural clientsn=1835; Remote clientsn=400

159 — ©psos *small sample size **very small sample size, resultsshould be interpreted with caution.

[ ] significantly higher than total
|:| Significantly lowerthan total

v Significantly higher/

lowerthan previous wave M



At-Risk Client Groups: Urban, Rural and Remote

= Rural clients provided lower ratings compared to urban and remote clients for the ease of finding information about the program, finding out the steps to apply and understanding
the information about the program. Remote clients provded higher ratings for the overall ease of applying and lower ratings for putting together the information needed to apply
and clarity and confidence inthe issue resolution process.

= Compared to 2019-20, satisfaction increased among all groups for the clarity of the process and timeliness of senice. Rural clients were also more likely to agree they received
consistent information and provided higher ratings for putting together the information needed to apply and the helpfulness of specialized call centre staff, while they provided
lower ratings for the ease of finding information about the program, finding the steps to apply and ease of getting help in general. Remote clients also provided higher ratings for
owverall effectiveness and owverall ease of applying, while they provided lower ratings for the ease of finding information about the program and for the clarity and confidence in the
issue resolution process. Urban clients provided higher ratings for the ease of understanding information about the program and helpfulness of specialized call centre reps, while

they provided lower ratings for the ease of getting help in general. URBAN RURAL

Change in Service Attributes 2020-21 2019-20 2018-19 2020-21 2019-20 2018-19 2020-21 2019-20 2018-19
Ease of figuring out if you are eligible for benefits/ SIN card 7% A 72% n/a 74% 70% n/a 80% 70% n/a
Throughout the process it was clear what would happen next and when. 80% A 73% 75% 81% A 74% 79% 77% A 68% 79%
The amount of time it took was reasonable. 81% A  78% 76% 84% 4  80% 77% 84% A  TT% 75%
You received consistent information 85% A  81% 81% 84% A 80% 82% 81% 7% 84%
Ease of finding information about the program 81% 7% n/a 71%|V 79% n/a 2%V 84% n/a
Ease of understanding information about the program 80% A 75% n/a 74% 78% n/a 72% 78% n/a
Ease of finding out the steps to apply 80% 82% n/a 72% Y 79% n/a 73% 77% n/a
Putting together the information you needed to apply 83% 80% n/a 81% A 77% n/a 78% n/a
You were able to move smoothly through all of the steps 85% 83% 83% 84% 81% 85% 88% A 81% 88%
It was clear what to do if you had a problem or question. 79% 76% 77% 79% 80% 78% V 83% 84%
Confident that any issues or problems would have been easily resolved. 78% 79% 79% 75% 76% 76% V 76% 81%
It was easy to get help when you needed it. 2%V 76% 7% 69% V¥ 76% 76% 2% 73% 80%
Overall, it was easy for you to apply 85% 82% 83% 86% 86% 87% A 85% 90%
Senice Canada specialized call centre phone representatives were helpful 84% A 74% n/a 85% A 71% n/a 79% 89% n/a
160 — © Ipsos Urban clientsn=1948; Rural clientsn=1835; Remote clientsn=400 [ significanty higher than total AV vagirfiﬁzr;“grgivgiﬁzwave M

|:| Significantly lower than total



At-Risk Client Groups: Urban, Rural and Remote

= Rural clients provided lower ratings compared to all clients for getting help on your application when needed, while remote clients provided lower ratings for
travelling a reasonable distance to access service, the helpfulness of eServiceCanada reps and being provided service in a way that protected their health
and safety during the pandemic.

URBAN RURAL REMOTE
Change in Service Attributes 2020-21 2019-20 2018-19 2020-21 2019-20 2018-19 2020-21 2019-20 2018-19
Getting help on your application when you needed it 66% n/a n/a n/a n/a 68% n/a n/a
You travelled a reasonable distance to access the senice 81% 76% n/a 75% 75% n/a 72% n/a
gr?lmg?o?rﬁnveg?e %@?Sfi Irepresentatives that called you back after you completed an 85% n/a na 87% n/a n/a n/a n/a
E%L{/ ﬁvg_rfgpég\f;ggﬁlq ﬁ:ervice in a way that protected your health and safety during the 89% n/a n/a 87% n/a n/a n/a n/a

Significantly higherthan total ignifi i
161 — ©lpsos Urban clientsn=1948; Rural clientsn=1835; Remote clientsn=400 g yhg AV ISlgmf;(f:}anﬂyhlgher/
[ ] significantly lower than total owerthan previous wave



At-Risk Client Groups: Youth and Seniors

Overall Satisfaction (% Rated 4 or 5) = Overall satisfaction remained
consistent among youth, adults and
Youth (18-30) e AduUlts (31-59) e Seniors (60+) seniors.

= Seniors were less satisfied with
service provided through
eServiceCanada compared to youth

87% 86% 87% and adults.

0,
86? 84% ——85% = Compared to 2019-20, adults and
82% 82% 85% seniors were more satisfied with

service provided online or through
specialized call centres.

2018-2019 2019-2020 2020-2021
YOUTH ADULTS SENIORS

Service Channel Satisfaction 2020-21 2019-20 2018-19 2020-21 2019-20 2018-19 2020-21 2019-20 2018-19
In person 88% 86% 91% 87% 86% 82% 83% 84% 88%
Online 77% 77% 81% 79% A 72% 80% 78% A 70% 75%
Specialized Call Centre 76% 67% 63% 69% A 58% 7% 75% A 63% 80%
1800 O-Canada 79%* 79% 79% 72% 63% 72% 65% 67% 67%
My Service Canada Account 83% 76% - 74% 76% - 71% 74% -
eServiceCanada 88%* n/a n/a 83% n/a n/a 2% n/a n/a

162 — © Ipsos Iout?lclientlsn;734;Adlultgienltcsigz;516; Seni(cj)rc_liﬁntsn_:l%o |:| Significantly higher than total AV Significantly higher/
small sample size, resultsshou e interpreted with caution. Significantly lower than total lowerthan previous wave



At-Risk Client Groups: Youth and Seniors

= Youth were more likely to provide high ratings compared to adults and seniors for being able to complete steps online made the process easier, ease of getting help in general and the helpfulness of
eSeniceCanada reps. Seniors provided lower ratings for being able to complete steps online made the process easier, helpfulness of Senice Canada in person reps and that were provided senice
in a way that protected your health and safety during the COVID-19 pandemic.

= Compared to 2019-20, all groups provided higher ratings for the helpfulness of Senice Canada specialized call centre reps. Seniors were also more likely to agree that being able to complete steps

online made the process easier and provided lower ratings for the helpfulness of Senice Canada in person reps. Adults also provided higher ratings for overall effectiveness, clarity of process,
receiving consistent information and timeliness of senice. Youth also provided higher ratings for clarity of process, clarity of the issue resolution process and travelling a reasonable distance to

access senice. YOUTH SENIORS
Differences/ Change in Service Attributes 2020-21  2019-20  2018-19  2020-21  2019-20  2018-19  2020-21 2%%9' 2018-19
Being able to complete steps online made the process easier for you. 86% 89% 83% A 79% 80% A 62% 56%
You were able to move smoothly through all of the steps. 85% 82% 86% 86% A 80% 82% 83% 85% 84%
It was clear what to do if you had a problem or question. 81% A 76% 79% T77% 78% 76% 79% 80% 79%

Throughout the process it was clear what would happen next and when it would happen. 80% A 71% 76% 81% A 71% 76% 81% 79% 78%

It was easy to get help when you needed it. 80% 84% 69% 74% 74% 70% 73% 73%
Senice Canada specialized call centre phone representatives were helpful 880 A 73% n/a 81% A 73% n/a 88% A 75% n/a
Senice Canada representatives that you dealt with in person were helpful 93% 94% n/a 0204 91% n/a m v 91% n/a
gﬂﬁnﬁ?‘xr%ew%?g?%?pmone representatives that called you back after you completed an |_95_0/J n/a n/a 80% n/a n/a 81% n/a n/a
You travelled a reasonable distance to access the senice 83% A 70% n/a 77% 79% n/a 75% 78% n/a
You received consistent information 82% 81% 81% 86% A 78% 81% 84% 83% 83%
The amount of time it took was reasonable. 80% 76% 7% 82% A 74% 72% 82% 83% 81%
é%t{/ %vg_rfgprr)g\r/l;gggn iscervice in away that protected your health and safety during the 91% n/a n/a 89% n/a n/a M n/a n/a
163 — ©Ipsos  Youth clientsn=734; Adultclientsn=1516; Senior clientsn=1950 [_] significanty higherthan total AW Sianificanty higher/ M

[__] significantly lower than total lowerthan previous wave



At Risk Client Groups: Youth and Seniors

Youth were also more likely to provide high ratings compared to adults and seniors for being able to find the information needed (during aware stage) in a reasonable
time. Seniors were also more likely to provide high ratings for confidence their application would be processed in a reasonable time and ease of follow-up, while they provided
lower ratings for the ease of putting together the information needed to apply and completing the application form.

= Comparedto 2019-20, Youth provided higher ratings for the ease of figuring out eligibility, being able to find the information needed (during aware stage) in a reasonable time,
ease of completing the application form and confidence their application would be processedin a reasonable time. Adults provided higher ratings for the ease of putting together
the information needed to apply and confidence their application would be processed in a reasonable time, while they provided lower ratings for the ease of follow-up. Seniors
provided higher ratings for the ease of understanding the requirements of the application.

YOUTH SENIORS
Differences/Change in Service Attributes 2020-21 2019-20 2018-19 2020-21 2019-20 2018-19 2020-21 2019-20 2018-19
Figure out if you are eligible for benefits/ SIN card 7% A 68% n/a 76% 71% n/a 75% 78% n/a
;r%%l\jvﬁtrgf?i?r!%to find the information you needed within a reasonable A 74% n/a 77% 74% n/a 249% 77% n/a
Understanding the requirements of the application 84% 80% 87% 83% 81% 85% 82% A 78% 86%
Putting together the information you needed to apply 84% 80% n/a 83% A 77% n/a 80% n/a
Completing the application form 86% A 7% n/a 84% 82% n/a 81% n/a
gﬁgﬂﬁ?gﬁﬁ?nué application would be processed in a reasonable 64% A  56% n/a 67% A 61% n/a 749% n/a
Ease of follow-up 62% 54% n/a 58% 60% n/a 70% n/a
Ease of registering for MSCA 69% 73% n/a 62% V¥ 74% n/a 59% 57% n/a

|:| Significantly higher than total Significantly higher/
164 — © Ipsos Youth clientsn=734; Adultclientsn=1516; Senior clientsn=1950 AV
P [ ] significantly lowerthan total lowerthan previous wave



At-Risk Client Groups: E-Vulnerable

Overall Satisfaction (% Rated 4 or 5) » Satisfaction among e-vulnerable clients was lower compared to all clients.

= E-vulnerable clients were less satisfied with the quality of service provided in
person compared to all clients.

0,

ARN
Q

=

82%

Pan

2017-2018 2018-2019 2019-2020 2020-2021

Service Channel Satisfaction 2020-21  2019-20 2018-19  2017-18
In person 85% 86% 91%
Online 74% 67% 76% 74%
Specialized Call Centre 74% 70% 68% 83%
1800 O-Canada 75%* 69% 68% n/a
My Service Canada Account 68% 74% n/a n/a
eServiceCanada 73% n/a n/a n/a

|:| Significantly higherthan total Av Significantly higher/
[ significantly lowerthan total lowerthan previous wave

E-vulnerablewasdefined asrespondentswho rarely/never use online servicessuch as online banking, shopping and bill payments. E-vulnerable clientsn=858.
165 — © Ipsos *small sample size, resultsshould be interpreted with caution.



At-Risk Client Groups: E-Vulnerable

= E-vulnerable clients provided lower ratings compared to all clients for being able to complete steps online made the process easier, ease of putting together the
information needed to apply, ease of finding out what information they needed to provide, ease of finding out the steps to apply, ease of completing the application
form, ease of understanding the requirements of the application, ease of figuring out eligibility and overall effectiveness. They provided higher ratings for the ease of
follow-up.

= Compared to 2019-20, E-vulnerable clients provided higher ratings for being able to complete steps online made the process easier, the helpfulness of Service
Canada call centre reps and receiving consistent information. They provided lower ratings for the ease of finding out what information they needed to provide when
applying and overall effectiveness.

Widest Gap/ Change in Service Attributes

(% Rated 4 or 5vs. TOTAL)

Ease of follow-up +10pts
Being able to complete steps online made the process easier for you. 62%| A -18pts
Putting together the information you needed to apply for the program 74% -8pts
Find out what information you need to provide when applying for the program 70%|V -Tpts
Find out the steps to apply 70% -7pts
Ease of completing the application form 7% -7pts
Understanding the requirements of the application 76% -7pts
Ease of figuring out if you are eligible for benefits/ SIN card 70% -6pts
You were able to move smoothly through all of the steps 79%|V -6pts
Service Canada specialized call centre phone representatives were helpful 88% A -3pts
You received consistent information 82% A -2pts

|:|Significanﬂyhigherthantotal A Significantly higher/
|:| Significantly lower than total lowerthan previous wave

166 — © Ipsos E-vulnerablewasdefined asrespondentswho rarely/neveruse online servicessuch as online banking, shopping and bill payments. E-vulnerable clientsn=858. M



At-Risk Client Groups: Clients with No Devices or Mobile only

Overall Satisfaction (% Rated 4 or 5) = Overal!satisfaction was lower among cIieqtszth_
no devices and consistent among those with mobile

only compared to all clients.
® =No Devices = Mobile Only = Clients whith no devices were less satisfied with the
— quality of service provided in-person. They were
more satisfied with the online channel than in the
previous wave.
85% 85% 83%
83% 81% 30%
2018-2019 2019-2020 2020-2021
NO DEVICES MOBILE ONLY
Service Channel Satisfaction 2020-21  2019-20  2018-19 | 2020-21  2019-20  2018-19
I person 81% 85% 85% 90% 85%
Online 75%* A 44% 62% 71% 63% 84%
Specialized Call Centre 70%* 71% 79% 7% 67% 7%
1 800 O-Canada 85%** 7% 71% 66%* 54% 73%
My Service Canada Account 73%** 56% - 78%* 95% -
eServiceCanada 85%** n/a n/a 86%0* n/a n/a

No device clientsn=240; Mobile only clientsn=385

167 — ©lpsos  *small sample size **very small sample size, |:| Significantly higher than total AV Significanﬂyhigher/
results should be interpreted with caution. [ ] significanty lower than total lowerthan previous wave



At-Risk Client Groups: Clients with No Devices or Mobile only

Widest Gap/ Change in Service Attributes

(% Rated 4 or 5vs. TOTAL)
Find information about the program

Understand the information about the program
Find out the steps to apply
Find out what information you need to provide when applying for the program
You were able to complete the application in a reasonable time
Understanding the requirements of the application
Putting together the information you needed to apply for the program
Completing the application form
You were able to move smoothly through all of the steps
Being able to complete steps online made the process easier for you.
Throughout the process it was clear what would happen next and when it would happen.
Senice Canada specialized call centre phone representatives were helpful
Senice Canada representatives that you dealt with in person were helpful
It was easy to access senice in a language | could speak and understand well
The amount of time it took was reasonable.
It was clear what to do if you had a problem or question.
It was easy to get help when you needed it.
Ovwerall, it was easy for you to apply
You were provided senice in a way that protected your health and safety during the COVID-19 pandemic
Received consistent information

168 — © Ipsos No device clientsn=240; Mobile only clientsn=385.

NO DEVICES

56% 2opts |
6094 18pts |
629 15pts |
5694 W 21pts |
759 8pts |
739 10pts |
73% -Opts |
699 15pts |
7094 W 15pts |
4094 ¥ -40pts |
714 V¥ 10pts |
7694 VW opts |
799 12pts |
8994 VW 6pts |
744 W Tpts |
76% ¥ 3pts |
71% VW : |
799 W Tpts |
80% 8pts |
80% dpts |

|:| Significantly higherthan total
|:| Significantly lowerthan total

Clients with no devices and those with mobile only provided lower ratings compared to all clients on most senice attributes. For clients with no devices, the largest gaps were for being able to
complete steps online made the process easier, ease of finding info about the program and finding out what info they needed when applying. For mobile only clients, the largest gaps were for being
able to complete steps online made the process easier, ease of finding info about the program, ease of finding out the steps to apply and finding out what info they needed when applying.

MOBILE ONLY
% GAP
-15pts
73% A -5pts
62% -15pts
63% -14pts
77% V -6pts
75% -8pts
78% -4pts
78% A -6pts
80% -5pts
69% -11pts
14% -7pts
90% A +5pts
88% -3pts
919% -4pts
764 VW -5pts
75% -4pts
76% +5pts
-7pts
86% -2pts
7pts
AV Significantly higher/

lowerthan previous wave

Compared to 2019-20, clients with no devices provided lower ratings across several senice attributes including overall ease of applying, ease of getting help in general and timeliness of senice.
Mobile only clients provided higher ratings for the ease of understanding information about the program and completing the application form and the helpfulness of specialized call centre reps and
provided lower ratings for being able to complete the applicationin a reasonable time and timeliness of senice.



Access to Service via Mobile

= Among the overall sample of clients, 83% report owning or having accessto a personal computer, and 80% report owning or having access to
a smartphone. Justunder half (45%) of clients report owning or having access to a tablet.

= Only 3% of clients do not own nor have access to any devices.

% Own or Have Access to

Personal computer 83%

Smartphone 80%

=
=

Tablet

@ No Device

Base: All respondents(n=4200)
Q39d. Which of the following [IF NOT PROXY: do you] / [INSERT IF PROXY: does[INSERT CUSTOMER’S
169 — © Ipsos NAME FROM SAMPLE FILE]] own or have access to? (READ LIST. SELECT ALLTHAT APPLY.)

45%

3%




At-Risk Client Groups: Language Barrier

Overall Satisfaction (% Rated 4 or 5) = Qverall satisfaction was lower among those with a language barrier compared to all clients

= Clients with a language barrier provided lower ratings for the quality of service provided through
all channels and lower ratings on all service attributes.

* The largest gaps on service attributes were for the helpfulness of 1 800 O-Canada phone
% representatives, confidence any issues would be easily resolved, clarity of process, clarity of the

issue resolution process, ease of getting help in general, the helpful of specialized call centre

2020-21 repr_esentatives, overall effectiveness and being able to complete steps online made the process
easler.

In person 55%* 1 800 O-Canada phone representatives were helpful 42% -46pts

Online 44% You were confident that any issues or problems would have been easily resolved. 35% -42pts

Specialized Call Centre 30045 -f:g_rp(;)ignhOUt the process it was clear what would happen next and when it would 20% 41pts

1 800 O-Canada 319%* It was clear what to do if you had a problem or question. 39% -40pts

My Service Canada Account 42%* It was easy to get help when you needed it. 32% -39pts

eServiceCanada 530p* Senice Canada specialized call centre phone representatives were helpful 47% -38pts
You were able to move smoothly through all of the steps 48% -37pts
Being able to complete steps online made the process easier for you. 43% -37pts

Language Barrier clientsn=285
170 — ©lpsos  *small sample size, resultsshould be interpreted with caution. [ significanty higherthan total M

|:| Significantly lowerthan total



Provision of Language Services

= Nearly all clients agreed they were provided service in their choice of English or French, and that it was easy to access service in a language they could speak and understand well.

= Comparedto 2019-20, overall agreement remained unchanged. However, fewer CPP-D clients felt it was easy for themto access service in a language they could speak and
understand well than in the previous wave.

Provided withservicein your choiceof English or French Easy to access servicein a languagel could speak and

(% Rated 4 or 5) understand well (% Rated 4 or 5)

= Total s E| e CPP CPP-D e SIN — OAS/GIS
= Total e E| e CPP CPP-D e SIN = OAS/GIS

98% 0B — 96% 96%

97% 5@ 97% 97% T 5%, e 050 95%
96% 96% 96% 96% 96% % 949 % 94% S
95% 95% 74 95% § S 95% 4% 94% ZQM" giof’ o \ 93%
94% 94% 94% ’ ;

93% 92% 92% 92%

2017-18 2018-19 2019-20 2020-21 2018-19 2019-20 2020-21

S ) ) ) ) ) ) ) Av Significantly higher/
171 — ©lpsos Q36b. Thinkingaboutthe service you received, how much do you agree or disagree with the following statements. Base: All Answering (n=varies) lowerthan previous wave



At-Risk Client Groups: Official Language Minority Community

= Owerall satisfaction among OLMC clients was consistent with all clients. More than
nine inten OLMC clients were provided were in their choice of English or French lower
compared to all clients.

@ 89% 91% 90% 90% = OLMC clients provided lower ratings for the quality of senice provided through

Overall Satisfaction (% Rated 4 or 5)

eSeniceCanada compared to all clients.

= OLMC clients provided higher ratings compared to all clients of which the largest gaps
were for the timeliness of senice and needing to explain yourself only once, while they
provided lower ratings for the helpfulness of eSeniceCanada reps. Compared to
2017-2018 2018-2019 2019-2020 2020-2021 2019-20, OLMC clients provided lower ratings for confidence of the issue resolution
process and ease of getting help in general.

Widest Gap/ Change in Service Attributes

Service Channel Satisfaction 2020-21 2019-20 2018-19 (% Rated 4 or 5vs. TOTAL)

In person 88%* 89% 93% The amount of time it took was reasonable 91% +10pts

Online 83% 83% 87% You needed to explain your situation only once 86% +9pts

Specialized Call Centre 68%* 82% 78% Being able to complete steps online made the process easier for you 88% +8pts

1800 O-Canada 171%™ 78% 58% You were able to move smoothly through all of the steps 93% +8pts

My Service Canada Account 88%" 89% E Throughoutthe process it was clear what would happen next and when it

eServiceCanada AT7%** n/a n/a would happen. 88% +7pts
You were confident that your personal information was protected. 92% +5pts

Provided withservicein your choice of English or French

% Agree i i :

( g ) :;osl:):/\\;(z;e confident that any issues or problems would have been easily T 4 +5pts

m 2020-21 .
It was easy to get help when you needed it 7149V +3pts
o "L e sen da ph ives that called you back af
05% The Service Canada phone representatives that called you back after you o 1a0

2018-19 completed an online form were helpful 16%

172 — ©Ipsos OLMC clientsn=210 *small sample size **very small sample size, resultsshould be interpreted with caution. I:l S anifcanty higher than tota Av . [

[ ] significantly lower than total lowerthan previous wave



At-Risk Client Groups: Newcomers (Arrived in Past 3 Years)

Overall Satisfaction (% Rated 4 or 5) = Qverall satisfaction among Newcomers continued to be
higher than all clients and results were consistent with last
year.

0,

93% 94% 93% = Newcomers were more satisfied with the service they
received in-person, online and through specialized call
centres compared to all clients. Satisfaction increased for

@ service received in person compared to last year.

2018-2019 2019-2020 2020-2021

Service Channel Satisfaction 2020-21 2019-20 2018-19

In person 95% 88% 96%

Online 89% 86% 85%

Specialized Call Centre 87%* 7% 63%

1800 O-Canada 94%0** 83% 79%

My Service Canada Account 84%* 69% n/a

eServiceCanada 92%* n/a n/a

) ) ) ‘ ‘ |:| Significantly higher than total AV Significantly higher/
173 - ©lpsos Newcomers n=357 *small sample size **very small samplesize, resultsshould be interpreted with caution. |:| Significantly lower than total lower than previous wave



At-Risk Client Groups: Newcomers (Arrived in Past 3 Years)

= Newcomers were also more likely to provide high ratings on several service attributes. The largest gaps were for getting help on your application when needed,
ease of getting help in general, having to explain your situation only once, ease of finding information about the program, ease of follow-up and being able to find
the information needed (during aware stage) in a reasonable time.

= Compared to 2019-20, they were more likely to provide high ratings for ease of finding information about the program, being able to find the information needed
(during aware stage) in a reasonable time, ease of understanding the requirements of the application and completing the application form.

Widest Gap/ Change in Service Attributes

(% Rated 4 or 5vs. TOTAL)

Getting help on your application when you needed it 82% +17pts
It was easy to get help when you needed it. 86% +15pts
You needed to explain your situation only once. 90% +13pts
Finding information about the program 91% A +13pts
Ease of follow-up 76% +13pts
You were able to find the information you needed in a reasonable amount of time 89% A +11pts
Understanding the requirements of the application 92% A -Tpts

Completing the application form 93% A +15pts

|:| Significantly higher than total Significantly higher/
174 — ©lpsos Newcomers n=357 AV .. prev

[ ] significantly lowerthan total lowerthan previous wave



CX Client Groups: At-Risk Client Groups by Channel

Satisfaction with Service Channels (% Rated 4 or 5)

. . . . Spec. call 1800 O eService

Proportion of clients in at-risk groups I =Ersel Rl AL centres Canada Canada
2020-  2019- 2020-  2019- 2020-  2019- 2020-  2019- 2020-  2019- 2020-  2019-

21 20 21 20 21 20 21 20 21 20 21 20

Youth (18 to 30) [ 31% 88%  86% 7%  T1% 76%  67% 79%  79% 83%  76% 88%  nla
Seniors (60+) M 29% 83%  84% A 78%  70% A 75%  63% 65%  67% 71%  74% 72% n/a

oLMC I 5% 88%*  89% 83%  83% 68%*  82% 77%%  78% 88%*  89% 47%= | nia

Non E or F speaking | 3% 99%* | 91% 83+  80% 969~ | 80% 78%~  82% 86%  67% 91%  nia
High school or less I 31% V| sow | 88% A 79% 4% A 74%  64% 80%  73% 8%  71% 83% nla
Indigenous M 9% 77% 84% 73% 65% 73% 63% A g3 52% 73% 76% 87%* n/a

Clients with disabilities [ 8% V| 6% sove V| 62% 73% 60% 66% V| 48%* 70% 56% 69% 71% n/a
Remote | 2% 82% 89% 74% 76% 72%* 71% 80%*  74% V 689+ 89% 73%* n/a

Urban [ 62% A s s A 9w T30 A 2% 62% 7% 7% 75%  73% 84%  nla

ura 0 % 87% 77% 73% 73% 0% 74% 65% 74% 77% % n/a

Rural 35% 80 3 A 6 80 /

-vulnerable 0 79% 85% 74% 67% 74% 70% 75%* 69% 68% 74% 73% n/a

E-vul | 13% /
Newcomers (3 years or.. lll 14% A 9% 88% 89% 86% 87%* 77% 94%~  83% 84%* 69% 9204+ n/a

Language barrier | 5% 550 - 44% - 320%* - 31%* - 4296 - 530%* -
Mobile only [l 9% 85% 90% 71% 63% 7% 67% 669" 54% 78%* 95% 8696+ n/a

No devices | 3% 75%* 81% A 75% 44% 70%* 71% 859  T7% 73%*  56% 8506+ n/a

Clients with restrictions 0 82% 80% 71% 70% A 63% 61% A 7% 55% 69% 65% 83% n/a

48%
Racialized I 35% 92% - 85% - 80% - 82% - 81% - 88% -
175 - © Ipsos OLMC: Official Language Minority Communities |:| Significanty higher than total Av Significantly higher/
*small sample size **very small sample size, resultsshould be interpreted with caution. |:| Significantly lower than total lowerthan previous wave



At-Risk Client Groups: Racialized/ Black Clients

Overall Satisfaction (% Rated 4 or 5)

89% | 8/%

2020-21 2020-21

Racialized Black Clients

Racialized

Black

= Qverall satisfaction and trust in Service Canada were higher among Racialized clients compared to all

clients. Racialized clients also had higher satisfaction with in-person, online and specialized call centres.

Overall satisfaction, trust and satisfaction with service channels among clients who identify as ‘Black’

specifically was consistent compared to all clients.

Racialized clients were also more likely to provide high ratings for ease of getting help in general, getting

help on your application, being able to complete steps online made the process easier, ease of finding

information about the program, confidence in issue resolution, ease of understanding the information about
the program and finding the steps to apply and being able to find the information needed (during aware

stage) in a reasonable amount of time.

Widest Gap in Service Attributes for Racialized clients

(% Rated 4 or 5vs. TOTAL)

It was easy to get help when you needed it 81% +10pts
Trust (% Rated 4 or 5) 84% _ o _

Getting help on your application when you needed it 75% +10pts
Service Channel Satisfaction S

Ease of registering for MSCA 73% +10pts
In person 92% 89%* ) ) )

Being able to complete steps online made the process easier for you 87% +7pts
Online 85% 81% o _

Finding information about the program 85% +7pts
Specialized Call Centre 80% 75%* _ _ )

You were confident that any issues or problems would have been easily resolved 83% +6pts
1 800 O-Canada 82% 82%** o )

Understanding information about the program 84% +6pts
My Service Canada Account 81% 57%** o

Finding out the steps to apply 83% +6pts
eServiceCanada 88% 85% ) ) ) ) ,

You were able to find the information you needed in a reasonable amount of time 84% +6pts

Racializedclientsn=947
Identify asBlackn=188

176 — ©lpsos *small sample size **very small sample size, resultsshould be interpreted with caution. [ significantly higher than total M

[_] significantly lowerthan total
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Conclusions (1/3)

Clients weretwice as likely to have used self-service than last year, prior to the pandemic, while half as many relied
on in-personservice. El and OAS/GIS clients utilized self-service at higher rates whichdrove the overall increase.
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Overall, clients were more likely to self serve during the apply or follow-up stages than they were prior to the pandemic.
Other changes compared to before the pandemic included an increase in the use of assisted self-service at the aware and
apply stages and the use of mail only and auto-enroll atthe apply stage. Use of in-person service declined at all stages of
the client journey.

This year saw EI clients more likely to self serve at the apply and follow-up stages, and OAS/GIS clients self-serving at
the apply stage. Use of assisted self service increased among El clients at the aware and apply stages and among
OASI/GIS clients at the follow up stage. Use of mail only increased among CPP, OAS/GIS and CPP-D clients.

El clients were more likely to be satisfied with the effectiveness of the client journey, namely the timeliness of service,
clarity of process and confidence their application would be processed in a reasonable amount of time. OAS/GIS clients
while more satisfied with aspects of confidence experienced more challenges with the ease of the application process and
helpfulness of in person staff. CPP clients rated aspects of the effectiveness and ease of navigating the Government of
Canada website lower than previous years.

The vast majority of clients now agreethat being ableto complete stepsonline madethe process easier and use of
MSCA has increased and satisfactionremains strong. Registration continuesto be moredifficult for CPP-D and
OAS/GIS clientswho were also less likely to use the platform.

Progress continues to be made on improving the ease of being able to complete steps online. Reported ease increased
for EI and OAS/GIS compared to last year, while agreement has steadily increased among CPP and CPP-D clients since
the baseline wave.

The vast majority of El and CPP clients used MSCA, while CPP-D and OAS/GIS clients did not. Usage increased among
all programs except for El which remained consistent. Notably, few MSCA users made use of the online chat.

The vast majority of those who used MSCA were satisfied with their experience, however satisfaction was notably
lower among CPP-D clients, clients with restrictions, those who have a disability, or experience a language barrierE



Conclusions (2/3)
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Despitethe significant changesin the service environment caused by the COVID-19pandemic and the subsequent
changesinchanneluse, Service Canadaclienteleremain highly satisfied with the service experience (86%), found
the process easy (86%) and effective (85%)and expresseda high degree of trust (84%).

» Effectiveness (85% vs. 82%) and timeliness of service (83% vs. 77%) have increased compared to last year, helping
drive an overallincrease in satisfaction with the service experience (86% vs. 84%). Improvement has also been made in
ensuring clarity of process and that clients received consistent information.

* Maintaining the increased ratings for aspects of effectiveness, timeliness of service and service channel performance as
well improving the ease of follow-up would help to maintain or improve satisfaction as these areas have the greatest
impact on clients’ impressions of their experience. The ease of getting assistance also represents an area for
improvement and one of the only measures where impressions have declined compared to last year. Further, ratings for
a new measure specific to getting assistance on their application were much lower compared to other areas.

The overallrise in satisfaction was driven by anincreaseamong El clients and due to improved quality of service
provided online, through specialized call centres and 1 800 O-Canada.

« Clients continued to be most satisfied with the in-person experience, while satisfaction remained lowest for specialized
call centres, although it has increased compared to 2019-20. Satisfaction with online and 1 800 O-Canada also
increased year over year. The new eServiceCanada channel sees strong satisfaction.

» SIN program delivery continued to receive the highest ratings, while CPP-D continued to receive the lowest ratings.

Service Canadaclients providedthe highestratings for helpfulness of staff (whether in person, 1 800 O-Canada,
specialized call centre and eServiceCanada), confidencein information security, the process beingeasy and
effective.

The greatest opportunities toimprove satisfactioninclude:
« Makingit easier for clients to follow-up on the status of their application before receiving a decision.
* Providing more clarity on how to get assistance when needed, particularly during the application stage. E



Conclusions (3/3)
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Clients continued to experience difficulty getting assistance in general, particularly when completing their
application.

» Despite improvement in the quality of service and helpfulness of Service Canada call centre staffand 1 800 O-
Canada, clients provided lower ratings for ease of getting help on the application when needed and ease of getting
help in general than last year.

» |dentifying ways to more clearly communicate how to get assistance specifically for those clients who rely on online
channels will be important to improving satisfaction.

Findings show that most at-risk client groups continued to provide high ratings of the service experience,
particularly Newcomers and Racialized clients who were more satisfied compared to all clients.

» Satisfaction among rural clients increased compared to 2019-20.

» Although satisfaction was higher among most at-risk groups, satisfaction was lower compared to all clients among
those with a language barrier, clients with disabilities, those with restrictions to accessing service, clients with no
devices and e-vulnerable clients. Notably, ratings of the service experience were considerably lower among those
with a language barrier including the service provided through all channels and across all service attributes.

To helpimprovesatisfaction among at-risk clientgroups, focus should be placed onimproving the clarity of
how to getassistancewhenneeded and the clarity ofinformation available online.

« Consistentwith all clients, improving the ease of getting assistance in general will help to improve the client
experience among these groups.

« It will also be importantto improve the ease of finding and understanding information on programs available on the
Government of Canada website which remains a prominent challenge for these groups.
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Demographics

GENDER AGE

31% M 19%

31-50 51 -64

% 31%

18 - 30

o
20%

Female

o
50%

Male

i 65+

2%

Newfoundland

P

PROVINCE/REGION

12%
CBIritiStr)]'

-2 Columbia
o 12%

Alberta

2%

Manitoba

A
1%

Prince Edward
Island

4%

e

37% do b

Ontario

ontario S(y Nova Scotia
0
\(/gvueeslgec 232;0 New Brunswick
0
Atlantic 10%
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19%

EDUCATION

Grade 8 or less

Some high school

High School diploma or
equivalent

. Registered
Apprenticesh |)o/.trades
certificate/ diploma

College/CEGEP/
certificate/diploma

. .~ University
certificate/diploma below
bachelor's level

Bachelor's degree

Post graduate degree

24%

8
X

21%

13%



Demographics Part 2
LANGUAGE PREFERENCE IDENTIFY AS PERSON WITH DISABILITY USE OF ONLINE SERVICES

. Routinely/
French . 19% Sometimes - 20%

Rarely I 6%

Both | 1%
8% 91% <1%
Other I 3% Yes No Er?onV\E Never l 7%
IDENTIFY AS INDIGENOUS INDIGENOUS GROUPS RACIAL/CULTURAL GROUP

White I 55%
South Asian B 9%
Black B 7%
Chinese 1 4%
Latin American 1 4%
Southeast Asian 1 3%
Filipino 1 3%
5% 3% 1% 4% Aprab | 2%
— — - West Asian | 1%

First Métis Inuk None of Don't
Nations the above  know Other 1 5%
Don'tknow B 8%
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88%




Appendix A

DETAILS ON METHODOLOGY



Call Disposition

» Up to seven calls were placed in an effort to reach a selected respondent. The overall response rate achieved was 16% which was
strong compared to the industry average. The response rate was higher than in 2019-20 (12%) and consistent with the response rate
achievedin 2018-19 (16%). The final call outcomes are as follows.

CALL OUTCOME COUNT OF DISPOSITION

Call backs 2625
Completed Interviews 4200
Disqualified 590
Language Barriers 520
No Answers 10122
Not In Service (Out of Scope) 2774
Over quota 12
Refusals 8523
Terminations 950

TOTAL IN SCOPE

TOTAL RESPONDING
OVERALL RESPONSE RATE
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Drivers of Satisfaction — Background on Analysis

* The key drivers analysis was conducted by regression overall among all clients and by each of the five programs. All key senice attributes were included in the
analysis in addition to benefit approval/denial. All specific statements included were outlined below. Not all variables were included in regression by program
due to an insignificant relationship to overall satisfaction or strong inter-collinearity with another variable (in the latter instance, the variable more strongly
related to overall satisfaction was kept).

« Compared to 2019-20, the strength of the drivers analysis has remained consistent (R? of 0.69 compared to 0.72).

EASE

Understand the information about [PROGRA M| Information w as easy to understand

Find out w hatinformation you need to provide w hen applying for [PROGRA M| Overall, it was easy for you to apply for [PROGRA M]?

Figure out if you w ere eligible for benefits/ SIN card You needed to explain your situation only once

Find information about [PROGRA M| Throughout the process it w as clear w hat w ould happen next and w henit w ould happen

Find out the steps to apply — e

Find the information you needed w ithin a reasonable amount of time .
The amount of time it took w as reasonable

It was easy to get help whenyou needed it

You w ere able to complete the application in a reasonable amount of time You received consistent information
Understanding the requirements of the application It was clear w hatto do if you had a problem or question
Completing the form You w ere able to move smoothly through all of the steps related to your [PROGRA M] application
Putting together the information you needed to apply for [PROGRA M| It was easy to access service in a language | could speak and understand well
Confident your application w ould be processed in a reasonable amount of time You w ere provided w ith service in your choice of English or French.
Ease of registering for My Service Canada Account You travelled areasonable distance to access the service
Ease of follow -up Service Canada specialized call centre phone representatives w ere helpful
Service Canada representatives that you dealt within person w ere helpful

1 800 O-Canada phone representatives w ere helpful

The Service Canada phone representatives that called you back after you completed an online form w ere
helpful

You w ere confident that any issues or problems w ould have been easily resolved

Received/ Denied Benefit

You w ere confident that your personal information w as protected
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Definition of At-Risk Client Groups

CLIENT GROUP DEFINITION

187 — ©lpsc.

Newcomers

Non English or French speakers
Lower Education

Youth

Seniors

Clients with disabilities
Clients with restrictions
Indigenous people
E-vulnerable

Mobile only

No devices

Remote clients
Official language minorities (OLMC)

Language barrier

Racialized

Not born in Canada (Q47c) and arrived within the previous 3 years (Q47d)
Identify “other” as preferred language of service (Q41b)

High school or less (Q41)

Aged 18 to 30 (sample variable)

Aged 60 and over (sample variable)

Self-identified (Q44a)

Self-identified (Q45- At least one restriction)

Self-identified as First Nations, Inuit, or Métis (Q44)

Clients who rarely or never use online services (Q40)

Self-reported as clients with only a smartphone, no computer or tablet (Q39d)
Self-reported as clients with no devices (mobile, tablet, computer) (Q39d)
Sample variable

Clients in Quebec who prefer service in English, and clients outside Quebec who prefer service in
French (sample variable and (Q41b)
It was easy to access service in a language | could speak and understand well (Q36 rated 1 OR 2)

Clients who identify as a racial or cultural group other than White (Can be in addition to also
identifying as white) (Q47e)



Appendix B

SUMMARIZED RESULTS



Programs: Drivers of Satisfaction by Program

Service Canada specialized
call centre reps were helpful

92%
Service Canada in person reps
were helpful
95%
Able to move smoothly through
all steps
91%

Ease of follow-up
72%

Application would be
processed in reasonable time

68%
Ease of getting help on

application
78%
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Service Canada specialized
call center reps were helpful

85%
Client journey took reasonable
amount of time
81%
Able to move smoothly through
all steps
80%

Application would be
processed in reasonable time

77%

Ease of finding info needed to
apply
78%

Ease of getting help in general
70%

KEEP DOING
Client journey took reasonable
amount of time
85%
Able to move smoothly through
all steps
87%
Complete ag lication in
reasonable time
83%

AREAS FOR IMPROVEMENT
Completing steps online made
it easier
56%

Ease of finding info needed to
apply
72%

Ease of gathering info
7%

Service Canada specialized
call center reps were helpful

83%
Client journey took reasonable
amount of time
80%
eServiceCanada reps were
helpful
84%

Able to find information in
reasonable time

73%

Explain situation only once
72%

Ease of follow-up
59%

Able to find information in
reasonable time

61%
Received consistent
information
64%

Felt protected during COVID
75%

Service Canada specialized
call center reps were helpful

69%

Client journey took reasonable
amount of time

57%

Process was clear

56%



Service Canada CX Survey 2020-21: Summarized Results

PERFORMANCE

OPPORTUNITIES FOR IMPROVEMENT BY AT-RISK GROUP

DISABILITIES RESTRICTIONS NO DEVICES E-VULNERABLE

Being able to complete steps
online made the process
easier

57%

Helpfulnessof 1 800 O-
Canada phone reps

42%

Confidence inissue resolution Ease of figuring out eligibility

35% 56%

Helpfulnessof 1 800 O-
Canada phone reps

70%

Clarity of process

40%

Clarity of issue resolution Overall effectiveness

process
39% 68%
Ease ofgetting? helpin Ease of finding info about
genera program
32% 62%
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Ease of MSCA registration
50%

Clarity of process

74%

Overall ease of applying

79%

Ease of finding out the steps
to apply

70%

Ease of finding the info you
need to provide

70%

Being able to complete steps

online made the process
easier

40%

Ease of finding information
aboutthe program

56%

Ease of finding the info you
need to provide

56%

Being able to complete steps
online made the process

62%

Ease of finding the info you
need to provide

70%

Ease of putting together the
information

74%

Ease of finding out the steps
to apply

70%

Ease of understanding
requirementsof application

76%

Ease of completing the form

7%
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DETAILED FINDINGS BY SERVICE ATTRIBUTE



Ease of Using Government of Canada Website

Ease of Navigating Government of Canada Website* % Rated 4 or 5
m Very Easy ®m Easy = Neutral m Difficult m Very Difficult 2020-21 2019-20 2017-18
Find informa“‘:;ozt;gr‘ﬁ 44% 34% 4% 78% 78%  79%
Understand the 45% 33% 50 20 78% 76% 76%

information about program

Find out the steps to apply 48% 30% 6% 29 77% Vv 81% 80%

Find out what information
you need to provide when 48% 30% 4%29 77% 80% 78%
applying for program

Figure out if you were 9% 30 0 0 0
eligible for benefits 4% 3% 76% A 71%  75%

Decide the best age to
3% 5% 0 0 -
start your pension g o 66% 72%

Base: All Answering (n=varies)
Q6. When you were looking forinformation about on the Government of Canadawebsite, how easy or difficult wasitto...? Please AV Significanty higher/
192 — ©lpsos use ascale of 1to 5, where 1 was very difficultand 5 wasvery easy, how would you rate...? lowerthan previous wave



Online Application Completion

Ease of Application % Rated 4 or 5
B 5- Very easy W 3 | B 1- Very difiicult 2020-21 2019-20 2017-18
Completing the application 57% 27% 11% 2% 84%A 81% 83%

form(n=3797)

Understanding the

requirements of the 58% 25% 12% 3929 83%A 80% 81%

application(n=3797)

Putting together the information
yougnee%ed to apply(n=3797) 53% 29% 12%  3%2% 82%A 79% 78%
Getting help on your application
whon Yol neaded i (n=a797) SN 5% o 65% - -
M 5- Strongly agree M4 M 3 [ B 1-Stonglydisagree

You were able to complete the
application in a reasonable 59% 24% OGP0/ 0 0 0
amount of time 83% 84% 82%

B 5- strongly agree M 3 | B 1- Strongly disagree

Confident your application s

i : . : : ° 68%A 64% 66%

reasonable amount of time

Q13.Onascale of 1to 5where 1 was very difficult and 5 wasvery easy, how would you rate the following when you were applying for [INSERT
ABBREV]? Base: Completedan application (n=varies, Completing form excludes SIN clients)
Q12. Howmuch do you agree ordisagree that you were able to complete the application ina reasonable amount of time? (Please use a scale of 1

to 5, where 1 was disagree strongly and 5 was agree strongly.) Base: All respondents(n=3797)
Q14c. Afteryou submitted your application for[PROGRAM], how confident were you that your application would be processed in a reasonable AV Significanty higher/
193 — ©lpsos amount of time. Please use a 5-point scale, where 1 was very worried and 5 was very confident. Base: Excludes SINwho wentin person (n=3416) lowerthan previous wave



Ease of Follow-Up

% Rated 4 or 5

B 5 - Strongly agree m4 3 2 B 1 - Strongly disagree

2020-21 2019-20 2017-18

How easy or difficult was it to

foll ith Servi
* Canada about your 0% 10% 63% 61% 66%

application?

Base: Clientswho followed-up (n=1209)
194 - o] Q20a. Usinga5-po_intscale where 1 was very c_jiffi_cultand 5 wasvery easy, how easy ordifficult wasit to AV Significantly higher/
- ©lpsos follow up with Service Canada about your application? lower than previous wave



Ease of End-to-end Client Journey

Ease of Navigating End-to-End Journey % Rated 4 or 5

m5-Stronglyagree =4 =3 m2 ml-Stronglydisagree mNot Applicable mDon’t know

2020-21 2019-20 2018-19 2017-18

It was easy to access

could speak and 629 13% 95% 94%  N/A N/A

understand well

Overall, it was easy for

you to apply for 86% 84% 85% 84%

Being able to complete

process easier for you

Throughout the process
it was clear what would
happen next

EASE

your stion only once ] e 7s% 7% NiA

Base: All Answering (n=varies) AV Significantly higher/
195 — ©Ipsos Q36b. Thinkingaboutthe service you received,how much do you agree or disagree with the following statements. lowerthan previous wave



Effectiveness of End-to-end Client Journey

Effectiveness of End-to-End Journey % Rated 4 or 5

m 5 - Strongly agree m4 =3 m2 m 1 - Strongly disagree = Not Applicable ®m Don’t know 2020-21 2019-20 2018-19 2017-18

You were able to move smoothly
through all of the steps related to
your application

62% 23% 85% A 82% 84% 82%

You received consistent information

The amount of time it took, from

when you started gathering
information to when you got a 58% 24% 3% 4% 81% A 77% 78% 78%
decision on your application, was
reasonable .....................................................................................................

It was clear what to do if you had a S7% 22% - 9% 78% 76% 7%

problem or question

EFFECTIVENESS

It was easy to get help when you
yiod pneedeﬁit. 52% 19% 5% 5% 5% 71%V 76% 77% 77%

You were provided senvice in a way
that protected your health and safety 75% 13% 906494 88% N/A N/A N/A
during the COVID-19 pandemic

Base: All Answering (n=varies)
196 — © Ipsos Q36b. Thinkingaboutthe service you received,how much do you agree or disagree with the following statements.
Av Significantly higher/
lowerthan previous wave




Emotion during End-to-end Client Journey

Emotion during End-to-End Journey % Rated 4 or 5

m 5 - Strongly agree 4 3 "2 m 1 - Strongly disagree = Not Applicable = Don’t know 2020-21 2019-20 2018-19 2017-18

You were provided with senice in
your choice of English or French 87% 9%

96%V 97% N/A 94%

91% 92%  N/A N/A

87% 87% 87% 87%

3%3% 85% A 73% 78% 82%

Senice Canada representatives that
you dealt with in person were helpful 78% 13%

You were confident that your

personal information was protected 68% 19%

Senice Canada specialized call
centre phone representatives were
helpful 66% 19%

You travelled a reasonable distance

to access the serce 59% 20% 3% 5% 3% 79% A 75% N/A  N/A

Youwere confident that any iSSUES
or problems would have been easily
resolved 52% 25% 5% | 4% 77% 78%  N/A N/A
The Service Canada phone e
representatives that called you back

after you completed an online form 68% 18% 85% N/A N/A N/A
were helpful

Z
@,
—
O
=
LU

1 800 O-Canada phone 0 5 M 0
representatives were helpful et 23% 5%1 88% N/A N/A N/A

Base: All Answering (n=varies) AV Significantly higher/
197 — ©Ipsos Q36b. Thinkingaboutthe service you received,how much do you agree or disagree with the following statements. lowerthan previous wave



