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Service Canada CX Survey 2021-22 — Results at a Glance @2
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Background and Objectives /2

* The annual Service Canada Client Experience (CX) Survey measures the end-to-end service experience delivered by Service Canada and
tracks the impact of service delivery change on clients’ ability to access federal programs.

» The 2021-22 Client Experience (CX) Survey is the fifth annual wave and provides trend data to contribute to monitoring the service delivery
performance of Service Canada, and allows measuring the impact of the significant pandemic service delivery changes on the client needs.

» The CX Survey provides tracking of satisfaction with the client journey among Service Canada clients, measures changes in use and
satisfaction of service channels and assesses the ease, effectiveness and emotion of Service Canada clients by service channel and
program.

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

» The qualitative phase was used to explore opportunities for improvement in service delivery and channel use where clients were not satisfied
and/or faced barriers to access. Highlights have been embedded throughout and the detailed results of the qualitative research are available
under separate cover.

» The contract value ($298,613.80 (including HST)) for this research includes both the qualitative and quantitative phases.



Background and Objectives (2/2)

» To comply with the Treasury Board Secretariat’s Policy on Service and Digital, Citizen Service Branch (CSB) conducts the Client
Experience (CX) Survey to collect client feedback to assist in effectively managing service delivery across the service channels and to
help ensure client-centric service design and delivery that is accessible and inclusive.

» The Citizen Service Branch launched the annual Client Experience (CX) Survey in 2017 as part of a structured approach to 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, 2019-20 and 2020-21.

* The CX Survey is conducted in two phases, an initial quantitative survey followed by a qualitative phase of research.

» Having fielded the survey in 2017-18, 2018-19, 2019-20 and 2020-21, the CX Survey in 2021-22 collected trend data to contribute to
monitoring the service delivery performance of Service Canada, and to report annual satisfaction to meet reporting requirements on the
client experience.

* Results from the 2021-22 CX Survey project will be used to:
— Improve service delivery and access to programs;
— Respond to clients’ evolving service needs;

— Measure performance and impacts of service changes over time (e.g. pre-pandemic vs. pandemic vs. post-pandemic);

Contribute to evaluating the overall success of the Client Experience Management (CXM) function and service transformation; and,
— Inform service management decisions as reported to Treasury Board under the Management Accountability Framework.
* The research objectives for the quantitative phase were to:

— Provide tracking on overall satisfaction with end-to-end service experience of Service Canada clients (including El, CPP, CPP-D,
OAS/GIS and SIN) and measure changes over time in the use and satisfaction of service channels.

— Utilize the Client Experience Measurement Model and assess ease, effectiveness and emotion of clients accessing the five major
programs.

9 &



Methodology
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A telephone survey was conducted with a sample of 4,200 Service Canada clients across the five major programs.

Employment Insurance (El): (n=987) +/- 3.1 percentage points

Canada Pension Plan (CPP): (n=768) +/- 3.5 percentage points
Canada Pension Plan Disability Benefit (CPP-D): (n=761) +/- 3.5 percentage points

Old Age Security (OAS) / Guaranteed Income Supplement (GIS): (n=809) +/- 3.4 percentage points
— Social Insurance Number (SIN): (n=875) +/- 3.3 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 July 26, 2022.

Clients who were sampled had completed a client journey and received an initial decision, benefit or Social Insurance Number in January,
February or March 2022.

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

Results were weighted by age, gender, region, program and benefit receipt (approved/denied) using administrative data on clients who
completed a client journey from April 2021 to March 2022. Program weights were held constant with 2017-18 to allow the results to highlight
any change due to the service experience.

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

The 2021-22 Client Experience Survey Detailed Methodology document, which includes the research instruments, is available under separate
cover.

The qualitative research, which comprised a mix of in-depth interviews (32) and online focus groups (8), was conducted between September
7 and October 7, 2022. Participants who were screened into the focus groups or in-depth interviews were those who had lower satisfaction
and/or experienced a barrier to accessing service. A total of 76 clients participated in the qualitative research. The findings presented are
gualitative in nature, meaning that they provide an in-depth exploration of the research issues and at no point is the intention to produce
results that are statistically representative of the population at large.



Executive Summary: Overall Satisfaction /2

Satisfaction with the overall service experience has declined compared to 2020-21. Satisfaction among El and OAS/GIS clients
decreased compared to the previous wave. Satisfaction was higher among SIN clients compared to all clients, lower among El clients
and, consistent with previous years, remained the lowest for CPP-D clients.

» At just over eight in ten, the vast majority of clients were satisfied with their experience (81%) and found it easy (82%) and effective (82%).
Nearly three quarters (73%) were confident that any issues or problems would have been easily resolved. Compared to 2020-21, ratings on
overall satisfaction (81% vs. 86%), ease (82% vs. 86%), effectiveness (82% vs. 85%) and emotion (73% vs. 77%) have decreased. Overall
effectiveness has returned to levels observed in 2019-20, while overall satisfaction, ease and emotion stand at the lowest levels observed.

* Nine in ten (89%) SIN clients expressed satisfaction with the service experience, the highest of any program. Over eight in ten CPP clients
(86%) were satisfied, followed by eight in ten OAS/GIS clients (81%) and three quarters of El clients (76%), while six in ten CPP-D clients
(60%) were satisfied, lower than other programs. Satisfaction has decreased among El (76% vs. 84%) and OAS/GIS clients (81% vs. 88%)
compared to 2020-21.



Executive Summary: Overall Satisfaction 22

Compared to 2020-21, ratings on trust in Service Canada to deliver services have declined among clients of all programs except for SIN,
while El and OAS/GIS clients also provided lower ratings for ease, effectiveness, confidence in issue resolution and timeliness of
service. CPP-D clients were less likely to agree that the timeliness of service was reasonable, while CPP clients provided lower ratings
for confidence in issue resolution.

» SIN clients were more likely to express trust (89%), to have found the process easy (90%), effective (91%) and to have had confidence in issue
resolution (85%) compared to all clients. They were also more likely to have rated the timeliness of service as reasonable (82%) and to have
reported their client journey took 2 weeks or less (66%) and in particular that it took one day (30%).

» CPP-D clients were less likely to express trust (61%), to have found the process easy (55%), effective (58%) and to have confidence in issue
resolution (57%) compared to all clients. They were also much less likely to have to have rated the timeliness of service as reasonable (48%)
and reported the longest client journey of any program with CPP-D clients more likely to say it took between 8 weeks to 6 months (40%) or
more than 6 months (25%).

» OASI/GIS clients were less likely to express trust (70%), to have found the process effective (78%) and to have confidence in issue resolution
(68%) compared to all clients. They were more likely to say their client journey took between 8 weeks to 6 months (20%) or more than 6
months (10%) and ratings on timeliness of service were consistent with overall levels.

» El clients were less likely to express trust (75%), to have found the process effective (78%) and to have confidence in issue resolution (69%)
compared to all clients. They were also less likely to have to have rated the timeliness of service as reasonable (69%) and to have reported
their client journey took between one day to 4 weeks (64%).

* CPP were less likely to express trust (74%) compared to all clients but were more likely to have rated the timeliness of service as reasonable
(82%) and to have reported their client journey took between 4 weeks to 6 months (54%).



Executive Summary: Service Attribute Performance

Ratings across nearly all service attributes related to ease, effectiveness and emotion of the end-to-end client journey have declined
year over year.

» Clients were less likely to agree it was easy to apply; they were able to move smoothly through all steps; it was clear what would happen
next and when; they needed to explain their situation only once; they received consistent information; timeliness of service was reasonable;
it was clear what to do if they had a problem or question; it was easy to get help when needed; Service Canada in-person; specialized call
centre; 1 800 O-Canada and eServiceCanada staff were helpful; they were confident any issues or problems would have been easily
resolved; and that they travelled a reasonable distance to access service.

» Impressions of the ease of the application process specifically and in finding information about the program on the Government of Canada
website were generally consistent with the previous year, however fewer found it easy to understand information about the program and to
be able to find the information they needed when learning about the program in a reasonable amount of time.

Service Canada clients provided the highest ratings for the respectfulness and helpfulness of in person and specialized call centre
staff, confidence in information security, the overall ease and effectiveness of the process including ease of understanding the
requirements of the application and completing the application form.

* The vast majority found Service Canada in-person and specialized call centre staff respectful (92% for both) and helpful (88% and 82%
respectively), were confident their personal information was protected (86%), found it easy to apply (82%), including that it was easy to
understand the requirements (82%) and complete the application form (82%), and were able to move smoothly through all steps (82%).

Service attributes with lower ratings were ease of follow-up, ease of getting help on the application when needed, ease of getting help

in general and ease of deciding the best age to start their pension.

» Just over half provided high ratings for the ease of following-up on their application (55%) and closer to two thirds for the ease of getting help
on the application when needed (64%), ease of getting help in general (68%) and ease of deciding the best age to start their pension (64%).

The respectfulness and helpfulness of Service Canada staff and protection of personal information continued to be rated consistently
high across all programs, while ease of follow-up was consistently rated low.



Executive Summary: Service Attribute Performance by Program (/3
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SIN clients continued to provide the highest ratings across all service attributes except the ease of follow-up and respectfulness of
Service Canada staff where ratings were consistent with all clients.

The vast majority of SIN clients provided high ratings for all service attributes and in particular the ease and effectiveness of the process, and
helpfulness of Service Canada in-person and specialized call centre staff. Ratings were lower for the ease of follow-up.

A strong majority of El, CPP and OAS/GIS clients provided high ratings across several service attributes, however ratings were
generally lower among El and OAS/GIS clients.

El clients were less likely to feel it was easy to find and understand information about the program, to figure out eligibility, to put together the
information they needed to apply or to find it easy to get help when needed. They were also less likely to provide high ratings on nearly all
aspects of effectiveness, to feel it was clear what would happen next and when, that they needed to explain their situation only once, for the
helpfulness of in-person reps and confidence any issues or problems would have been easily resolved. El clients provided higher ratings for
being able to complete steps online made the process easier.

OASI/GIS clients were less likely to understand information about the program, to feel it was easy to find out what information they need to
apply, to gather the information required, complete the application form and to get help when needed. They were also less likely to provide
high ratings on nearly all aspects of ease, to feel they were provided service in a way that protected them during the pandemic, were able to
move smoothly through all steps, that it was easy to get help when needed, that in-person reps were helpful, to have confidence any issues
or problems would have been easily resolved, were provided service in their choice of English or French and to have confidence their
personal information was protected

CPP clients were less likely feel it was easy to get help on their application when needed, that being able to complete steps online made the
process easier, to feel they were provided service in a way that protected them during the pandemic, were provided service in their choice of
English or French and to have confidence their personal information was protected. CPP clients were more likely to feel the timeliness was
service was reasonable and that it was easy to follow-up.



Executive Summary: Service Attribute Performance by Program (23)
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As observed since the baseline wave, CPP-D clients experienced the most difficulty during the service experience.

CPP-D clients continued to provide much lower ratings across nearly all service attributes. The lowest rated service attributes included being
able to complete steps online made the process easier, ease of figuring out eligibility, ease of understanding information about the program,
timeliness of service and ease of follow-up.

The CPP-D service experience was rated highest for the helpfulness of Service Canada in-person, 1 800 O-Canada and specialized call
centre staff and for confidence in protection of personal information.

Among OAS/GIS clients, satisfaction was statistically consistent among Auto-Enroll and Non Auto-Enroll clients but directionally
higher among Auto-Enroll. Non Auto-Enroll clients were less satisfied year over year contributing to the overall decline observed for
the program.

Overall satisfaction was consistent among Auto-Enroll and Non Auto-Enroll clients compared to all clients. Compared to 2020-21, satisfaction
has decreased among Non Auto-Enroll clients continuing the downward trend first observed in the CX4 Survey.

Non Auto-Enroll clients provided lower ratings for online and eServiceCanada and higher ratings for 1 800 O-Canada as compared to all
clients. Compared to 2020-21, Non Auto-Enroll clients provided lower ratings for the service provided online.

Consistent with overall program results, ratings were lower across a number of service attributes for both Auto-Enroll and Non Auto-Enroll
clients compared to all clients. There were also some areas where ratings were higher or lower compared to all clients for one group but not
the other. Non-Auto Enroll clients also provided lower ratings compared to all clients for needing to explain their situation only once, receiving
consistent information and access to service in a language they would understand well. Auto-Enroll clients provided higher ratings compared
to all clients for clarity of process and the ease of follow-up and lower ratings for the provision of service in their choice of official language
and the helpfulness of in-person staff.

Compared to 2020-21, both Auto-Enroll and Non-Auto Enroll clients provided lower ratings for clarity of and confidence in the issue resolution
process, clarity of process overall, ease of getting help when needed, confidence their personal information was protected, receiving
consistent information and timeliness of service. Auto-Enroll clients also provided lower ratings for needing to explain their situation only
once, while Non-Auto Enroll clients also provided lower ratings for access to service in a language they would understand well and ease of
follow-up. Non Auto-Enroll clients provided higher ratings for the helpfulness of in person reps and provision of service in their choice of

official language &



Executive Summary: Service Attribute Performance by Program (/3

SIN and eSIN clients were equally as satisfied with their experience and, consistent with overall results for the program, SIN and eSIN
clients were more satisfied compared to all clients.

» Overall satisfaction was consistent between SIN and eSIN clients and higher compared to all clients.

» Both SIN and eSIN clients provided higher ratings for the quality of service provided online and through specialized call centres. SIN clients
also provided higher ratings for in-person service and eServiceCanada.

» Consistent with overall results for the program, SIN and eSIN clients provided higher ratings across several service attributes compared to all
clients. SIN clients provided notably higher ratings across most service attributes and also provided higher ratings for the ease of follow-up,
timeliness of service and clarity of the issue resolution process. The largest gaps among eSIN clients were for the ease of understanding
information about the program, being able to find the information they needed when learning about the program in a reasonable amount of
time and being able to move smoothly through all steps.




Executive Summary: Change in Service Experience by Program (1/2)

El clients were less satisfied with a number of aspects of ease and effectiveness year over year.

» Compared to 2020-21, El clients were less likely to express trust (75% vs. 82%) and to provide high ratings for the ease of understanding
information about the program (69% vs. 75%), ease of gathering the information required (77% vs. 81%), it was clear what would happen
next and when (67% vs. 77%), overall it was easy to apply (83% vs. 87%), being able to move smoothly through all steps (73% vs. 78%),
receiving consistent information (76% vs. 82%), timeliness of service (69% vs. 80%) and confidence in issue resolution (69% vs. 73%).

OASI/GIS clients were less satisfied with several aspects of service year over year including most measures related to the ease and
effectiveness of the process.

* Compared to 2020-21, OAS/GIS clients were less likely to express trust (70% vs. 82%) and to provide high ratings for the ease of
understanding information about the program (67% vs. 84%), ease of understanding the requirements of the application (79% vs. 85%),
getting help on their application when needed (54% vs. 61%), overall ease of applying (80% vs. 88%), it was clear what would happen next
and when (77% vs. 83%), needing to explain their situation only once (69% vs. 78%), able to move smoothly through all steps (78% vs. 87%),
received consistent information (76% vs. 87%), timeliness of service (77% vs. 85%), it was clear what to do if you had a problem or question
(74% vs. 84%), ease of getting help in general (57% vs. 71%), confidence in issue resolution (68% vs. 82%), confidence their personal
information was protected (78% vs. 85%) and ease of follow-up (59% vs. 70%).

CPP clients expressed lower trust in Service Canada than last year but provided generally consistent ratings across most aspects of
service except for a few select measures of ease.

» Compared to 2020-21, CPP clients were less likely to express trust (74% vs. 81%) and to provide high ratings for being able to find the
information they needed when learning about the program in a reasonable amount of time ( 72% vs. 79%), the ease of understanding the
requirements of the application (81% vs. 85%), and that it was clear what would happen next and when (75% vs. 80%).



Executive Summary: Change in Service Experience by Program (2/2)

CPP-D clients were less satisfied year over year with the timeliness of service and for the ease of finding and understanding
information about the program on the Government of Canada website.

+ Compared to 2020-21, CPP-D clients were less likely to express trust (61% vs. 67%) and to provide high ratings for the ease of
understanding information about the program (48% vs. 60%), finding information about the program (55% vs. 63%), finding out what
information they need to apply (54% vs. 62%), and timeliness of service (48% vs. 57%).

» CPP-D clients provided higher ratings for the ease of accessing service in a language they could speak and understand well (92% vs. 85%),

being provided service in a way that protected them during the pandemic (81% vs. 75%) and the helpfulness of 1 800 O-Canada reps (81%
VS. 67%).

SIN clients were less satisfied with certain aspects of service such as completing the application, clarity of process, helpfulness of
Service Canada staff and reasonableness of the distance travelled to access service.

» Compared to 2020-21, SIN clients provided lower ratings for being able to complete the application in a reasonable amount of time (84% vs.
88%), it was clear what would happen next and when (84% vs. 88%), it was easy to access service in a language they could speak and

understand well (93% vs. 96%), the helpfulness of in-person (92% vs. 95%) and eServiceCanada reps (78% vs. 89%) and for travelling a
reasonable distance to access service (73% vs. 83%).

» SIN clients provided higher ratings for being provided service in their choice of English or French (96% vs. 98%).



Executive Summary: Overall Drivers of Satisfaction
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Key drivers of satisfaction represent the aspects of service which have the greatest impact on the clients’ overall impressions of their
experience. The most important driver of satisfaction was the amount of time it took from start and to finish was reasonable.
Prominent secondary drivers included the helpfulness of Service Canada specialized call centre reps, followed by the helpfulness of
in-person reps, the ease of follow-up and whether the application was approved or denied.

Performance on all top drivers has declined since last year, while the proportion of El and CPP-D clients who had their application
approved was also lower than previous year.

« To improve the service experience for Service Canada clientele as a whole focus should be placed primarily on improving the timeliness of
service. Areas of secondary importance for improvement included the ease of follow-up and to a lesser extent confidence in the issue
resolution process.

» Three-quarters (75%) of clients found the timeliness of service reasonable, lower than in 2020-21 (81%) and consistent with levels observed
in 2019-20 and earlier. Most clients (65%) reported that their client journey took 4 weeks or less- of which three in ten (29%) said it took
between one day to 2 weeks, one quarter (24%) between 2 to 4 weeks and one in ten (12%) who took one day. Roughly one in ten reported
their client journey took between 8 weeks to 6 months (11%), between 4 to 6 weeks (10%) or between 6 to 8 weeks (6%).

» The timeliness of service took on increased importance this year and became the clear top driver of satisfaction. The helpfulness of in-person
representatives, whether the application was approved or denied and confidence in the issue resolution process also took on increased
importance in driving satisfaction. The helpfulness of call centre representatives remained among the most prominent drivers but was less
impactful than last year.



Executive Summary: Drivers of Satisfaction by Program

Drivers of satisfaction continue to differ significantly by program. The most common and consistent top driver was timeliness of
service for all programs except CPP. The helpfulness of call centre representatives was also among the most prominent drivers for
@ CPP and CPP-D clients and the helpfulness of in-person representatives for SIN and El clients.

» Current areas that were performing strongly and were correlated to satisfaction include the helpfulness of Service Canada call centre phone
representatives for CPP and OAS/GIS clients and the helpfulness of in-person representative for SIN and El clients. Performance in these
areas should be maintained in order to maintain/ build satisfaction given the stronger impact they have on impressions of the overall client
experience.

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

— For all programs except SIN, it will be important to improve the ease of follow-up.

— For El and OAS/GIS clients, it will also be important to improve the timeliness of service.

— For El clients, it will also be important to improve the ease of registering for MSCA and the ease of getting help on the application.

— For OASI/GIS clients, it will also be important to improve the ease of figuring out eligibility and the ease of finding out the steps to apply.

— For CPP clients, it will also be important to improve the ease of registering for MSCA, clarity of the issue resolution process and for
clients to have to explain their situation to SC staff only once.

— For CPP-D clients, it will also be important to improve the helpfulness of call centre representatives.

— For SIN clients, it will be important to reduce the distance clients must travel to access service and improve the ease of getting help on
their application.



Executive Summary: Change in Channel Use
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The CX5 Survey is the second iteration of the annual CX Survey to be conducted during the COVID-19 pandemic. Overall, channel use
among clients was generally consistent with 2020-21 levels, also within the pandemic period. Clients were more likely to utilize in-
person service or assisted self-service during the entire client journey, while fewer used self-service only. Use of in-person service
remained considerably lower than in 2019-20 or earlier but was utilized slightly more than self-service only this year.

* The largest proportion of clients used in-person service (33%) at some point, followed closely by those who used self-service online only
(31%), while around one in ten used assisted self-service (15%). Fewer used touchless person-to-person (6%), were auto-enrolled and did
not contact Service Canada (5%) or accessed service by mail only (1%).

» Clients were more likely to have used in-person service at the apply and follow-up stages than in 2020-21. Compared to the previous wave,
clients were more likely to have used assisted self-service at the apply stage and less likely to have used self-service only. Fewer clients used
touchless person-to-person service at the follow-up stage.

— El clients were more likely to have used assisted self-service at the apply stage and less likely to have used self-service only. EI clients
were also more likely to have used in-person service at the follow-up stage and less likely to have used touchless person-to-person
service.

— CPP clients were more likely to have used in-person service at all stages of the client journey and were also more likely to have used
mail only at the aware stage.

— CPP-D clients were more likely to have used mail only at the aware stage and less likely to have used self-service only or touchless
person-to-person. Service levels at the apply and follow-up stages remained consistent with 2020-21.

— OASI/GIS clients were more likely to be auto-enrolled this year which meant more OAS/GIS clients overall did not engage in the aware
or apply stages. OAS/GIS clients were also more likely to have used assisted self-service at the apply stage and less likely to have used
mail only or touchless person-to-person, while use of in-person and self-service only increased at the follow-up stage.

— SIN clients were more likely to have utilized in-person at the apply stage.



Executive Summary: Channel Use by Stage

Channel use remained very consistent across all stages of the client journey. Online continued to be the most commonly used
@ channel at the aware and apply stages and telephone at the follow-up stage. Use of the in-person channel increased at the apply and
follow-up stages but stayed generally in line with the lower usage observed last year compared to 2019-20 or earlier.

0>

» During the aware stage, clients continued to be most likely to use online government sources (76%) followed by in-person service (26%).
Fewer than two in ten clients used mail (16%), telephone (15%) or eServiceCanada (7%). Use of all channels remained consistent with last

year.

» During the apply stage, clients were most likely to use the online channel (72%), followed by in-person service (27%), telephone (14%), mail
(12%) and eServiceCanada (5%). Use of in-person service increased compared to last year, while use of all other channels remained
consistent.

* Among clients who followed-up, telephone (73%) continued to be the most common channel, followed by online (56%). Two in ten (21%)

used eServiceCanada or in-person (19%), while one in ten followed-up by mail (11%). Use of in-person service increased compared to last
year, while use of all other channels remained consistent.

The vast majority of clients continued to feel that being able to complete steps online made the process easier, however CPP-D, CPP
and OAS/GIS clients experienced more difficulty than clients in other programs.

« Just under eight in ten (78%) clients agreed that being able to complete steps online made the process easier, consistent with last year.
* El clients were more likely to agree than all clients, while CPP, OAS/GIS and CPP-D clients were less likely.

* Results were consistent with 2020-21.



Executive Summary: Number of Channels and Multi-Channel Use
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Consistent with previous years, satisfaction with the service experience declines with the number of channels clients contacted during
the service experience and was notably higher among those who used one channel and lower among those who used two or more.

Overall, more than four in ten clients used one channel during their client journey, followed by three in ten who used two, just over one in ten
who used three and less than one in ten who used four or more.

SIN clients were more likely to have used only one channel, OAS/GIS clients no channels while CPP-D were more likely to have three or more
channels.

Compared to 2020-21, El clients were less likely to have used one channel, while CPP-D clients were more likely to have used three channels
and OAS/GIS clients no channels.

Clients who utilized two or more channels had lower overall satisfaction with their service experience compared to all clients, while those who
used one channel had higher satisfaction.

Most clients continued to use only one channel during the aware and apply stages of the client journey, while use of more than one
channel is more common among those who followed-up before receiving a decision. Online remained the first point of contact for the
majority of clients at the aware and apply phases while the telephone is slightly more used for following up than online. Use of in-
person has increased as the first point of contact for all stages but remained lower than historic levels.

Clients who used online or in-person first at the aware and apply stages 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 all stages and more likely to go online after beginning in-
person at the aware and apply stages but no more likely at the follow up stage.

Compared to 2020-21, use of in-person as the first point of contact increased across all stages, while use of online and telephone remained
consistent. Among those who used telephone first at the aware and follow-up stages, clients were less likely to use online as a second channel
and more likely at the follow-up stage while use of in-person increased as a second or third channel at the aware and follow-up stages.

The portion of those who followed up before receiving a decision increased compared to last year. Among those who did, the primary
reason was to check on the status of their application/payment, followed by to provide additional information.

El and CPP-D clients were more likely to have followed-up compared to all clients, while CPP, OAS/GIS and SIN clients were less likely.

Compared to last wave, EI and CPP-D clients were more likely to have followed-up, while SIN clients were less likely. &



Executive Summary: Service Channel Assessment (1/2)

Satisfaction with the quality of service remained highest for the in-person experience and lowest for both telephone channels. Ratings
have declined across all service channels, and since tracking began, are at the lowest levels observed for in-person, MSCA and 1 800
O-Canada.

« Satisfaction with in-person service remained the highest (81%), followed by eServiceCanada (76%), online (74%), MSCA (70%), specialized
call centres (64%) and 1 800 O-Canada (59%). Compared to 2020-21, satisfaction declined across all service channels and stands at historic
lows for in-person, MSCA and 1 800 O-Canada. Satisfaction with online and specialized call centres returned to levels observed in 2019-20.

CPP-D clients rated their satisfaction with in-person service, specialized call centres, online, and eServiceCanada lower compared to
all clients, while SIN clients provided higher ratings for in-person, online and MSCA. OAS/GIS and CPP clients rated their satisfaction
with online service lower, while CPP clients rated their satisfaction with 1 800 O-Canada higher.

« Compared to 2020-21, El clients provided lower ratings for their satisfaction with online, specialized call centres and 1 800 O-Canada, CPP
and OAS/GIS clients provided lower ratings for online and SIN clients for in-person and 1 800 O-Canada. CPP-D clients provided lower
ratings for eServiceCanada and higher ratings for MSCA.

Virtually all clients agreed they were provided service in their choice of English or French (97%), while 93% felt it was easy to access
service in alanguage they could speak and understand well.

« Compared to 2020-21, more people agreed that they were provided service in their choice of English or French overall and among SIN clients
in particular. Agreement has decreased for it being easy to access service in a language the client could speak and understand well overall
and specifically among SIN clients, while CPP-D clients were more likely to agree.

Self-service clients continued to provide high ratings for the ease of the online application process however getting assistance when
they needed it continued to be an area where they experienced more difficulty.

« At more than eight in ten, the vast 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. However, only 56% of self-serve clients found it easy
to get help on their applications when they needed it.

+ Compared to 2020-21, CPP-Retirement (CPP-RTR) clients who used self-service were more likely to feel they were able to complete the

0 application in a reasonable amount of time (87% vs. 77%). &



Executive Summary: Service Channel Assessment (2/2)

MSCA continued to be used by the vast majority of EI and CPP clients and four in ten CPP-D or OAS/GIS clients. CPP and CPP-D clients
were less likely to have used MSCA than in previous years and notably, ease of registering has declined among El clients. CPP-D clients
found it more difficult to register and sign-in compared to all clients, while CPP clients found it more difficult to sign-in.

Seventy-four percent of El clients, 71% of CPP clients, and around four in ten CPP-D and OAS/GIS clients used MSCA during their experience.
Compared to 2020-21, fewer CPP (71% vs. 77%) and CPP-D clients (41% vs. 48%) used MSCA. El clients were more likely to have used their
MSCA which they had registered for in the past (50% vs. 40%), while a greater proportion of El (6% vs. 4%) and CPP-D clients (9% vs. 4%)
tried unsuccessfully to register.

Seventy percent of clients who used MSCA said they were satisfied with the overall quality of service they received. Satisfaction was notably
lower among clients who have restrictions (62%), those who are e-vulnerable (58%), OLMC (49%), those with a language barrier (49%), non-
English or French speakers (47%), and those with no devices (41%).

Half of clients (51%) who registered for their MSCA for the first time found it easy to do so, lower than in 2020-21 (63%) due to fewer EI clients
who expressed ease with the process. Sixty percent agreed that the registration process took a reasonable amount of time, with CPP-D clients
(37%) less likely to feel so compared to all clients.

— Among those who had difficulty registering, the most common reasons were because they experienced problems with their personal
access code (22%), problems verifying their identity using their online banking information (19%) or problems creating their profile (17%).

Three-quarters of those with an existing MSCA found it easy to sign into their account. CPP (68%) and CPP-D clients (67%) felt it was more
difficult to sign in compared to all clients.

— Among those who had difficulty, the most common reasons were because they forgot their username or password (19%), followed by
MSCA was unavailable (16%), they forgot the answers to their security questions (14%) or that their account was locked (13%).

A very limited proportion of clients used 1 800 O-Canada to learn about the program for which they were applying. Usage was generally
consistent across most at-risk client groups; however certain at-risk clients did rely slightly more on the service compared to all clients.
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Few clients (5%) used 1 800 O-Canada at the aware stage to learn about the program they applied for, consistent with last year. Usage was
higher among those with high school education or less, those with disabilities, e-vulnerable clients, those with only a mobile device and clients
with restrictions. Six in ten (59%) were satisfied with the quality of service provided through 1 800 O-Canada, lower than last year (72%).
Satisfaction was higher among clients living in remote areas and lower among clients with restrictions &



Executive Summary: Barriers to Accessing Service
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Clients with restrictions that make it more difficult to access service have lower satisfaction than other clients. The most prominent
challenges faced by this client group include the ease of understanding information about the program, being able to find the
information needed when learning about the program within a reasonable amount of time and the ease of completing steps online.

Clients who experienced a restriction to accessing service (45% of the client population) had lower satisfaction with the service provided
in-person, online, through MSCA, specialized call centres and 1 800 O-Canada. There were also many significant gaps on service attributes
between clients with restrictions and clients overall. The largest gaps were for the ease of understanding information about the program,
being able to find the information needed (during the aware stage) within a reasonable amount of time and that being able to complete steps
online made the process easier.

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

Compared to 2020-21, ratings have declined across most measures. The largest declines were observed for the helpfulness of 1 800 O-
Canada reps, ease of follow-up, ease of understanding information about the program, being able to find the information needed within a
reasonable amount of time and overall timeliness of service.

Clients who self-identify as having a disability (8% of the sample population) provided lower ratings for the level of service provided in-
person, online and through specialized call centres. There were also many significant gaps on service attributes between clients with
disabilities and clients overall. The largest gaps were for the ease of finding information on the program including figuring out eligibility, the
steps to apply, what information they needed to provide when applying and information on the program as well as the ease of putting together
the information needed to apply.

Compared to 2020-21, ratings have declined across several measures. The largest declines were observed for ease of finding out the steps
to apply, the timeliness of service, the ease of figuring out eligibility and the ease of finding out what information they needed to provide when

applying.



Executive Summary: At-Risk Groups

Most at-risk client groups continued to provide high ratings of the service experience however overall satisfaction has declined
among most year over year.

* The vast majority of clients in nearly all at-risk groups continued to be highly satisfied with the service experience and notably satisfaction
among seniors, newcomers, and racialized clients was higher than compared to all clients. Satisfaction was lower compared to all clients
among those with a language barrier, clients with disabilities, clients with restrictions to accessing service and clients with no devices.

» Clients with a language barrier continued to experience the most difficulty among all at-risk groups and provided considerably lower ratings
across all aspects of their experience. The largest gaps on service attributes compared to all clients were for the helpfulness of 1 800 O-
Canada phone representatives, being able to complete steps online made the process easier, clarity of the issue resolution process, receiving
consistent information and that it was clear what would happen next and when

+ Compared to 2020-21, overall satisfaction with the service experience declined among most at-risk groups including:
— Clients who experienced restrictions accessing our services (72% vs. 80% in 2020-21)
— Clients with no devices (71% vs 80%)
— Clients with disabilities (69% vs. 76%)
— Remote clients (81% vs. 88%)
— Rural clients (80% vs. 85%)
— Youth (79% vs 85%)
— Racialized Canadians (84% vs 89%)
— Seniors (84% vs 87%)
— Official Language Minority Communities (81% vs. 90%)

» All other at-risk groups saw non-statistically significant declines in overall satisfaction.
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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, 2020-21 and 2021-22 waves, the questionnaire took the
approach utilized in 2017-18 to allow for assessment of tracking of each stage of the client journey.

SERVICE
DIMENSIONS

EFFECTIVENESS

EMOTION

Note: The Model was drawn from a combination of existing models to suit Service Canada context, and validated through consultation with internal stakeholders. The existing models include: The Common
29 Measurements Tool (CMT), owned and licensed by the Institute for Citizen-Centred Service (ICCS), the client survey model used by the Government of Quebec, and Forrester’s approach to client experience
measurement.

SERVICE
ATTRIBUTES

Simplicity

Clarity

Convenience

OVERALL

EXPERIENCE

Access

AWARE
Timeliness

Seek general

information

Consistency

Efficiency

Attitude

Assurance

APPLY B FOLLOW-UP B DECISION

Submit
Application

Seek/receive/ Receive service
provide info.re: outcome
application (first decision)

submitted




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.

« Overall ease CLIENT
SIMPLICITY « Service/lnformation is easy to find/it is easy to figure out where to go PERCEPTION
» Clients tell story once/input personal information only once

* Information is easy to understand

CLARITY * 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) : :
CONVENIENCE Satisfaction
with overall
* Receive relevant information without asking (e.g. proactive service, bundling) service
» Able to get help when needed (for example, information available, agent available) experi ence

» 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)

EFFECTIVENESS

» Process is easy to follow to complete task. (e.g. procedures are straight-forward)
» Able to get tasks completed/issues resolved with few contacts Trust in
» Clients know what to do if they run into a problem Service
* Move smoothly through the steps (not stuck, bounced around or caught in a loop) Canadato

* The interaction with service agents is respectful, courteous and helpful deliver

ATTITUDE » The service agents demonstrate understanding and ability to address client’s concerns/urgency SErvices

: : o effectively
» 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
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Overview: Quantitative Approach

32

A telephone survey was conducted with a sample of 4,200 Service Canada clients across the five major programs, with between
approximately 760 and 990 respondents interviewed about their experience with each program. The interviews were conducted from June 23
to July 26, 2022.

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 a client journey, up to initial decision.

The sample of clients who had received a service outcome during January, February and March 2022 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 proportion with 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 +/-3.1% to +/-3.5%.

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

Small sample sizes of less than n=40 have been identified throughout the report using an asterisk symbol (*) and caution should be used
when interpreting these results. Sample sizes less than n=25 are considered very small and results for these measures have not been
included in the report and have been identified using a double asterisk (**) where applicable.



Data Collection: Quantitative Approach
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The 2021-22 questionnaire was developed based on the Service Canada Client Experience Survey Measurement Model. The 2020-21 CX
Survey was used as the basis for developing the questionnaire design. Slight modifications were made to incorporate new statements about
the respectfulness of Service Canada staff by channel and a new series of questions to better understand clients’ experience signing into their
MSCA account.

The questionnaire was pretested from June 16 to June 22 and fieldwork took place between June 23 and July 26, 2022.

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 (50 surveys were completed through a proxy respondent
this wave). In addition, respondents who could not speak either official language were provided an option of using an on-demand
interpretation service (15 respondents utilized the service this wave).

To better reach clients with a hearing deficiency, 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

34

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.

Weight over-sampled populations back into proportion to their presence in the universe.
Weight the number of respondents in each program in proportion to the total number of clients.
Weight the 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 receipt were applied based
on combined program figures. The results were then weighted by the proportion of clients in each of OAS and GIS.

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

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 is based on the composition of the clientele in May of 2017-18.



Note on Reporting Conventions — Quantitative Data

Throughout the report, subgroup results have been compared to average of all clients (i.e., total) and statistically significant differences at the
95% confidence level noted using green and red boxes.

Where subgroup results are statistically higher than the total a green box has been used and where results are statistically lower than the total a
red box has been used.

Additionally, arrows have been used to identify where results in 2021-22 are statistically higher or lower than 2020-21.

[ ][] significantly higher/lower than total AV Significantly higher/ lower than previous wave

Small sample sizes of less than n=40 have been identified throughout the report using an asterisk symbol (*) and caution should be used when
interpreting these results. Sample sizes less than n=25 are considered very small and results for these measures have not been included in the
report and have been identified using a double asterisk (**) where applicable.



Qualitative Approach
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A mix of in-depth interviews and online focus groups were conducted. Thirty-two (32) in-depth interviews took place in English and French
between September 7 and October 7, 2022, broken down by program:

— 6 in-depth interviews with CPP-D patrticipants

— 9 x in-depth interviews with GIS participants

— 8 x in-depth interviews with OAS participants

— 9 x in-depth interviews with Indigenous respondents who were EI / OAS / CPP

Eight online focus groups took place between September 20 and September 26, 2022, also broken down by program:

2 online English focus groups with 11 El participants

2 online English focus groups with 14 SIN participants

1 online English focus group with 6 CPP participants

1 online English focus group with 6 OAS / GIS patrticipants

1 online French focus group with 5 El participants

1 online French focus group with 4 SIN participants

Participants were Service Canada clients receiving an initial decision on their application between January and March, 2022, and who
responded to the CX Survey in June 23 to July 26, 2022, meeting one of the following screening criteria: rated their overall satisfaction as low
(survey question #38); experienced difficulties applying because of barriers to accessing service (survey question #45)

A total of 76 clients participated in the qualitative research.

The value of qualitative research is that it allows for the in-depth exploration of factors that shape public attitudes and behaviours on certain

issues.
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Impact of Service Changes on the Client Experience

STRENGTHS TO
MAINTAIN

AREAS FOR
IMPROVEMENT
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El

* The helpfulness of in-
person and call centre
reps

» Complete the
application in a
reasonable amount of
time

* Provided service in a
way that protected
their health during
pandemic

* Timeliness of service

* Ease of MSCA
registration

* Ease of follow-up

* Ease of getting help on
the application

CPP

* Helpfulness of
specialized call centre
reps

* Understanding
requirements of the
application

* Ease of figuring out
eligibility

* Ease of registering for
MSCA

« Clarity of the issue
resolution process

* Ease of follow-up

* Having to explain my
situation to SC staff
only once.

CPP-D

* Access to service in a
language I understand
well

* Provided service in a
way that protected
their health during
pandemic

* Ease of follow-up

* Helpfulness of call
centre reps

 Ease of understanding
info about the program

* Being able to find the
info they needed in a
reasonable amount of
time

* Timeliness of service

* Ease of finding info on
the program

SIN

* Timeliness of service

« Completing the
application in a
reasonable time

* Helpfulness of Service
Canada in-person reps

* Ease of finding out the
steps to apply

« Confidence in issue
resolution
* Ease of applying

« Ease of finding
information on program

* Reducing the distance
clients must travel to
access service

 Ease of getting help on
their application.

OAS/GIS

* Access to service in a
language | understand
well

* Helpfulness of
specialized call centre
reps

* Overall ease of
applying

* Timeliness of service

* Ease of figuring out
eligibility

* Ease of finding out the
steps to apply

* Ease of follow-up
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Qualitative Insights on Ideal Service

Participants were asked how they would capture an
ideal service experience from the Government of
Canada in one or two words. The key words used by
participants to describe their ideal service experience
are depicted in an illustration here.

Ideal service experiences are ones that are fast, easy
and simple, while remaining compassionate and
informative.

Because many participants did not feel that they
received timely service, much of the feedback on ideal
service experiences focused on speed: fast, timely,
prompt, efficient, smooth, immediate.
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Satisfaction, Ease, Effectiveness and Emotion Over Time

At just over eight in ten, the vast majority of clients were satisfied with their experience and found it easy and effective. Closer to three quarters of clients were
confident that any issues or problems would have been easily resolved.

« Compared to 2020-21, ratings on overall satisfaction, ease, effectiveness and emotion have decreased. Overall effectiveness has returned to levels observed in
2019-20.

CHANGE IN OVERALL PERFORMANCE OF SERVICE ATTRIBUTES (% RATED 4 OR 5) — TRENDING

2017-18 2018-19 2019-20 2020-21 2021-22
= Satisfaction
— Fase+
= Effectiveness 86%
86% 85% —86%

— ti 85 % \ 4
82% 82%V

82%
81%v

+ For the first time, the overall ease metric was asked among SIN clients. To ensure year over year comparability, the SIN result was excluded from comparative calculations; however, it is important to
note that the client perception of EASE for the SIN application is high (90%) and will positively impact overall ease going forward.
x The questionnaire was improved to pose ‘You were confident that any issues or problems would have been easily resolved’ to all survey respondents in 2018-19 and 2019-20, whereas in 2017-18 it was

posed only to clients who did not experience a problem, therefore comparable data are not available. g

78% 78%

77%

73%V

AV Significantly higher/lower

42 than previous wave



Satisfaction by Service Experience: Overall

 Overall, the majority of clients remained satisfied with the service experience however ratings have decreased compared to 2020-21. Fewer clients provided a rating
of either 4 or 5 and the proportion of clients who were very satisfied (5 out of 5) stands at the lowest level observed, while a greater proportion of clients provided a
rating of 3, 2 or 1.

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

SATISFACTION WITH SERVICE EXPERIENCE — TRENDING

B 5-Verysatisfied [ Rated4 [ Rated3 [ Rated2 [l 1- Very dissatisfied %4Ré§”§'6

2021-22 (n=4200) 519  zowy  12%a AT 81% ¥
2020-21 (n=4200) 57% 28% 10% 2% 86%
2019-20 (n=2431) 55% 29% 11% 2% 84%
2018-19 (n=4401) 58% 27% % 3% 85%
2017-18 (n=4001) 63% 24% 9% 3% 86%

mE|

WEIGHTING SCHEME =CPP
BY PROGRAM: L CPPD
= SIN
m OAS/GIS

2%~

Q38a. Again thinking about the overall service from getting information about [INSERT ABBREV] to receiving a decision. How satisfied were you with the service you received from Significantly higher/lower
43 Service Canada? Please use a 5-point scale, where 1 means very dissatisfied, and 5 means very satisfied. AV thgn revio)lle \?vave
Base: All respondents (n=4200) p



Ease, Effectiveness

» A strong majority of clients
found the process easy,
effective and had confidence in
the issue resolution process,
however ratings have declined
across all measures compared
to 2020-21.

» Compared to 2020-21, fewer
clients provided a rating of 5 out
of 5 for each measure, while a
greater proportion of clients
provided a rating of 3 for overall
ease and a rating of 2 for overall
effectiveness and confidence in
the issue resolution process.

EFFECTIVENESS EMOTION*

EASE*

and Emotion: Overall

[ Rated3

[ 5-sStronglyagree [l Rated 4

[ Rated 2

B 1-Strongly disagree [l Don’t know

202122 (v=s200) | 256 S 6% )

You were
confilent  2020.21 (r=s200) 25%  13% Sl
issues O 2010-20 (r=2431) 25%  14% 4969
would have 201519 (<4401 ) % 50
Sy (n=4401) 51% 26% 13% 5%3%.
resolved
200122 (v=3795) | N 226 60k
Yooty 202021 (n=3797) 23%  10% 3%@%
smoothly 201920 (n=2103) 24% 12% 39@%
of the steps 201819 (1=3993) 22% 9% 4%2%
2017-18 (n=3639) 22% 12% 393%

2021-22 (n=2920) | S 279/ [ A9k 35

Overall, it 202021 (3049 2% 9% R%

was easy

oryouty 201920 (1741 25%  11% 4%

POV IOT 01619 (n=a073) 2% 9% %
201715 (=504 25%  10% 3%

+ For the first time, the overall ease metric was asked among SIN clients. To ensure year over year comparability, the SIN result was excluded from comparative calculations;
however, it is important to note that the client perception of EASE for the SIN application is high 590%) and will positively impact overall ease going forward.

x The questionnaire was improved to pose ‘You were confident that any issues or problems wou

44 whereas in 2017-18 it was posed only to clients who did not experience a problem, therefore comparable data are not available.

Q36b. Thinking about the service you received, how much do you agree or disagree with the following statements ... Base: All respondents/answering

d have been easily resolved’ to all survey respondents in 2018-19 and 2019-20,
AV Significantly higher/lower
than previous wave

% RATING
40R5

73%V
77%
78%
78%

82%V
85%
82%
84%
82%

82% VY
86%
84%
85%
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Ease, Effectiveness and Emotion: by Program

« CPP-D clients were less likely to have found the process easy, effective, or to have had confidence in the issue resolution process compared to all clients, while El
and OAS/GIS clients were less likely to have felt the process was effective and to have had confidence in issue resolution. SIN clients were more likely to have found
the process easy, effective, and to have had confidence in issue resolution.

« Compared to 2020-21, El and OAS/GIS clients provided lower ratings for ease, effectiveness and confidence in issue resolution, while CPP clients provided lower
ratings for confidence in issue resolution.

AGREEMENT WITH EASE, EFFECTIVENESS AND EMOTION STATEMENTS (% RATED 4 OR 5) - TRENDING

EASE* EFFECTIVENESS EMOTION*

; You were able to move smoothly through all of You were confident that any issues or problems
Gueraliitwasica=y i otioEpphior the steps / ° ; would have been easily resolved
2017-18 2018-19 2019-20 2020-21  2021-22 2017-18 2018-19 2019-20 2020-21 2021-22 _ ) ) i ;
(1=3043) (n=3073) (n=1741) (1=3048) (n=3795) |  (n=3639) (1=3993) (n=2103) (n=3797) (1=3795) | (A8oa1) (noAdOD) (n2BASD) (A2A200) (neABO0)
s B0%__88% _ 88%  90y——91%=—91%—91% |
—TOTAL Y0 87% =87 N === o P 5% g o 88% 03 7% ; 88%
8400, 8606 COUMGES83%Y | B4%__gao85% 85%  goop 86U 8 g e
—E 84Y% 850  85% 82%y | 82% =557 ~82% 0 | 810m_ 7895  81% _82%
84% | 79%—"81% 80% | 8% g g
crp 80% V | 6 AN  B0% 78w 18N\ oy
— | 77% 76% | 790 SNT6%  TT1%  76%s M
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——CPP-D i ; ST ~69%
—on | v
60% | 62%\ | 63%\
——OAS/GIS —0070 E i
27 \55%—56% | 55%/ 57%—>0 % 5 57%\ /56%

51%

+ For the first time, the overall ease metric was asked among SIN clients. To ensure year over year comparability, the SIN result was excluded from

comparative calculations; however, it is important to note that the client perception of EASE for the SIN application is high (90%) and will positively

impact overall ease going forward.

x The questionnaire was improved to pose ‘You were confident that any issues or problems would have been easily resolved’ to all survey

respondents in 2018-19 and 2019-20, whereas in 2017-18 it was posed only to clients who did not experience a problem, therefore comparable data I:l Significantly higher than total o )
45 are not available. v Significantly higher/lower

Q36b. Thinking about the service you received, how much do you agree or disagree with the following statements ... |:| Significantly lower than total than previous wave

Base: All respondents (n=4200)



Emotion — Overall and by Channel, Program and Region

+ Nearly three quarters of clients agreed that they were confident that any issues or problems would have been easily resolved. Agreement has declined compared to
2020-21 and stands at the lowest level observed with fewer clients providing a rating of 5 out of 5 and a greater proportion of clients providing a rating of 2.

* EI, CPP-D and OAS/GIS clients were less likely to have had confidence in the issue resolution process compared to all clients. Compared to 2020-21, El, OAS/GIS
and CPP clients provided lower ratings.

+ Clients who used in-person at some point during their client journey provided higher ratings for confidence in issue resolution, while those who used the telephone
channel provided lower ratings. Agreement has declined among clients who used the online channel, telephone or mail during their experience.

« Agreement is consistent by region and compared to last year has declined among clients in the West/ Territories and Ontario.

AGREEMENT WITH EMOTION STATEMENT — TRENDING

% RATING
[ 5-Stronglyagree [ Rated4 [ Rated3 ] Rated2 [ 1-Strongly disagree [l Don’t know 40R5

% RATING 4 OR 5

CHANNEL PROGRAM REGION

: : eService West/ . :
In-Person Online  Telephone Malil Canada El CPP CPP-D SIN OAS/GIS Territories ~ Ontario Quebec Atlantic

2021-22 7256V [67%Y T72%v  72%  [69WY 73%vY [57%] [85% 68%|Y  71%VY  75%Y  73% 76%
202021 82% 76% 73% 79% 75% 73% 76% 56% 84% 82% 77% 79% 74% 79%

Q36b. Thinking about the overall service you received, from getting information about [INSERT ABBREV] to receiving a decision, how much do Significantly higher than total — :
46 you agree or disagree with the following statements, using a 5-point scale (where 1 means strongly disagree, and 5 means strongly agree)? I:l 9 yhg AV %gﬂ'gﬁg&gﬁg'&gﬁglower

Base: All respondents (n=4200) |:| Significantly lower than total



Overall Satisfaction by Region (% Rated 4 or 5)

+ Compared to 2020-21, overall satisfaction decreased
among clients in all regions, except for those in Quebec.

OVERALL SATISFACTION

WEST/TERRITORIES

a7

2021-22
2020-21
2019-20
2018-19
2017-18

2021-22
2020-21
2019-20
2018-19
2017-18

Q38a. How satisfied were you with the service you received from Service Canada related to your application? please use a 5-point scale,
where 1 means very dissatisfied, and 5 means very satisfied.
2021-22 Base: All respondents (n=4200), Ontario (n=1501), Quebec (n=750), West/ Territories (n=1533), Atlantic (n=416)

81%V
86%
84%
85%
85%

80% V
83%
82%
82%
82%

ONTARIO

2021-22
2020-21
2019-20
2018-19
2017-18

81%V
89%
85%
85%
87%

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

2021-22
2020-21
2019-20
2018-19
2017-18

2021-22
2020-21
2019-20
2018-19
2017-18

\ 4 Significantly higher/lower

82% V¥
89%
79%
85%
90%

80%
83%
88%
88%
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than previous wave
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Trust In Service Canada

+ The vast majority of clients continued to express trust in Service Canada to deliver services effectively to Canadians, however ratings have declined compared to
2020-21. El, CPP, OAS/GIS and CPP-D clients were less likely to express trust compared to all clients, while SIN clients were more likely.

« Compared to 2020-21, ratings have declined among clients of all programs except for SIN clients where ratings were consistent.
* This measure remained strongly correlated to overall satisfaction

TRUST IN SERVICE CANADA (% RATED 4 OR 5) — TRENDING

2018-19 2019-20 2020-21 2021-22
(n=4401) (n=2431) (n=4200) (n=4200)
= TOTAL
91% 93—
— 0 /
——CPP 86%
— _ 81%
CPPD o] 81%
—SIN 79% —77%
= (OAS/GIS

—67%
64% 64%— \-
. v

N L
- - There was a strong correlation between trust in
Service Canada and overall satisfaction (0.62).

____________________________________________________

Q38b. How much would you say you trust Service Canada to deliver services effectively to Canadians? Please use a 5-point scale, where 1 Significantly higher than total P )
48 means do not trust at all, and 5 means trust a great deal. I:l g v hig \ 4 tsﬁgﬂ'gggc%{lg'\%gsglower

Base: All respondents (n=4200) I:l Significantly lower than total



Trust in Service Canada: Overall

» Nearly eight in ten clients expressed trust in Service Canada to deliver services effectively to Canadians. Ratings on trust have declined compared to 2020-21 and

stand at the lowest level observed with fewer clients providing a rating of 5 out of 5 and a greater proportion of clients providing a rating of 3, 2 or 1.

» This measure remained strongly correlated to overall satisfaction

TRUST IN SERVICE CANADA — TRENDING

49

- There was a strong correlation between trust in

[ 5-Trustagreatdeal [ Rated4 [ Rated3 [ Rated2 [l 1- Do nottrustat all

S s 0 sl

Service Canada and overall satisfaction (0.62).

____________________________________________________

Q38b. How much would you say you trust Service Canada to deliver services effectively to Canadians? Please use a 5-point scale, where 1 means do not trust at all, and 5 means

% RATING

40R5

78%

84%

83%

83%

trust a great deal. AV Significantly higher/lower

Base: All respondents (n=4200)

than previous wave
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Assessment of Duration of End-to-End Journey

» At three-quarters, the majority of clients found the timeliness of service reasonable, lower than in 2020-21 and consistent with levels observed in 2019-20 and earlier.
* SIN and CPP clients were more likely to have rated the timeliness of service as reasonable, while EI and CPP-D clients were less likely.
« Compared to 2020-21, El, OAS/GIS and CPP-D clients were less likely to agree that the timeliness of service was reasonable.

THE AMOUNT OF TIME IT TOOK, FROM WHEN YOU STARTED GATHERING INFORMATION TO WHEN YOU GOT A DECISION ON
YOUR APPLICATION, WAS REASONABLE (% RATED 4 OR 5) — TRENDING

2017-18 2018-19 2019-20 2020-21 2021-22
(n=4001) (n=4401) (n=2431) (n=4200) (n=4200)
— TOTAL 89% e

85% 87% 85% —= 350 85% = 82%
—F] 483%7/ 83% 0

O 80% — 81% 81%>-'<g%0

75% 0 75% V

e CPP-D 73%

- 69% 68%

/57%
4700 49% 49% 48%| ¥

Q36b. Thinking about the overall service you received, from getting information about [INSERT ABBREV] to receiving a decision, how much
do you agree or disagree with the following statements, using a 5-point scale (where 1 means strongly disagree, and 5 means strongly |:| Significantly higher than total
50 agree)?

gree) AV Significantly higher/lower
Base: All answering (n=4200) I:l Significantly lower than total than previous wave

==SIN

= QOAS/GIS




Assessment of Duration of End-to-End Journey

+ Three quarters of clients agreed that the amount of time from when they started gathering information to when they got a decision was reasonable. Ratings on
timeliness of service have declined compared to 2020-21 with fewer clients providing a rating of 5 out of 5 and a greater proportion providing a rating of 3, 2 or 1.

» SIN and CPP clients were more likely to have rated the timeliness of service as reasonable, while EI and CPP-D clients were less likely.
» Compared to 2020-21, El, OAS/GIS and CPP-D clients were less likely to agree that the timeliness of service was reasonable.

THE AMOUNT OF TIME IT TOOK, FROM WHEN YOU STARTED GATHERING INFORMATION TO WHEN YOU GOT A DECISION ON
YOUR APPLICATION, WAS REASONABLE

% RATING
[ 5-Stronglyagree [ Rated4 [! Rated3 [ Rated2 [l 1-Strongly disagree [ Notapplicable [l Don’t know °AORS5

- T S e ] &
o I T =

Q36b. Thinking about the overall service you received, from getting information about [INSERT ABBREV] to receiving a decision, how much
do you agree or disagree with the following statements, using a 5-point scale (where 1 means strongly disagree, and 5 means strongly I:l Significantly higher than total AV Significantly higher/lower @

51 agree)?
Base: All respondents (n=4200) |:| Significantly lower than total than previous wave



Reported Duration of End-to-End Journey

 Most clients reported that their client journey took 4 weeks or less- three in ten said it took between one day to 2 weeks, one quarter between 2 to 4 weeks and one
in ten who took one day. Roughly one in ten reported their client journey took between 4 to 6 weeks or between 8 weeks to 6 months. Compared to 2018-19 (when
this question was last asked), clients were more likely to report it took between 2 to 4 weeks or more than 8 weeks, while fewer said it took one day or between 4 to 6

weeks.

* SIN clients were more likely to have reported their client journey took 2 weeks or less (and in particular that it took one day) compared to all clients and El clients
between one day to 4 weeks. CPP-D clients and to a lesser extent OAS/GIS clients were more likely to say their client journey took between 8 weeks to 6 months or

more than 6 months, while CPP clients were more likely to report it took between 4 weeks to 6 months.

» Compared to 2018-19, clients of all programs except CPP-D were more likely to report their client journey took more than 8 weeks. CPP clients were also more likely

to say it took between 6 to 8 weeks and SIN clients between 2 to 4 weeks.

2021-22

2018-19  2018-19 2021-22 2018-19 2021-22 2018-19 2021-22 2018-19 2021-22 2018-19 2021-22

One day N 12% V 15% 4% 7% [3%]v - [ -] 40% [30%]v10%

Between one day and 2 weeks [ NENRNRR 29% 29%  32% 17% [13%v 3% 36% 16% [13%
Between 2 to 4 weeks | 22% A 22%  31% 22% 10% 10% [19%0/a 18%
Between 4 to 6 weeks | 10%V 13% 16% 10%VY 20% 12% 11% 5% 14% 12%
Between 6 to 8 weeks [Jl] 6% 6% 7% 6% 10% |15%A 9% 3% 7% 7%

More than 8 weeks (NET) [ 14% A 10% 8% 12%hA 18% 63% 3% 20%
Between 8 weeks to 6 months | 11% 10% 20%
More than 6 months [} 3% - - - 4% - -

Don't know [l 5% 4% 2% A%A 7% 3% 4% 4% 14% [15%

Q38d. And how long did your entire experience take from getting information about how to apply for [PROGRAM] to receiving a decision on
your application?

Note: In 2021-22, additional response options were included in the survey question for ‘Between 8 to 6 months’ and ‘More than 6 months’ while |:| Significantly higher than total

52 — in 2018-19 the longest option provided was ‘More than 8 weeks’

Base: All respondents (n=4200) I:l Significantly lower than total

\ 4 Significantly higher/lower
than previous wave



HIGHLIGHTS BY
PROGRAM
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Satisfaction with Service Experience by Program

+ Compared to 2020-21, satisfaction among El and OAS/GIS clients decreased. Satisfaction was stable for all other programs.

« Satisfaction was higher among SIN clients compared to all clients, lower among El clients and consistent with previous years remained lower for CPP-D clients.

SATISFACTION WITH SERVICE EXPERIENCE (% RATED 4 OR 5) — TRENDING

2017-18 2018-19 2019-20 2020-21 2021-22
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Base: All respondents (n=4200) I:l Significantly lower than total P us wave



CX Performance and Service Attributes — El OVERALL
Duration of client journey reasonable: -11 pts
2021-22{694 ¥
2020-21: 80%
OVERALL SATISFACTION AWARE APPLY FOLLOW-UP 5019.90: 6B
0 Overall ease: -4 pts
7 6 A) rated 4 or 5 Ease of understanding Ease of putting together Ease of following up 2021-22: 83%Y
info about program: the information needed 0N application: -6 pts 2020-21: 87%
PR ) -6 pts to apply: -4 pts 2021-22: 53% 2019-20: 84%
= Decrease in overall 2021-22[6994 V¥ 2021-22:[77%] ¥ 2020-21: 59% Process was clear: -10 pts
satisfaction from 2020-21- 75% 2020-21: 81% 2019-20: 57% 2021-22:[6794 ¥
Q 2020-21 (84%). 2019-20: 72% 2019-20: 75% 2020-21- 77%
2019-20: 65%

: - : Ease of figuring out Ease of getting help on Ve -
Satl_sfactlon was higher among eligibility: -4 pts your application Ovezrgélle;f;lczli_lg\;_,vness. 5 pts
Seniors 60+ (85%) and lower 2021-22:[69% 2021-2258% 2020:21: 839
among Youth 18-34 (680/0) ggig_gé g:égo 2020-21: 58% 2019_20; 76%

; ; -20: b
Satisfaction was lower among Ease of MSCA Received consistent information: -6 pts
first time claimants (70%). Find the info you needed | qqistration: -14 pts 2021-22:[769 ¥

within reasonable amount 2021-22: 51% V¥ 2020-21: 82%
CHANNEL SATISFACTION of time: -4 pts 2020-21: 65% 2019-20: 76%
gggé:gif 2019-20: 73% Clear process if had issue: -3 pts
Decrease for online (71% vs. 5018.20: 70% 2021-22:172%]
. - * _ . (y
77%), specialized call centres 3858 3(1) ;io/o
(63% vs. 70%) and 1 800 O- Ease of finding info B
Canada (52% vs. 68%) from aboggzpltggfﬂar? Confidence in issue resolution: -4 pts
2020-21. ey 2021-22:[69% ¥
2019 20: 77% 2020-21: 73%
ev five 2019-20: 72%
+ 33% followed up with Service Canada to check on the status of their application (28% in 2020-21). Trust: -7 pts
* 19% provided additional information (13% in 2020-21). gg%—gii o
-Z1: 0
» 28% were contacted by Service Canada about their application status (27% in 2020-21). 2019-20: 77%

Margin of Error +/- 3.1 percentage points. Within this, sample size varies by statement. for EI clients |:| Significantly lower than total than previous wave

i i i Significantly higher than total ianifi ;
55 Base: El clients (n=987) Top 5 driver of satisfaction I:l 9 y nig AV Significantly higher/lower g



Qualitative Insights
on El

Participants from the El focus groups discussed the
impacts of the pandemic on (un)employment and
sudden workplace closures. They described what
they felt was a need for the program to change and
evolve accordingly, especially since they anticipated
continued economic uncertainty stemming from the
pandemic.

The program was perceived to be designed for a
“normal” work year with a certain number of hours
required, and participants said that the pandemic
work reality was different.

Further, it was suggested that there could be
program adjustments that would better respond to
career transitions that resulted from the pandemic.

| think it was designed for normal work year,
and it definitely wasn’t a normal work year, just
with the amount of change and job loss, and
then rehire, but then fired after three weeks, or
closed after three weeks. COVID made it all
different. | think if the system was a bit more
flexible, had a back button, or was able to work
with appeals quicker, then it would have been a
bit better for the circumstances. — El

I’'m just wondering, because | don’t know how
the government works and how they
communicate with our employers, are
employer’s given a course on ROEs, on sick
benefits or laying somebody off? Are they given
all of this? Are they told that this is, you know,
the exact amount of time you have to submit
said ROE? Like do they get that, or do they have
to research that themselves? Because there
was a point where | felt like | was telling them,
‘No, you don’t have to wait for that, | need that
now, I’'m done working right now’. — El



CX Performance and Service Attributes — CPP

OVERALL

2021-22:'82%

OVERALL SATISFACTION AWARE APPLY FOLLOW-UP T

86% rated 4 or 5 Find the info you needed Ease of understanding  Ease of following up on
within reasonable requirements of application: -4 pts
. . amount of time: -6 pts application: -4 pts 2021-22

1 Stable with previous 2021-22: 72% W 2021-22: 81%WY 2020-21: 68%

1 waves. 2020-21: 79% 2020-21: 85% 2019-20: 68%
2019-20: 81% 2019-20: 80%

'(Ij'_l}lfere Werek;]o S|gn|f|cagt Ease of figuring out Ease of getting help on
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or region. IO Pom -92- 590
202021 50% 2020-21: 639%
2019-20: 83%

CHANNEL SATISFACTION Ease of MSCA

registration: +2 pts
2021-22: 59%

Decrease in satisfaction for 2020-21: 57%
online (68% vs. 74%) from 2019-20: 60%
2020-21.
. . _ Top 5 driver of satisfaction
Base: CPP clients (n=768 ;
57 Margin of Error +/- (3.5 per)centage points. Within this, sample size varies by statement. for CPP clients

Trust: -5 pt
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2019-20: 83%

Process was clear: -5 pts
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2019-20: 80%

2021-22]
2020-21: 62%
2019-20: 60%

2021-22184%
2020-21: 82%

Confident nal info protected: -1 pt
2021-22{81%
2020-21: 82%
2019-20: 82%

2021-22: 83%
2020-21: 85%
2019-20: 72%

Clear process if had issue: -4 pts
2021-22: 74%
2020-21: 78%
2019-20: 81%

Duration of client journey reasonable: +1 pt

Completin s online made it easier: -5 pts
(161%

Protected )l afety during COVID : +2 pts
2

Specialized call centre staff were helpful: -2 pts

[_] significantly higher than total

|:| Significantly lower than total than previous wave

\ 4 Significantly higher/lower



Qualitative Insights
from Senior Clients

Seniors applying to CPP and OAS/GIS called for greater
certainty on their application status for planning purposes
when applying for these programs. The availability of non-
online service channels was of great importance.

Many spoke of their desire to have non-online service
channel options available to them, such as phone and in-
person, as they do not feel sufficiently technically savvy or
have the necessary equipment to get information, apply
and follow up online. These non-online options should be
quick with reasonable wait times.

Some were unsure of their eligibility or the amount of the
benefit, and without a status update or an advanced
decision these individuals were unable to confidently plan
ahead and budget.

58

| just find that kind of frustrating because it’s a
year-long process and nothing was, | didn’t
know anything until two weeks before | was
going to get my money. But the Service Canada
rep here in town was actually really nice, and
she looked up my account, but she just couldn’t
tell from the head office or government office,
wherever it is, what was going on with the
actual deposit, if that makes sense. Yeah, the
initial application was fine and easy, it’s just|
didn’t know what was going on until literally two
weeks before, like for me it would be January
27th or whatever it was that | got my money. —
OAS/GIS




CX Performance and Service Attributes — CPP-D

OVERALL SATISFACTION

Ease of finding info Ease of putting together |Ease of following up on

AWARE APPLY FOLLOW-UP

OVERALL

Duration of client journey reasonable: -9 pts

60% rated 4 or 5

1 Stable with previous
[ waves.

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

CHANNEL SATISFACTION

Increased for MSCA (69%
vs. 52%) and decreased for
eServiceCanada (49% vs.
66%) from 2020-21.

about program: -8 pts
2021-22:[55%¥
2020-21: 63%
2019-20: 57%

Ease of understanding
information about

program: -12 pts
2021-22:

2020-21: 60%
2019-20: 48%

Ease of finding what

info you need to

provide: -8 pts
2021-22:
2020-21: 62%
2019-20: 55%

Find the info you needed
within reasonable amount
of time: -4 pts

2021-22:[55%

2020-21: 61%

2019-20: 53%

the information needed
to apply
2021-22: B4%]
2020-21: 44%
2019-20: 43%

application: -4 pts
2021-22:
2020-21: 52%
2019-20: 48%

Ease of getting help on
your application: +3 pts
2021-2248%
2020-21: 45%

Ease of MSCA

registration: -8 pts
2021-22:
2020-21: 43%
2019-20: 48%

2021-22:[48%4V
2020-21: 57%
2019-20: 49%

Trust: -6 pts
2021-22;
2020-21: 67%
2019-20: 64%

Specialized call centre staff were helpful: +6 pts
2021-22:[74%
2020-21: 68%
2019-20: 68%

1 800 O-Canada staff were helpful: +14 pts
2021-22: 81% A
2020-21: 67%

Process was clear: -4 pts
2021-22{52%
2020-21: 56%
2019-20: 51%

Confidence in issue resolution: +1 pt
2021-22{57%
2020-21: 56%
2019-20: 51%

Top 5 driver of satisfaction

59 Base: CPP-D clients (n=761) for CPP-D clients

Margin of Error +/- 3.5 percentage points. Within this, sample size varies by statement.

[ significantly higher than total AW Significantly higher/lower
|:| Significantly lower than total than previous wave



Qualitative Insights
on CPP-D

Most CPP-D participants required a lot of support in
completing and submitting their applications. Many
felt the application form is long and onerous to

| received the package, and at the time it was
very overwhelming for me. | had recently lost
my son and I'd also lost my daughter

complete. The necessary documentation also previously, and my husband was dying of

requires a lot of time and energy to assemble. cancer, so | just was in an emotional and mental
_ . bad place. So it was very hard for me to

When it came to applying, the most frequently concentrate on trying to figure this all out. |

started filling it out and then my anxiety just
went through the roof every time | tried to do
anything, because it just, it was asking why |

identified challenges were related to the length of
the application form, as well as the type of

information required to complete the form. was on disability and that sort of thing, and it
. _ just kept bringing up emotions. So | had let it
Those who did not have support, or began their go, just let it go and kept trying, let it go and
application without support, found the process then kept trying and [the insurance company
overwhelming said] we'll get a third party to come and help
' you fill it out and get the information that you
need. - CPP-D

A variety of sources provided support, including
doctors, social workers, and insurance companies.




CX Performance and Service Attributes

— OAS/GIS

OVERALL SATISFACTION

81% rated 4 or 5

= Decrease in overall
satisfaction from
O 2020-21 (88%)).
Satisfaction was lower
among Seniors 70+ (68%),

although this represents only
5% of OAS/GIS clients.

CHANNEL SATISFACTION

Decrease in satisfaction for
online (78% vs. 66%) from
2020-21.

AWARE APPLY FOLLOW-UP

Ease of understanding

information about

program: -17 pts
2021-22:
2020-21: 84%
2019-20: 81%

Ease of finding out
what information
needed to provide when

applying: -8 pts
2021-22:
2020-21: 72%
2019-20: 83%

Ease of figuring out

eligibility: -9 pts
2021-22: 73%
2020-21: 82%
2019-20: 84%

Ease of finding out the

steps to apply: -6 pts
2021-22: 72%
2020-21: 80%
2019-20: 76%

61 Base: OAS/GIS clients (n=809)
Margin of Error +/- 3.4 percentage points. Within this, sample size varies by statement.

Ease of following up on

application: -11 pts
2021-22: 59%V
2020-21: 70%
2019-20: 77%

Ease of understanding

requirements of

application: -6 pts
2021-22: 79%Y
2020-21: 85%
2019-20: 83%

Ease of getting help on
your application
2021-22:[549V
2020-21: 61%

Top 5 driver of satisfaction
for OAS/GIS clients

OVERALL

Duration of client journey reasonable: -8 pts
2021-22: 77%V
2020-21: 85%
2019-20: 85%

Overall ease: -8 pts
2021-22{80AV
2020-21: 88%
2019-20: 92%

Process was clear: -6 pts
2021-22: 77%V
2020-21: 83%

2019-20: 81%

Need to explain your situation once: -9 pts
2021-22{69%VY
2020-21: 78%
2019-20: 80%

Overall effectiveness: -9 pts
2021-22{78UV
2020-21: 87%
2019-20: 88%

Received consistent information: -11 pts
2021-22: 76%Wy
2020-21: 87%
2019-20: 82%

Clear process if had issue: -10 pts
2021-22: 74%V
2020-21: 84%
2019-20: 80%

Confidence in issue resolution: -14 pts
2021-22:[68%]¥
2020-21: 82%
2019-20: 77%

Ease of getting help when needed: -14 pts
2021-22:
2020-21: 71%
2019-20: 74%

|:| Significantly higher than total
I:l Significantly lower than total

\ 4 Significantly higher/lower
than previous wave



Qualitative Insights
on OAS/GIS

Dissatisfaction among OAS/GIS participants was associated
with:

62

Uncertainty about eligibility for OAS/GIS — some were unsure
whether they qualified.

Finding out about acceptance very close to when payment
was received. The OAS/GIS clients who applied a year or six
months in advance did not know if their application was
accepted in advance. An advanced notification on their
application would ease their anxiety about not having income
support that they are relying on when they retire.

Confusion about the application, and difficulties with the
application process generally.

Technical issues (unrelated to technical facility of the
participant).

Uncertainty and confusion about applying for CPP at the same
time.

Receiving a notice of recovery of overpayment.

And then, my other issue is, because | retired, |
worked last year, | worked in 2021. In 2022, |
have no income, no pension, other than
government. And so, what happened was now
I’'ve got this, so I received the OAS claw back
letter, where you made too much money last
year, so we’re taking this money from you. And
then it was like fill out this form and do this, or
whatever, and then another whole episode
started again.

So then, I tried calling them, | phoned the 1-800
number, and then they gave me another number
and said, ‘No, you’re not supposed to talk to
me, you’re supposed to talk to this person’.
Sent me over, gave me a phone number and
they said, ‘Well, they always say that, but it’s
not me you’re supposed to talk to, you’re
supposed to talk to this other person’, and blah
blah blah blah.

So, I said the heck with it, and | just folded it up
and you can have my money, | don’t want it. It’s
too much, you know. It’s like because it’s going
on for days and days and days, and it’s like
really? — OAS/GIS




CX Performance and Service Attributes — SIN

OVERALL SATISFACTION

89% rated 4 or 5

— Stable with previous
L1 waves.

Satisfaction was highest
among clients in Atlantic
Canada (97%) and lowest
among clients in the West
(87%) and Ontario (88%).

CHANNEL SATISFACTION

Decreased for in-person
(85% vs. 91%) and 1 800 O-
Canada (66% vs. 90%) from
2020-21.

63 Base: SIN clients (n=875)
Margin of Error +/- 3.3 percentage points. Within this, sample size varies by statement.

AWARE APPLY FOLLOW-UP

Ease of finding info on

program: +1 pt
2021-22:
2020-21: 86%
2019-20: 81%

Ease of understanding

info on program: +1 pt
2021—22:‘870/3
2020-21: 86%
2019-20: 86%

Ease of finding out the

steps to apply: -3 pts
2021-22: 82%
2020-21: 85%
2019-20: 81%

Able to complete

application in

reasonable time: -4 pts
2021-22:[84%]V
2020-21: 88%
2019-20: 87%

Ease of following up on
application: -8 pts
2021-22: 64%
2020-21: 72%
2019-20: 73%

Ease of completing

application: +1 pt
2021-22:[90%
2020-21: 89%

Top 5 driver of satisfaction
for SIN clients

OVERALL

Duration of client journey reasonable: -3 pts
2021-22{82%
2020-21: 85%
2019-20: 89%

Clarity of process: -4 pts
2021-22:[84%4V
2020-21: 88%

2019-20: 83%

Service Canada in-person representatives were
helpful: -3 pts

2021-22:[92%4V

2020-21: 95%

2019-20: 96%

Service Canada phone representatives that called
back were helpful: -11 pts

2021-22: 78%V

2020-21: 89%

Travelled reasonable distance to access service:
-10pts

2021-22:73% V¥V

2020-21: 83%

2019-20: 79%

Access to service in language | understand: -3 pts
2021-22: 93%V
2020-21: 96%
2019-20: 94%

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

\ 4 Significantly higher/lower
than previous wave




Qualitative Insights
on SIN

Participants from the SIN focus groups described a sense of
urgency about applying for a SIN, and so they were looking for
the fastest way to obtain one, which based on their research and
discussions with others, was in person. As such, most
participants applied in person at a Service Canada office. A few
described long line ups in cold weather and assumed that line
ups were due to COVID protocols or staff shortages.

They tried various strategies to mitigate wait times, such as
Google searches for line-ups/wait times for Service Canada
locations in their area, or recommended locations through social
media and friends. The service they received in person (after
moving past the outdoor line-up) was typically fast, friendly, and
effective in receiving a SIN on the spot.

64

| thought that Google Reviews had mostly the
truth, and so | got the nearest branch. It was in
Mississauga, and | went there, and it was like
10, 15 minutes in the queue, and | got my SIN
number that day. | didn’t want to go online,
because like everybody is saying, it takes a long
time, and | tried to call them before in the office,
the Mississauga office, but nobody would pick
up. So, that was inconvenient for me, so | just
tried to base my opinion on the reviews, and |
was hoping they were true that it won’t take

long. But hopefully, there was a lot of
information there as well, because sometimes
you don’t get parking in the lot. You could see
all the information in the reviews. — SIN




SIN vs. eSIN @2

» Overall satisfaction was higher among SIN and eSIN clients compared to all clients.

» SIN and eSIN clients provided higher ratings for the quality of service provided online and through specialized call centres, while SIN clients also provided higher

ratings for in-person service and eServiceCanada.

OVERALL SATISFACTION

B 5-Vey [ Rated4 [ Rated3 [ Rated2 [l 1-Very % RATING
satisfied dissatisfied 4 ORS
SIN 0
(n=564) 90%
eSIN 0
(1=278) 29% 992% 87%
65 *small sample size. Results should be interpreted with caution. **sample sizes too small for reporting.

Base: SIN/ eSIN clients

SERVICE CHANNEL SATISFACTION (% RATED 4 OR 5)

In person

Online

Specialized Call Centre

1 800 O-Canada

My Service Canada Account

eServiceCanada

SIN

87%

88%

87%

*%*

**

90%

I:l Significantly higher than total
I:I Significantly lower than total

eSIN

77%

88%

88%

*%
*%

**



SIN vs. eSIN @72

 SIN and eSIN clients provided higher ratings across several service attributes compared to all clients. Gaps were consistently larger among SIN clients and notably
SIN clients also provided higher ratings for the ease of follow-up, timeliness of service and clarity of the issue resolution process.

» The largest gaps among SIN clients were for the ease of follow-up, ease of getting help when needed in general and on their application and confidence in issue

resolution, while the largest gaps among eSIN clients were for the ease of understanding information about the program, being able to find the information they

needed in a reasonable amount of time and being able to move smoothly through all steps.

WIDEST GAP IN SERVICE ATTRIBUTES (% RATED 4 OR 5 VS. TOTAL)

Ease of follow-up
It was easy to get help when you needed it

Ease of getting help on your application

Confident that any issues or problems would have been easily resolved

It was clear what would happen next and when

Ease of understanding information about the program

The amount of time, from start to finish, was reasonable

Needed to explain your situation only once

Ease of putting together the information you needed to provide when applying

Ease of finding out what information you needed to provide when applying

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

You were able to find the information you needed within a reasonable amount of time

Able to move smoothly through all steps

66 )
Base: SIN/ eSIN clients

SIN

83%
87%
83%
89%
87%
87%
87%
86%
92%
87%
87%
83%
91%

GAP vs.
TOTAL

+28 pts
+19 pts
+19 pts
+16 pts
+13 pts
+13 pts
+12 pts
+12 pts
+12 pts
+11 pts
+11 pts
+9 pts
+9 pts

eSIN

59%

7%
70%
79%
82%
87%

74%

81%
85%
83%

81%

85%
93%

I:l Significantly higher than total
I:l Significantly lower than total

GAP vs.
TOTAL

+4 pts
+9 pts
+6 pts
+6 pts
+8 pts
+13 pts
-1 pt
+7 pts
+5 pts
+7 pts
+5 pts
+11 pts
+11 pts



OAS/GIS- Auto-Enroll and Non Auto-Enroll Clients (/3)

» Overall satisfaction was consistent among Auto-Enroll

0 —
OVERALL SATISFACTION (% RATED 4 OR 5) — TRENDING and Non Auto-Enroll clients compared to all clients.
» Satisfaction decreased among Non Auto-Enroll clients

2018-19 2019-20 2020-21 2021-22 compared to 2020-21 and was consistent among Auto-

88% 92% % 84% Enroll clients.
86% T 88% * Non Auto-Enroll clients provided lower ratings for online

84% 0 78% V¥ and eServiceCanada and higher ratings for 1 800 O-
Canada.

= Auto-Enroll + Compared to 2020-21, Non Auto-Enroll clients provided

lower ratings for the service provided online.

e Non Auto-Enroll

2018-19 2019-20 2020-21 2021-22
SERVICE CHANNEL SATISFACTION (% RATED 4 OR 5)
Auto-Enroll 83% 88% i B3
In person
Non Auto-Enroll 85% 86% 84% 81%
ol Auto-Enroll 73% 77% n/a =
nine
Non Auto-Enroll 75% 2% 78% v
Specialized Call Auto-Enroll 78% 68% 80% 71%
Centre Non Auto-Enroll 79% 61% 74% 74%
Auto-Enroll 75% 87% n/a =
1800 O-Canada e ° °
Non Auto-Enroll 71% 63% 67%
My Service Auto-Enroll - 7% 64% 70%
Canada Account  \on Auto-Enroll - 69% 69%* 60%*
) Auto-Enroll n/a n/a xx 69%
eServiceCanada
Non Auto-Enroll n/a n/a 56%*

[ significantly higher than total AW Significantly higher/lower
67 - . ) : ) . . ' P than previous wave
small sample size. Results should be interpreted with caution. **sample sizes too small for reporting. I:l Significantly lower than total



OAS/GIS- Auto-Enroll and Non Auto-Enroll Clients /3)

* Both Auto-Enroll and Non Auto-enroll clients provided lower ratings for confidence in issue resolution, ease of getting help when needed and confidence that their
personal information was protected compared to all clients. Non-Auto Enroll clients also provided lower ratings for needing to explain their situation only once, while
Auto-Enroll clients provided higher ratings for clarity of process and lower ratings for the provision of service in their choice of official language.

» Compared to 2020-21, both Auto-Enroll and Non-Auto Enroll clients provided lower ratings for clarity of and confidence in the issue resolution process, clarity of
process overall, ease of getting help when needed and confidence their personal information was protected. Auto-Enroll clients also provided lower ratings for needing
to explain their situation only once, while Non Auto-Enroll clients provided higher ratings for the provision of service in their choice of official language.

WIDEST GAP VS. TOTAL & CHANGE VS. 2020-21 IN SERVICE ATTRIBUTES
(% RATED 4 OR 5)

2018-19 2019-20 2020-21 2021-22
It was clear what to do if you had a problem or Auto-Enroll 8% 5% 85% 5%V
question Non Auto-Enroll  79% 87% 83% 73% W
Throughout the process it was clear what would Auto-Enroll 81% 8% 85% v
happen next and when it would happen Non Auto-Enroll 75% 85% 81% 74% W
Confident that any issues or problems would have Auto-Enroll 7% 73% 82% v
been easily resolved Non Auto-Enroll  78% 84% 81% v
v ded t lai ituati | Auto-Enroll 76% 76% 83% 0% vy
ou needed to explain your situation only once
P Y y Non Auto-Enroll 75% 86% 70%
Auto-Enroll 69% 70% 70% 55%
It was easy to get help when you needed it M
Non Auto-Enroll 74% 80% 2% v
You were provided with service in your choice of Auto-Enroll 98% 94% 97%
English or French Non Auto-Enroll  98% 98% 91% 96% A
Confident that your personal information was Auto-Enroll 82% 75% 86% v
protected Non Auto-Enroll 84% 86% 85% v

[_] significantly higher than total

68 Significantly higher/lower
[] significantly lower than total AV i5:5h previous wave



OAS/GIS- Auto-Enroll and Non Auto-Enroll Clients 3/3)

« Both Auto-Enroll and Non Auto-enroll clients provided higher ratings compared to all clients for the helpfulness of specialized call centre staff and lower ratings for
being provided service in a way that protected them during the pandemic. Auto-Enroll clients also provided higher ratings for the ease of follow-up and lower ratings
for the helpfulness of in person staff. Non-Auto Enroll clients also provided lower ratings for receiving consistent information and access to service in a language they

would understand well.

» Compared to 2021-20, both Auto-Enroll and Non-Auto Enroll clients provided lower ratings for receiving consistent information and timeliness of service. Non Auto-
Enroll clients also provided lower ratings for access to service in a language they could understand well and ease of follow-up and provided higher ratings for the

helpfulness of in-person reps.

WIDEST GAP VS. TOTAL & CHANGE VS. 2020-21 IN SERVICE ATTRIBUTES

(% RATED 4 OR 5)

Service Canada representatives that you dealt
with in person were helpful

Service Canada specialized call centre phone
representatives were helpful

You received consistent information

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

The amount of time it took, from start to finish,
was reasonable

Service Canada representatives that you dealt
with in person were respectful

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

Ease of follow-up

69

Auto-Enroll

Non Auto-Enroll

Auto-Enroll

Non Auto-Enroll

Auto-Enroll

Non Auto-Enroll

Auto-Enroll

Non Auto-Enroll

Auto-Enroll

Non Auto-Enroll

Auto-Enroll

Non Auto-Enroll

Auto-Enroll

Non Auto-Enroll

Auto-Enroll

Non Auto-Enroll

2018-19

83%
81%
93%
91%
79%
80%
n/a
n/a
n/a
n/a
n/a
n/a

2019-20
91%
93%
82%
83%
T7%
90%
92%
97%
84%
88%

n/a
n/a
n/a
n/a
75%
85%

2020-21
62%
73%
90%
90%
89%
85%
93%
95%
87%
82%

n/a
n/a
72%
67%
72%
67%

2021-22
58%
86% A

©
s
>

88%
78% Wy
73%

9

2%

v

\ 4
79% Wy
74% VW

=
9

%
1%

80%
79%
64%

5

3
£

v

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

AV

Significantly higher/lower
than previous wave



Ease Service Attributes: Overall

EASE

70

At more than nine in ten, clients were most likely to agree it was easy to access service in a language they could speak and understand well, followed by closer to
eight in ten who felt that overall it was easy to apply and that being able to complete steps online made the process easier. Three quarters of clients agreed that it
was clear what would happen next and when and that they needed to explain their situation only once.

Compared to 2020-21, ratings have declined across all measures of ease except for being able to complete steps online made the process easier.

% RATED 4 OR 5

It was easy to access service _ Throughout the process, it was Being able to complete steps .
in a language | could sPeak and Overall, it was easy for you to = clear what would happen next online made the process easier You need to explain your
understand well apply for [PROGRAM]+ and when it would happen for you situation only once
93%V
82%V B
74% ¥ /8% 74%V
2020-21 95% 86% 81% 80% 7%
2019-20 94% 84% 73% 75% 78%
2018-19 94% 85% 7% 74% 7%
2017-18 - 84% - 70% 7%

Note: Statements asked differently with different scale in 2017-18, interpret with caution. - .
Q36b. Thinking about the service you received, how much do you agree or disagree with the following statements. AV Significantly higher/lower

+For the first time, the overall ease metric was asked among SIN clients. To ensure year over year comparability, the SIN result was excluded from comparative calculations.
Base: All answering (n=varies) than previous wave E



Ease Service Attributes: by Program

» SIN clients were more likely to provide high ratings for all aspects of ease compared to all clients, while CPP-D clients and to a lesser extent OAS/GIS clients were
less likely. El clients were less likely to feel it was clear what would happen next and when and that they needed to explain their situation only once, while they
provided higher ratings for being able to complete steps online made the process easier. CPP clients provided lower ratings for being able to complete steps online
made the process easier.

« Compared to 2020-21, EIl, CPP, SIN and OAS/GIS clients were less likely to feel it was clear what would happen next and when, EI and OAS/GIS clients were also
less likely to agree that overall it was easy to apply while OAS/GIS clients also provided lower ratings for needing to explain their situation only once. CPP-D clients
were more likely to feel it was easy to access service in a language they could speak and understand well, while SIN clients were less likely.

TOTAL El CPP-D SIN OAS/GIS

% RATED 4 OR 5 2017- 2018- 2019- 2020- 2021- 2017- 2018- 2019- 2020- 2021- 2017- 2018- 2019- 2020- 2021- 2017- 2018- 2019- 2020- 2021- 2017- 2018- 2019- 2020- 2021- 2017- 2018- 2019- 2020- 2021-
18 19 20 21 22 18 19 20 21 22 18 19 20 21 22 18 19 20 21 22 18 19 20 21 22 18 19 20 21 22

It was easy to access v A \ 4
ighﬁacgggg‘k'gﬂg“age' 94% 94% 95% 93% - 96% 94% 95% 94% - 92% 95% 92% 93% - 90% 91% 85% 92% - 94% 94% 96% 93% - 92% 94% 93%

understand well

Overall, it was easy for v v \/
LL %/Fgg Ct)oGaFgAp:\%]ﬁor 84% 85% 84% 86% 82% 84% 86% 84% 87% 83% 88% 88% 88% 85% 85% 57% 60% 55% 56% 87% 87% - - 84% 87% 92% 88% 80%
0p)
L@ Throughout the process, 4 v v v
LLl ﬁ;"@%ﬁ'ﬁgg"g‘nﬁ would. 779 73% 81% 74% - 74% 65% 77% - 78% 80% 80% 75% - 53% 51% 56% - 83% 83% 88% - 78% 81% 83% 77%
would happen
Being able to complete
steps online made the 709 74% 75% 80% 78% 82% 84% 82% 87% l85%]42% 52% 60% 62966194 29% 31% 37% 40% - - - .. 37% 36% 48% 56%
process easier for you
. v A4
Jggrgﬁﬁgﬁggooﬁ@pgagge 7% T7% 78% T7% 74% 73% 72% 71% 7296[709 80% 80% 83% 76% 75% 55% 54% 58% 55%[579 85% 85% 88% 85%[84%] 74% 75% 80% 78%[69%
+Fo|r éhedﬁert time, the overall (leasl,e metric was asked among SIN clients. To ensure year over year comparability, the SIN result was
excluded from comparative calculations.
Note: Stat t ked diffi tl ith diff t le in 2017-18, int t with tion. ignifi i i ;
71 Q%E?b. Tﬁir?li?r?g; gb%Sutethe Is:riﬁge{/cv)\ﬂ reclei\e;[e%r? h%cﬁ ﬁ’lILTCh do you ég?ggrgr gﬂsagcr%g Iv?/ir;h the following statements. I:l Sianificantly higher than foral AV ?hlgrq Ifl?g\r/]itcl)%sh |\9Vg<\9/glower
Base: All answering (n=varies) I:l Significantly lower than total P



Ease of End-to-End Client Journey

EASE OF NAVIGATING END-TO-END JOURNEY

% RATED 4 OR 5

2017-18 2018-19 2019-20 2020-21 2021-22

[ 5-sStongly | Rated4 [I] Rated3 [|] Rated2 ] 1-Strongly ] Not [l Dont
agree disagree applicable know

It was (_easyI to access
well

L
< Being able to complete A
L steps online made the 56% V¥ CL%4%)| 5% 70% n/a 75% 80% 78%
process easier for you
You needed to explain your 0 o 1o
situation only once S7% 6% 4% 77% 77% 73% 77% 74%V
Throughout the process it A
was clear what would
happen next and when it S50% v 5% n/a 77%  78%  81%  74%Y
would happen
+For the first time, the overall ease metric was asked among SIN clients. To ensure year over year comparability, the SIN result was excluded from comparative
calculations; however, it is important to note that the client perception of EASE for the SIN application is high (90%) and will positively impact overall ease going forward.
Q36b. Thinking about the overall service you received, from getting information about [INSERT ABBREV] to receiving a decision, how much do you agree or disagree with Significantly higher/lower
72 the following statements, using a 5-point scale (where 1 means strongly disagree, and 5 means strongly agree)? AV thlgn re 'oys ga e
Base: All answering (varies) previous wav



Effectiveness Service Attributes: Overall

73

At nearly nine in ten, clients were most likely to agree that they were provided service in a way that protected them during the pandemic, followed by closer to eight in
ten who agreed they were able to move smoothly through all steps and received consistent information. Three quarters of clients agreed that it was clear what to do
if they had a problem or question or that the amount of time from start to finish was reasonable, while roughly seven in ten agreed that it was easy to get help when
they needed It.

Compared to 2020-21, ratings have declined across all measures of ease except for being provided service in a way that protected them during the pandemic.

% RATED 4 OR 5

2021-22 The amount of time it took,

You were provided service from when you started

in a way that protected = You were able to move gathering information to

your health and safety smoothingly through all _ . when you got a decision It was clear what to do

during the COVID-19 of the steps related to You received consistent  on your application, was  if you had a problem or It was easy to get help

pandemic your application information reasonable guestion when you needed it
87% B0 v v v
79% 75% 76% v
68%

2020-21 88% 85% 84% 81% 79% 71%
2019-20 - 82% 80% 77% 78% 76%
2018-19 - 84% 82% 76% 78% 17%
2017-18 - 82% - 77% 78% 17%

Note: Statements asked differently with different scale in 2017-18, interpret with caution. o )
Q36b. Thinking about the service you received, how much do you agree or disagree with the following statements. AV Significantly higher/lower

Base: All answering (n=varies) than previous wave



Effectiveness Service Attributes: by Program

» SIN clients were more likely to provide high ratings for all aspects of effectiveness compared to all clients, while CPP-D clients were less likely. El clients were less
likely to provide high ratings on all aspects except for being provided service in a way that protected them during the pandemic. OAS/GIS clients were less likely to
agree that they were provided service in a way that protected them during the pandemic (along with CPP clients), were able to move smoothly through all steps and
that it was easy to get help when needed.

Compared to 2020-21, OAS/GIS clients provided lower ratings across all aspects except for being provided service in a way that protected them during the
pandemic. El clients provided lower ratings for being able to move smoothly through all steps, receiving consistent information and timeliness of service. CPP-D
clients provided higher ratings for being provided service in a way that protected them during the pandemic and lower ratings for timeliness of service.

TOTAL El CPP CPP-D SIN OAS/GIS

2017- 2018- 2019- 2020- 2021- 2017- 2018- 2019- 2020- 2021- 2017- 2018- 2019- 2020- 2021- 2017- 2018- 2019- 2020- 2021- 2017- 2018- 2019- 2020- 2021- 2017- 2018- 2019- 2020- 2021-
21 22 18 19 20

EFFECTIVENESS

74

% RATED 4 OR 5

You were provided

service 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
reasonable

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

It was easy to get help
when you needed it

18 19

n/a n/a

82% 84%

- 82%

77% 76%

78% 78%

77% 77%

20 21

n/a 88%

82% 85%

80% 84%

77% 81%

78% 79%

76% 71%

22

87%

v
82%

v
79%

75%

v
76%

v
68%

18 19

n/a nla

77% 81%

- 79%

73% 69%

75% 77%

74% 72%

20 21 22 18 19

n/a 90% 88% n/a nla

76% 83% 84% 83%

v
76% 82%[76%] - 83%

\ 4
68% 80% 80% 83%

74% 75% 77% 76%

70% 65%[63% 75% 73%

Note: Statements asked differently with different scale in 2017-18, interpret with caution.
Q36b. Thinking about the service you received, how much do you agree or disagree with the following statements.
Base: All answering (n=varies)

20

n/a

85%

85%

83%

81%

73%

21 22 18 19

82%|84%| n/a nla

80% 81% 55% 62%

83% 80% - 64%
81% 47% 49%

78% 74% 62% 63%

70% 68% 57% 59%

20

n/a

57%

59%

49%

61%

58%

21 22 18 19 20

75%(81%| n/a n/a n/a 90%[90%| n/a n/a n/a

58% 90% 91% 91%

64%(63%| - 87% 86%

v
57% 85% 87% 89%

60%)|60%)| 85% 82% 84%

53%]|53%| 87% 89% 89%

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

91%[ 9194 79% 84% 88%

89%[87% - 82% 82%

85%[ 8294 75% 80% 85%

87%[85% 74% 78% 80%

83%[ 849 67% 72% 74%

AV

Significantly higher/lower
than previous wave

21 22
87% -78%
v

87% 76%

v
85% 77%

v
84% 74%

71% -57%



Effectiveness of End-to-End Client Journey

EFFECTIVENESS OF END-TO-END JOURNEY

EFFECTIVENESS

75

[ 5-sStongly | Rated4 [ Rated3

agree

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

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

You received consistent
information

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

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

It was easy to get help when
you needed it

[ Rated 2

[ 1-strongly [ Not

s I

DR e 4D
e o)
S e AT

e [RNEET .
R s o o O

[l Don't
disagree applicable know

n/a

82%

n/a

78%

7%

7%

Q36b. Thinking about the overall service you received, from getting information about [INSERT ABBREV] to receiving a decision, how much do you agree or disagree with
the following statements, using a 5-point scale (where 1 means strongly disagree, and 5 means strongly agree)?

Base: All answering (varies)

n/a

84%

82%

78%

76%

7%

n/a

82%

80%

7%

78%

76%

88%

85%

84%

79%

81%

71%

Significantly higher/lower
than previous wave

% RATED 4 OR 5

2017-18 2018-19 2019-20 2020-21 2021-22

87%

82%V
9%V
76%V
75% VY

68% ¥



Emotion Service Attributes: Overall /3

» Clients were almost unanimous that they were provided service in their choice of English or French. Nearly nine in ten agreed that the Service Canada reps that they
dealt with in-person were helpful, followed by that they were confident their personal information was protected while closer to eight in ten agreed that the Service
Canada specialized call centre, 1 800 O-Canada and eServiceCanada reps were helpful. Just less than three quarters of clients agreed that they travelled a
reasonable distance to access service or that they were confident any issues or problems would have been easily resolved.

+ Compared to 2020-21, ratings have declined for nearly all measures of emotion except for being provided service in their choice of English or French where ratings
have increased and confidence their personal information was protected where ratings were consistent.

% RATED 4 OR 5

2021-22

The Service
Canada phone You were confident
You were provided Service Canada You were confident Service Canada reps that called you You travelled a  that any issues or
with service in your reps that you dealt 1800 O-Canada that your personal  specialized call back after you reasonable distance problems would
choice of English or with in person were phone reps were  information was  centre phone reps completed an online  to access the have been easily
French helpful helpful protected were helpful form were helpful service resolved
= 97% A 8805y
%
O ° 0 86 8206V 0
O 78% V¥ 78%Y 73% V¥ 73%Y
—
O
=
LL
2020-21 96% 91% 88% 87% 85% 85% 79% 7%
2019-20 97% 92% n/a 87% 73% n/a 75% 78%
2018-19 96% - n/a 87% - n/a - 78%
2017-18 94% - n/a 87% - n/a - 76%

Note: Statements asked differently with different scale in 2017-18, interpret with caution. o )
76 Q36b. Thinking about the service you received, how much do you agree or disagree with the following statements. AV Significantly higher/lower

Base: All answering (n=varies) than previous wave



Emotion Service Attributes: by Program (2/3)

» SIN clients were more likely to provide high ratings for the helpfulness of in-person reps, confidence their personal information was protected and confidence any issues or problems
would have been easily resolved compared to all clients, while CPP-D clients provided lower ratings across all measures except for the helpfulness of 1 800 O-Canada reps. OAS/GIS
and El clients provided lower ratings for the helpfulness of in-person reps and confidence any issues or problems would have been easily resolved, while OAS/GIS clients (along with
CPP clients) also provided lower ratings for provided service in their choice of English or French and confidence their personal information was protected.

» Compared to 2020-21, SIN clients provided lower ratings for the helpfulness of in-person and eServiceCanada reps and for travelling a reasonable distance to access service and
provided higher ratings for being provided service in their choice of English or French. OAS/GIS clients provided lower ratings for confidence in issue resolution (along with EI clients)
and for confidence their personal information was protected. CPP-D clients provided higher ratings for the helpfulness of 1 800 O-Canada reps.

TOTAL El CPP CPP-D SIN OAS/GIS

% RATED 4 OR 5 2017- 2018- 2019- 2020- 2021- 2017- 2018- 2019- 2020- 2021- 2017- 2018- 2019- 2020- 2021- 2017- 2018- 2019- 2020- 2021- 2017- 2018- 2019- 2020- 2021- 2017- 2018- 2019- 2020- 2021-
8 19 20 21 22 18 19 20 21 22 18 19 20 21 22 18 19 20 21 22 18 19 20 21 22 18 19 20 21 22
You were provided with A

wer . A
service in yFourcP]mce of 94% 96% 97% 96% 97% 93% 97% 98% 97% 97% 94% 94% 97% 95% [94%] 87% 93% 95% 92%[94% 96% 95% 95% 96% 98% 95% 98% 96% 94% [95%]
nglish or Frenc

Service Canada reps v
that you dealthwlltrfl n - - 02% 91% 88% - - 89% 85%[83%W - - 93% 86% 87% - - 85% 76%[79% - - 96% 95%[92% - - 92% 72%[82%
person were nelpiu

1 800 O-Canada phone

v A
reps were helpful n/a n/a n/a 88% 78% n/a n/a n/a 88% 79% n/a n/a nla 86% 82% n/a n/a nla 67% 81% n/a n/a n/a 90% 75% n/a n/a n/a 89% 82%

CZD You were confident that
| Your personal 87% 87% 87% 87% 86% 87% 88% 88% 86% 87% 86% 79% 82% 82% [B1%] 78% 82% 80% 78%[79% 90% 92% 90% 92% [92%] 82% 83% 79% 85%
= rotected
e p
Service Canada v
P specialized call centre - - T73% 85% 82% - - 73% 83% 80% - - 72% 85% 83% - - 68% 68% - - T74% 92% 89% - - 83% 90%
L phone reps were helpful
The eServiceCanada
phone reps that \ v
called youI btagk after n/a nla nla 85% 78% n/a n/a nla 84% 78% nla nla nla 83% 84% n/a n/a nla 76% nla nla nla 89% 78% n/a n/a nla 85% 70%
you completed an
online form were helpful
You travelled a v v
reasonable distance to - - 75% 79% 73% - - 71% 71% 72% - - 77% 75% 78% - - 59% 59% 66% - - 79% 83% 73% - - 83% 74% 72%

access the service

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

v
76% 78% 78% T7% 73% 79% 74% 72% 73% 81% 76% 81% 76% 73% 63% 57% 51% 56%[57% 88% 86% 87% 84% 80% 78% 77% 82%

Note: Statements asked differently with different scale in 2017-18, interpret with caution. I:l Significantly higher than total
77 Q36b. Thinking about the service you received, how much do you agree or disagree with the following statements.

AV Significantly higher/lower
Base: All answering (n=varies) [] significantly lower than total than previous wave



Emotion During End-to-End Client Journey @/2)

EMOTION DURING END-TO-END JOURNEY

EMOTION

78

[ 5-sStongly | Rated4 [I] Rated3 [|] Rated2 ] 1-Strongly ] Not

agree

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

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

You were confident that your
personal information was
protected.

Service Canada specialized
call centre phone
representatives were helpful

The eServiceCanada phone
representatives that called
you back after you completed
an online form were helpful

1 800 O-Canada phone
representatives were helpful

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

~ You travelled a reasonable
distance to access the service

t % RATED 4 OR 5
nl

Do
disagree applicable H know 2017-18 2018-19 2019-20 2020-21 2021-22

IS i ol
T | o
I S SO o T e
IS S o -
I S T o
IR S | W .

Q36b. Thinking about the overall service you received, from getting information about [INSERT ABBREV] to receiving a decision, how much do you agree or disagree with
the following statements, using a 5-point scale (where 1 means strongly disagree, and 5 means strongly agree)? Note The questionnaire was improved to pose ‘You were
confident that any issues or problems would have been easily resolved’ to all survey respondents in 2018-19 and 2019-20, whereas in 2017-18 it was posed only to clients
who did not experience a problem, therefore comparable data are not available.

Base: All answering (varies)

than previous wave

n/a 97% 96% 97%A
n/a 92%  91%  88%Y
87% 87% 87% 86%
n/a 73% 85% 82%Y
n/a n/a 85% 78%Y
n/a n/a 88% 78%Y
78% 78% 77% 73%Y
n/a 75% 79% 73% VY
AWV Significantly higher/lower @



Emotion Service Attributes: Overall and by Program 3/3)

+ More than nine in ten agreed that the Service Canada call centre and in-person reps were respectful, followed by 1 800 O-Canada reps while closer to eight in ten
felt that eServiceCanada reps were respectful.

» CPP-D clients were less likely to agree that Service Canada call centre and in-person reps were respectful and more likely to agree that 1 800 O-Canada reps were
respectful.

% RATED 4 OR 5

2021-22

eServiceCanada

Service Canada resentatlves that
Service Canada call representatives that led you back after
centre phone you dealt with in 1 800 O-Canada you completed an
representatives were person were phone representatives online form were
respectful respectful were respectful respectful
92% 92%
Z 86% 83%
LL
TOTAL El CPP-D SIN OAS/GIS
% RATED 4 OR 5 2021-22 2021-22 2021-22 2021-22 2021-22 2021-22
Service Canada call centre phone representatives were respectful 92% 92% 91% 95% 92%
Service Canada representatives that you dealt with in person were respectful 92% 91% 93% 92% 89%
1-800 O-Canada phone representatives were respectful 86% 849% 90% 899% 84%

feOSrr%r\\/,:/%e;g?ggggci?uﬁresentatlves that called you back after you completed an online 83% 81% 89% 80% 84% 81%

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



Emotion During End-to-End Client Journey @)

EMOTION DURING END-TO-END JOURNEY

[ 5-Stongly | Rated4 [] Rated3 |] Rated2 ] 1-Strongly [ Not [l Don't % RATED 4 OR 5
agree disagree applicable know i

~ Service Canada
seprssentyes et you st |- oo & |l o29%
pnon esresoncives vt | = 5 |
respectful 0

1-800 O-Canada phone
cpesenatye vers | L S 25 > |l oo%

eServiceCanada

representatives that called . ]
you back after you completed 69% L 83%

an online form were respectful

Q36b. Thinking about the overall service you received, from getting information about [INSERT ABBREV] to receiving a decision, how much do you agree or disagree with Significantly higher/lower
80 the following statements, using a 5-point scale (where 1 means strongly disagree, and 5 means strongly agree)? AV thgn revio)lle vgvave
Base: All answering (varies) P



Ease of Follow-Up with Service Canada

« Just over half of 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, while CPP clients were more likely.

+ Compared to 2020-21, ratings have declined overall and among OAS/GIS clients

EASE OF FOLLOW-UP WITH SERVICE CANADA REGARDING YOUR APPLICATION (% RATED 4 OR 5) — TRENDING

2017-18 2019-20 2020-21 2021-22
(n=1296) (n=842) (n=1209) (n=1293)
77%
= TOTAL
—l 3% 72%
70%
e 86 68% 68% .
CPP-D 66% oa%e
——CPP- 66%
62% 63%
= SN 61%
59% 59%vw
= 0OAS/GIS 57%
55%V
53%

52%
0 0l
48%

*small sample size. Results should be interpreted with caution. . ) ) )
Q20a. Using a 5-point scale where 1 is very difficult and 5 is very easy, how easy or difficult was it to follow up with Service Canada about |:| Significantly higher than total \ Significantly higher/lower &

81 your application? :
Base: Clients who followed-up before receiving a decision (n=1293) I:l Significantly lower than total than previous wave



Ease of Follow-up

EASE OF FOLLOW-UP WITH SERVICE CANADA

B 5 - Strongly agree

I Rated4 [ Rated3 [ Rated2 [ 1 - Strongly disagree % RATED 4 OR 5

2017-18 2019-20 2020-21 2021-22

E f foll ith Servi

82 Q20a. Using a 5-point scale where 1 was very difficult and 5 was very easy, how easy or difficult was it to follow up with Service Canada about your application? AV tShigll:llifif’:gcitcl))lljshi\?vgsrellower
Base: Clients who followed up (n=1293) P



Changes That Would Have Improved Follow-up Experience: Overall

* Among the 37% of clients who followed-up with Service Canada before receiving a decision, quicker assistance by phone would have improved the experience the
most, followed by clearer information on the status of their application and real-time support through an online chat with a Service Canada representative.

» CPP-D clients were more likely to identify quicker assistance by phone as the change that would have improved their experience the most, while SIN clients were
more likely to want clearer information on the status of their application.

CHANGES TO IMPROVE FOLLOW-UP EXPERIENCE

Quicker to get assistance by phone 53% 56% 48% | 60%] |35%| 48%
Clearer information on the sta;lljospl(i)éa)&ci)éjrz 230 23% 19% 26% 19%
With a Service Ganada epresentative 15% 14%  18% 23%  17%
None of the above 8% 7% 8% 4%

" . L ) . ) ) . ) E] Significantly higher than total
83 Q20c. Before you were notified of a decision on your [INSERT ABBREV] application, which of the following changes would have improved your experience in following up the most?
Base: Clients who followed-up before receiving a decision (n=1293) I:l Significantly lower than total
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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 service 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 —or- the variable asked among a larger sample size was kept).

+ Compared to 2020-21, the strength of the drivers’ analysis has remained consistent (R2 of 0.70 compared to 0.69).

AWARE
Understand the information about [PROGRAM]
Find out what information you need to provide when applying for [PROGRAM]

Figure out if you were eligible for benefits/ SIN card

Find information about [PROGRAM]

Find out the steps to apply

Find the information you needed within a reasonable amount of time

APPLY

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

Completing the form

Putting together the information you needed to apply for [PROGRAM]
Ease of registering for/ signing into your My Service Canada Account

FOLLOW-UP
Ease of follow-up

OTHER VARIABLES
Received/ Denied Benefit

EASE

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

Overall, it was easy for you to apply for PROGRAM]?

You needed to explain your situation only once

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

EFFECTIVENESS

The amount of time it took was reasonable

It was easy to get help when you needed it

You received consistent information

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

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

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

EMOTION

Service Canada specialized call centre phone representatives were helpful
Service Canada representatives that you dealt with in person were helpful

1 800 O-Canada phone representatives were helpful

The Service Canada phone representatives that called you back after you completed an online form
were helpful

You were confident that any issues or problems would have been easily resolved
You were confident that your personal information was protected

You travelled a reasonable distance to access the service

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



Summary: Drivers of Satisfaction — Overall
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The top driver of satisfaction in the service experience was the timeliness of service and took on increased importance this year. The
helpfulness of call centre representatives remains among the most prominent drivers but was less impactful than last year, while the
helpfulness of in-person representatives, whether the application was approved or denied and confidence in the issue resolution
process have taken on increased importance in driving satisfaction.

* The primary driver of satisfaction in the service experience was by far whether the timeliness of the client journey was considered
reasonable. The helpfulness of Service Canada specialized call centre reps was a prominent secondary driver, followed by the helpfulness of
in-person reps, the ease of follow-up and whether the application was approved or denied.

The greatest opportunity for potential improvement for Service Canada clientele as a whole was in improving the timeliness of
service.

* 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 against these attributes.

» The resulting analysis found that most common area for potential improvement was improving the timeliness of service. Areas of secondary
importance for improvement included the ease of follow-up and to a lesser extent confidence in the issue resolution process.

» The helpfulness of Service Canada call centre reps and in-person reps are currently prominent strengths and areas that should be protected.



Summary: Drivers of Satisfaction — El Program
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El Clients

Whether EIl clients considered the timeliness of the client journey reasonable was by far the top driver of satisfaction. Prominent
secondary drivers included the ease of registering for MSCA, receiving consistent information, clarity of the issue resolution
process and helpfulness of Service Canada in-person reps.

The greatest opportunity to improve the service experience for El clients were in improving the timeliness of service. Areas of secondary
importance for improvement included the ease of registering for MSCA, the ease follow-up and the ease of getting help on the application.

The helpfulness of Service Canada in-person reps, being able to complete the application in a reasonable amount of time and being provided
service in a way that protected them during the pandemic were prominent strengths this year and areas that should be protected.

The timeliness of service increased in importance and became the top driver of satisfaction this year. The ease of registering for MSCA,

receiving consistent information, clarity of the issue resolution process and the helpfulness of Service Canada in-person reps also took on
increased importance.



Summary: Drivers of Satisfaction — CPP Program
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CPP Clients

Top drivers included: the helpfulness of Service Canada call centre phone representatives and the ease of registering for MSCA.
Prominent secondary drivers of satisfaction included the clarity of the issue resolution process, the ease of gathering the
information needed to apply and needing to explain your situation only once.

The greatest opportunities to improve the service experience for CPP clients are improving the ease of registering for MSCA, clarity of the
issue resolution process, the ease of follow-up and for clients to have to explain their situation to SC staff only once.

The helpfulness of Service Canada call centre reps and to a lesser extent the ease of understanding requirements of the application and the
ease of figuring out eligibility represented prominent strengths and areas that should be protected.

The top driver has remained consistent this year while the ease of registering for MSCA, the clarity of the issue resolution process and the
ease of gathering the information needed to apply also took on increased importance in driving satisfaction.



Summary: Drivers of Satisfaction — CPP-D Program
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CPP-D Clients

Top drivers included: the ease of follow-up and the helpfulness of Service Canada call centre phone reps. Prominent secondary
drivers of satisfaction included being able to find the information they needed (when learning about the program) in a reasonable
amount of time, the ease of understanding information about the program, and whether the application was approved or denied.

The greatest opportunities to improve the service experience for CPP-D clients were in improving the ease of follow-up and the helpfulness of
call centre representatives.

Areas of secondary importance for improvement included the ease of understanding information about the program, timeliness of service,
being able to find the information they needed (when learning about the program) in a reasonable time, ease of finding info on the program
and the clarity of the issue resolution process.

Access to service in a language they would understand and to a lesser extent being provided service in a way that protected them during the
pandemic were relative strengths this year and areas that should be protected.

The ease of follow-up has increased in importance this year and become the top driver of satisfaction. Being able to find the information they
needed when learning about the program in a reasonable amount of time and the ease of understanding information about the program also
took on increased importance in driving satisfaction.



Summary: Drivers of Satisfaction — SIN Program
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SIN Clients

Top driver was the amount of time it took from start to finish was reasonable. Prominent secondary drivers of satisfaction included
being able to complete the application in a reasonable time and the helpfulness of Service Canada in-person reps.

The greatest opportunities to improve the service experience for SIN clients were in reducing the distance clients travelled to access service
and improving the ease of getting help on their application.

The timeliness of service in particular represented a key strength this year and an area that should be protected. Being able to complete the

application in a reasonable time, the helpfulness of Service Canada in-person reps, ease of finding out the steps to apply, confidence in issue
resolution, being provided service in a way that protected them during the pandemic, ease of applying and ease of finding information on the

program were also areas of relatively stronger performance and should also be protected.

The timeliness of service has increased in importance this year and become the top driver of satisfaction. Being able to complete the
application in a reasonable amount of time, the ease of finding out the steps to apply and being provided service in a way that protected their
health during the pandemic also took on increased importance in driving satisfaction.



Summary: Drivers of Satisfaction — OAS/GIS Program
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OAS/GIS Clients

Top drivers included: the amount of time it took from start to finish was reasonable and the ease of figuring out eligibility for
benefits. Prominent secondary drivers of satisfaction included the ease of finding out the steps to apply and the ease of follow-up.

The greatest opportunities to improve the service experience for OAS/GIS clients were in improving the timeliness of service, the ease of
figuring out eligibility, the ease of finding out the steps to apply and the ease of follow-up. Secondary areas for improvement included the
ease of understanding information about the program, the ease of finding what information is needed when applying and the ease of deciding
the best age to start their pension.

Being able to access service in a language clients understand, the ease of applying and the helpfulness of Service Canada call centre reps
represent relative strengths and areas that should be protected.

The top driver remained consistent this year while the ease of figuring out eligibility, finding out the steps to apply, follow-up and
understanding information about the program took on increased importance in driving satisfaction.



Drivers of Satisfaction: Overall

 The primary driver of satisfaction in the service experience was the amount of time it took from start to finish was reasonable. The helpfulness of Service Canada
specialized call centre reps was a prominent secondary driver, followed by the helpfulness of in-person reps, the ease of follow-up and whether the application was

approved or denied.
Compared to 2020-21, the top two most important drivers remained consistent, however timeliness of service took on increased importance. The helpfulness of

Service Canada in-person reps, whether the application was approved or denied and confidence in the issue resolution process have also taken on increased

importance in driving satisfaction.
» The strength of the drivers’ analysis has remained consistent compared to 2020-21 (R2 of 0.70 compared to 0.69).

The amount of time it took, from start to finish, was reasonable I ( 315
Service Canada specialized call centre phone representatives were helpful [ NI 0.161
Service Canada representatives that you dealt with in person were helpful [ NNIIIININING@EEEEEE 0.096
How easy or difficult was it to follow up with Service Canada about your application [ IIIIINING@EEEEE 0.005
GRANTED/ DENIED I 0.091
You were confident that any issues or problems would have been easily resolved I B 0.075
You were able to find the information you needed within a reasonable amount of time | IINEEEEE 0.060
You were able to complete the application in a reasonable amount of time | I 0.056
Find out the steps to apply [ 0.050
You were provided service in a way that protected your health and safety during the pandemic | IIIIIINEEE 0.049
Overall, it was easy for you to apply for[PROGRAM ABBREV] I 0.045
It was clear what to do if you had a problem or question | Il 0.044
Putting together the information you needed to apply for [PROGRAM ABBREV] I 0.043
You travelled a reasonable distance to access the service | IIIIIIIIIE 0.040
Throughout the process it was clear what would happen next and when it would happen | IIIIIIIEE 0.038
You were able to move smoothly through all of the steps |l 0.035
Find information about [PROGRAM ABBREV] Il 0.031
Completing the application form [l 0.029
It was easy to get help when you needed it [Illl 0.016
How easy or difficult was it to register for your My Service Canada Account [lll 0.013
Figure out if you are eligible for benefits/ SIN card Il 0.011
Find out what information you need to provide when applying for[PROGRAM ABBREV] Il 0.011
Getting help on your application when you needed it [ll 0.009
You needed to explain your situation only once ll 0.005
Understanding the requirements of the application | 0.004
You received consistent information l| 0.004
Understand the information about [PROGRAM] B 0.004
It was easy to access service in a language you could speak and understand well | 0.003
You were confident that your personal information was protected | 0.003 R2 = 0.70 E

92 You were provided with service in your choice of English or French | 0.002



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 PROTECT / REINFORCE
Driver/component has more ©) B Driver 1 Driver/component has more
impact on satisfaction, and its T _ impact on satisfaction, and its
performance score was lower W Driver 2 performance score was higher
relative to other drivers/ w _ relative to other drivers/
components. Focus on S Driver3 ® components. This was a
improving your performance in <§E strength which needs to be
this area. o protected.

<

o4

o
IMPROVE SECONDARY/ s MAINTAIN
BE AWARE E Driver/component was not as
Driver/component was not as < impactful as other drivers/
impactful and it has a lower o Driver 4 m components and performance
performance score relative to = scores were high.
other drivers/ components. o

§ IMPROVE SECONDARY MAINTAIN
LOWER HIGHER
PERFORMANCE

93




Overall Priority Matrix: Impact vs. Performance

+ The greatest opportunities to improve the service experience for Service Canada clientele as a whole are improving the timeliness of service. Areas of secondary
importance for improvement include the ease of follow-up and to a lesser extent confidence in the issue resolution process.

» The helpfulness of Service Canada call centre reps and in-person reps are prominent strengths and areas that should be protected.
» Note: aspects of service that had an impact of 0.03 or lower were not included in the analysis below given their limited impact on satisfaction.
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Drivers of Satisfaction: El Clients

« The primary driver of satisfaction in the service experience for El clients was the amount of time it took from start to finish was reasonable. Secondary drivers of
satisfaction included the ease of registering for MSCA, receiving consistent information, clarity of the issue resolution process and helpfulness of Service Canada
in-person reps.

+ Compared to 2020-21, the timeliness of service has increased in importance and became the top driver of satisfaction. The ease of registering for MSCA,
receiving consistent information, clarity of the issue resolution process and the helpfulness of Service Canada in-person reps have also taken on increased
importance.

» The strength of the drivers’ analysis has remained consistent compared to 2020-21 (R2 of 0.73 compared to 0.72).

The amount of time it took, from start to finish, was reasonable I 0.401
How easy or difficult was it to register for your My Service Canada Account I 0.195
You received consistent information I 0.185
It was clear what to do if you had a problem or question NN 0.185
Service Canada representatives that you dealt with in person were helpful [N 0.175
You needed to explain your situation only once NN 0.161
You were provided service in a way that protected your health and safety during the pandemic I 0.155
How easy or difficult was it to follow up with Service Canada about your application I 0.153
You were able to complete the application in a reasonable amount of time [ NNNIININIGEEEEEEE 0.126
You travelled a reasonable distance to access the service I 0.125
Getting help on your application when you needed it [N 0.105
GRANTED/ DENIED I 0.105
It was easy to get help when you needed it NN 0.086
Putting together the information you needed to apply for [PROGRAM ABBREV] I 0.0384
Find information about PROGRAM ABBREV]| I 0.079
You were able to move smoothly through all of the steps Il I 0.075
Find out what information you need to provide when applying for[PROGRAM ABBREV| I 0.070
You were confident that any issues or problems would have been easily resolved Il 0.066
You were able to find the information you needed within a reasonable amount of time | N 0.064
You were provided with service in your choice of English or French Il 0.046
Understanding the requirements of the application [l 0.042
Figure out if you are eligible for benefits/ SIN card [l 0.034
Service Canada specialized call centre phone representatives were helpful [l 0.027

It was easy to access service in a language you could speak and understand well Il 0.023

Find out the steps to apply Il 0.022

You were confident that your personal information was protected Il 0.021

Understand the information about [PROGRAM] [l 0.017 2
Throughout the process it was clear what would happen next and when it would happen Il 0.015 R“=0.73
Overall, it was easy for you to apply for [PROGRAM ABBREV] ll 0.007

Completing the application form | 0.004 &
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Overall Priority Matrix: Impact vs. Performance — El Clients

« The greatest opportunity to improve the service experience for El clients is in improving the timeliness of service. Areas of secondary importance for improvement
include the ease of registering for MSCA, the ease follow-up and the ease of getting help on the application.

* The helpfulness of Service Canada in-person reps, being able to complete the application in a reasonable amount of time and being provided service in a way that
protected them during the pandemic are prominent strengths this year and areas that should be protected.

* Note: aspects of service that had an impact of 0.03 or lower were not included in the analysis below given their limited impact on satisfaction.
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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 and the
ease of registering for MSCA. Secondary drivers of satisfaction included the clarity of the issue resolution process, ease of gathering the information needed to
apply and needing to explain your situation only once.

« Compared to 2020-21, the top driver has remained consistent while ease of registering for MSCA, clarity of the issue resolution process and ease of gathering
the information needed to apply have taken on increased importance in driving satisfaction.

» The strength of the drivers’ analysis has increased compared to 2020-21 (R2 of 0.93 compared to 0.62).

Service Canada specialized call centre phone representatives were helpful [ INNRNRENEBEEEl 2.469
How easy or difficult was it to register for your My Service Canada Account [N 1897
It was clear what to do if you had a problem or question [N NRREEEE 1143
Putting together the information you needed to apply for [PROGRAM ABBREV| I 0.008
You needed to explain your situation only once | N NN 0.731
Understanding the requirements of the application [ N NEGNNNE 0.582
How easy or difficult was it to follow up with Service Canada about your application [[INEGg@ 0.477
Throughout the process it was clear what would happen next and when it would happen [ 0.368
Figure out if you are eligible for benefits [N 0.337
Find out what information you need to provide when applying for PROGRAM ABBREV] [l 0.316
You were able to find the information you needed within a reasonable amount of time [ 0.295
You were able to move smoothly through all of the steps [ 0.294
Overall, it was easy for you to apply for [PROGRAM ABBREV] [l 0.278
Understand the information about [PROGRAM] [l 0.253
Getting help on your application when you needed it [l 0.248
The amount of time it took, from start to finish, was reasonable [l 0.227
You were able to complete the application in a reasonable amount of time [l 0.168
You received consistent information [l 0.133
GRANTED/ DENIED ] 0.079
It was easy to access service in a language you could speak and understand well Jl| 0.069
You were confident that any issues or problems would have been easily resolved | 0.036 R?=0.93



Overall Priority Matrix: Impact vs. Performance — CPP Clients

+ The greatest opportunities to improve the service experience for CPP clients are improving the ease of registering for MSCA, clarity of the issue resolution process,
the ease of follow-up and for clients to have to explain their situation to SC staff only once.

* The helpfulness of Service Canada call centre reps and to a lesser extent the ease of understanding requirements of the application and the ease of figuring out
eligibility represent prominent strengths and areas that should be protected.
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Drivers of Satisfaction: CPP-D Clients

+ The primary drivers of satisfaction in the service experience for CPP-D clients were: the ease of follow-up and the helpfulness of Service Canada call centre phone
reps. Secondary drivers of satisfaction included being able to find the information they needed (when learning about the program) in a reasonable amount of time,
ease of understanding information about the program, and whether the application was approved or denied.

« Compared to 2020-21, the ease of follow-up has increased in importance and became the top driver of satisfaction. Being able to find the information they needed
when learning about the program in a reasonable amount of time and the ease of understanding information about the program have also taken on increased
importance in driving satisfaction.

» The strength of the drivers’ analysis has increased compared to 2020-21 (R2 of 0.79 compared to 0.72).

How easy or difficult was it to follow up with Service Canada about your application - 0.328
Service Canada specialized call centre phone representatives were helpful - 02319
You were able to find the information you needed within a reasonable amount of time I 0.187
Understand the information about [PROGRAM] e 0.182
GRANTED/ DENIED e 0.172
The amount of time it took, from start to finish, was reasonable IS 0172
Find information about [PROGRAM ABBREV] I 0.141
It was clear what to do if you had a problem or question I 0.131
It was easy to access service in a language you could speak and understand well I 0.128
Completing the application form I 0.101
You were provided service in a way that protected your health and safety during the pandemic IS 0.088
Getting help on your application when you needed it N 0.079
Throughout the process it was clear what would happen next and when it would happen N 0.074
Understanding the requirements of the application NN 0.063
You were confident that your personal information was protected NN 0.060
You were able to complete the application in a reasonable amount of time [N 0.059
Figure out if you are eligible for benefits [N 0.054
Find out the steps to apply NN 0.054
You were confident that any issues or problems would have been easily resolved N 0.051
Overall, it was easy for you to apply for[PROGRAM ABBREV]| N 0.049
Find out what information you need to provide when applying for[PROGRAM ABBREV] I 0.042
You were able to move smoothly through all of the steps [N 0.040
It was easy to get help when you needed it [ 0.038
You received consistent information [N 0.036
You were provided with service in your choice of English or French [l 0.024 R?=0.79
Putting together the information you needed to apply for[PROGRAM ABBREV] Il 0.021

You needed to explain your situation only once Il 0.010 a
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Overall Priority Matrix: Impact vs. Performance — CPP-D Clients

* The greatest opportunities to improve the service experience for CPP-D clients are improving the ease of follow-up and the helpfulness of call centre representatives.

* Areas of secondary importance for improvement include ease of understanding information about the program, timeliness of service, being able to find the
information they needed (when learning about the program) in a reasonable time, ease of finding info on the program and the clarity of the issue resolution process.

» Access to service in a language they would understand and to a lesser extent being provided service in a way that protected them during the pandemic are relative
strengths this year and areas that should be protected.

Note: aspects of service that had an impact of 0.03 or lower were not included in the analysis below given their limited impact on satisfaction.
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Drivers of Satisfaction: SIN Clients

+ The primary driver of satisfaction in the service experience for SIN clients was the amount of time it took from start to finish was reasonable. Secondary drivers
of satisfaction included being able to complete the application in a reasonable time and the helpfulness of Service Canada in-person reps, followed by the ease
of finding out the steps to apply, being provided service in a way that protected their health during COVID-19 and confidence in the issue resolution process.

+ Compared to 2020-21, the timeliness of service has increased in importance and became the top driver of satisfaction. Being able to complete the application in
a reasonable amount of time, the ease of finding out the steps to apply and being provided service in a way that protected their health during the pandemic have
also taken on increased importance in driving satisfaction.

» The strength of the drivers’ analysis has decreased compared to 2020-21 but remains strong (R2 of 0.61 compared to 0.72).

The amount of time it took, from start to finish, was reasonable I 0.229
You were able to complete the application in a reasonable amount of time I 0.154
Service Canada representatives that you dealt with in person were helpful I 0.152
Find out the steps to apply NI 0.132
You were provided service in a way that protected your health and safety during the pandemic I 0.129
You were confident that any issues or problems would have been easily resolved NN 0.124
Overall, it was easy for you to apply for [ABBREV] IS 0.114
Find information about [INSERT ABBREV] I 0.106
Throughout the process it was clear what would happen next and when it would happen IS 0.091
Putting together the information you needed to apply for INSERT ABBREV] IS 0.089
Understand the information about [PROGRAM] I 0.074
It was easy to get help when you needed it NI 0.072
You were able to move smoothly through all of the steps I 0.070
You were able to find the information you needed within a reasonable amount of time NI 0.068
You travelled a reasonable distance to access the service I 0.054
Find out what information you need to provide when applying for [INSERT ABBREV] I 0.051
Completing the application form NI 0.044

You received consistent information NN 0.037

You were confident that your personal information was protected [ 0.035

It was easy to access service in a language you could speak and understand well I 0.035

It was clear what to do if you had a problem or question I 0.022
Getting help on your application when you needed it I 0.020
Understanding the requirements of the application Il 0.016
You needed to explain your situation only once Il 0.009
Figure out if you are eligible for SIN card lll 0.006

101 You were provided with service in your choice of English or French | 0.001 &

R?=0.61



Overall Priority Matrix: Impact vs. Performance — SIN Clients

* The greatest opportunities to improve the service experience for SIN clients are reducing the distance clients must travel to access service and improving the ease of

102

getting help on their application.

The timeliness of service in particular represents a prominent strength this year and an area that should be protected. Being able to complete the application in a

reasonable time, the helpfulness of Service Canada in-person reps, ease of finding out the steps to apply, confidence in issue resolution, being provided service in a
way that protected them during the pandemic, ease of applying and ease of finding information on the program are also areas of relatively stronger performance and
should also be protected. Note: aspects of service that had an impact of 0.03 or lower were not included in the analysis below given their limited impact on

satisfaction.
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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 and the ease
of figuring out eligibility for benefits. Secondary drivers of satisfaction included the ease of finding out the steps to apply and the ease of follow-up.

« Compared to 2020-21, the top driver has remained consistent while the ease of figuring out eligibility, finding out the steps to apply, follow-up and understanding
information about the program have taken on increased importance in driving satisfaction.

» The strength of the drivers’ analysis has declined compared to 2020-21 but remains strong (R2 of 0.71 compared to 0.80).

The amount of time it took, from start to finish, was reasonable I 0.245
Figure out if you are eligible for benefits [ I 0.222
Find out the steps to apply I, 0.191
How easy or difficult was it to follow up with Service Canada about your application [ IIIINININGEGEGEGEEEEEENEEEEEEN 0.184
Understand the information about [PROGRAM] GGG 0.158
Understanding the requirements of the application [ NG 0.158
Find out what information you need to provide when applying for[PROGRAM ABBREV| IIIINGNGNNNNNEEEEEEEEE 0.149
It was easy to access service in a language you could speak and understand well [ INNNINININININGEEEENEEEEEEEEEEEEE 0.140
Decide the best age to start your pension [IIIINGEGEEEENNENEENEEEEEEEEEEGEGEGEGEGEGEGE 0.133
Throughout the process it was clear what would happen next and when it would happen [IIIINGGEGEEEENEEEEEEEEGEGEGEGE 0.128
You received consistent information [ NG 0.128
Getting help on your application when you needed it I R O.1190
Overall, it was easy for you to apply for [PROGRAM ABBREV] IIINGGGEENEEEEEEEEE 0.112
You were able to move smoothly through all of the steps [ INNENGIGININININI""TEN 0.112
It was easy to get help when you needed it [ INRNREREGINIGEGEGEGGEEN 0.102
You needed to explain your situation only once I 0.035
you were able to find the information you needed within a reasonable amount of time | N RN 0.031
Find information about [INSERT ABBREV] IIIININGgoS 0.067
Service Canada specialized call centre phone representatives were helpful [ N I 0.060
You were confident that any issues or problems would have been easily resolved [ IIIIIEEGEEE 0.059
Completing the application form NI 0.057
You were provided service in a way that protected your health and safety during the pandemic [l 0.028
It was clear what to do if you had a problem or question |l 0.023
103 Putting together the information you needed to apply for PROGRAM ABBREV] Il 0.016 &

R?=0.71



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

+ The greatest opportunities to improve the service experience for OAS/GIS clients are improving the timeliness of service, the ease of figuring out eligibility, the ease
of finding out the steps to apply and the ease of follow-up. Secondary areas for improvement include the ease of understanding information about the program, the
ease of finding what information is needed when applying and the ease of deciding the best age to start their pension.

* Being able to access service in a language clients understand, the ease of applying and the helpfulness of Service Canada specialized call centre reps represent
relative strengths and areas that should be protected.

* Note: aspects of service that had an impact of 0.03 or lower were not included in the analysis below given their limited impact on satisfaction.
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Impact of Outcome on Satisfaction

» The proportion of EI and CPP-D who were granted benefits decreased compared to 2020-21.

« Satisfaction among El clients who were either approved or denied a benefit decreased year over year. The vast majority of CPP clients, half of El clients and four in
ten CPP-D clients who were denied benefits were satisfied with their experience.

% RATING SATISFACTION AS 4 0OR 5

2017-18 2018-19 2019-20 2020-21  2021-22 2017-18  2018-19  2019-20 2020-21  2021-22 2017-18  2018-19 2019-20 2020-21  2021-22
(n=703) (n=1098) (n=701) (n=1162) (n=987) (n=652) (n=788) (n=389) (n=752) (n=768) (n=658) (n=766) (n=417) (n=692) (n=761)
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~100" °v 43Y e 4 00y 43%
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= Denied = Denied = Denied
% APPROVED/DENIED IN THE SURVEY SAMPLE
2017-18  2018-19  2019-20  2020-21  2021-22 2017-18  2018-19  2019-20  2020-21  2021-22 2017-18 2018-19 2019-20 2020-21 2021-22
(n=703) (n=1098) (n=701) (n=1162) (n=987) (n=652) (n=788) (n=389) (n=752) (n=768) (n=658) (n=766) (n=417) (n=692) (n=761)
0 98%p===9 8%/ =0 7 )/y == O § 0/y=—==-0 50,
0 0
m o o
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—Approved —Approved 40% 39% /47%—46%= 48% ¥
= Denied —Denied == Approved
19% 0
12%=——12%~—50———10%A 204 204 3%, A%, 4% — Denied
Note: Clients who were denied benefit were present in the administrative databases of El, CPP and CPP-D, but not other programs.
Note: Clients are asked specifically to assess the service delivery, not whether the application was approved or denied. While granted/denied is a driver of satisfaction, it
must be remembered that approval is based on legislation. . o o o ) ) Significantly higher/lower
105 Q38a. Again thinking about the overall service from getting information about [INSERT ABBREV] to receiving a decision. How satisfied were you with the service you AV g y Nig

received from Service Canada related to your [insert abbrev] application? Please use a 5-point scale, where 1 means very dissatisfied, and 5 means very satisfied.

than previous wave



SERVICE LEVELS
AND CHANNEL USE

sssss



SELF-SERVICE
AND
ASSISTANCE

sssss



Change in Multiple Channel Use Over Time

« Overall, multiple channel use among clients was generally consistent with 2020-21 levels. Clients were statistically more likely to utilize in-person service or assisted
self-service during the entire client journey compared to 2020-21, while fewer used self-service only.

» Use of in-person service remained considerably lower than in 2019-20 or earlier but was utilized slightly more than self-service only. Assisted self-service has
continued to see gradual increases in usage year-over-year.

» Six percent utilized the touchless person-to-person service, while five percent were auto-enrolled only and one percent used mail only. The balance of clients (8%),
indicated either using no channels throughout their experience or did not fit a defined level of service. This figure is stable with the previous year.

Multiple Channel Use definitions were mutually

exclusive paths that track the client journey. The MULTIPLE CHANNEL USE CHANGES - TRENDING

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.

rhlgglgesgﬁtﬁ éh)?:tgthe definitions used are based on 2017-18 2019-20 2020-21 2021-22 "NOTE ON MULTIPLE 7}

, _ (n=4001) (n=2431) (n=4200) (n=4200) i CHANNEL USE: !
* In-Person: If a respondent goes into a Service i !
Canada centre at any stage of their journey, ——In-Person at Any } There was a select number of
they were considered to have used the “in Stage + clients who either did not |
person” service level. 9 0 62% i indicate a channel at all !
. 60% i stages or do not fit into any of
» Self-Service Only: These respondents use ' the defined service levels. The |
online offerings including the Government of - Self-Service Only | proportion of these !
Canada website and their My Service Canada ! respondents as a part of the :
Account. They engage online at all stages. | total sample was: :
+ Assisted Self-Service: These respondents use _ | !
an on(Ijinebor rt’qail, but also cobntact Serfvicr(]a —Assisted Self- ! 2021-22 - 8% :
Canada by phone, or a combination of phone Service ! 91 _ RO :
and online or mail throughout their journey. 34% 33% A ! 2020-21 - 6% :
« Auto-Enroll Only: These respondents were 30%><31% v | 2019-20 - 6% !
auto-enrolled in their program/benefit and made Auto-Enroll Only | 0 :
no additional contact with Service Canada. ! 2017-18 — 10% !
* Mail Only: These respondents only contact 19— 77
Service Canada by mail at every stage, making ——Mail Only 17% 0
no use of the online, in person, or telephone __13% 15% A
services. 6% 10%=— .
» Touchless Person-to-Person: These . / 7% 6%
respondents used an online application and had ~ ===Touchless Person- %0 A0 4% 5%
a service interaction with eServiceCanada at to-Person 0% 1% 1% 1%

any point (no in-person at any point).

Significantly higher/lower
108 AV than previous wave



Service Levels by Stage in the Client Journey: Overall

+ Clients were most likely to have used self-service only at the aware and apply stages and assisted self-service at the follow-up stage.

« Compared to 2020-21, the in-person service level remained generally consistent, though more have used in-person service at the apply and follow-up stages. Clients
were also more likely to have used assisted-self-service at the apply stage and less likely to have used self-service only compared to the previous wave. Fewer used
touchless person-to-person at the follow-up stage.

AWARE i APPLY i FOLLOW-UP
a—n-Person 2017-18 2019-20 2020-21 2021-22 2017-18 2019-20 2020-21 2021-22 2017-18 2019-20 2020-21 2021-22
(n=4001) (n=2431) (n=4200) (n=4200) 5 (n=4001)  (n=2431) (n=4200) (n=4200) ; (n=1303)  (n=842)  (n=1208)  (n=1293)
- Self-Service | 0
Only 5 53% 0
s 1% _
A44% | 46% 'V
—Assisted Self- 0 : :
Service 42% . : E A1%om——10%
3506  ~35%  36%—o/%
e AUtO-E N0 i i 30%
| 0 0 | 0
Only i 29% 29% 25%A i 240, 26%—"
19% | 22% 0 19% A
= Mail Only 18Yy=———=197%0 E i 0
° | | 15% 14%4130/
: 0 0 : 0 0 (i
6% 8% 7% | 59 20;0 /1620//0A - 109—11 A/lg,%/m
- ] OUChless A/ —— — () — E 704 0 0 0 E 0
Person-to- 20% or 30, 4%;4%_—4/5%\'_4% | 1% 2%_____3% 2%
0% ’ 1% 2% | 0% 3% 3% 3% | 0%=———0% 1% "1% v
| I ]
\ LA \ 4 o,
- - Proportion who completed the client journey | - - Proportion who used high-touch service (in- |
using only self-service (without assistance by person and may have used other channels) at
phone or in-person): 43% of all clients some point in the client journey: 18% of all clients :
Percentages 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
Blotte: In 2018—19tttl;1(=é %harrniltausg question was asked once at the beginning of the survey and pertaining to the apply stage. Caution should be used in making comparisons
etween years a . R .
109 Base: Totyal aware; Tot:ﬁl)lpa);)ply;g Total follow-up AV {‘.Sh'gﬂ Ig(r:g\?itcl)%g |\9Vg¢\3/glower @



Service Levels by Stage in the Client Journey: El

» El clients were most likely to have used self-service only at the aware and apply stages and assisted self-service at the follow-up stage.

+ Compared to 2020-21, El clients were more likely to have used assisted self-service at the apply stage and less likely to have used self-service only. EI clients were
also more likely to have used in-person service at the follow-up stage compared to last year and less likely to have used touchless person-to-person.

AWARE ; APPLY i FOLLOW-UP
2017-18 2019-20 2020-21 2021-22 2017-18 2019-20 2020-21 2021-22 2017-18 2019-20 2020-21 2021-22
= |n-Person (n=703) (n=701)  (n=1162)  (n=987) g (n=703) (n=701)  (n=1162)  (n=987) g (n=343) (n=340) (n=169) (n=450)
74%
Self-Service | —~~
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_ 35%=———34% § 34% § 35% __—35%
e Mail Only /28% 30%
| 19% oA
12% 11% : 17%4A 17% 17%
—Touchless 9% _——10%—==11% : ~———sy 6% %) | 10%
Person-to- % 4% 0 | ° 20—————5% | 3%
Person 1% 1%—4_1%53 Yo | 00 0% g 0% | 00 1% O —] 0/
% : 0 0% 0 ! 0 1%
0% 0% 0% 5 s 0%V
| |
N\ L \ N\ Ll |
- - Proportion who completed the client journey ! - - Proportion who used high-touch service (in- !
using only self-service (without assistance by | person and may have used other channels) at !
phone or in-person): 43% of El clients some point in the client journey: 18% of El clients |
Percentages may not add to 100% due to rounding and not all clients choosing to follow-up.
Ble(:)tt\/(\e/ietlannz%lﬁ_slgttt};wee %harrniltausg question was asked once at the beginning of the survey and pertaining to the apply stage. Caution should be used in making comparisons o .
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Service Levels by Stage in the Client Journey: CPP

+ CPP clients were most likely to have used self-service only at the aware and apply stages, while an equal proportion used self-service only, assisted self-service or
in-person service at the follow-up stage.

« Compared to 2020-21, CPP clients were more likely to have used in-person service at all stages of the client journey and were also more likely to have used mail
only at the aware stage.

AWARE APPLY FOLLOW-UP
2017-18 2019-20 2020-21 2021-22 2017-18 2019-20 2020-21 2021-22 2017-18 2019-20 2020-21 2021-22
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- - Proportion who completed the client journey ! - - Proportion who used high-touch service (in-person |
using only self-service (without assistance by | and may have used other channels) at some point |
phone or in-person): 31% of CPP clients in the client journey: 25% of CPP clients
Percentages may not add to 100% due to rounding and not all clients choosing to follow-up.
Ble(:)tt\/(\e/ietlannz%lﬁ_slgttt};wee %harrniltausg question was asked once at the beginning of the survey and pertaining to the apply stage. Caution should be used in making comparisons o .
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Service Levels by Stage in the Client Journey: CPP-D

+ CPP-D clients were most likely to have used self-service only at the aware stage, mail only at the apply stage and assisted self-service at the follow-up stage.

« Compared to 2020-21, CPP-D clients were more likely to have used mail only at the aware stage and less likely to have used self-service only or touchless person-
to-person. Service levels at the apply and follow-up stages remained consistent with last year.

AWARE APPLY FOLLOW-UP
2017-18  2019-20  2020-21  2021-22 | 2017-18  2019-20  2020-21  2021-22 | 2017-18  2019-20  2020-21  2021-22
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| T41%
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- - Proportion who completed the client journey ! - - Proportion who used high-touch service (in-person
using only self-service (without assistance by | and may have used other channels) at some point
phone or in-person): 5% of CPP-D clients in the client journey: 21% of CPP-D clients !

Percentages 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. ignifi Iv higher/l
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Service Levels by Stage in the Client Journey: SIN

* SIN clients were most likely to have used in-person at all stages of the client journey and in-particular at the apply stage.

« Compared to 2020-21, SIN clients were more likely to have utilized in-person at the apply stage, while use of all other service levels remained consistent across all
stages of the client journey.

AWARE APPLY FOLLOW-UP
; 2020-21 2021-22 ;

2020-21 2021-22 i ‘ ‘ i 2020-21 2021-22
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Percerétages n|1ay ?ot add to 100% dtéefto éoundling and not all clients cf&oosingdtf? follow-up. el
Note: Service levels were not reported for SIN clients in previous years due to differences In service delivery. inifi ;
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Serwce Levels by Stage in the Client Journey: OAS/GIS

The largest proportion of OAS/GIS clients were auto-enrolled and did not engage in the aware or apply stage. Non auto-enrolled clients were most likely to use self-
serwce_only at the aware stage, while use of self-service only and mail only were most common at the apply stage. Among those who followed up, an equal
proportion used self-service only, assisted self-service or in-person service most often.

« Compared to 2020-21, the proportion of clients auto-enrolled increased which meant more OAS/GIS clients overall did not engage in the aware or apply stages.
OASIGIS clients were more likely to have used assisted self-service at the apply stage and less likely to have used mail only or touchless person-to-person, while
use of in-person and self-service only increased at the follow- up stage.

AWARE ; APPLY FOLLOW-UP

——|n-Person 2017-18  2019-20  2020-21  2021-22 2017-18  2019-20  2020-21  2021-22 2017-18  2019-20  2020-21  2021-22
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\ LA L N\ Y S .
- - Proportion who completed the client journey | - - Proportion who used high-touch service (in-person | Auto enroll: 58%
using only self-service (without assistance by | and may have used other channels) at some point | N s e i A
phone or in-person): 9% of OAS/GIS clients in the client journey: 13% of OAS/GIS clients . 0

Percentages 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
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Proactive Communication with CPP-D Clients (Reported)

+ Just over half (53%) of CPP-D clients reported receiving a call from Service Canada to discuss their application status and next steps prior to receiving a decision,

higher than the previous year.
« Satisfaction continued to be considerably higher among CPP-D clients who report being contacted by Service Canada before receiving a decision, compared to

those who were not.

CONTACT WITH SERVICE CANADA PRIOR TO DECISION

N 2019-20

=No - -
= Don’t know (n=692) (n=417)

A Service Canada representative called to discuss your
application status and the next steps
(CPP-D Clients n=761)

A 47% 54%

SATISFACTION AMONG CLIENTS WHO WERE CONTACTED BY SERVICE CANADA

2021-22 % RATED 4 OR 5
2020-21 2019-20

= Contacted
= Not Contacted

A Service Canada representative called to discuss your _ 70% 2% 60%
application status and the next steps
54% 46%

Q20bx. Before you received a decision about your application to [PROGRAM ABBREV], did ... ianifi :
115 Base: CPP-D or El Clients (n=varies) AV tsﬁagﬂlgfg\r;i%?\?vgsglower




Proactive Communication with El Clients (Reported)

* Three in ten (28%) EI clients reported receiving a letter, email, or telephone call from Service Canada about their application status prior to receiving a decision,
consistent with 2020-21.

» For El clients, contact by Service Canada did not make a significant difference in their satisfaction and overall satisfaction ratings have decreased among both
groups compared to 2020-21.

CONTACT WITH SERVICE CANADA PRIOR TO DECISION

% YES
4§> @] 2020-21 2019-20
“ mYes
= No (n=1162)
= Don’'t know

A Service Canada representative contact you about
your application status by email, letter or telephone call 28% Wi 27% n/a
(El Clients n=987)

SATISFACTION AMONG CLIENTS WHO WERE CONTACTED BY SERVICE CANADA
% RATED 4 OR 5

Atz er 2020-21 2019-20

= Contacted
= Not Contacted

Q20bx. Before you received a decision about your application to [PROGRAM ABBREV], did ... AV Significantly higher/lower @

A Service Canada representative contact you about
your application status by email, letter or telephone call
(El Clients n=987)

116 Base: CPP-D or El Clients (n=varies) than previous wave



CHANNEL USE
BY STAGE AND
PROGRAM

sssss



Channel Use: Overall

 Across all stages of the client journey, nearly eight in ten (77%) clients used the online channel at some point, while one-third used in-person (33%) and slightly
fewer telephone (31%). Two in ten (21%) used mail and around one in ten (13%) eServiceCanada at some point during their client journey.

« Channel use was generally consistent with 2020-21, however there has been a statistically significant increase in the proportion who used the in-person or mail
channels.

OVERALL CHANNEL USE - TRENDING

2017-18 2019-20 2020-21 2021-22
(n=4001) (n=2431) (n=4200) (n=4200)

| N-Person

—0Online 78% 77%
—Te|ephone 660//0 62%/

59% 60%
—\alil
= cServiceCanada 30% 33% A
20% 32% 30%‘31%
18% 17% 19% ek
13% 13%

Q1a. Which of the following did you use to find out about [PROGRAM] or [PROGRAM ABBREV] before you applied? Did you ...
Q9bx Thinking back to when you actually applied for [IF NOT SIN INSERT [PROGRAM ABBREV] benefits], [IF SIN INSERT: a SIN number], which of the following methods did you
use when (éogwpleting and s#bmitting your abpplication’? Did you ... g g [ : I
Q18. How did you contact the government before you were notified of a decision on your [PROGRAM ABBREV] application? Was it ... i ;
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Channel Use by Stage: Overall

+ Online was the most used channel at the aware and apply stages and telephone at the follow-up stage.

+ Compared to 2020-21, channel use remained very consistent across all stages of the client journey. Use of the in-person channel increased at the apply and follow-
up stages but stayed generally in line with the lower usage observed last year compared to 2019-20 or earlier.

= n-Person

a—— ONline

- Telephone

— VA

AWARE

2017-18  2019-20  2020-21  2021-22
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APPLY

2017-18  2019-20  2020-21  2021-22
(n=3405)  (n=1989) (n=3046) (n=3709)

72% 72%———T72%
59%
48%
37%
0ph
- N4gp—27%
L4%~13% 13%____14%
T —10% 11% 12%
55

Q1a. Which of the following did you use to find out about [PROGRAM] or [PROGRAM ABBREV] before you applied? Did you ...
Q9bx Thinking back to when you actually applied for [IF NOT SIN INSERT [PROGRAM ABBREV] benefits], [IF SIN INSERT: a SIN number], which of the following methods did you

use when completing and submitting your application? Did you ...

Q18. How did you contact the government before you were notified of a decision on your PROGRAM ABBREV] application? Was it ...

Base: All respondents (n=4200)

FOLLOW-UP

2017-18  2019-20  2020-21  2021-22
(n=1296)  (n=842)  (n=1208) (n=1293)

0,

68% 68% 70% 3%

56% 56%
P T
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24 /02 0

15% 15% 19%

0% 13% 11%

Significantly higher/lower
AV than previous wave



Channel Use at Aware Stage: by Program

+ Clients of all programs were most likely to have used online government sources to find out about the program they were applying for. El clients continued to be more
likely to use the online channel compared to all clients, whereas clients of all other programs were less likely. Telephone use was higher among CPP, CPP-D and

OAS/GIS clients, while SIN clients were significantly more likely to use in-person service.
* Compared to 2020-21, channel use at the aware stage remained very consistent across each program. OAS/GIS clients were more likely to have gone online during

the aware stage.

TOTAL El CPP
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Channel Use at Apply Stage: by Program

 EI, CPP and OAS/GIS clients were most likely to have used the online channel at the apply stage, while CPP-D were most likely to have used mail and SIN clients
in-person. El clients were more likely to have used the online channel compared to all clients, EI and CPP-D clients the telephone channel, and CPP, CPP-D and
OAS/GIS clients the mail channel. SIN clients were significantly more likely to use in-person service compared to all clients.

+ Compared to 2020-21, channel use at the apply stage remained very consistent across each program. Compared to 2020-21, SIN and CPP clients were more likely
to have used the in-person channel, while OAS/GIS clients were more likely to have used the online channel.
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Channel Use at Follow-Up Stage: by Program

+ Clients of all programs were most likely to have used the telephone channel at the follow-up stage. El clients were more likely to have used the telephone channel
compared to all clients and CPP, CPP-D, SIN and OAS/GIS clients the mail channel. SIN clients were also more likely to have used the in-person channel or
eServiceCanada.

« Compared to 2020-21, channel use at the follow-up stage remained very consistent across each program. Compared to 2020-21, EI and CPP clients were more
likely to have used the in-person channel, while El clients were also more likely to have used the telephone channel.
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Qualitative Insights on
Channel Preferences

Participants’ choice of service channel is dependent on the
nature of the intended service interaction.

Service channel preference varied and was highly
dependent on the context of the service need and the
program. Some participants said they had no service
channel preference, saying that their choice of channel
depended on the nature of the service interaction.

In other words, these clients select the service channel that,
in their view, is best suited to the service interaction. This
suggests a potential need to reconsider future service
channel design and/or improvements from the perspective
of function. For example, if clients prefer to use Service
Canada’s website for quick access to things like application
forms, these forms should be made more clearly accessible
from the landing page of the website. If clients are asking
for resolutions to specific questions over the phone, agents
should be able to access client files or previous call logs to
maximize the likelihood the question can be addressed in
one transaction.

124

| would prefer real-time support, because if
you get the information as soon as possible, |
can make a decision quicker, because | don’t
want to stay in lines or wait for my thing
online for a few times. I’d rather | get on a
personal level with a person giving me
Information, and he can just give me
information based on my needs. - SIN

It’s in person, and that’s much better to have a
reaction on things. Because sometimes, doing
things without the face-to-face, you don’t feel

comfortable not seeing the person, especially

filling out your information. — GIS

Send an e-mail, like just send an e-mail and
say like, ‘Hey, we’re missing this, we were
wondering if you could reach out to your
employer’, or vice versa. — El



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. Among those who used
online first, clients were more likely to have used phone as a second channel at the follow-up stage and to a lesser extent the apply and awareness stage.

+ Compared to 2020-21, use of the online channel remained consistent across all points of contact.

20201 AWARE APPLY FOLLOW-UP
2019-20
([ Phone ) [ Online ) [ In-Person ) ([ Phone ) [ Online ) [ In-Person ) ([ Phone ) [ Online ) [ In-Person )
FIRST 4% 56% 14% A 3% 66% 22% A 42% 38% 6% A
CHANNEL 5% 57% 12% 3% 68% 19% 42% 37% 4%
5% 42% 28% 2% 41% 49% 36% 39% 18%
U Joo\ U Joo\ U Joo\
( Phone ) » ( In-Person ) ( Phone ) » ( In-Person ) ( Phone ) » ( In-Person )
11% 8% 13% 4% 51% 4%
SECOND 12% 10% 11% 3% 44% 4%
CHANNEL 12% 19% 12% 11% 49% 15%
[ In-Person ¢ )( Phone In-Person ¢ )( Phone In-Person ¢ »( Phone
14% 11% 6% 18% 11% 15%
THIRD 9% 9% 8% 16% 12% 18%
CHANNEL 21% 7% 16% 18% 18% 13%
125 Base: All respondents, base may vary by statement AV Significantly higher/lower
Questions 1a, 2, 3, 9bx, 10x, 11X, 18, 19a, 19b

than previous wave



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 the least used as a first point of contact at the follow-u

. : : : : P
stage. Among those who used in-person first, clients were more likely to have used online as a second channel at the aware stage and to a lesser extent the apply
stage, while phone was the most common second channel used for follow-up.

« Compared to 2020-21, clients were more likely to have used the in-person channel as a first point of contact at all stages.

202021 AWARE APPLY FOLLOW-UP
2019-20 ([ Phone ) [ In-Person ) [ Online ) ([ Phone ) [ In-Person ) [ Online ) ([ Phone ) [ In-Person ) ([ Online )
FIRST 4% 14%A 56% 3% 22%A 66% 42% 6%A 38%
CHANNEL 5% 12% 57% 3% 19% 68% 42% 4% 37%
5% 28% 42% 2% 49% 41% 36% 18% 39%
U Joo\ U Joo\ U Joo\e
[ Phone | ¢ » ([ Online ) [ Phone ) » [ Online ) [ Phone ) » ([ Online )
4% 25% 3% 8% 30% 15%
SECOND 7% 22% 2% 8% 23% 27%
CHANNEL 4% 16% 4% 6% 39% 18%
[ Online ¢ )( Phone Online ¢ )( Phone Online ¢ »( Phone
6% 10% 2% 9% 8% 10%
THIRD 7% 6% 1% 9% 4% 16%
CHANNEL 5% 17% 3% 21% 7% 11%
126 Base: All respondents, base may vary by statement AV Significantly higher/lower
Questions 1a, 2, 3, 9bx, 10x, 11X, 18, 19a, 19b

than previous wave




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.

« Compared to 2020-21, use of telephone as the first point of contact remained consistent across all stages. Among those who used telephone first at the aware and
follow-up stages, clients were less likely to use online as a second channel and more likely at the follow-up stage. Use of in-person increased as a second or third

channel at the aware and follow-up stages.

2021-22 AWARE APPLY FOLLOW-UP
2020-21
2019-20 SN SN N SN TN SN SN TN SN
Online Phone In-Person Online Phone In-Person Online Phone In-Person
FIRST 56% 4% 14% A 66% 3% 22%A 38% 42% 6% A
CHANNEL 57% 5% 12% 68% 3% 19% 37% 42% 4%
42% 5% 28% 41% 2% 49% 39% 36% 18%
U Joo\ U Joo\ U Joo\
[ Online ) [ In-Person ) [ Online ) ( In-Person ) [ Online ) » ( In-Person )
33%V 21% A 42% 11% 23% A 11% A
SECOND 44% 11% 41% 9% 14% 6%
CHANNEL 16% 30% 29% 27% 22% 25%
( In-Person ¢ d(  Online In-Person »( Online In-Person ¢ )  Online
6% 10% 6% 7% 10% A 19%
THIRD 5% 5% 5% 5% 2% 21%
CHANNEL 6% 5% 14% 4% 10% 6%
127 Base: All respondents, base may vary by statement I I AV Significantly higher/lower

Questions 1a, 2, 3, 9bx, 10x, 11x, 18, 19a, 19b than previous wave



Multiple Channel Use Proportions

+ Overall, more than four in ten clients used one channel during their client journey, followed by three in ten who used two, just over one in ten who used three and 7%
who used 4 or more. SIN clients were more likely to have used only one channel, OAS/GIS clients no channels (due to auto-enrolled clients who did not use any
service channel) while CPP-D were more likely to have used three or more channels.

« Compared to 2020-21, EI clients were less likely to have used one channel, while CPP-D clients were more likely to have used three channels and OAS/GIS clients
no channels.

PROPORTIONS OVERALL AND BY PROGRAM — TRENDING

I Nochannel [ 1channel I 2channels [ 3channels 4+ channels

2021-22 (n=4200) 7%
TOTAL 202021 (n=4200) 6%

2021-22 (n=087[ 1} 43% 8%
202021 (n=1162) 49% 6%

sor1.22 v-75%) 42% 35% 6%
PP 202021 (=752 53 7%

oy 2R20T 26% A
2 a0 o) 20% 10%

o 2022 n-ers) R 50% 7%
2020-21 (n=749) 45% 7%

SRR 00 00 8% a | 0 2% |  ionw | 8% K
OAS/GIS (=509 4870 A 8% EA
2020-21 (n=845) S 4%

E] Significantly higher than total AV Significantly higher/lower
Base: All respondents (n=4200) I:l Significantly lower than total than previous wave

El
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Impact of Multiple Channel Use

» Clients who utilized two or more channels had lower overall satisfaction with their service experience compared to all clients, while those who used one channel had
higher satisfaction.

+ Compared to 2020-21, satisfaction has declined by a statistically significant margin among all groups except for those who used 3 channels.

SATISFACTION BY NUMBER OF CHANNELS USED - TRENDING

4+ channels v 81%

129 [ significantly higher than total AV Significantly higher/lower
Base: All respondents (n=4200) I:l Significantly lower than total than previous wave



Reason for Follow-Up: Overall

* Relatively more clients followed-up before receiving a decision, compared to last wave (37% vs. 34%). Among those who did, the primary reason was to check on the
status of their application/payment, followed by to provide additional information.

« Compared to 2020-21, clients were more likely to have followed-up to provide additional information or for other reasons.

Check on the status of Provide additional information
your application/payment about your application For any other reason No follow-up
63%V
25%
14% A
I
2020-21 (n=3838) 23% 12% 6% 66%
2019-20 (n=2148) 31% 17% 7% 54%
2017-18 (n=3405) 28% 13% 7% 59%

130 Q17. Before you received a decision, did you contact Service Canada to ... (select all that apply). AV tsr:gﬂiﬁ(r:g\?itcl){;g\?vgsre/lower
Base: Completed an application (n=3740) p



Reason for Follow-up: by Program

« El and CPP-D clients were more likely to have followed-up compared to all clients, while CPP, OAS/GIS and SIN clients were less likely to have done so.
« Compared to last wave, EI and CPP-D clients were more likely to have followed-up, while SIN clients were less likely to have done so.

2017- 2019- 2020- 2021- 2017- 2019- 2020- 2021- 2017- 2019- 2020- 2021- 2017- 2019- 2020- 2021- 2017- 2019- 2020- 2021- 2017- 2019- 2020- 2021-
18 20 21 22 18 20 21 22 18 20 21 22 18 20 21 22 18 20 21 22 18 20 21 22
A

Check on the status of A
your application/payment  28% 31% 23% 25% 39% 41% 28% 17% 15% 17% 34% 40% 29% 32% 29% 10% 11% 25% 20%

Provide additional A A
information aboutyour  13% 17% 12% 14% 16% 21% 13% 10% 8% 9% [9%| 21% 23% 17% 11% 9% 13% [L0%]| 7% 9% 9% |6%
application

A A A A
For any other reason % 7% 6% 8% 9% 9% 7% 6% 5% 4% 8% 11% 6% 6% % 2% 4% 3% 11% 4%
A
No follow-up 59% 54% 66% 63% 46% 47% 62% [B5% 71% 72% 74% 49% 47% 58% 57% 63% 69% 78% 63% 71%

Significantly higher than total ianifi i
131 Q17. Before you received a decision, did you contact Service Canada to ... I:l ’ e AV tsﬁgwfur:gc%{lshl\%gsglower
Base: Completed an application I:l Significantly lower than total P
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Satisfaction by Service Channel: Overall (% Rated 4 or 5)

+ Satisfaction with in-person service remained the highest, followed by eServiceCanada, online, MSCA, specialized call centres, and 1 800 O-Canada.
+ Compared to 2020-21, satisfaction declined across all service channels and stands at historic lows for in-person, MSCA and 1 800 O-Canada. Satisfaction with

online and specialized call centres returned to levels observed in 2019-20.

SATISFACTION WITH SERVICE CHANNELS (% RATED 4 OR 5) — TRENDING

2017-18 2018-19 2019-20 2020-21
89%
=|n-Person 87% 86% 8690
82%
=My Service Canada 79% 79% 7 8% 0w

2021-22

Account 76% 75%7_47 5%\‘7764%20'7

=—0nline 12% 73%

— (2%

69% 72%
=1 800 O-Canada

—Specialized Call Centre# 60%
—ecServiceCanada
In-Person (n=1324) (n=2181) (n=1235)
My Service Canada Account n/a n/a (n=576)
Online (n=1089) (n=2317) (n=1227)
1 800 O-Canada n/a (n=561) (n=221)
Specialized Call Centre* (n=511) I(n=855) (n=642)
eServiceCanada n/a n/a n/a

F Excludes SIN clients
133 Q27. How satisfied were you with the overall quality of service you received from ...
Base: All respondents (n=4200)

(n=1102)
(n=848)
(n=2680)
(n=315)
(n=1208)
(n=455)

AV

70% W
64%
5906V

(n=1226)
(n=603)
(n=2357)
(n=147)
(n=789)
(n=399)

Significantly higher/lower
than previous wave



Satisfaction by Service Channel: Overall

134

Satisfaction with in-person
service remained the highest,
followed by eServiceCanada,
online, MSCA, 1 800 O-Canada
and specialized call centres.

Compared to 2020-21,

SATISFACTION WITH SERVICE CHANNELS - TRENDING

B 5 - Very satisfied

2021-22 (n=1295) 58%V N23% W 2% 3%

I Rated4 [ Rated3 [ Rated2 [ 1 - Very dissatisfied

mpare : 2020-21 (n=1102) 18% 7% 2%
safisiaction declined across all In-Person 201920 (n=1235) 24% 7% 3%
service channels. Notably, fewer
otod their safistaction a & out of 2018-19 (n=2181) 26% 8% 2%
5 for in-person. online, a 2017-18 (n=1324) 21% 8% 2%
specialized call centre, and i _
e%ewiceCanada this year and a My Service  2021-22 (n=904) - 16%  8%AEZI
greater proportion rated their Canada Account  2020-21 (n=848) 31% 16% 5% X%
satisfaction 1 out of 5 (“very 2019-20 (n=576) 30% 16% 5% 1
S alefled yor online and 1 2021:22 (n=2643) 43% V Cmw e awde

' , 2020-21 (n=2680) 31% 15% 4%
Online  2019-20 (n=1227) 32% 17% 5% -1/
2018-19 (n=2317) 36% 14% 4%
2017-18 (n=1089) 32% 13% 4%

2021-22 (n=303) Y7 oo % 11%
1800  2020-21 (n=315) 25% 16% 7% %
O-Canada  2019-20 (n=221) 15% 20% 2 12% |
2018-19 (n=561) 29% 15% 7%
2021-22 (n=1197) 36% V 0 19% 7% EEZAE
Specialized ~ 2020-21 (n=1208) 24% 14% 6%
Call Centre¥  2019-20 (n=642) 24% 17% 12%
2018-19 (n=855) 27% 15% 5%
2017-18 (n=511) 28% 12% 4%:\
: 2021-22 (n=504) 54% V S 22%  11% 3uid
eServiceCanada 550,51 (n-455) 17% 9% 3%

ég%cwgv?/ssgtli,:ﬁce"de rv]vt;re you with the overall quality of service you received from ... AV Significantly higher/lower

Base: All respondents (n=4200)

than previous wave



Satisfaction with Service Channels: by Program

+ Satisfaction with service channels differed by program: CPP-D clients rated their satisfaction with in-person service, specialized call centres, online, and _
eServiceCanada lower compared to all clients, while SIN clients provided higher ratings for in-person, online and MSCA. OAS/GIS and CPP clients rated their

satisfaction with online service lower, while CPP clients rated their satisfaction with 1 800 O-Canada higher.

« Compared to 2020-21, El clients provided lower ratings for their satisfaction with online, specialized call centres and 1 800 O-Canada, CPP and OAS/GIS clients
provided lower ratings for online and SIN clients for in person and 1 800 O-Canada. CPP-D clients provided lower ratings for eServiceCanada and higher ratings for

Base: Completed an application

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

MSCA.
El CPP
—In-Person 2017-18  2018-19  2019-20  2020-21  2021-22 2017-18  2018-19  2019-20  2020-21  2021-22
MYy Service Canada Account
——Online 81% | 0% __ 0
85%, 80% 5004 77% o BT 86%me 33 _——86%
——1 800 O-Canada 80% T o L P —m"r T 74% , 80% 80% 76% 814 \76%
! e =7 AT = e o g
— Specialized Call Centre 9% 74%\7 T %= P 74% 76% ; 10/0ﬂ% 74% e T A%
70% \ 70%~_60% = 68% v
—eServiceCanada 62%/ 8% 6395V 0 —
59%
'''''''''''''''''''''''''''''''''''''''''''''''''''''''''''''''' 7. T4 ——
CPP-D SIN OAS/GIS
2017-18 2018-19 2019-20 2020-21 2021-22 2017-18 2018-19 2019-20 2020-21 2021-22 2017-18 2018-19 2019-20 2020-21 2021-22
72%
72%\ _— 2% 9"'-’()/(’—9"'0/0\9O% 9081% — !
68% 88%—— V70899 87% 9
° . 87 Y e
82%"'84% 84%<84% 85% V' 84% 84% 84%
64% 63% 78% 83% 79% 8206 | 79% g7 9% 750 8;%) 77%
61% oo - T6% ;go//o 73% E gg? 2 73%
59% 589 66%*V | 65% 66% 67%
/ \ i 64% 61% /660 v
53% 530 65%
*small sample size. Results should be interpreted with caution.
135 — Q17. Before you received a decision, did you contact Service Canada to .

\ 4 Significantly higher/lower
than previous wave



Ease of Navigating Government of Canada Website: Overall

» Clients were most likely to find it easy to find information about the program, find out the steps to apply and find out what information they need to provide when

applying.
« Compared to 2020-21, ratings decreased for the ease of understanding information about the program and being able to find information in a reasonable amount of

time.

% RATED 4 OR 5
Agree able to find

2021-22 the information you
Find out what needed (online, in
o _ _ information you need Understand the  Figure out if you are person or by phone)
Find information Find out the steps to provide when information about  eligible for benefits/ Decide the best age within a reasonable
about [ABBREV] to apply applying for program program SIN card to start your pension amount of time
0
/8% 76% 76% 74%V 74% 74%Y
I I ]
2020-21 78% 77% 77% 78% 76% 66% 78%
2019-20 78% 81% 80% 76% 71% 2% 75%
2017-18 79% 80% 78% 76% 76% n/a 78%
Q6. When you were looking for information about [INSERT ABBREV] on the Government of Canada website, how easy or difficult was it to ...? Please use a scale of 1 to 5,
where 1 was very difficult and 5 was very easy, how would you rate
o3 How ansvﬁeémg el di that ble to find the informati ded (online, i by phone) withi bl t of time? P
7. How muc 0 you agree or aisagree that you were aple to 1in e Information you needead (online, In person or one) within a reasonable amount of time: ease use a PR f
136 Scale of 1to 5, vvheyre 1 \%las disagreg stronglyyand 5 was agree strongly. / b P AV E’Hgn'f'can-tly hlghere/Iower
Base= All respondents (n= 2729) an previous wav



Ease of Navigating Government of Canada Website: by Program

+ SIN clients were more likely to provide high ratings for all aspects of their experience on the Government of Canada website compared to all clients, while CPP-D
clients were less likely. El clients were less likely to feel it was easy to find and understand information about the program and to figure out eligibility. OAS/GIS clients
were less likely to understand information about the program and to feel it was easy to find out what information they need to apply.

« Compared to 2020-21, EI, CPP-D and OAS/GIS clients were less likely to provide high ratings for the ease of understanding information about the program, CPP-D
clients also provided lower ratings for the ease of finding information about the program and finding out what information they need to apply. CPP clients were less
likely to be able to find the information they needed (online, in person or by phone) in a reasonable amount of time.

% RATED 4 OR 5

Find information about [PROGRAM
ABBREV]

Understand the information about
program

Find out the steps to apply

Find out what information need to
provide when applying for program

Figure out if you are eligible for
benefits/SIN card

Decide the best age to start your
pension

Agree able to find the information
you needed (online, in person or by
phone) within a reasonable amount
of time

2017-
18

78%

76%

80%

78%

75%

78%

2019-
20

78%

76%

81%

80%

71%

72%

75%

2020-
21

78%

78%

7%

7%

76%

66%

78%

2021-
22

78%

v
74%

76%

76%

74%

64%

v
74%

2017-
18

78%

75%

80%

76%

72%

77%

2019-
20

7%

72%

82%

80%

66%

70%

2020- 2021- 2017-
21 22 18

74% 76%
75% 73%
74% 74% 78%
75% 74% 78%

73% 79%

73% 76%

2019-
20

82%

84%

81%

81%

83%

72%

81%

2020-
21

76%

76%

7%

78%

80%

64%

79%

2021-
22

76%

73%

73%

74%

81%

63%

v
72%

2017-
18

58%

52%

62%

57%

43%

58%

Q6. When you were looking for information about [INSERT ABBREV] on the Government of Canada website, how easy or difficult was it
to ...? Please use a scale of 1 to 5, where 1 was very difficult and 5 was very easy, how would you rate...?
Base: All answering (n=varies)

Q7. How much do you agree or disagree that you were able to find the information you needed (online, in person or by phone) within a
137 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=4200)

2019-
20

57%

48%

58%

55%

39%

53%

2020- 2021- 2017-
21 22 18

63% 85%
60% 84%
60% 83%
62% 84%

46% 80%

61% 83%

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

2019-
20

81%

86%

81%

81%

81%

80%

2020-
21

86%

86%

85%

83%

82%

87%

2021-
22

87%

87%

82%

84%

84%

83%

2017-
18

72%

69%

76%

75%

72%

2%

2019-
20

76%

82%

76%

83%

84%

74%

80%

than previous wave

2020- 2021-
21 22

75% 72%

84%

80% 72%

72%
82% 73%

71% 67%

76% 71%

AV Significantly higher/lower &



Ease of Using Government of Canada Website

EASE OF NAVIGATING GOVERNMENT OF CANADA WEBSITE

% RATED 4 OR 5

B 5-Veryeasy [ Rated4 [l Rated3 [l Rated2 [ 1 - Very difficult 2017-18 2019-20 2020-21 F2021°22

Find out what information you
s I N ED . o
Understand the information
DS ek e e vew e ey
e R WS i |
Beneiit 50 75%  71%  76% = 74%
; 42% 5%
pension - 72%  66% = 64%

Q6. When you were looking for information about on the Government of Canada website, how easy or difficult was it to...? Please use a scale of 1 to 5, where 1 was very

P Significantly higher/lower
138 difficult and 5 was very easy, how would you rate...? AV ;
Base: All answering (n=varies) than previous wave



Reported Increased Ease Provided by Digital Services

« Just under eight in ten clients agreed that being able to complete steps online made the process easier, consistent with last year. El clients were more likely to agree
compared to all clients, while CPP, OAS/GIS and CPP-D clients were less likely.

* Results were consistent with 2020-21.

BEING ABLE TO COMPLETE STEPS ONLINE MADE THE PROCESS EASIER FOR YOU (% RATED 4 OR 5) — TRENDING

2017-18 2018-19 2019-20 2020-21 2021-22
) 87%. 250
——TOTAL 82% 84% 82% 80% 185%)
74% 75% 78%
oo 6299 &
—cPpP 520 — 77 —52%
e CPP-D 38% 36% 370 40% 40%
29% 31%=
= OAS/GIS
TOTAL (n=3043) (n=3073) (n=1741) (n=3566) (n=2920)
El (n=703) (n=1098) (n=701) (n=1162) (n=987)
CPP (n=652) (n=788) (n=389) (n=752) (n=768)
CPP-D (n=658) (n=766) (n=417) (n=692) (n=761)
OAS/GIS (n=712) (n=421) (n=234) (n=442) (n=404)

Q36b. Thinking about the overall service you received, from getting information about [INSERT ABBREV] to receiving a decision, how much Significantly higher than total P .
139 do you agree or disagree with the following statements, using a 5-point scale (where 1 means strongly disagree, and 5 means strongly I:l g vy \4 ?Hgﬂlflggcig{lshl\%gsglower
agree)? |:| Significantly lower than total P



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.
» Results were consistent with 2020-21.

ABLE TO FIND INFORMATION ON GOVERNMENT OF CANADA WEBSITE (% YES) — TRENDING

2021-22

(n=2014)

92%

61%

2017-18 2019-20 2020-21
(n=1419) (n=949) (n=2016)
—93%
86% 86%—
=—YES (NET)
=Y es, completel
p y 60%
=Y es, somewhat
33%

Note: In waves prior to 2020-21, response options included Yes or No only.
Q4. Did you get what you wanted from the Government of Canada website when you were looking for information on [INSERT ABBREV]

140 before you applied?
Base: All respondents (n=4200)

31%

Significantly higher/lower
AV than previous wave



Ease When Applying: Overall

» A majority (81%) of clients agreed they were able to complete the application in a reasonable amount of time.
» Clients were most likely to find it easy to complete the application form (82%) and understand the requirement of the application (82%).

% RATED 4 OR 5

2021-22 Ag?_ree able to complete
appli

cation in a reasonable
amount of time

81%

2020-21 (n=3797) 83%
2019-20 (n=2431) 84%
2017-18 (n=3405) 82%

Completing the
application form

82%

84%
81%
83%

Understanding the

Putting together the

Getting help on your

requirements of the information you needed to  application when you

application apply for [ABBREV]

82% 80%

83% 82%
80% 79%
81% 78%

12. How much do you agree or disagree that you were able to complete the application in a 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=3795)
141

Base: All answering (n=varies)

Q13. On a scale of 1 to 5 where 1 was very difficult and 5 was very easy, how would you rate the following when you were applying for [INSERT ABBREV]? How about ...?

AV

needed it

64%

65%
n/a
n/a

Significantly higher/lower
than previous wave



Ease When Applying: by Program

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 it
easy to put together the information they needed to apply or to find it easy to get help when needed, CPP clients were less likely to feel it was easy to get help when
needed, while OAS/GIS clients were less likely to feel it was easy to gather the information required, complete the application form and get help when needed.

« Compared to 2020-21, El clients were less likely to find it easy to gather the information required. CPP clients were less likely to find it easy to understand the
requirements, while OAS/GIS clients provided lower ratings for the ease of understanding the requirements of the application and getting help when needed. SIN
clients provided lower ratings for being able to complete the application in a reasonable amount of time.

% RATED 4 OR 5 2017- 2019- 2020- 2021- 2017- 2019- 2020- 2021- 2017- 2019- 2020- 2021- 2017- 2019- 2020- 2021- 2017- 2019- 2020- 2021- 2017- 2019- 2020- 2021-
18 20 21 22 18 20 21 22 18 20 21 22 18 20 21 22 18 20 21 22 18 20 21 22

Agree able to complete application g, g0, g394 8196 8296 83% 82% 81% 82% 83% 80% 81% 56% 55% 59% [57%] 85% 87% 88% [849%| 81% 89% 83% 79%

Completing the application form  83% 81% 84% 82% 81% 82% 84% 81% 81% 82% 81% 80% 53% 50% 50% [53%] 88% - 89%[00%] 78% 85% 76%
derstandind the requirements of g105 80% 83% 829 79% 78% 79% 80% 79% 80% 85% 8199 52% 53% 54% [54%)] 89% 85% 90% [89%] 75% 83% 85% 79%

Putting together the information

you needed to apply \f/c]Jr 78% 79% 82% 80% 75% 75% 81%[779 77% 82% 81% 78% 46% 43% 44% 87% 86% 88% 75% 79% 77%

V%ﬁg%ngomehpegggg y application nfa nla 65% 64% n/a nla 58%[58%| n/a n/a 63%[59% n/a nia 45% [48%| n/a nia 78%[78%| n/a n/a 61% 5493

Q12. How much do you agree or disagree that you were able to complete the application in a reasonable amount of time? (Please use a

scale of 1 to 5, where 1 was disagree strongly and 5 was agree strongly.)
Q13. On a scale of 1 to 5 where 1 was very difficult and 5 was very easy, how would you rate the following when you were applying for Significantly higher than total P :
142 [INSERT ABBREV]? How about ...? [ sio v \ 4 ?,;gg'f'ﬁgcig{,g'yvgsg'Owef

Base: All respondents (n=3795) I:l Significantly lower than total P



Online Application Completion

EASE OF APPLICATION

% RATED 4 OR 5

2017-18 2019-20 2020-21 2021-22

B 1 - Very difficult

B 5-Veryeasy [ Rated4 [l Rated3 [l Rated?2

g EEE N ] - o o o
] e N
s I - -
B 5-sStronglyagree [ Rated4 [ Rated3 [ Rated2 [l 1 - Strongly disagree

You were able to complete the
amount of time (n=3795)

Q13. On a scale of 1 to 5 where 1 was very difficult and 5 was very easy, how would you rate the following when you were applying for [[INSERT ABBREV]?
Base: Completed an application (n=varies) Note: Completing form excludes SIN clients. ) &

i i ?
Q12. How much do you agree or disagree that you were able to complete the application in a reasonable amount of time? (Please use a scale of 1 to 5, where 1 was AV Significantly higher/lower

143 disagree strongly and 5 was agree strongly.)
Base: All respondents than previous wave



Use of Online Chatbot on Canada.ca

* One in ten (10%) clients used the online chat on the Canada.ca website. CPP-D and OAS/GIS clients were less likely to have used the chat compared to all clients.
» Of those who used the chat, six in ten agreed it was helpful. SIN clients were more likely to feel the online chat was helpful.

% USED ONLINE CHATBOT HELPFULNESS OF ONLINE CHATBOT
El - 9% % RATING 4 OR 5
B 5-strongly agree [ Rated 4 Rated 3 Rated 2 [l 1 - Strongly disagree I Don’t know El CPP CPP-D SIN OGAIE/
CPP-D - 5%

Q14d. Did you use the online chat on the Canada.ca website (also called Virtual assistant) at any point during the process of getting information about [INSERT
PROGRAM] and completing and submitting the application form?
Base: All respondents (n=3795)

144 Q14e. How much do you agree or disagree that the online chat on the Canada.ca website was helpful? [_] significantly higher than total
Base: Those who used the online chat (n=327) |:| Significantly lower than total



Ease of Application Process: 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 just over half, fewer found it was easy for them to get help on their application when they needed it.

* Year over year, CPP-Retirement (CPP-RTR) clients were more likely to feel they were able to complete the application in a reasonable amount of time.

SATISFACTION WITH SERVICE CHANNELS - TRENDING

% RATING 4 OR 5
B 5-veryeasy W Rated4 [ Rated3 2017-18  2019-20 2020-21 2021-22

oveer TS W T 6% 6% os%  oo%

Undersanding the requremerts </ [ TR 3 0% %] S9%  s% 3% 8%
(0] ea Ication

PPN v TS | 24% | Al 4l 8% 87% 0% 8%

overa |7 S 5 M vz 0 ]
Putting together the information - 0
needed to apply D 9% 3% 4%
cee-RTR [ 279

Getting help on your application ~ ©veral __- L n/a 5% Rl
snenyou ecseds = T o156 1% 6% BUAMMECT e ne S S
cer-RTR [ 16% 0 14% 3o L nfa  nla  56%  49%

B 5-Stronglyagree M Rated4 [ Rated3 [ Rated2 [ 1 - Strongly disagree

Able 0 complete the applcation  overo | T %NS, so%  s0% 67 8o%
in a reasonable amount of time

- 7 S 2T 0% AT 87% 9%  87%  85%

ceerTR [ | 81% ] 10% 2 87%  85%  77%  87%A

Q12. How much do you agree or disagree that you were able to complete the application in a reasonable amount of time? (Please use a scale of 1 to 5, where 1 was disagree @

B Don't know

[ Rated2 [ 1 - Very difficult

82% 84% 85%  82%
83% 83% 84%  81%
84% 88% 84%  86%

strongly and 5 was agree strongly.) n ) ) AV Significantly higher/lower
145 Q13. On a scale of 1 to 5 where 1 was very difficult and 5 was very easy, how would you rate the following when you were applying for [[INSERT ABBREV]? How about ...? than previous wave
Base: Self-service clients- Overall (n=932), El (n=394), CPP-RTR (n=214)



Qualitative Insights on
My Service Canada
Account (MSCA)

Most participants who signed up for MSCA were satisfied
with the experience, describing it as easy, following step by
step instructions provided during the process. Having to
receive a PAC via mail was viewed as simple, though a few
didn’t like having to wait. Some did not recall the registration
process itself but assumed it must have been
straightforward because they don’t remember having
experienced any issues.

Several participants had registered their MSCA account
years ago when they were submitting an application for
another benefit. Among them, a few encountered
challenges when attempting to sign in after some time.
Their issues included not recalling the password and/or
security question answers required to sign in; having to
keep track of many different passwords and security
guestions across websites and services can be
cumbersome to manage; or trying to sign in after several
years but finding themselves locked out and deeming it too
much hassle to register again.

146

It was fairly simple. | understand
they have to do the access code
thing, but | wish it was a little bit
quicker, easier way than having to
wait for it to come in the mail.

— CPPD

When | registered, | got it in the
mail... it was a little daunting. Just
the idea of having to wait for an
access code after getting through.
Also, originally, | tried one of their
methods which used a bank
acg%unt, and that didn’t work.

- Gl



Use of My Service Canada Account (MSCA): Overall

* Overall, nearly seven in ten clients (68%) used MSCA. Just under half (46%) used their MSCA which they had registered for in the past, two in ten (22%) registered
and used their MSCA for the first time, and 6% tried unsuccessfully to register for their MSCA.

+ Compared to 2020-21, more clients reported using their MSCA which they had registered for in the past or that they tried unsuccessfully to register for their MSCA,
fewer registered and used their MSCA for the first time.

USE OF MSCA
Used your MSCA which
you had registerd for Register and use your Try unsuccessfully to
Used MSCA (NET) in the past MSCA for the first time register for your MSCA None of the above Don’t know
68%
46% A
2206 24%
6%A
2%
. I —
2020-21 (n=3103) 69% 38% 31% 4% 24% 3%
2019-20 (n=2069) 66% 34% 32% 5% 28% 2%

147 Q34aa. At any point in your recent experience with [INSERT ABBREV] did you ...? AV ?gﬂifiga\r)iﬂy hi\gvhsr/lower
Base: All respondents excluding SIN (n=2972) an previous wave



Use of My Service Canada Account (MSCA): by Program

Three-quarters of El clients, seven in ten CPP clients and four in ten CPP-D and OAS/GIS clients used MSCA during their experience. Compared to 2020-21, fewer
CPP or CPP-D clients used MSCA. El clients were more likely to have used their MSCA which they had registered for in the past, while a greater proportion of El and
CPP-D clients tried unsuccessfully to register.

» El clients were more likely to have used their MSCA which they had registered for in the past, CPP were more likely to have used their MSCA for the first time, while
CPP-D clients were more likely to have tried unsuccessfully to register.

2019-20 2020-21 2021-22 2019-20 2020-21 2021-22 2019-20 2020-21 2021-22 2019-20 2020-21 2021-22 2019-20 2020-21 2021-22

Used MSCA (NET) 66% 69% 68% 77% T75% |74%| 50% 77% 719W 39% 48% |4199¥ 32% 43% |43%
o o MSCAwhichyouhadregistered forin 3400 3805 4696h 39%  40% [50%4A 22% 43% 44% 25% 32% [33% 21% 29% [30%
Register and use your MSCA for the first time 320 31% 229Y 38% 35% 24%V 28% 34% [2799¥ 14% 16% | 8%y 11% 14% [13%
Try unsuccessfully to register for your MSCA 5% 4%  6%A 3% 4%  6%A 8% 5% [3%| 5% 4% |9%A 7% 5% 7%
None of the above 28% 24% 24% @ 18% 19% [19%| 38% 14% 229A 53% 44% [46%] 59% 47% [46%
Don't Know 2% 3% 2% 1% 3% 2% 3% 5% 3% 2% 4% |4%| 2% 4% | 4%

Significantly higher than total ignifi i
148 Q34aa. At any point in your recent experience with [INSERT ABBREV] did you ...? I:l g v AV ?Hgﬂlflggcig{lgl\%gsglower
Base: All respondents excluding SIN (n=2972) I:l Significantly lower than total P



Ease of My Service Canada Account (MSCA) Registration: by Program

+ Half of clients found it easy to register for their MSCA, lower than in 2020-21. CPP-D clients felt it was more difficult to register compared to all clients.
+ Compared to 2020-21, El clients were less likely to feel it was easy to register.

EASE OF MSCA REGISTRATION — TRENDING

% RATING 4 OR 5
B 5- Veryeasy I Rated4 [ Rated3 [ Rated2 [l 1- Very difficult TOTAL El CPP CPP-D  OAS/GIS

2020-21 (n=882) 24% 17% 9% 63% 65% 57% 43% 51%
2152008

149 8gﬁggéliiggu?]t%—pomt scale where 1 was very difficult and 5 was very easy, how easy or difficult was it to register for your My Service I:l Significantly higher than total AV Significantly higherflower
Base: Registered or attempted to register for MSCA (n=716) I:I Significantly lower than total than previous wave



Reasons for Low Satisfaction with MSCA Registration

* Among those who rated registering their MSCA as a 1 or 2 out of 5, the most common reasons were that they experienced problems with their personal access code,

problems verifying their identity using their online banking information or problems creating their profile.

* Results were consistent by program.

REASONS FOR RATING OF 1 OR 2

25% of those who Registered or attempted to register for MSCA

Problems with your Personal Access Code
(PAC)

Problems verifying your identity using your
online banking information

Problems creating your profile (such as
entering your SIN, personal information, or
creating security questions)

Problems with your security code (for multi-
factor authentication)

My Service Canada Account was
unavailable

Other reason

None of the above

I

I o

*small sample size. Results should be interpreted with caution.
150 Q34ac. You provided a rating of [Q34ab RATING] out of 5 for registering for your My Service Canada Account. What would you say most contributed to your difficulty registering?
Base: Rating ease of MSCA registration a 1 or 2 (n=213)

=

22%

21%

17%

6%

4%

21%

5%

CPP*

34%

6%

7%

15%

11%

15%

11%

29%

24%

15%

6%

4%

9%

6%

CPP-D | OAS/GIS

14%
13%
19%
11%
9%

30%



Registered for MSCA in a Reasonable Amount of Time

» Six in ten clients who registered or attempted to register for their MSCA agreed that they could do so in a reasonable amount of time
» CPP-D clients were less likely to feel they could register for their MSCA in a reasonable amount of time.

REGISTERED IN REASONABLE AMOUNT OF TIME

0
B 5-Stronglyagree [ Rated4 [ Rated3 [ Rated2 [l 1 - Strongly disagree % RATING 4 OR 5

TOTAL El CPP CPP-D | OAS/GIS

Registering for MSCA took a
reasonable amount of time 35% 14% 60% 60% 64% 37% 60%

Q34ad. How much do you agree or disagree that you were able to register for My Service Canada Account within a reasonable amount of time? (Please |:| Significantly higher than total
151 use a scale of 1 to 5, where 1 is disagree strongly and 5 is agree strongly.)
Base: Registered/tried to register for MSCA (n=716) |:| Significantly lower than total



Ease of Signing into Existing MSCA

» Three-quarters of those with an existing MSCA rated signing into their account as easy, with a majority (53%) saying it was very easy.
+ CPP and CPP-D clients felt it was more difficult to sign in compared to all clients.

EASE OF SIGNING INTO ACCOUNT

0
B 5-Veryeasy [ Rated4 [ Rated3 [ Rated2 [ 1 - Very difficult %6 RATING 4 OR 5

TOTAL El CPP CPP-D | OAS/GIS

Ease of signing into eX|st|ng

) ) ) e ) e . . ) I:l Significantly higher than total
152 Q35a. Using a 5-point scale where 1 is very difficult and 5 is very easy, how easy or difficult was it to sign into your My Service Canada Account?
Base: Had existing MSCA (n=1129)

|:| Significantly lower than total



Reason for Difficulty Signing into MSCA: Overall

« Among those who rated the ease of signing into their MSCA as a 1 or 2 out of 5, the most common reasons were that they forgot their username or password,
followed by MSCA was unavailable, they forgot the answers to their security questions or that their account was locked. One quarter cited other reasons.

* Results were consistent by program.

REASONS FOR RATING OF 1 OR 2
11% of those who had an existing MSCA

= CPP* CPP-D | OAS/GIS**
Forgot your username or password _ 19% 17% 12% 26% -
My Service Canada Account was
Srovaiants TN 150 17% 12% 11% :
Forgot the answers to youcguseesctrorg)sl - 14% 16% 10% 11% )
Your account was locked - 13% 13% 13% 9% -
e oo e st I 7 o W
other reason |G 23% 22% 16% 40% -
None of the above [ 5% 5% 11% - -

153 Q35b. You provided a rating of [Q35A RATING] out of 5 for signing into your My Service Canada Account. What would you say most contributed to your difficulty signing into your account?

*small sample size. Results should be interpreted with caution. **sample sizes too small for reporting.
Base: Rating ease of signing into account 1 or 2 (n=130)



Satisfaction with My Service Canada Account (MSCA)

« Seven in ten clients who used their MSCA said they were satisfied with the overall quality of service they received. Results are consistent by program.

* When looking at results by at-risk group, racialized clients and newcomers were more likely to be highly satisfied, while clients who have restrictions, those who are
e-vulnerable, OLMC, those with a language barrier, non-English or French speakers and those with no devices were less likely.

OVERALL SATISFACTION WITH MSCA (% RATED 4 OR 5)

69%
1%
69%
66%

TOTAL

710%

Q27. How satisfied were you with the overall quality of service you received from your My Service Canada Account? Please use a 5-point scale, where ‘1’ means very

154 dissatisfied and ‘5’ means very satisfied.
Base: (n=904)

AT-RISK CLIENT GROUPS

HIGHER SATISFACTION
(% RATED 4 OR 5)

Racialized clients — 81%
Newcomer — 91%

LOWER SATISFACTION
(% RATED 4 OR 5)

Restrictions to service — 62%
E-Vulnerable — 58%
OLMC - 49%
Language barrier — 49%
Non-English or French speaking — 47%
No devices — 41%

)

@)

|:| Significantly higher than total
|:| 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, consistent with last year. Usage at
the aware stage was higher among those with high school education or less, those with disabilities, e-vulnerable clients, those with only a mobile device and clients

with restrictions.

* Six in ten were satisfied with the quality of service provided through 1 800 O-Canada, lower than last year. Satisfaction was higher among clients living in remote

areas and lower among clients with restrictions compared to all clients who used 1 800 O-Canada.

1 800 O-CANADA CHANNEL USE AND SATISFACTION

SATISFIED
(% RATED 4 OR 5)
CX Survey CX Survey CX Survey
2019-20 2020-21 2021-22
Youth (18 to 30) 79% 79% 47%*V
Seniors (60+) 67% 65% 68%
OoLMC 78% wx *x
i 0, *% *%
Satisfied with N-on E or F Speaking 82%
channel 69% 72%. High school or less 73% 80% 60% V¥V
(% rated 4 or 5) \ oy Indigenous 52% 83%* 56% V
59% Clients with disabilities 70% 48% 51%
Remote 74% 80%*
Urban 71% 71% 57% V
Rural 65% 74% 57% V
- o) 0 0
Used service at E-vulnerable 69% 75% 61% V
awareness Newcomers (3 yrs. or fewer)  83% ** *x
stage 8% o -, Language barrier 8% 31% o
070 5% Mobile only 54%  66%*  67%
No devices 7% 85% 71%*
Clients with restrictions 55% 2% V
Racialized n/a 82% 63%* V¥
155 *small sample size. Results should be interpreted with caution. **sample sizes too small for reporting. I:l S?gn?f?cantly higher than total AV
Q1la. Which of the following did you use to find out about [INSERT PROGRAM] or [INSERT ABBREV] before you applied? Did you ...? I:l Significantly lower than total

Q27. How satisfied were you with the overall quality of service you received from ...?
Base: All respondents (n=varies)

AT-RISK CLIENT GROUPS

5%
9%
3%
3%
7%
8%
11%
6%
7%
9%
11%
3%
19%
5%
19%
8%
n/a

Significantly higher/lower

4%
7%
6%
2%*
7%
6%
7%
7%
6%
5%
9%
3%
12%
13%
11%
7%
6%

than previous wave

% USED AT AWARENESS
STAGE

2019-20 2020-21 2021-22 2019-20 2020-21 2021-22

5%
6%
5%
5%*

8%

7%

10%|A

7%
5%
5%

8%

2%

5%V
8%
10%

7%

5%



eServiceCanada

+ At three-quarters, the majority of clients who used eServiceCanada were satisfied with the overall quality of service received, however ratings declined compared to
last year.

* Among those who used eServiceCanada, more than eight in ten found the process to be easy, while three-quarters found it effective and easy to find information
about the program they were applying for on the Government of Canada website. Just over half felt it was easy to follow up. Compared to 2020-21, ratings for the
ease of follow-up have declined while a greater proportion of eServiceCanada users found it easy to find information on the program.

SATISFACTION WITH OVERALL QUALITY OF SERVICE

(% RATED 4 OR 5) MEASURES OF EASE AND EFFECTIVENESS

30 82% -
° ’ 75% 77%
11% B 1 - Very dissatisfied v
54%
0,
22% Rated 2
% RATED
40R5
202021 2021-22 Rated 3 : -
Ease Effective Ease of Follow-Up Ease of Finding
82% 76%V Information
I Rated 4 Overall, it was You were able to Ease of follow-up Ease of finding
easy for you to move smoothly with Service information about
o apply for through all of the Canada about the program on
B 5- Very satisfied [PROGRAM steps related to application Government of
ABBREV] your [PROGRAM Canada website
ABBREV]
Total application
2020-21 80% 78% 62% 69%
Q27. How satisfied were you with the overall quality of service you received from ...?
Q36b. Thinking about the overall service you received, from getting information about [INSERT ABBREV] to receiving a decision, how much do you agree or disagree with the following
statements, using a 5-point scale where 1 means strongly disagree, and 5 means strongly agree? AV Significantly higher/lower
156 Q20a. Using a 5-point scale where 1 is very difficult and 5 is very easy, how easy or difficult was it to follow up with Service Canada about your application? than previous wave
Q6. When you were looking for information about [INSERT ABBREV] on the Government of Canada website, how easy or difficult was it to ...? Please use a scale of 1 to 5, where 1 is very

difficult and 5 is very easy, how would you rate ...?



Qualitative Insights on
eServiceCanada

Those who had used the online appointment booking tool
eServiceCanada found the service helpful. They received a
call back in two days or less and were able to receive
Immediate support or book appointments for in-person
service if their needs were not resolved over the phone.

Many of the participants were not aware of eServiceCanada
and, after learning about the booking tool, their likelihood to
use it was mixed. Some felt that eServiceCanada would be
preferable to having to wait on the phone to reach a
program call centre representative, while others were
concerned that they would miss the call because it was
unscheduled, or do not see the advantage of using a
booking tool option when they could reach a representative
sooner using the call centre or the office.

157

| would like to add one more thing.
Most of the time, they called during
the day between 9:00 and 10:00 in
the morning. Sometimes, you
might be at work, and you won’t be
able to answer the call, and there is
no way you could call them back,
too. That’s one of the things that |
felt that you have to keep your
phone on yourself if you have
booked for a callback. We didn’t
get a timeframe either, so it’s really
hard if your office doesn't allow
you to use your phone with you,
then it’s a problem. — SIN

| was very fragile. And when she
phoned | totally broke down and
cried. And she was so patient and
it was just amazing. Everything
was taken care of very quickly. ...
during that time it was extremely
important and that woman was
worth her weight in gold. — CPP




In-Person — Overall Satisfaction / Helpfulness / Booked Appointment

* At eight in ten, the vast majority of clients who used the in-person channel were satisfied with the quality of service received, however ratings have declined

compared to last year. Nearly nine in ten felt that Service Canada representatives were helpful, lower than last year, and eight in ten found it easy to get help when
they needed it.

* Roughly three in ten 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, however compared to 2020-21 ratings
have decreased for those who booked an appointment at the apply stage.

SATISFACTION WITH OVERALL QUALITY SERVICE HELPFULNESS (% RATED 4 OR 5)
2020-21 2021-22
5-V —
N satisfgé/ M Rated4 Rated 3 Rated 2 O éiss\a/_ggflied = Service Canada reps that 91%
you dealt with in-person 0 0
% RATED were helpful 88% V¥
40R5
82%
— |t Was easy to get the help ’ 80%
when you needed it
1295, 58% V - 12%39% 81% V¥
BOOKED APPOINTMENT PRIOR TO VISIT (% YES)
2020-21 2021-22
Aware Stage
90%.::::8slsnou--..-unuH::::::87%
87% 84% W
508 are, T Awar(?I Stagl_e (Zo rat5ing
. 0 0 t
(ﬁgﬁo% 68% 18% 7% 3% 86% overall quality 4 or'5)
= Apply Stage

...... Apply Stage (% rating 27% 28%
overall quality 4 or 5)

Note: In-Person satisfaction results do not include the person-to-person touchless service — eServiceCanada.
Q27. How satisfied were you with the overall quality of service you received from...? Base: n=1295

Q36b. Thinking about the overall service you received, from getting information about [INSERT ABBREV] to receiving a decision, how much do you agree or disagree with the I:l Significantly higher than total
following statements, using a 5-point scale (where 1 means strongly disagree, and 5 means strongly agree.) Base: All answering (n=varies) I:l Significantly lower than total
Q1lc. You indicated that you went to a government office before you applied. Did you book an appointment prior to your visit? Base: n=1295

Q9d. You indicated that you went to a government office when completing and submitting your application. Did you book an appointment prior to your visit? Base: Those who went

158 to a government office before applying (n=757) AV Significantly higher/lower g

than previous wave



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

* The proportion of vulnerable

_ | NUMBER OF
groups among in-person clientele INTERVIEWS
varied; with certain groups having

relied more on in-person service. 2021-22

+ Clients with restrictions to
accessing service were more 710
prevalent among those who used

In-person at any stage of the client 1981

journey. The proportion of 156

racialized clients, newcomers,

youth and mobile-only was higher 94

among those who used in-person

at the aware or apply stages. 1476

* E-vulnerable and Indigenous 460

clients were more prevalent

among those who used in-person 935

at the aware and follow-up stages,

while the proportion of several 400

other at-risk groups were higher

among those who followed-up in- 1951

person. 1816
851
531
277
442
217
2065
1121

159
OLMC: Official Language Minority Communities

PROPORTION OF CLIENT

Youth (18 to 30) | 31%
Seniors (60+) |G 27%
oMC B 4%
Non E or F speaking | 2%
High school or less || 31%
Indigenous [} 6%
Clients with disabilities || 8%

Remote || 2%

Urban I 557
Rural | 357
E-vulnerable [l 15%
Newcomers (3 yefg\rsec;; - 18%
Language barrier [} 6%
Mobile only [l 10%
No devices ] 3%
Clients with restrictions ||| [ [ NG 45%
Racialized | NN 37%

AWARE
(n-6ae)  (n=7s7)
41% 40%
20% 19%
6% 4%
4% 2% Vv
31% 31%
10% 9%
7% 9%
3% 3%
65% 590% V¥
32% 35%
18% 21%
26% 33%| A
4% 7%
12% 17%| A
3% 4%
60% 54%| vy
52% 58%)| A

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

\ 4 Significantly higher/lower

than previous wave

APPLY FOLLOW-UP
(=769 (1953  (n-168) (n-241)
47%  |43%| 38% 19%|V¥
18% 15% 21% 26%
7% 4% v % 2% V¥
4% 6% 2% V
26% 26% 37% 40%
10% 7% V¥V  15% 9%
6% 7% 14% 12%
2% 2% 4% 5%
69% 65% 50% A7%
28% 31% 47% 48%
17% 17% 22% 21%
33% 43%|A  21% 9% |V
3% 6% 5% 14%)| A
13% 17%|A  14% 12%
3% 4% 3% 7%
55% 52% 70% 61%[V
60% 65%|(A  49% 30%|V




In-Person Satisfaction by Region (% Rated 4 or 5)

» Overall, 81% of clients who utilized in-person services were satisfied with the service provided, lower than last year.
« Satisfaction ratings were consistent by region; however, satisfaction has declined among clients in the West/Territories compared to last year.

IN-PERSON SATISFACTION

2021-22 81% VY
ATLANTIC
2020-21 86%
2021-22 80%
2019-20 86%

2020-21 88%*
2019-20 88%

WEST/TERRITORIES \

2020-21 89% ONTARIO »
2019-20 85% 2021-22

2021-22 9%V

QUEBEC

83% 2021-22 83%
2020-21 86% 2020-21 83%
2019-20 83% 2019-20 91%

160 Q27. How satisfied were you with the overall quality of service you received from ...

*small sample size. Results should be interpreted with caution.. ] I:l Significantly higher than total AV Significantly higher/lower
2021-22 Base: All respondents (n=1295), Ontario (n=479), Quebec (n=238), West/ Territories (n=467), Atlantic (n=111) I:l Significantly lower than total than previous wave



In-Person and Telephone Experience

+ Nearly nine in ten clients who used in-person services felt that Service Canada representatives were helpful, while roughly three quarters agreed that they travelled a
reasonable distance to access the service. More than eight in ten clients who used telephone services agreed that Service Canada specialized call centre telephone
representatives were helpful. Ratings on all measures have declined compared to last year.

* Notably, clients who were satisfied with their overall experience applying provided higher ratings for the helpfulness of Service Canada in-person and specialized call
centre representatives compared to all clients who used those services, while those who were dissatisfied provided considerably lower ratings.

IN-PERSON AND TELEPHONE EXPERIENCE
% RATED 4 OR 5

, By Overall Satisfaction
[ 5-sStrongly [ Rated 4 Rated3 ! Rated2 [J] 1-Strongly [Jj Not Don’t y
agree disagree applicable know 2019-20 2020-21  2021-22 Rated 4 or 5 Rated 1 or 2

Service (r:]anada ’
representatives that you J
asiys: [ e e > o
helpful
v
You travelled a
reasonable distance to 53% 15% A 594 ! 75% 79% 73%V
access the service I

Z
O
0
h4
LL]
o
<

LU
o ~Service Canada
Sﬁeuahzed call centre ' - -
. 0 0, RIA 0 0 0 0 0

— were helpful
I

Q36b. Thinking about the overall service you received, from getting information about [INSERT ABBREV] to receiving a decision, how

much do you agree or disagree with the following statements, using a 5-point scale (where 1 means strongly disagree, and 5 means Significantly higher than total - .
161 strongly agree)? ) I:l . \ 4 ?Hagr?|2$23ig¥15rll\?vgsglower

Base: All respondents (n=varies) I:l Significantly lower than total



Qualitative Insights on
Service Canada
Representatives

there, it seemed like he went above and
beyond to get me some money, because
I’'ve been out of work, and | wasn’t getting
any money at all. | had no income for over
When asked whether they felt the Service Canada a year... He was very good, that
representative(s) respected them and their time, gentleman. Very helpful. At the office,
most participants said yes, particularly on the they’re all great. Very professional. | had

phone. They felt Service Canada representatives no problem talking to anybody once |
were friendly, made them feel comfortable, took waited in line for a while, but other than

their time to address all questions without rushing t—hlarllt(’jiyeea:'lholus CPPD
them, and were very helpful and informative. 9 '

" Absolutely. The first gentleman | talked to

Absolutely. The person | spoke with was
very helpful. | had to wait a little bit to talk
to somebody, but actually, | was quite
satisfied with the services he provided.

— OAS




Reasons for Low Satisfaction with Specialized Call Centre Service:
Overall

* Among those who reported low satisfaction scores (ratings of 1 to 3 out of 5) for the service provided by specialized call centres, the most common reason was long
wait times, with nearly half feeling it was too long. Other reasons included inconsistent or unclear information or that their questions were not answered.

» Compared to 2020-21, fewer felt the telephone wait times were too long while more clients said they did not like the outcome of the call.

REASONS FOR RATINGOF 1 TO 3
34% of those who used a Specialized Call Centre

2021-22 Service Canada

The telephone wait Inconsistent or unclear Your questions were Did not like the representatives were
times were too long information not answered outcome of the call(s) disrespectful Other (DK/NS)
v
46%
0,
A
7%
| — St
2020-21 (n=315) 54% 23% 5% 1% 0% 23% 3%

Q27a. You provided a rating of [INSERT RATING FOR 'AN [INSERT ABBREV] CALL CENTRE' AT Q27] out of 5 for the service provided by the [INSERT ABBREV] Call Centre. Significantly higher/lower
163 What would you say most contributed to your lower satisfaction with the overall quality of the service you received from the [PROGRAM ABBREV] call centre? AV thgn revio{xs \%ave
Base: Those who provided a rating of 1 to 3/10 on Q27 (n=344) p



Qualitative Insights on
Wait Times

There was concern about wait times and many
experiences of being unable to get in touch with
Service Canada representative(s) when needed —
sometimes across multiple attempts.

Many participants described long wait times to
reach a representative on the phone or long lines
to access service in person as causes of
dissatisfaction, and yet continue to use these
channels to access service.

Some felt that they were treated with respect;
however, their time was not respected as they had
to wait in line or on hold for a long time to get
through to a representative.

Oh yes, they were. Well, not my time because |
was on hold for probably two hours, sometimes
two-and-a-half hours, so you just sat there with
the thing on speaker and try to go in your
business. But | guess, you know, there’s only so
many people up there. | mean, like | said, I've
never had to do that in my life, so I didn’t know
what to expect. So, | guess | accepted that that
was the norm.

— Indigenous, El

The wait time was really long. | struggled on my
lunch break to get a hold of Service Canada,
and then after work as well, just because the
hours of calling are really within the work, a
usual workday. | kind of struggled to find time to
call, and then when I did call, | struggled to
actually get a hold of someone, because the
wait was so long. It was an appeal | made in
September, and then | didn’t actually see
progress until February. And then, I didn’t
actually get payment until March. — El



Reasons for Low Satisfaction with Specialized Call Centre Service:
by Program and Region

* OAS/GIS clients were more likely to cite their questions not being sufficiently answered compared to all clients and were considerably more likely to say this is the
reason for their lower rating compared to 2020-21. EI clients were less likely to mention the telephone wait times being too long compared to last year.

* By region, clients from Quebec were more likely to say their questions were not answered. Compared to 2020-21, clients in the West/Territories were more likely to
say did they not like the outcome of the call while clients in Ontario were more likely to cite inconsistent or unclear information.

REASONS FOR RATING OF 1 TO 3 BY PROGRAM BY REGION

WEST/
TOTAL - CPP-D - OAS/GIS TERRI- ONTARIO QUEBEC | ATLANTIC
TORIES

2020-21 2021-22 2020-21 2021-22 2020-21 2021 22 2020- 21 2021 22 2020-21 2021-22 2020-21 2021-22]2020-21 2021-22 2020-21 2021-22 2020-21 2021-22 2020-21 2021-22

(n=315) (n=344) (n=122) (n=147) (n=38% (n=90 (=29 (n=") (n=36") (n=38%) (n=132) (n=138) (n=79) (n=118) (n=78) (n=65) (n=299) (n=>
The telephone wait times were too long  54% 4(!% 59% 457% S52% 53% 27% 42% - 50% 49%  45% 41% 57% 47% 57/% 53% 75% -
Inconsistent or unclear information 12% 18% 12% 20% 12% 16% 16% 22% 0% - 11% 10%  20% 25% 10% 2?% 8% 12% -
Your questions were not answered 5% 7% 4% 7% 4% 4% 13% 10% 0% = 2% 6% 7% 2% 3% 8% 3% -
Did not like the outcome of the calls 1% 4%/0 206 4% 4% 2% 8% 7% 12% - ) 1% | 2% 7‘% ) 0% i 4% i )
giirr\éigse(égﬂﬁda representatives were 0% 1% i 1% i ) 4% 1% ) ) 20 Bo0e ] - ) 0% ] a0 | 19 )
Other 23% 21% 23% 22% 28% 24% 28% 26% 17% - 34% 16%Y 23% 18% 27% 27% 23% 6% -
Don’t know/not stated 3% 2% 1% 1% _ _ 4% ) ) 204 . A% 2% 4% 29 3% 2% 3% )

*small sample size. Results should be interpreted with caution. **sample sizes too small for reporting.

Q27a. You provided a rating of [INSERT RATING FOR 'AN [INSERT ABBREV] CALL CENTRE' AT Q27] out of 5 for the service provided by

the [INSERT ABBREV] Call Centre. What would you say most contributed to your lower satisfaction with the overall quality of the service you I:l Significantly higher than total Significantly higher/lower
165 received from the [PROGRAM ABBREV] call centre? o AV than previous wave

Base: Those who provided a rating of 1 to 3/10 on Q27 I:l Significantly lower than total
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Clients with Restrictions that Affect Accessing Service: Overall

* Nearly half of all clients felt they had RESTRICTIONS TO ACCESSING SERVICE
restrictions that made it more difficult to access

services.
* The most common type of restriction

experienced pertained to accessing a Service

Canada centre, including being unable to visit

2020-21 2019-20

SC offices during business hours and not living  You are unable to visit Service Canada 18% 17%
in close proximity to a SC Office. during business hours
+ Compared to 2020-21, clients were more likely
to report being unable to visit SC offices during You do not live in close proximity to a _ 15% A 12% 13%
business hours, not living in close proximity to Service Canada office 0
a SC Office, needing assistance from someone
other than SC staff and feeling that the You needed assistance from someone 0 11% 10%
application form was too long or complicated. other than Service Canada staff 14% A
Application form wasé(t;?r(])pllti)crgeodr - 13% A 11% n/a
% YES TO AT LEAST ONE
You could not use the computer in a 99 9% n/a
2021-22 Service Canada Centre 0
You do not own a smart phone - 9% 8% 8%
You do not have access to the internet - 8% 8% 6%
0, 0,
You do not have access to a computer - 8% % 6%
Q45a. Some people experience difficulties applying for [INSERT ABBREV] because of barriers to accessing service. Did you experience difficulties applying for[PROGRAM
ABBREV] because of any of the following reasons...? [INSERT FOR OAS 'AUTO-ENROLLED' AND OAS/GIS 'AUTO-ENROLLED'] Some people experience difficulties because Significantly higher/lower
168 of barriers to accessing service. Do you experience difficulties because of any of the following reasons? AV thlgm cantly higher/iowe
Base: All respondents (n=4200) an previous wave



Qualitative Insights on
Accessibility

Many participants said they did not experience any
service barriers or accessibility concerns with Service
Canada. Most appreciated having options so they
could choose whichever channel was most convenient
or appropriate for them.

The various accessibility concerns that emerged were
related to:

Long wait times and line ups

Concerns by clients with disabilities having to wait
several hours in line.

Indigenous participants who had limited access to
the internet and/or a physical Service Canada office.

Among those who are not technologically savvy or
might not have computer equipment, particularly
seniors — there was a concern that in-person options
are becoming more difficult to access or would be
phased out.

169

But for somebody who has no, or is on limited
income, do they have a computer? Do they have
access to the internet? So, which makes it very
difficult. - OAS/GIS

And then to have to go to Service Canada and wait in
line, you’ve got to go through all the protocols to get
in there. | am a senior citizen, | have physical health
limitations, and you’re causing me a great deal of
suffering. Because | am standing in a lineup that is
very, very slow moving, and then | have to, again,
stand to talk to this employee who then hands me
paperwork and dismisses me. So, | basically went
back to my vehicle in a great deal of pain, frustrated. —
OAS/GIS

The website was brutal. It took hours, it literally took
hours, and | don’t know why. It was very hard to find
what | needed. I didn’t have a service account yet, so |
had to make one. And | found that really confusing
and the instructions were confusing, and there were
all these buttons. But when | would try and enter
something, | got that round circle going round and
round and round and round and round, and then |
would refresh. But if you refreshed, you lost all your
data, you lost everything you had entered till that
point and you had to start all over again. And then
you’re trying to submit and that thing went round and
round and round. It got so bad, like | went and made a
cup of tea, | went and did a few things, came back, it
was still going round and round. — OAS/GIS



Clients with Restrictions that Affect Accessing Service: by Program

» CPP-D clients were more likely to have nearly all restrictions, while OAS/GIS clients were more likely to say they were restricted by the application form being too
long or complicated, not being able to use the computer in a Service Canada Centre, not having access to the internet, not owning a smartphone or not having
access to a computer. CPP clients were more likely to say they were restricted by not owning a smartphone.

« Compared to 2020-21, EI clients were more likely to say they were unable to visit Service Canada during business hours, that they do not live in close proximity to a
Service Canada office or that the application form was too long or complicated. SIN clients were more likely to report they needed assistance from someone other
than Service Canada staff, while OAS/GIS clients were more likely to say the application form was too long or complicated and that they do not have access to the
internet. CPP-D clients were less likely to report having most restrictions.

% YES TO AT LEAST ONE

2021-22

Total
El
CPP
CPP-D
SIN

OAS/GIS
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45%

43%

43%

% YES 2019- 2020- 2021- 2019- 2020- 2021- 2019- 2020- 2021- 2019- 2020- 2021- 2019- 2020- 2021- 2019- 2020- 2021-
0 20 21 22 20 21 22 20 21 22 20 21 22 20 21 22 20 21 22

Lou are ggﬁﬁggggiﬁggeggﬁz 17% 18% 21% 16% 16% 21% 16% 18% 19% 21% 26% 22% 23% 22% 9% 14% [16%
A

rou do not live in close Proximity 1 394 1206 15% 119% 11% 14% 10% 12% 14% 18% 20% [19% 17% 15% 17% 10% 10% 13%
A

You needed assistance from A
séomegne totff]ger than Service 10% 11% 14% 9% 11% 13% 8% 11% 13% 41% 42%|36% 9% 8% 14% 10% 11% 14%
anada Ssta

et A A
o ' as 100 1ong O 10 1106 1306 n/a 119 15% n/a 10% 12% nla 41% B2% n/a 8% nfa 11%

rou could not use fhe COMPUIEr  1/a 9% 9% n/a 9% 10% n/a 9% 11% n/a 24%[I8% nia 7% 7% nla 11%[12%

You do not have access to the
internet

v
You do not own a smart phone 8% 8% 9% 6% 7% 8% 12% 12% 16% 9% 9% 9% 9% 10% 11% [14%

v
6% 8% 8% 7% 6% 7% 8% 11% 8% 9% 15% 9% 4% 9% 8% 10% 8%

You do not have access to a
0 0, 0 0 0, 0 0 0, 0 0 0, 0 0 0, 0 0, 0, 0
computer 6% 7% 8% 6% 6% 8% 7% 8% 9% 14% 15% 5% 8% 6% 9%
[ significantly higher than total
|:| Significantly lower than total
Q45a. Some people experience difficulties applying for [INSERT ABBREV] because of barriers to accessing service. Did you experience difficulties applying for
[PROGRAM ABBREV] because of any of the following reasons...? [INSERT FOR OAS 'AUTO-ENROLLED" AND OAS/GIS 'AUTO-ENROLLED'] Some people experience Significantly higher/lower
difficulties because of barriers to accessing service. Do you experience difficulties because of any of the following reasons? AV thgn revio{xs \9vave
Base: All respondents (n=4200) p



Clients with Restrictions that Affect Accessing Service (1/2)

+ Clients with restrictions had lower overall satisfaction compared to all clients and were less satisfied compared to 2020-21, consistent with overall clientele.

» Clients with restrictions had lower satisfaction with the service provided in-person, online, through MSCA, specialized call centres and 1 800 O-Canada.
« Compared to 2020-21, satisfaction has decreased for the service provided through all channels.

OVERALL SATISFACTION (% RATED 4 OR 5)

2018-19 2020-21 2021-22
e OVERALL
° 79% 80%
M

171
Base: Clients with restrictions that affect accessing service (n=2065)

SERVICE CHANNEL SATISFACTION (% RATED 4 OR 5)

2019-20 2020-21 2021-22
e n-Person
=My Service o/
Canada Account 0%

= Online

70%
=1 800 O-Canada

65%=—
—Specialized Call 61%

Centre
- cServiceCanada 55%

[ significantly higher than total AWV Significantly higher/iower
|:| Significantly lower than total than previous wave



Clients with Restrictions that Affect Accessing Service (2/2)

+ There were also many significant gaps in service attributes between clients with restrictions and clients overall. The largest gaps were for the ease of understanding
information about the program, being able to find the information needed (when learning about the program) within a reasonable amount of time and that being able

to complete steps online made the process easier.

« Compared to 2020-21, ratings have declined across most measures. The largest declines were observed for the helpfulness of 1 800 O-Canada reps, ease of
follow-up, ease of understanding information about the program, being able to find the information needed within a reasonable amount of time and overall timeliness

of service.

WIDEST GAP VS. TOTAL & CHANGE VS. 2020-21 IN SERVICE ATTRIBUTES (% RATED 4 OR 5)

Ease of understanding information about the program

You were able to find the information you needed (online, in person or by phone) within a reasonable amount of time
Being able to complete steps online made the process easier for you
Ease of finding out the steps to apply

Ease of finding out what information you need to provide when applying
Ease of completing the application form

Able to move smoothly through all steps

Overall, it was easy to apply

1 800 O-Canada phone representatives were helpful

The amount of time it took, from start to finish, was reasonable.

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

Ease of follow-up

Ease of understanding requirements of the application

Ease of understanding information about the program

Ease of figuring out eligibility

172

2021-22

63%
63%
67%
66%
66%
72%
72%
75%
68%
66%
67%
46%
73%
69%
65%

v

:

444 A4

<

v

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

GAP vs. TOTAL
-11 pts
-11 pts
-11 pts
-10 pts
-10 pts
-10 pts
-10 pts
-10 pts
-10 pts
-9 pts
-9 pts
-9 pts
-9 pts
-9 pts
-9 pts

2020-21
74%
73%
74%
70%
70%
79%
79%
79%
83%
75%
74%
59%
7%
73%
71%

AV Significantly higher/lower @

than previous wave



Proportion of At-Risk Client Groups with Restrictions

PROPORTION OF CLIENTS

You are You needed
unable to visit You do not  assistance Aeraltestiar
a Service live in close from for?r[l)l A Itoo Youdonot Youdonot Youdonot
Canada office proximity toa someone was have access have access own a smart

long or :
complicated to a computer to the internet phone

You could not
use the
computer in a
Service
Canada

0 during Service other than
o Lz business Canada office  Service

One hours Canada staff Sl
Youth (18 to 30) [N 31% 47% 22% 15% 15% 13% 8% 7% 7%
Seniors (60+) | 27% 45% 16% 14% 14% 14%
OLMC § 4% 47% 23% 14% 16% 11% 11% 11% 11%
Non E or F speaking | 204 30% 18% 15% 8% 8% 6%
High school or less [N 31% 21% 16% [16%) [12%]
Indigenous [l 6% [17%) [16%)]
Clients with disabilites [l 8% [28%)] [13%)] 12%
Remote | 204 14% 14% 10% 8%
Urban I 53% 44% 20% 15% 13% 7% 8% 9% 8%
Rural I 38% 45% 21% 16% 12% 8% 8% 10% 10%
E-vulnerable Il 15% 20% [18%] [18%]|
Newcomers (3 yrs. o mmm 1896 44% 17% 16% [7%] [5%] 9% 9%
Language barrier | 6% [30% [17%|
Mobile only il 10% [17%] [24%)|
No devices | 3% 21% 39% 34%
Clients with restrictions [ N 45% 100% 47% [29%) [18%) 19% 21% 21%
Racialized | 37% 46% 23% 16% 15% 13% 7% 9% 10% 7%

OLMC: Official Language Minority Communities

Q45a. Some people experience difficulties applying for INSERT ABBREV] because of barriers to accessing service. Thinking about your overall |:| Significantly higher than total
173 experience from getting information about, to applying for [[INSERT ABBREV], did you experience difficulties for any of the following reasons ...?

Base: All answering (n=varies) I:l Significantly lower than total



AT-RISK GROUPS
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At-Risk Client Groups: Introduction
+ Atisk cients* make up 959% of the

total .Sample unlve_rse. Newcomers Not born in Canada and arrived within the previous 3 years
+ Service Canada aims to assess

whether it has improved service to Non English or French speakers  Identify “other” as preferred language of service

client groups with low satisfaction Lower Education High school or less
and who encounter barriers to
service. Clients may encounter Youth Aged 18 to 30
barriers to accessing service :for a Seniors Aged 60 and over
number of reasons, and Service _ T : .
Canada is committed to identifying Clients with disabilities Self-identified
and eliminating barriers to service. Clients with restrictions Self-identified
Indigenous people Self-identified as First Nations, Inuit, or Métis
E-vulnerable Clients who rarely or never use online services
Mobile only Self-reported as clients with only a smartphone, no computer or tablet
No devices Self-reported as clients with no devices (mobile, tablet, computer)
Remote clients Sample variable
Rural clients Sample variable
Urban clients Sample variable
Official language minorities Clients in Quebec who prefer service in English, and clients outside Quebec who prefer
(OLMC) service in French (sample variable and (Q41b)
Language barrier 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 to also

Racialized identifying as white)

# This calculation considers all clients who were a part of at least one At-Risk group, excluding residents of urban areas. If we were to consider residents of urban areas, 100% of the sample falls into at least one At-

175 ABBREV], did you experience difficulties for any of the following reasons ...?

Risk category.
Q45a. Some people experience difficulties applying for [INSERT ABBREV] because of barriers to accessing service. Thinking about your overall experience from getting information about, to applying for [[INSERT
Base: All answering (n=varies)



Proportion of At-Risk Client Groups: by Program

» Presence of at-risk client groups differed significantly by program due in large part to program design.

2021-22 PROPORTION OF CLIENTS

2020-21 2021-22 2020-21 2021-22 2020-21 2021-22 2020-21 2021-22 2020-21 2021-22

710 Youth (18 to 30) | 31% 29% 28% 0% 3% 57% -
1981 Seniors (60+) NN 27% Vv 15% 96% 25% 4% 100%
156 OLMC W 4% Y 4% 4% 2% [ -] 2% 9% 5%V 5% 4%
94 Non E o F speaking || 206 ¥ 2% 1% 2% 3% 1%V 6% 1% 1%
1476 High school or less | 31% 33% 41% 34%V 41% 19% 43%
460 Indigenous [l 6% Y 12% 7%V 5% 5% 8% % 1% 3%
935 Clients with disabilities |JJjij 8% 6% 7% @ 11% 84% 3% 15%
400 Remote || 204 3% 3% 2% 2% 3% 2% 1% 2% 2%
1951 Urban I 530 Y 56% 54% 53% 79% 52%
1816 Rural [ 38% A 41% 44% 44% 18% 46% [47%
851 E-vuinerable [ 15% A 11% 14%A 26% 26% 9% 22%
531 Newcomers (3 yrs. or fewer) [ 18% a 20 i |:| i |:| 44% ) |:|
277 Language barrier [l 6%A 4% 5% 7% 5% 13% 7%V 4% 6% 5% 7%
442 Mobile only [ 10% 9% 9% @ 5% 11% 9% 9%
217 No devices [l 3% 2% 8% 7% 4%V 1% 2% @ 9%
2065 Clients with restrictions |G 4590V 46% 43% 47% 43% 80% 52% 46%V 43% |38%
1121 Racialized | 37% 24% 11% 16% 72% 9%
176 OLMC: Official Language Minority Communities E 2:2::22::35 Ziljrt;:int:::l AV tsr:gﬂigggatcl)ﬁ higher/lower &



Proportion of At-Risk Client Groups: by Region

+ Among clients in the West and the Territories, there was a higher portion of Indigenous clients, clients with disabilities, remote clients and those with a language
barrier compared to all clients.

* Among clients in Ontario, there was a higher portion of youth, clients with disabilities, urban clients, racialized clients and newcomers.
» Among clients in Quebec, there was a higher proportion of OLMC and clients with a high school education or less formal education.
Among clients in Atlantic Canada, there was also a higher proportion of seniors and rural clients.

WEST/
e O 2021-22 PROPORTION OF CLIENTS UERAERIES | [ M SRS
(171626) (1-1539) (11148) (1=1500) (1-1006) (n=750) (1-420) (n=416)
710 Youth (18 to 30) NN 31% 30% 30% @ 34% 28% 26% [26%
1981 Seniors (60+) N 27%Y 29% 29% @ 29% 26% @ 28% 26% @ 33% |33%
156 OLMC § 4% ¥ 1% [ -] 2% [ -] 17% 8% | 1%
94 Non E or F speaking | 205 ¥ 3% 3% 3% 3% 2% 2% 2% [ - |
1476 High school or less [ 31% 35% 31%V 27% [27%| 30% [35%/A 35% 35%
460 Indigenous W 6% v 10% 7% [4%lv 8% [4%]v 10% 6%V
935 Clients with disabilities |l 8% 10% [10%| 7% 8% 10%  10%
400 Remote | 294 4% 6% A 1% - 1% 2% 4% 1%V
1951 Urban [ 55 ¥ 62% 69% [70% 65% 56% VY 30% [25%
1816 Rural [ 38% A 33% 38%A 30% [29%| 33% 41%A 67% |72%]
851 E-vulnerable [l 15% A 14% 14%  13% 15% 13% 16% 16% 17%
531 Newcomers (3 yioiar) I 18%A 14%  17%A 18% |[21%| 11% 16% A 9%
277 Language barrier | 6% A 5% 3% 5% A 6% 5% 5% 4%
442 Mobile only il 10% 11% 9% 8% 9% 9% 12% A 5% 12%A
217 No devices | 3% 3% 3% 3% 3% 3% 3% 4% 2%
2065 Clients with restrictions | 45% V 51% 44%V 49% 46% 46% 42% 38% |38%|
1121 Racialized N 37% 35% 44% | AT%| 26% 18% [19%

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

OLMC: Official Language Minority Communities

Significantly higher/lower
AV than previous wave



At-Risk Client Groups: Summary

PROPORTION OF AT-RISK GROUPS

2021-22 SATISFIED (% RATED 4 OR 5) PROPORTION WITH DISABILITY

2018-19  2019-20  2020-21  2021-22  2018-19  2019-20 2020-21  2021-22

Youth (18 to 30) G 31% 86% 84% 85% 79% VY 3% 3% 4% 6%
Seniors (60+) N 27% Y 87% 86% 87% v oO17% 12% 13%
OLMC W 4%V 91% 90% 90% 81% VY 3% 2% 3% 4%
Non E or F speaking | 2% w 80% 92% 90% 89% 5% 5% 2% 3%
High school or less [N 31% 85% 84% 86% 80% Y 13% 11% 13% 9% V
Indigenous [l 6% V¥ 85% 79% 83% 80% 14% 13% 13%
Clients with disabilities Il 8% 79% 76% 76% v 100%  100%  100%
Remote [| 2% 88%  80%  88%  81%V 9% 4% 12%
Urban I 5300 VY 86% 85% 86% 81% Vv 9% 6% 7% 8%
Rural I 35% A 83% 82% 85% 80% V¥  10% 9% 11% 8% Y
E-vulnerable I 15% A 84% 85% 82% 79% 18% 14% 16% v
Newcomers (3 yrs. or fewer) | 18% A 93% 94% 93% 1% 1% 0% A
Language barrier ll 6% A 42% 52% 55% 18% 19% 16% 12%
Mobile only | 10% 85% 85% 83% 82% 11% 8% 32% 11294 v
No devices || 3% 83% 81% 80% v 23% 15% 10% 209 A
Clients with restrictions ||l ] NI 25°% V - 79% 80% 72%| v - 149% 13%
Racialized |G 3 7% n/a n/a 89% 84%|¥Y  nla n/a 3%

OLMC: Official Language Minority Communities ) . . o
Q45a. Some people experience difficulties applying for [INSERT ABBREV] because of barriers to accessing service. Thinking about your I:l Significantly higher than total

overall experience from getting information about, to applying for [INSERT ABBREV], did you experience difficulties for any of the following AV Significantly higher/lower
178 reasons ...? N ]
Base: All answering (n=varies) I:l Significantly lower than total than previous wave



At-Risk Client Groups: By Channel

PROPORTION OF AT-RISK GROUPS  SATISFACTION WITH SERVICE CHANNELS (% RATED 4 OR 5)

2021-22 IN-PERSON CANADA.CA S(F:’E,S-Tgég'- 1 800 O-CANADA MSCA ESERVICECANADA

2019-20 2020-21 2021-22 2019-20 2020-21 2021-22 2019-20 2020-21 2021-22 2019-20 2020-21 2021-22 2019-20 2020-21 2021-22 2019-20 2020-21 2021-22

Youth (18 to 30) I 31% 86% 88% 82%Y T77% T77% 75% @ 67% 76% 64%Y 79% 79%* A4T%Y 76% 83% 68%Y n/a 88% 83%
Seniors (60+) I 27% 84% 83% 81% T0% 78% | 70%Y| 63% 75% 70% 67% 65% 68% @ 74% 71% 72% nla 72% 74%
oLMC J 4% 89% 88% 88% 83% 83% 80% 82% 68%* 74%* T78% @ ** ¥ g9% 88%* nfa  ** o
Non E or F speaking | 2% 91% 99%* 81%Y 80% 83% 79% 80% 96%  ** 820  * o BT%  w i n/a *x =
High school or less | 31% 88% 80% T78% 74% 79% 72%VY 64% 74% 67%VY 73% 80% 60%VY 77% 78% 71% nla 83% 83%
Indigenous | 6% 84% T77% | 71% | 65% 73% 69% @ 63% 73% 62%Y 52% 83%* 56%Y 76% 73% 78% nla  89%  75%V
Clients with disabilities [l 8% 80% 67% | 70% | 73% 62% | 54%V| 66% 60% | 57% | 70% 48% 51% @ 69% 56% 68%A n/a  71% 70%
Remote | 2% 89% 82% 88% 76% 74% 82%A 71% 72% 75% @ 74% 80%* | 79%* | 89% 68% 66% n/a  73% | 63%
Urban I 53% 85% 89% 80%Y 73% 79% T76% 62% T72% 68% 71% 71% 57%Y 73% 75% 72% nla  84%  T4%Y
Rural [ 338% 87% 80% 83% 73% 77% 70%Y 60% 73% 64%Y 65% 74% 57%Y 77% 74% 69% n/a 80% 79%
E-vulnerable Il 15% 85% 79% 83% 67% 74% | 63%V| 70% 74% 70% 69% 75%* 61%V 74% 68% | 58% | n/a  73% 68%
Newcomers (3 yefg\r,i‘e?; Hl 18% 88% 95% | 88%Y| 86% 89% | 87% | 77% 87% | 85% | 83%  ** 0 B69% 84% nfa  92%* | 90%
Language barrier [} 6% - B5%* | 51% [ - 44% | 46% | -  32%*| 39% | -  31%  ** - 42% | 49% [ - 53% | 53%*
Mobile only [l 10% 90% 85% | 87% | 63% 71% 76% @ 67% 77% 72% 54% 66% 67% @ 95% 78% 72% nla 86%* 78%
No devices || 3% 81% 75% 80% 44% 75%* | 51%V| 71% 70% | 40%V| 77% 85%* T71%*  ** *k e nfa  ** £
Clients with restrictions | I 45% 80% 82% | 76%v| 70% 71% | 63%Y| 61% 68% | 60%v| 55% 72% | 47%vw| 65% 69% | 62%Y| n/a  83% 71%V
Racialized [ 37% - 92% 85%v -  85% | 79%Y| -  80% 71%v -  82% 63%v - 81% | 81% | -  88% 83%
- e v o, sl s sl o o, L sty sty ity o g



Proportion of Clients with Disabilities: Overall and by Program

« Fewer than one in ten identified as a person with a disability, consistent with previous years. CPP-D clients remain most likely, OAS/GIS and CPP clients also have a
higher presence of disability compared to the proportion among all clients, while SIN clients have a lower proportion.

+ Compared to 2020-21, the proportion of OAS/GIS clients who identified as a person with a disability decreased.

HAVE A DISABILITY (% YES) — TRENDING

2018-19 2019-20 2020-21 2021-22
(n=4401) (n=2431) (n=4200) (n=4200)
9290w

—83% sav —183%]

e TOTAL

— |

e CPP

——CPP-D

e SN

- (0AS/GIS 19% )
16%0m— 17% 15% 11%]v
o — B e —
3% 3% 304 F3%] 70

Significantly higher than total ianifi i
180 Q44A. Do you identify as a person with a disability? I:l g v AV ?Hgﬂlflggcig{lshl\%gsglower
Base: All respondents (n=4200) I:l Significantly lower than total P



Type of Disability: Overall and by Program

The most common disability was a mobility restriction, followed by mental health-related and cognitive disabilities. The proportion of clients who reported having a
mobility restriction decreased compared to 2020-21, while the proportion who have a mental health-related or cognitive disability increased.

* CPP, CPP-D and OAS/GIS clients were more likely to have a mobility disability, while CPP-D clients were also more likely to have a mental health-related disability

and OAS/GIS clients were also more likely to have a hearing or seeing disability. Compared to 2020-21, OAS/GIS clients were more likely to have reported having a
mental health-related or cognitive disability and less likely to have reported a seeing disability.

TYPE OF DISABILITY

2020-21 2020-21 2021-22 2020-21 2021-22 2020-21 2021-22 2020-21 2021-22 2020-21 2021-22
(n=916) (n=83) (n=66) (n=95) (n=92) (n=592) (n=628) (n=**) (n=*}) (n=123) (n=126)

Mobility (such as
flexibility, dexterlgyalg; _ 45% v 50% 38% 35% 65% |64% 55% |56% - - 72% | 61%

Mental health-related - 27% A 21% 22% 31% 13% |16%| 30% |35% - - 2% 18%|A

Cognitive (such as
learning, developmental, - 18% A 13% 19% 25% 14% 11% 16% 15% - - 2% | 8%
or memory)
Hearing . 8% 9% 10% 7%  11% 9% 5% [3%]| - - 10% |14%
Communicating I 5% A 2% 1% 2% 1% 5% 3% 4% - - 1% 1%
Seeing I 4%V 8% 5% - 6% 7% 6% 4% @ - - 10% | 8w

181 Sg?é.ﬂcgtatyé’igacgiﬁif?ﬁﬂg%g)o you have? I:l Significantly higher than total AV Significantly higher/lower @

**sample sizes too small for reporting. |:| Significantly lower than total than previous wave



Clients with Disabilities (12

OVERALL SATISFACTION (% RATED 4 OR 5) » Clients who identified as a person with a disability had lower overall satisfaction
compared to all clients and were less satisfied compared to 2020-21.
2018-19 2019-20 2020-21 2021-22 « Clients with disabilities were less satisfied with the service provided in-person,

online and through specialized call centres.

+ Compared to 2020-21, clients with disabilities provided lower ratings for the
quality of service provided online and higher ratings for the service provided

79y through MSCA.

76% 76%

69% V

SERVICE CHANNEL SATISFACTION (% RATED 4 OR 5)

2018-19 2019-20 2020-21 2021-22
In person 79% 80% 67% 70%
Online 71% 73% 62% 54% |V
Zhecialized Call 69% 66% 60% 57%
1 800 O-Canada 50% 70% 48%* 51%
My Service ; 69% 56% 68% A

Canada Account

eServiceCanada n/a n/a 71% 70%

[ significantly higher than total AW Significantly higher/lower
than previous wave

182
*small sample size. Results should be interpreted with caution. I:l Significantly lower than total



Clients with Disabilities (22

 There were also many significant gaps in service attributes between clients with disabilities and clients overall. The largest gaps were for the ease
of finding information on the program including figuring out eligibility, the steps to apply, what information they needed to provide when applying

and information on the program as well as the ease of putting together the information needed to apply.

« Compared to 2021-22, ratings have declined across several measures. The largest declines were observed for ease of finding out the steps to
apply, the timeliness of service, the ease of figuring out eligibility and the ease of finding out what information they needed to provide when

applying.

WIDEST GAP VS. TOTAL & CHANGE VS. 2020-21 IN SERVICE ATTRIBUTES (% RATED 4 OR 5)

Ease of figuring out eligibility

Ease of finding out the steps to apply

Ease of finding out what information you need to provide when applying

Ease of finding information about the program

Ease of putting together the information need to apply

Being able to complete steps online made the process easier

Able to move smoothly through all steps

Overall, it was easy to apply

You were able to find the information you needed (during aware stage) within a reasonable amount of time
It was clear what to do if you had a problem or question

You were confident that any issues or problems would have been easily resolved
You needed to explain your situation only once

The amount of time, from start to finish, was reasonable

183

2021-22

48%
54%
56%
59%
61%
59%
66%
69%
60%
63%
60%
61%
63%

[_] significantly higher than total

v

AV

|:| Significantly lower than total

GAP vs. TOTAL 2020-21
-26 pts 66%
-22 pts 66%
-20 pts 64%
-19 pts 62%
-19 pts 68%
-19 pts 57%
-16 pts 68%
-16 pts 75%
-14 pts 66%
-13 pts 65%
-13 pts 67%
-13 pts 63%
-12 pts 2%

Significantly higher/lower
than previous wave



Clients with Disabilities: Overall Satisfaction by Program

* Among clients with disabilities, CPP clients were more likely to be satisfied while CPP-D clients were less likely to be satisfied compared to all clients with disabilities.
« Compared to 2020-21, satisfaction decreased among OAS/GIS clients with disabilities.

HAVE A DISABILITY (% RATED 4 OR 5) — TRENDING

2017-18 2018-19 2019-20 2020-21 2021-22
100%

0
J— 5846Lty/8/ 88% 85%
0 0 e 8 30 ﬁ[ 0
cPP . %&3\76%7 ONlﬁ)
— 74% /6% 75%V

64%
e CPP-D 0 —63% —
o~ ——" sovi— Fooul
e SIN

49%

= QOAS/GIS

**sample sizes among SIN clients was too small for reporting in 2020-21 and 2021-22.
Note: Q44A wording was revised starting 2019-20 as well as the types of disabilities listed were also expanded. Interpret tracking results with

caution. Significantly higher than total ianifi i
184 Q44A. Do you identify as a person with a disability? I:l g v AV %gﬂ'f'(ﬁgcigﬂgl\%gsglower
Base: All respondents I:l Significantly lower than total P



Indigenous Clients (12

OVERALL SATISFACTION (% RATED 4 OR 5)

CX Survey CX Survey CX Survey CX Survey CX Survey
2017-18 2018-19 2019-20 2020-21 2021-22
e Total
= Urban 93% 88% .
= Rural 86%¥ 87%:88 7
85% 82% 83% 80%
——Remote 79%/82%\79%7 é‘so%\sowg
75% 0
79%
73%
SERVICE CHANNEL SATISFACTION (% RATED 4 OR 5)
2017-18 2018-19 2019-20 2020-21 2021-22
In person 7% 87% 84% 7% 71%
Online 75% 82% 65% 73% 69%
pecialized Call - 779 78% 63% 73% 62% V
1 800 O-Canada 68% 71% 52% 83%* 56% V
Chnada Account - - 76% 73% 78%
eServiceCanada n/a n/a n/a 87%* 75% V¥
185 *small sample size. Results should be interpreted with caution.

Base: Indigenous clients (n=460)

» Overall satisfaction among Indigenous clients was consistent compared to all
clients and compared to 2020-21.

« Indigenous clients were less satisfied with the service provided in person
compared to all clients.

+ Compared to 2020-21, Indigenous clients provided lower ratings for the
quality of service provided through specialized call centres, 1 800 O-Canada
and eServiceCanada.

PROFILE OF INDIGENIOUS CLIENTS

2018-19 2019-20 2020-21 2021-22
78%\

- 58%/ 62% 61%
—[jrst Nations
— \EtiS
e | U 34%\ /32%——33%

. 16%
10% 6% 6% 6%

[ significantly higher than total AW Significantly higher/lower
|:| Significantly lower than total than previous wave



Indigenous Clients (212

* Indigenous clients provided lower ratings on several service attributes compared to all clients. The largest gaps were for the helpfulness of 1 800 O-Canada reps,
the respectfulness of 1 800 O-Canada and in-person reps and the ease of finding out what information they needed to provide when applying.

« Compared to 2020-21, Indigenous clients provided lower ratings across a number of service attributes. The largest declines were observed for the helpfulness of

1 800 O-Canada reps, the ease of follow-up and the timeliness of service.

WIDEST GAP VS. TOTAL & CHANGE VS. 2020-21 IN SERVICE ATTRIBUTES (% RATED 4 OR 5)

1 800 O-Canada phone representatives were helpful

1 800 O-Canada phone representatives were respectful

Service Canada representatives that you dealt with in person were respectful
Ease of finding out what information you need to provide when applying
Ease of understanding the requirements of the application

Ease of putting together the information you needed to provide when applying
Able to move smoothly through all steps

You needed to explain your situation only once

Service Canada specialized call centre phone representatives were helpful
You received consistent information

The amount of time, from start to finish, was reasonable

Ease of follow-up

It was clear what would happen next and when it would happen

186 ) .
Base: Indigenous clients (n=460)

2021-22

50%
75%
82%
67%
749
73%
75%
67%
75%
729
68%

v

v
v

52% y
70% W

-28 pts
-11 pts
-10 pts
-9 pts
-8 pts
-7 pts
-7 pts
-7 pts
-7 pts
-7 pts
-7 pts
-3 pts
-4 pts

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

GAP vs. TOTAL

AV

2020-21
84%
N/A
N/A
72%
79%
7%
82%
7%
83%
7%
79%
68%
80%

Significantly higher/lower
than previous wave



Qualitative Insights
from Indigenous
Clients

Indigenous participants’ service experiences tended
to be similar to those of other clients in the same
program. However, awareness of programs was low
and interest in receiving additional resources and
supports specifically for clients who are Indigenous
was high.

Many were satisfied with their service experiences
and provided feedback consistent with non-
Indigenous participants who had applied to the same
programs.

A specific question was posed about use of
resources and supports, such as friendship centres
and Indigenous Skills and Employment Training
Program. Awareness of these resources was low,
while interest in learning more about them, and
using them to support them in the application
process was high.

I’'m aware of the Friendship Centre in Regina.
However, | was not aware that they would
provide support to do this work, or to do the
submission. The first one you mentioned,
Indigenous Employment, yes, that would
definitely be an interest in me. More promotion
of the program through whatever means,
including through our employers at the First
Nations. That definitely had | known about it,
would definitely have made me feel a bit better. -
Indigenous, El

No, I didn’t consider it. | wasn’t aware they did
that. But | think it would be good if somebody
would let people know that they have, there is
access to those places to fill out their forms and
getting your first-time pension. There’s a little
newspaper that goes to the communities that’s
run from Whitehorse, if they put those in there,
because everybody looks forward to their little
newspaper because there’s nothing much to do.
And through the First Nations offices, like just a
little letter from whoever sent to the Band
offices, like the First Nations offices. —
Indigenous, OAS/GIS



Urban, Rural and Remote Clients /3)

OVERALL SATISFACTION (% RATED 4 OR 5)

« Overall satisfaction was consistent among urban, rural or remote clients
compared to all clients and has decreased compared to 2020-21 among all
groups.

+ Urban and remote clients were more satisfied with online service, while rural
clients were less satisfied. Remote clients were also more satisfied with in-
person service and through 1 800 O-Canada.

+ Compared to 2020-21, urban clients provided lower ratings for the quality of
service provided in-person, through 1 800 O-Canada and eServiceCanada.
Rural clients provided lower ratings for the service provided online, through
specialized call centres and 1 800 O-Canada, while remote clients provided
higher ratings for the service provided in-person or online.

2018-19 2019-20 2020-21 2021-22
= Jrban 88% 88%
—Rural 86% 86%
e Remote . 85% 85%
83% . \81% v
80% 81% VvV
80% vy
SERVICE CHANNEL SATISFACTION (% RATED 4 OR 5)
URBAN
2018-19 2019-20 2020-21 2021-22 2018-19
In person 88% 85% 89% 80%V 85%
Online 78% 73% 79% 76% 81%
Specialized Call 739, 62% 72% 68% 76%
1 800 O-Canada 70% 71% 71% 57% Vv 76%
Chnada Account - 73% 75% 72% -
eServiceCanada n/a n/a 84% 74% V n/a
188 *small sample size. Results should be interpreted with caution.

2021-22 Base: Urban clients (n=varies); Rural clients (n=varies); Remote clients (n=varies)

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

AV

REMOTE

Significantly higher/lower
than previous wave

2019-20 2020-21 2021-22 2018-19 2019-20 2020-21 2021-22
87% 80% 83% 87% 89% 82% 88% A
73% 77% 70%| V 80% 76% 74% 8294 A
60% 73% 64% VY 79% 71% 2% 75%
65% 74% 57% 69% 74% 80%* 79%]
77% 74% 69% - 89% 68% 66%
n/a 80% 79% n/a n/a 73%* 63%



Urban, Rural and Remote Clients 2/3)

+ Urban clients provided higher ratings for receiving consistent information and being able to move smoothly through all steps compared to all clients. Rural clients
provided lower ratings for receiving consistent information, being able to move smoothly through all steps, that it was clear what to do if they had a problem or
guestion and having confidence in the issue resolution process compared to all clients. Remote clients provided lower ratings for clarity of process compared to all

clients.

« Compared to 2020-21, urban, rural and remote clients all provided lower ratings for the clarity of process and timeliness of service. Urban and rural clients also
provided lower ratings for receiving consistent information and confidence in issue resolution. Urban clients also provided lower ratings for the ease of understanding
information about the program, while rural clients also provided lower ratings for being able to move smoothly through all steps and clarity of the issue resolution
process. Remote clients provided higher ratings for the ease of finding information on the program and the steps to apply, the ease of putting together the information
they needed to apply and the clarity of and confidence in the issue resolution process.

WIDEST GAP VS. TOTAL & CHANGE VS. 2020-21 IN SERVICE ATTRIBUTES (% RATED 4 OR 5)

2018-19 2019-20 2020-21 2021-22

Throughout the process it was clear what would happen 75%
next and when

The amount of time it took was reasonable 76%
You received consistent information 81%
Ease of finding information about the program n/a
Ease of understanding information about the program n/a
Ease of finding out the steps to apply n/a
Putting together the information you needed to apply n/a
You were able to move smoothly through all of the steps 83%
It was clear what to do if you had a problem or question 77%
Confident that any issues or problems would have been 79%

easily resolved

189

2021-22 Base: Urban clients (n=varies); Rural clients (n=varies); Remote clients (n=varies)

73%

78%
81%
7%
75%
82%
80%
83%
76%

79%

80%

81%
85%
81%
80%
80%
83%
85%
79%

78%

74%w
75%V

810/}

79%

75%V
7%
81%
84%
7%

715%V

2018-19 2019-20 2020-21

79%

7%
82%
n/a
n/a
n/a
n/a
85%
78%

76%

74%

80%
80%
79%
78%
79%
7%
81%
80%

76%

81%

82%
84%
71%
74%
72%
81%
84%
79%

75%

2021-22  2018-19 2019-20 2020-21

73%
74%

7%

75%
72%
74%
79%
78%
73%

71%

\4

v
v

79%

75%
84%
n/a
n/a
n/a
n/a
88%
84%

81%

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

68%

7%
7%
84%
78%
7%
78%
81%
83%

76%

\ 4 Significantly higher/lower

17%

84%
81%
2%
2%
73%
76%
88%
73%

68%

than previous wave

2021-22
68%|Y

73%V
80%
80% A
76%
79% A
83% A
84%
80% A

74% A




Urban, Rural and Remote Clients 3/3)

+ Urban and remote clients provided higher ratings for the ease of getting help on their application compared to all clients, while rural clients provided lower ratings.
Rural clients also provided lower ratings for the overall ease of applying and higher ratings for the helpfulness of eServiceCanada reps. Remote clients also provided
higher ratings for the helpfulness of 1 800 O-Canada reps.

« Compared to 2020-21, urban and rural clients provided lower ratings for the ease of follow-up and helpfulness of 1 800 O-Canada reps. Urban clients also provided
lower ratings for traveling a reasonable distance to access service and the helpfulness of eServiceCanada reps, while rural clients also provided lower ratings for the
overall ease of applying and the helpfulness of call centre reps (along with remote clients). Remote clients provided higher ratings for traveling a reasonable distance
to access service and being provided service in a way that protected them during the pandemic.

WIDEST GAP VS. TOTAL & CHANGE VS. 2020-21 IN SERVICE ATTRIBUTES (% RATED 4 OR 5)

2021-22  2018-19 2019-20 2020-21

Ease of follow-up
Overall, it was easy for you to apply

Service Canada specialized call centre phone
representatives were helpful

Getting help on your application when you needed it
You travelled a reasonable distance to access the service

Service Canada phone representatives that called you
back after you completed an online form were helpful

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

1 800 O-Canada phone representatives were helpful

190

2021-22 Base: Urban clients (n=varies); Rural clients (n=varies); Remote clients (n=varies)

2018-19 2019-20 2020-21 2021-22 2018-19 2019-20 2020-21

n/a
83%

n/a

n/a

n/a

n/a

n/a

n/a

58%
82%

74%

n/a
76%

n/a

n/a

n/a

62%
85%

84%

66%
81%

85%

89%
87%

55%Vv
86%

85%

67%

73%V
74%Y
88%

77%V

n/a

87%

n/a

n/a

n/a

n/a

n/a

n/a

64%
86%

71%

n/a
75%

n/a

n/a

n/a

64%
86%

85%

61%
75%

87%

87%
90%

55% Vv
8299V

80%V

59%
71%

85%

86%
79%V

n/a
90%

n/a

n/a

n/a

n/a

n/a

n/a

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

AV

59% 65%
85% 93%

89% 79%

n/a 68%
72% 67%

n/a 66%
n/a 76%
n/a 93%

Significantly higher/lower
than previous wave

2021-22
66%
88%V

76%

71%
T7%A

84%

86%A

86%




Youth and Senior Clients 1/2)

OVERALL SATISFACTION (% RATED 4 OR 5) » Overall satisfaction was higher among seniors compared to all clients and
consistent among youth and adults.

+ Satisfaction has declined among all age groups compared to 2020-21.

2018-19 2019-20 2020-21 2021-22 « Compared to 2020-21, youth and adults were less satisfied with the quality

—Youth of service provided in person. Youth also provided lower ratings for

(18-30) 0 specialized call centres, 1 800 O-Canada and MSCA, while adults also
— Aduhts 87% — 80— —87%\ Iorovided_lowefr ratinlgs for online and eServiceCanada. Seniors provided

(31-59) 86% 0 85% 85% ower ratings for online.
—— Seniors \84%/ . "84% Y

(60+) 82Yp=————82% 80% y

79% V

SERVICE CHANNEL SATISFACTION (% RATED 4 OR 5)

YOUTH ADULTS SENIORS

2018-19 2019-20 2020-21 2021-22 2018-19 2019-20 2020-21 2021-22 2018-19 2019-20 2020-21 2021-22
In person 91% 86% 88% 820 ¥V 82% 86% 87% 81% V  88% 84% 83% 81%
Online 81% 7% 7% 75% 80% 72% 79% 75% V. 75% 70% 78% 70%| ¥
pecialized Call 4395, 67% 76% 64% Y  TT% 58% 69% 66% 80% 63% 75% 70%
1800 O-Canada  79% 79% 79%* %Y T2% 63% 72% 62% 67% 67% 65% 68%
MysSemvice i - 76% 83% 68% W . 76% 74% 71% . 74% 71% 72%
eServiceCanada n/a n/a 88%* 83% n/a n/a 83% 71% Vv n/a n/a 72% 74%

Significantly higher than total ignifi i
191 *small sample size. Results should be interpreted with caution. I:l g vy AV %gﬂlflggcigigl\%gsglower
2021-22 Base: Urban clients (n=varies); Rural client (n=varies); Remote clients (n=varies) I:l Significantly lower than total P



Youth and Senior Clients /2

+ Compared to all clients, youth and adults provided higher ratings for completing steps online made the process easier. Youth also provided higher ratings for the ease
of getting help and lower ratings for the helpfulness of call centre and 1 800 O-Canada reps, while adults provided higher ratings for the helpfulness of 1 800 O-Canada
reps. Seniors provided lower ratings for completing steps online made it easier, the ease of getting help and being provided service in a way that protected them
during the pandemic and provided higher ratings for traveling a reasonable distance to access service, timeliness of service and ease of follow-up.

+ Compared to 2020-21, all groups provided lower ratings for clarity of process. Youth and adults also provided lower ratings for the helpfulness of eServiceCanada reps
and the timeliness of service, while youth also provided lower ratings for the helpfulness of specialized call centre and 1 800 O-Canada reps and the ease of follow-up.
Seniors provided lower ratings for receiving consistent information (along with adults), ease of getting help, confidence in issue resolution and ease of follow-up.

WIDEST GAP VS. TOTAL & CHANGE VS. 2020-21 IN SERVICE ATTRIBUTES (% RATED 4 OR 5)

2018-19 2019-20 2020-21 2021-22 2018-19 2019-20 2020-21 2021-22 2018-19 2019-20 2020-21 2021-22

Completing steps online made the process easier 89% 86% 85% 85% 80% 79% 83% 82% 56% 62% 70% 66%
You were able to move smoothly through all of the steps 86% 82% 85% 84% 82% 80% 86% 80% VYV 84% 85% 83% 82%
You received consistent information 81% 81% 82% 78% 81% 78% 86% 80% ¥ 83% 83% 84% 79% VY
It was clear what would happen next and when 76% 71% 80% 74% V.  76% 71% 81% 2%V 78% 79% 81% 76% 'V
It was easy to get help when you needed it 84%  80%  76% | 73%|  74%  74%  69%  68% = 73%  73%  70% | 64%[¥
Service Canada specialized call centre reps were helpful n/a 73% 88% 77% |V nla 73% 81% 82% n/a 75% 88% 86%
gggksa?f{gircfoﬁ%%?r(\j&(gtg?jnaenrgﬁ{iisee%?rgvvsgr?%te?&t?d you n/a n/a 95% 82% ¥V nla n/a 80% 4% V n/a n/a 81% 82%
Kggltvr\llegr?dpgg}/gtj? %Sr?rrl\éi%ﬁeinc%\(v/%-tfg tpgrr?ég(r:rg?cd your n/a n/a 91% 88% n/a n/a 89% 89% n/a n/a 83% 83%
You travelled a reasonable distance to access the service n/a 70% 83% 70% ¥ nla 79% 7% 73% n/a 78% 75% 79%
The amount of time it took was reasonable 77% 76% 80% 3% v 72% 74% 82% 73%V  81% 83% 82% 79%
Confident any issues would have been easily resolved n/a 79% 78% 76% n/a 76% 77% 73% 'V n/a 78% 76% 71%V
1 800 O-Canada phone representatives were helpful n/a n/a 91% 68% [V  n/a n/a 88% 86% n/a n/a 84% 80%
Ease of follow-up n/a 54% 62% 51% ¥ nla 60% 58% 54% n/a 70% 71%
192 2021-22 Base: Urban clients (n=varies); Rural client (n=varies); Remote clients (n=varies) [ significantly higher than total AV tstjgﬂigggc%{g\%ggg'owef m

I:l Significantly lower than total



E-Vulnerable Clients /2

OVERALL SATISFACTION (% RATED 4 OR 5) + Satisfaction among e-vulnerable clients was consistent compared to all clients
and compared to 2020-21.
. E-\I/ulneradblﬁ clienrt]s were less satisged vvlilthlthe qualgy of servicae provided
online and through MSCA compared to all clients and compared to 2020-21
2017-18 2018-19 2019-20 2020-21 2021-22 were less satisfied with the service provided online or through 1 800 O-Canada.

0

SERVICE CHANNEL SATISFACTION (% RATED 4 OR 5)

AONWENRS 2018-19 2019-20 2020-21 2021-22
In person 91% 86% 85% 79% 83%
Online 74% 76% 67% 74% 63%| Y
hecialized Call - g3y, 68% 70% 74% 70%
18000-Canada  n/a 68% 69% 75% 61% ¥
MysSenvice i nla n/a 74% 68% 58%
eServiceCanada n/a n/a n/a 73% 68%

[] significantly higher than total Significantly higherflower
193 AV than previous wave

Base: Indigenous clients (n=VARIES) I:l Significantly lower than total



E-Vulnerable Clients /2

* E-vulnerable clients provided lower ratings across a number of service attributes compared to all clients. The largest gaps were for completing steps online
made the process easier, the ease of understanding information about the program, the ease of understanding the requirements of the application and the ease
of finding the steps to apply.

« Compared to 2020-21, E-vulnerable clients provided lower ratings for the ease of understanding information about the program, the ease of understanding the
requirements of the application, being able to find the information they needed in a reasonable time, needing to explain their situation only once, receiving
consistent information, timeliness of service and ease of follow-up

WIDEST GAP VS. TOTAL & CHANGE VS. 2020-21 IN SERVICE
ATTRIBUTES (% RATED 4 OR 5)

2021-22 ?(A)F;XE' 2020-21
Completing steps online made the process easier 58% -20 pts 62%
Ease of understand the info about the program 619 ¥ -13pts 73%
aEgsﬁzcg{igﬂderstanding the requirements of the 70 v -12 pts 76%
Ease of finding out the steps to apply 66% -10 pts 70%
éfbgie;ntg find the info needed in a reasonable amount 650 ¥ -9 pts 75%
You needed to explain your situation only once 699 ¥ -5pts 79%
You received consistent information 74%4 v -5pts 82%
Confident issues would have been easily resolved 81% -5 pts 83%
The amount of time it took was reasonable. 72% v -3 pts 80%
Ease of follow-up 54% VvV  -1pt 73%
Lon - [] significantly higher than total AV Significantly higher/lower &
Base: e-Vulnerable clients (n=VARIES) [_] significantly lower than total than previous wave



Clients with No Devices or Mobile Only @2

OVERALL SATISFACTION (% RATED 4 OR 5) — TRENDING

CX Survey CX Survey CX Survey CX Survey
2018-19 2019-20 2020-21 2021-22
85% 85% 83% .
= No devices 83% 81% 80%\82 Y%
0
= \obile only 7 v
2018-19 2019-20 2020-21 2021-22
No devices 85% 81% 75% 80% A
In person
Mobile only 85% 90% 85% 87%
Online No devices 62% 44% 75% 51%1V
Mobile only 84% 63% 71% 76%
Specialized Call No devices 79% 71% 70% 40%71 v
Centres Mobile only 77% 67% 77% 72%
No devi 0 0 0p* 0p*
1 800 O-Canada o devices 71% 7% 85% 71%
Mobile only 73% 54% 66%* 67%
My Service No devices - 56% *% *k
Canada Account Mobile only _ 95% 78% 72%
devi *% **
eServiceCanada o devices na n/a
Mobile only n/a n/a 86%* 78%
195 *small sample size. Results should be interpreted with caution. **sample sizes too small for reporting.

Base: No device clients (n=varies); Mobile only clients (n=varies)

Overall satisfaction was lower among clients with no
devices and consistent among those with mobile only
compared to all clients. Satisfaction has decreased
among clients with no devices compared to 2020-21.

Clients with no devices were less satisfied with the
quality of service provided through specialized call
centres, while clients with mobile only were more
satisfied with the quality of service provided in person.

[ significantly higher than total AW Significantly higher/lower
than previous wave

|:| Significantly lower than total



Clients with No Devices or Mobile Only @)
WIDEST GAP VS. TOTAL & CHANGE VS. 2020-21 IN SERVICE ATTRIBUTES (% RATED 4 OR 5)

NO DEVICES MOBILE ONLY

2021-22

196

Clients with no devices provided lower
ratings across most service attributes
compared to all clients. The largest
gaps were that completing steps
online made it easier, the ease of
finding out the steps to apply, what
information you need to provide when
applying and the helpfulness of call
centre reps. Mobile only clients
provider higher ratings for the ease of
putting together the information
needed to apply, the helpfulness of in-
person reps, clarity of process,
confidence in issue resolution and
ease of getting help. They provided
lower ratings for the ease of
understanding requirements of the
application, ease of completing the
application form and that completing
steps online made it easier.

Compared to 2020-21, clients with no
devices provided lower ratings for the
ease of follow-up, receiving consistent
information, needing to explain
yourself once, ease of getting help
and overall ease of applying and
provided higher ratings for the
helpfulness of 1 800 O-Canada reps.
Mobile only clients provided higher
ratings across a number of areas of
which the largest increases were for
the ease of finding information about
the program, helpfulness of in-person
reps and ease of putting together the
information they needed to apply.

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 amount of time
Ease of understanding the requirements of the application

Ease of putting together the information you needed to apply

Ease of completing the application form

Ease of follow-up

Ease of finding information about the program

Received consistent information

Service Canada reps that you dealt with in person were helpful

Provided service in your choice of English or French

You were able to move smoothly through all of the steps

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

It was clear what would happen next and when it would happen

You 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

Overall, it was easy for you to apply

Service Canada specialized call centre phone representatives were helpful

It was easy to access service in a language | could speak and understand well
1 800 O-Canada phone representatives were helpful

Service Canada call centre phone representatives were respectful

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

Base: No device clients (n=varies); Mobile only clients (n=varies)

57%
53%
56%
69%
64%
70%
63%
39%

70%

69%
7%
88%
69%
37%
64%
66%
59%
61%
66%
62%
81%

<4 <

96%

A

73%

GAP vs. TOTAL

-17 pts
-23 pts
-20 pts
-12 pts
-18 pts
-10 pts
-19 pts
-16 pts
-8 pts

-10 pts
-11 pts
-9 pts

-13 pts
-41 pts
-10 pts
-7 pts

-15 pts
-7 pts

-19 pts
-20 pts
-12 pts
+18 pts
-19 pts

2021-22

76%
70%
70%
80%

78%

>

85%

78%

57%
74%
83%

95%

> (> >

98%
80%

72%

>

80%
81%

> >

78%

76% |

AV

85%
81%
93%
68%
89%

<)

GAP vs. TOTAL

+2 pts
-6 pts
-6 pts
-1 pts
-4 pts
+5 pts
-4 pts
+2 pts
-4 pts
+4 pts
+7 pts
+1 pt
-2 pts
-6 pts
+6 pts
+8 pts
+4 pts
+8 pts
-1 pt
-10 pts
-3 pts

Significantly higher/lower

than previous wave



Access to Service via a device: Overall

» Eightin ten clients (83%) reported owning or having access to a personal computer, 82% reported owning or having access to a smartphone and roughly four in ten
(44%) clients reported owning or having access to a tablet. Only 3% of clients neither own nor have access to any devices.

« Compared to 2020-21, the proportion of clients who reported owning or having a smartphone has increased.

OWN OR HAVE ACCESS TO

Personal computer Smartphone Tablet No device
A
83% 82%

44%

3%
|

2020-21 (n=4200) 83% 80% 45% 3%

. . Significantly higher/lower
197 Q39d. Which of the following do you own or have access to? AV !
Base: All respondents (n=4200) than previous wave



Clients with a Language Barrier

OVERALL SATISFACTION (% RATED 4 OR 5)

2020-21
(n=285)

55%

2021-22
(n=277)

53%

SERVICE CHANNEL SATISFACTION (% RATED 4 OR 5)

2020-21 2021-22

In person 55% 51%
Online 44% 46%
iali I
Conras 0 < 32% 39%
1 800 O-Canada 31% *k
My Service
Canada Account 42% 49%
eServiceCanada 53% 53%*
198 *small sample size. Results should be interpreted with caution. **sample sizes too small for reporting.

Base: Language barrier clients

Overall satisfaction was lower among those with a language barrier compared
to all clients and consistent compared to 2020-21.

Clients with a language barrier provided lower ratings for the quality of service
provided through all channels and lower ratings on all service attributes
compared to all clients.

The largest gaps in service attributes were for the helpfulness of 1 800 O-
Canada phone representatives, being able to complete steps online made the
process easier, clarity of the issue resolution process, receiving consistent
Information and that it was clear what would happen next and when.

ratings across all service attributes.

WIDEST GAP IN SERVICE ATTRIBUTES
(% RATED 4 OR 5 VS. TOTAL)

Compared to 2020-21, there have been no statistically significant shifts in

2021-22 %A;Xi 2020-21
1 800 O-Canada phone representatives were helpful 38% -40 pts 42%
Completing steps online made the process easier 41% -37 pts 43%
It was clear what to do if you had a problem or question 42% -34 pts 39%
You received consistent information 46% -33 pts 51%
It was clear what would happen next and when 43% -31 pts 40%
Confident any issues would have been easily resolved. 43% -30 pts 35%
Qrtalgl}gtfg}(%img info you needed within reasonable 24% 30 pts 50%
Able to move smoothly through all steps 53% -29 pts 48%
It was easy to get help when you needed it 39% -29 pts 32%
Overall, it was easy to apply 56% -29 pts 52%

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

AV Significantly higher/lower

than previous wave



Provision of Services in Official Languages

* 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.

« Compared to 2020-21, agreement has increased for being provided service in their choice of English or French overall and among SIN clients and has decreased for
being easy to access service in a language they could speak and understand well overall and among SIN clients, while CPP-D clients were more likely to agree.

PROVIDED WITH SERVICE IN YOUR CHOICE OF ENGLISH OR EASY TO ACCESS SERVICE IN A LANGUAGE | COULD SPEAK
FRENCH (% RATED 4 OR 5) AND UNDERSTAND WELL (% RATED 4 OR 5)
2017-18 2018-19 2019-20 2020-21 2021-22 2018-19 2019-20 2020-21 2021-22
98% 98% 98% A
97%&% 07 OO %,
96% 96% 96%,_ 96% 96% =y 7% A 96% . 96%_
—TOTAL  95% 95% 95% 95% S _95% 0 —TOTAL  gagp . % _—95% 95% 94%
94% 94% _—" 94% =949 94% 94% 94% 93%
—F 93% 93% 1 9a% —F& 9206 94% 94% 93% 9394-93%Y
92% 0 92% 92% A
——CPP ——CPP 92% 91% 0
0 91%
———CPP-D = CPP-D
e SIN e SIN
87% \
e OAS/GIS e OQAS/GIS
85%
Q36b. Thinking about the service you received, from getting information about [INSERT ABBREV] to receiving a decision, how much do |:| Significantly higher than total

199 you agree or disagree with the following statements

) ‘ ! AV Significantly higher/lower
Base: All respondents (n=4200) I:l Significantly lower than total than previous wave



Official Language Minority Communities (1/2)

OVERALL SATISFACTION (% RATED 4 OR 5)

2017-18 2018-19 2019-20 2020-21 2021-22

89gp—21% 90% 90%

81%V

SERVICE CHANNEL SATISFACTION (% RATED 4 OR 5)

2018-19 2019-20 2020-21 2021-22

In person 93% 89% 88%* 88%
Online 87% 83% 83% 80%
Specialized Call Centres 78% 82% 68%* 74%*

1 800 O-Canada 58% 78% *k *x

My Service Canada Account - 89% 8804+ ok
eServiceCanada n/a n/a ok ok

200 *small sample size. Results should be interpreted with caution. **sample sizes too small for reporting.

Base: OLMC clients

» Overall satisfaction among OLMC clients was consistent with all clients and
has decreased compared to 2020-21.

* More than nine in ten OLMC clients were provided service in their choice of
English or French which was consistent compared to all clients.

PROVIDED WITH SERVICE IN YOUR CHOICE OF ENGLISH OR
FRENCH (% AGREE)

2018-19 2019-20 2020-21 2021-22

97%

/

95%

93%

[_] significantly higher than total

AV Significantly higher/lower
|:| Significantly lower than total

than previous wave



Official Language Minority Communities (2/2)

* OLMC clients provided lower ratings for the respectfulness of 1 800 O-Canada reps compared to all clients and higher ratings for the ease of deciding the best

age to start their pension, the ease of understanding information about the program, the ease of determining eligibility, needing to explain their situation only once

and clarity of process.

+ Compared to 2020-21, OLMC clients provided lower ratings for the timeliness of service, being able to move smoothly through all steps and completing steps

online made the process easier.

WIDEST GAP VS. TOTAL & CHANGE VS. 2020-21 IN SERVICE ATTRIBUTES

(% RATED 4 OR 5)

1 800 O-Canada phone representatives were respectful
Ease of deciding the best age to start your pension
Understand the information about [INSERT PROGRAM]
Figure out if you are eligible for benefits/ SIN card

You needed to explain your situation only once

It was clear what would happen next and when

Able to move smoothly through all steps

Completing steps online made the process easier

The amount of time, from start to finish, was reasonable

201

2021-22

51%

96%
90%
86%
84%
83%

85% V¥
80% V¥
5% Vv

GAP vs. TOTAL

-35 pts
+32 pts
+16 pts
+12 pts
+10 pts
+9 pts
+3 pts
+2 pts

2020-21

N/A
80%
79%
7%
86%
88%
93%
88%
91%

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

AV

Significantly higher/lower
than previous wave



Newcomers (Arrived in Past 3 Years) (1/2)

OVERALL SATISFACTION (% RATED 4 OR 5) » Overall satisfaction among newcomers continued to be higher than all clients
and results were consistent compared to 2020-21.

« Newcomers were more satisfied with the service they received in-person,
018-19 019-20 02021 202122 gl?élrr:tes, through specialized call centres and eServiceCanada compared to all

« Compared to 2020-21, satisfaction decreased for service provided in-person.

94%

93% 9BV

"90%

SERVICE CHANNEL SATISFACTION (% RATED 4 OR 5)

2018-19 2019-20 2020-21 2021-22
In person 96% 88% 95% 88%|vy
Online 85% 86% 89% 87%
Specialized Call
P 63% 77% 87%* 85%
1 800 O-Canada 79% 83% ok o
My Service
anada Account n/a 69% 84%* o
eServiceCanada n/a n/a 020/4* 90%
202 *small sample size. Results should be interpreted with caution. **sample sizes too small for reporting.. |:| Significantly higher than total AV ?higrr:iﬁ?g\r/]itcl)y Qi\%gsgbwer
Base: Newcomer clients I:l Significantly lower than total P u



Newcomers (Arrived in Past 3 Years) (22

* Newcomers were also more likely to provide high ratings on several service attributes. The largest gaps were

for ease of getting help when needed, ease of follow-up, confidence any issues or problems would have been

easily resolved and ease of getting help on their application.

« Compared to 2020-21, there have been no statistically significant shifts in ratings across service attributes.

WIDEST GAP VS. TOTAL & CHANGE VS. 2020-21 IN SERVICE ATTRIBUTES

(% RATED 4 OR 5)

It was easy to get help when you needed it

Ease of follow-up

Confident any issues or problems would have been easily resolved
Getting help on your application when you needed it

It was clear what would happen next and when

Ease of figuring out if you are eligible for benefits/ SIN card

Ease of putting together the information you needed to apply

Able to find the info you needed within a reasonable amount of time

Ease of finding out what info you needed to provide when applying

203

2021-22

86%

73%

88%

7%

86%

86%

90%

84%

86%

GAP vs.
TOTAL

+18 pts
+18 pts
+15 pts
+13 pts
+12 pts
+12 pts
+10 pts
+10 pts

+10 pts

2020-21

86%

76%

86%

82%

89%

86%

91%

89%

87%

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

AV

Significantly higher/lower
than previous wave



Racialized and Black Clients /2

OVERALL SATISFACTION (% RATED 4 OR 5) — TRENDING

89%
-0
= Black \84 .v
78% v
2020-21 2021-22
ialized 9 9
Overall Trust racelze 0%
Black 84% 83%
SERVICE CHANNEL SATISFACTION (% RATED 4 OR 5)
Racialized 92% 85% V¥
In person
P Black 899%*
online Racialized 85% 79%| ¥
Black 81% 63%| ¥
Specialized Call Racialized 80% 71% V
Centres Black 75%* 58%* ¥
Racialized 9
1800 O-Canada " 82% 63% V
Black * **
My Service Racialized 81%
Canada Account Black ** 62%*
. Racialized 88% 83%
eServiceCanada Black 85% 8204+
204 — *small sample size. Results should be interpreted with caution. **sample sizes too small for reporting.

Base: Racialized clients

Overall satisfaction and trust in Service Canada were higher among
Racialized clients compared to all clients and consistent among those who
identify as ‘Black’ specifically. Satisfaction has decreased among Racialized
and Black clients compared to 2020-21.

Racialized clients provided higher ratings for the quality of service provided
online and through MSCA, while Black clients provided higher ratings for in-
person service and lower ratings for online.

Compared to 2020-21, Racialized and Black clients provided lower ratings for
the quality of service provided online and through specialized call centres,
while é?acialized clients also provided lower ratings for in-person and 1 800 O-
Canada.

[ significantly higher than total AW Significantly higher/lower
than previous wave

|:| Significantly lower than total



Racialized and Black Clients /2

* Racialized clients provided higher ratings across several service attributes. The largest gaps were for

the ease of getting help when needed and on the application specifically, confidence in the issue

resolution process and ease of finding information about the program.

» Compared to 2020-21, Racialized clients provided lower ratings for the timeliness of service and for

completing steps online made the process easier.

WIDEST GAP VS. TOTAL & CHANGE VS. 2020-21 IN SERVICE ATTRIBUTES

(% RATED 4 OR 5)

It was easy to get help when you needed it

Ease of getting help on your application when you needed it

Confident that any issues or problems would have been easily
resolved

Ease of finding information about the program

Able to move smoothly through all of the steps related to your
application

It was clear what would happen next and when
Finding out the steps to apply
The amount of time, from start to finish, was reasonable

Completing steps online made the process easier

205

2021-22

78%
74%
82%
85%
88%
80%
82%

76%y

800/?

GAP vs.
TOTAL

+10 pts
+10 pts
+9 pts
+7 pts
+6 pts
+6 pts
+6 pts
+1 pt

+2 pts

2020-21

81%

75%

83%

85%

90%

83%

83%

84%

87%

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

AV

Significantly higher/lower
than previous wave
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Conclusions (/3)

207

The vast majority of Service Canada clientele remain highly satisfied with their overall service experience, however ratings across
nearly all aspects of service have declined year over year. Results have largely returned to levels observed prior to the pandemic.

Ratings on overall ease (82% vs. 86%), effectiveness (82% vs. 85%), emotion (73% vs. 77%), timeliness of service (75% vs. 81%) and trust
(78% vs. 84%) have decreased compared to last year contributing to the overall decline in satisfaction (81% vs. 86%).

In order to improve satisfaction, the primary focus should be placed on reducing the time the client journey takes. Secondary areas of
importance for improvement included the ease of follow-up and confidence in the issue resolution process. These areas represent aspects of
service that have the greatest impact on clients’ impressions of their experience, where ratings are weaker relative to other areas.

Reduced satisfaction with the service experience was driven primarily by lower ratings among El and OAS/GIS clients and lower
ratings of the quality of service provided through all Service Canada channels. Timeliness of service and trust have also experienced
broad declines and have received lower ratings among clients of most programs.

Overall satisfaction has decreased among El (76% vs. 84%) and OAS/GIS clients (81% vs. 88%) who provided lower ratings for several
aspects of the ease and effectiveness of the process including timeliness of service which is the strongest driver of satisfaction for both

programs. Notably, the decline among OAS/GIS clients was driven mostly by lower satisfaction among Non Auto-Enroll clients however

ratings have dropped in several areas for both Auto-Enroll and Non Auto-Enroll clients.

While ratings are more consistent among clients of other programs compared to last year, there have also been notable declines in trust for
CPP and CPP-D clients, timeliness of service for CPP clients and clarity of process for SIN and CPP clients. Overall, impressions of the
service experience remained strongest among SIN clients and weakest among CPP-D clients.

Satisfaction with the quality of service has decreased across all service channels. The in-person experience continued to receive the highest
ratings while both telephone channels received the lowest.

This year’s declines were broad in nature, impacting several service measures, all service channels, clients of most programs and nearly all
at-risk groups. Clients were also more likely to report having experienced restrictions, most notably accessing service at a Service Canada
Centre, while there has also been an increase in the number of clients who have identified as having a mental-health related disability. This
evidence suggests that there may be other environmental factors contributing to overall declines (i.e. pandemic fatigue, impact of rising cost

of living and labour market disruption).



Conclusions (2/3)

Service Canada clients provide the highest ratings for the respectfulness of in-person and specialized call centre staff representing
a new aspect of service measured this year and a prominent strength. The helpfulness of in-person and specialized call centre staff,
confidence in information security and the process’ overall ease and effectiveness were also among the highest rated areas.

* The aspects of service that receive the lowest ratings include the ease of follow-up, ease of getting help on the application when needed
and ease of getting help in general and ease of deciding the best age to start your pension.

Following the dramatic shifts observed last year, channel use was generally consistent year over year. Clients were more likely to
utilize in-person service or assisted self-service across the entire client journey, while fewer used self-service only. Use of in-person
service rose but remained considerably lower than in 2019-20 and was utilized slightly more than self-service only this year which
saw a decline. Assisted self-service has continued to see gradual increases in usage year-over-year.

* When looking at service level by stage of the client journey, clients were more likely to have used in-person service at the apply and follow-
up stages compared to last year. Clients were also more likely to have used assisted-self-service at the apply stage and less likely to have
used self-service only, while fewer used touchless person-to-person at the follow-up stage.

* Online remained the preferred first point of contact for the majority of clients at the aware and apply phases while the telephone is slightly
more preferred than online for following up. Use of in-person increased this year as the first point of contact for all stages.

* CPP clients were more likely to have used in-person service at all stages of the client journey, SIN clients at the apply stage and El clients
and OAS/GIS clients at the follow-up stage. Use of self-service only also increased among OAS/GIS clients at the follow-up stage, while El
clients were less likely to have used touchless person-to-person at the follow-up stage.

» El and OAS/GIS clients were more likely to have used assisted self-service at the apply stage, while El clients were less likely to have
used self-service only. CPP and CPP-D clients were more likely to have used mail only at the aware stage, while CPP-D were less likely to
have used self-service only or touchless person-to-person.

* Notably, OAS/GIS clients who were non auto-enrolled relied more heavily on the Government of Canada website when learning about and
applying this year but were less satisfied with their experience with the channel. OAS/GIS clients had more difficulty understanding
information about the program and figuring out what they need to provide when applying on the GoC website and were less likely to feel
completing steps online made the process easier compared to all clients. The increased usage of online observed this year combined with
decreased online channel satisfaction likely contributed to the lower overall satisfaction among OAS/GIS clients. &

208



Conclusions (3/3)

209

The proportion of clients who self-serve is largely consistent with the historic high observed last year and they continue to provide
high ratings for the ease of the online application process. However, satisfaction with MSCA has decreased and use of MSCA has
declined among CPP and CPP-D clients who experience more difficulty signing-in while CPP-D clients also have more trouble
registering.

Reported ease of completing steps online continues to be strong and consistent after steadily improving for several years, however CPP-D,
CPP and OAS/GIS clients experience more difficulty.

MSCA continues to be used by the vast majority of EI and CPP clients, while four in ten CPP-D or OAS/GIS clients report doing so. CPP and
CPP-D clients were less likely to have used MSCA than in previous years and notably, ease of registering has declined among El clients.
CPP-D clients found it more difficult to register and sign-in compared to all clients, while CPP clients found it more difficult to sign-in.

The vast majority of those with an existing MSCA found it easy to sign into their account, however only half of clients who registered for their
MSCA for the first time found it easy, lower than last year. Among those who had difficulty registering, the most common reasons are because
they experienced problems with their personal access code, problems verifying their identity or problems creating their profile.

At-risk client groups continue to be largely satisfied with the service experience however ratings have declined among most year over
year. Satisfaction is notably higher among seniors, newcomers, and racialized clients than compared to all clients

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

Overall satisfaction with the service experience declined among most at-risk groups including clients who experienced restrictions accessing
our services, clients with no devices, clients with disabilities, remote clients, rural clients, youth, racialized Canadians, seniors and Official
Language Minority Communities. All other at-risk groups saw non-statistically significant declines in overall satisfaction.

Clients with a language barrier represent only 6% of clients but continue to be the at-risk group that experience the most difficulty. They
provide considerably lower ratings across all aspects of their experience and the largest gaps are for the helpfulness of 1 800 O-Canada
phone representatives, being able to complete steps online made the process easier, clarity of the issue resolution process, receiving
consistent information and that it was clear what would happen next and when.
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2021-22 Demographics /2

GENDER AGE EDUCATION
o) O 31% 31% 20% 19%
5200 4890 18 - 30 31-50 51 - 64 65+ Grade 8 orless | 1%
Male Female % g % %
Some high school I 6%
' PROVINCE/ REGION | High school diploma or - 23%

certificate/diploma
British

B; % Registered
i i Newfoundland : : 0
15% , apprenticeship/trades 7%

-4 Columbia Colle ”
W ge/CEGEP/certific
TV 9% 3% ate/diploma 22%
Alberta Manitoba ’ 1%
., 0 University certificate/
0 ' 1 . diploma below I 5%
400 A) hwk t :Dsrlg]rfde Edward bachelor's level ’
ntario , g
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2021-22 Demographics /)

SERVICE LANGUAGE PREFERENCE IDENTIFY AS PERSON WITH DISABILITY USE OF ONLINE SERVICES
L 1) e I G e I
—Q—
French . 16% Sometimes . 20%
Both | 2% 8% 91% <1% Rarely I 8%
Yes No Don’t know
Other 0% Never I 8%
IDENTIFY AS INDIGENOUS INDIGENOUS GROUPS RACIAL/CULTURAL GROUP
White [N 54%
First Nations ] 4% South Asian [l 10%
Black |l 8%
Yes Métis I 2% Chinese | 5%
No A 6% Latin American | 4%
94% Inuk - 0% Filipino | 3%
Southeast Asian | 2%

None of the above | 57
one of the above 87% Arab | 2%

. . . 0

Don't know I 6% Indigenous/ First Nations | 2%

Other | 1%

0
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APPENDIX A

DETAILS ON CALL DISPOSITION, BACKGROUND ON DRIVERS’
ANALYSIS AND DEFINITION OF AT-RISK GROUPS
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Call Disposition

* Up to seven calls were placed in an effort to reach a selected respondent. The overall response rate achieved was 12% which is consistent compared to the industry
average. The response rate was lower than in 2020-21 (16%) and consistent with the response rate achieved in 2019-20 (12%).

« Of the 4,200 completed interviews, 3,568 were conducted in English and 617 conducted in French.
» The final call outcomes are as follows:

CALL OUTCOME COUNT OF DISPOSITION

Call backs 2652
Completed Interviews 4200
Disqualified 1346
Language Barriers 907

No Answers 16596
Not In Service (Out of Scope) 4171
Over quota 34

Refusals 13882
Terminations 1455

TOTAL IN SCOPE

TOTAL RESPONDING
OVERALL RESPONSE RATE




Definition of At-Risk Client Groups

Newcomers Not born in Canada and arrived within the previous 3 years

Non English or French speakers Identify “other” as preferred language of service

Lower Education High school or less

Youth Aged 18to 30

Seniors Aged 60 and over

Clients with disabilities Self-identified

Clients with restrictions Self-identified

Indigenous people Self-identified as First Nations, Inuit, or Métis

E-vulnerable Clients who rarely or never use online services

Mobile only Self-reported as clients with only a smartphone, no computer or tablet
No devices Self-reported as clients with no devices (mobile, tablet, computer)
Remote clients Sample variable

Rural clients Sample variable

Urban clients Sample variable

Official language minorities (OLMC)  Clients in Quebec who prefer service in English, and clients outside Quebec who prefer service in French (sample variable and (Q41b)
Language barrier It was easy to access service in a language | could speak and understand well (Rated 1 or 2)

Racialized Clients who identify as a racial or cultural group other than White (Can be in addition to also identifying as white)
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