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Officer-assisted Channe!s

Ll The telephone and in- person ohannels remain the
channels of choice for our clients. Together, they account
“for 95.2% of the total activity (teIephone 52.0%; in- person
V|S|ts 43. 2%) | | |

m The Talk to Us! service was rolled out to all CBSCs as of
April 1, 2002. The service received a total of 2,063
requests for an average of 172 requests per month.
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ervgee Centres
Self-serve Channels

i Web visits increased again this fiscal year, up 25.1%.
~ > 3.8 million visits compared to 3 million last fiscal year

2 an average of 320K visits per month

2> an average of 16:01 minutes per visit

E [he Info-‘FAX service was discont'inued on December 1, 2002.
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Service Centy ,\3
Partnerships and Service Enhancements

= On behalf of Team Canada Inc and DFAIT, the CBSC's:

> answered 15,353 trade calls during the fiscal year for an average of
1,279 per month

> responded to 21 Domestic Referrals from countries around the world
on behalf of the Trade Commissioner Service

> exceeded the TCI service standard by 11.3%
m Effective January 2003, the CBSCs receive and respond to
~e-mail questions originating from the ExportSource “Contact
Us” page. |
m The CBSC’s Talk to Us! feature was added to the
ExportSource Website.

m The CBSC’s {oll-free TTY service for the speech and
hearing impaired was extended to TClI clients (CLF
requirement).

m Content Management - the ExportSource content is
harmonlzed with CBSC content and updated automatically.
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Capada Business Highlights >
Sepvige Contres . .
Partnerships and Service Enhancements

s Work began on the amalgamation of the CBSC and the
Business Gateway Web sites.

u}:fCBSC front line employeeé'frdrh acrosé the network were
_trained to receive and respond to the Business Gateway
;‘ftelephone inquiries as of April 1, 2003.

Work began on joint CBSC/BG marketing materials.
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Clnadn Business Highlights |
Products and Tools |

m Visits to the Business Start-up Assistant increased 90.4%
over last fiscal year.

> 624,796 visits compared o 328,207 last fiscal year
2> an average of 52,066 monthly visits per month

~m The number of new Interactive Business Plans created
increased by 19.5% over last fiscal year.
> 44,516 plans were created
> the 100,000th plan was created in June 2002

> as the number of plans created increases, the unit cost per plan
continues to decrease. Atyear end, the cost per plan was $3.87
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Notes

“All' Interactions by Managing Partner

FY 2002-03

o B .ACOA | ' CED | 1C WD | Total'
Officer-assisted interactions | ; é
‘Telephone Calls 25,262, 26,268/ 45,028 72,241, 168,799
'Walk-ins 9,490, 8,579 844, 121,265, 140,178
Fax 106 104 - 33 179 422|
Mail 498! 29 80 293 900
E-mail 3,042 1,196; 3,574 4,570 12,382
Talk to Us Sessions 623 370 673 397 2,063
'Sub-total Officer-assisted 39,021, 36,546, °50,232 198,945 324,744
' Self-serve interactions :
'Web site visits™ 426,683 501,267 626,465 1,440,300, 2,994,715
 Fax-on-demand 207 690 1,195 1,173 3,265
 Automated Telephone -0 10,227 11,500 16,923 38,650
‘Sub-total Self-serve 426,890 512,184 639,160, 1,458,396, 3,036,630
Total Both 465,911, 548,730, 689,392 1,657,341 3,361,374

IC: The COBSC does not have an in-person channel.

WD: Unlike other CBSCs, the BC centre has the provincial business registration services located in the centre.
This centre therefore receives a lot of walk-in traffic and accounts for 54.8% of all in-person visits across the

country.

‘Web site visits: excludes the data for the National Website (1,575,521) but cannot be added to the

partner Web site numbers. This would result in double counting.
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wice Centres

TCIl 1-888 Line
Service Standard
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Team Canada nc - Equpe Canada inc

m 1-888 line standards

> Direct response by information
officer (no voice recording)

> 9:00 to 5:00 in every time zone

> After-hours message — calls
returned next business day

> 80% of calls answered within 20
seconds or 3 rings

m The service standard for
the fiscal year was 91.3%
(exceeded by 11.3%)
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Cynada Business CBSC Enhanced Services
on ExportSource Web site

Service Centres
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j Address @ http:/fexportsource.cajgolfexportsourcefinterface . nsf/vssgBasic/es02138e htm

|Links @]CharlesHoliday &)BG &]ICSecuity &]ICWeb @&|TERMIUMPlusr @&]CanadaSke &)Canadad1l

START HERE
to-get exporting

o Identifying Your Market
» Bty Yo Markel

» Expont Financing

« B Business for Exporters
# Industry Sector Resources
» Exporting Your Services
« Key Resources

Popular Links
» TradeMap / Product Map
Canada

® HS Cudes aind Taif s

CBSC

"Talk to Us!”
Service

Call s 1.888-811.1119 K
TTY: 1-800-457-8466

Canadid

Ordering Publications Web Site Feedback

To order TCP's printed materials online, Let us know how you think we are doing

place your order here, by filing out our comment forrn.

Technical Support Marketing Opportunities

To report a technical problem, cortact For information about marketing

TSupport@exportsource ca opportunities, contact
mearketina@exportsource ca

Partnership Opportunities Report a broker link

Ta learn hovw yoii can barnma a TC

partner, contact

partnersi@exportsource ca
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e Interactive Business Planner (IBP)
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o & New Plans Created
Year Over Year

Number of New IBP
50,000 - Plans Created
45,000 - Plans Created:
40,000 - FY 1999-00 = 26,558
35.000 - FY 2000-01 = 26,359 ( -0.7%)
3 FY 2001-02 = 37,240 (+41.3%)

30,000 1 FY 2002-03 = 44,516 (+19.5%)
25,000 - Total = 134,673
20,000 -
15,000 -
10,000 -

5,000 -

o Ll T
1999-00 2000-01 2001-02 2002-03

Source: IBP Web logs

m The number of IBP Plans created in the 2002-03 fiscal year increased by
19.5% over the previous fiscal year.
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Cyuada Bsiness Access to the BSA relative to other
Information Clusters on the Business Gateway
FY 2002-03

Business Start-Up ™ %
Assistant

Your Information Site for Starting a Business in Canada

O Financing

@ Business Start-Up

O Exporting / Importing

B Business Statistics & Analysis

® Selling to Government / Tenders
O Taxation

® Human Resources Management

@ E-Business

O Innovation / R&D / Technology

0 50,000 100,000 150,000 O Regulations

Source: CBSC Business Start-Up Assistant, Web Site Statistical Reports, 2002 and 2003.
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Talk to Us! ”

Client Comments

“Provide some kind of warning to cushion the shock of receiving such great service from
a government agency.”

“The service was fast, efficient and courteous. It targetted my needs and quickly provided
me with the information | needed.” 4

L As a disabled single parent living below the poverty line | did not feel dehumanized,
- embarrassed, self-conscious or intimidated in making my requests for information.”

a “Made m y search for the proper forms extrémély easy.”

. ) “Ve innovative. Speed and quality of service is awesome! Favourite features are the
"...voice to voice while bemg fed materials on the screen.”

“Interactlve able to get verification from a real person - computers don’t talk back Able
fo flnd more info and answers than | would have thought.”

“I like having the ability to interact with an employee who has more experience doing
market research. I found it quite helpful to have someone walk me through the research
process.”

“Une belle découverte !I”’
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