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Phoenix SPI was commissioned by Industry Canada to conduct a survey of Canada
Business clients to assess levels of client satisfaction with the service received during the
previous six months. To that end, a survey of 719 Canada Business Network (CBN) clients
was conducted using a mixed methodology, which included telephone, online and web-
intercept data collection. In all, 277 clients completed the survey over the phone, 219 online

and 223 via the web-intercept. Based on a sample of this size, the results can be considered

to be accurate to within +/- 3.6%, 19 times out of 20 (for questions that applied to the full

-sample). The fieldwork was conducted from November 30, 2006 to February 19, 2007.

The results point to a clientele that is, for the most part, highly satisfied with the service it
has received from the Canada Business Network, as well as with the information, products
and services offered by Canada Business. Not only are they satisfied with the overall
quality of service, clients also provided positive ratings of the different service channels
used, the information provided, and the various Canada Business products and services
used. Fully 83% expressed satisfaction with the overall quality of service received from the
CBN, while two-thirds (65%) said that, in the end, they got everything they needed (a
further 25% got part of what they needed), and very few (8%) encountered problems with
the service. Underscoring this satisfaction was the fact that specific aspects of service
delivery also tended to be rated positively. Well over three-quarters (79-81%) offered
positive assessments of all aspects of service and, in each area, satisfaction was more likely
to be strong (57-83%) than moderate (7-22%).

Focusing on service-related interactions, clients tended to contact Canada Business three or
more times (50%), were most likely to have done so by telephone (53%) or the website
(47%), and were most apt to have used only one of the five channels in the previous six
months (66%). Not only was overall satisfaction with service high, it was also strong with
respect to the service channels used by clients. Large majorities expressed relatively strong
satisfaction with each of the channels used. In addition to being the most commonly-used
channel, telephone was also the top-rated service channel — 90% of those who contacted
Canada Business by phone were satisfied with the service received. Most felt they got what
was needed (89%), the hours were convenient (87%), it was easy to reach an agent (86%),
find the phone number (82%) and use the automated system (77%). Following the
telephone, 88% were satisfied with the quality of service received at a CBN office, 82%
with the service received through the national/provincial/territorial website(s), and 74%
with email service. As with the various dimensions of telephone service, respondents
provided positive ratings of all specific aspects of in-person, website, and email service.

Positive assessments notwithstanding, Canada Business might want to consider targeting
those aspects of service that were accorded higher levels of dissatisfaction. Although in
most instances relatively small numbers expressed dissatisfaction with service quality, this
provides a focus for moving forward. In terms of overall service, this means focusing on
ensuring that clients are informed of everything needed in order to get service. For the
service channels, this means trying to make the automated phone system easier to use,
ensuring information on the website(s) is easier to find, making the CBN email address
easier to find, and addressing the CBN office wait times and hours of service.
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Turning to the information available from Canada Business, 60% of surveyed clients’
looked to the CBN for information on starting a business, followed at a distance by
information on business financing (33%), other government-related issues (27%), and
business sectors (27%). The type of information clients had trouble locating included
government information for businesses, business financing and sector-specific information,
taxation information, and association sources or contacts. While some of the information
was difficult to locate (over two-thirds did not find everything they sought), what
respondents did obtain was highly rated, with 89% saying it met or exceeded their
expectations. Notably, those representing potential start-up businesses tended to be more
successful than those from existing businesses in finding all the needed information.

Not only did the information meet clients’ needs, the vast majority said they used this
information. At the time of the survey, fully 81% had made use of the information and
most of those who had not (72%) said they planned to in the future. Satisfaction with
specific aspects of this information, in addition, was uniformly high with more than four in
five (82-84%) saying they were satisfied with its accuracy, relevance, accessibility, and
clarity. Moreover, satisfaction in each of these areas was, again, more likely to be strong
than moderate. Simply put, the majority were very satisfied with the quality of information
received from the Canada Business Network.

In addition to information, the products and services offered through the Canada Business
Network received strong satisfaction ratings. While many surveyed clients had used the
various products and services, printed materials (48%) and personal assistance from an
agent (43%) emerged as the most used products/services. Information packages followed at
36%, with the Research Library (25%) rounding out the top four. Satisfaction was highest
with regard to personal assistance from an agent (90%; 65% were very satisfied), although
all other products/services received favourable assessments.

Beyond these products and services, 51% were referred to an organization or person to
obtain information. Nearly all of these clients already had (61%) or planned to (31%) use
the referral. Those who had done so already were largely satisfied with the quality of their
referral (83%) and found the information to be useful (85%). As further evidence that the
products and services, as well as information, provided by Canada Business meet the needs
of clients, more than half (55%) said the information or services helped them in starting a
business, while exactly half reported that it helped them to do general research.

There were subgroup differences with respect to many of the issues explored in the survey,
but the differences that do exist are largely limited to specific areas and most do not follow
a consistent pattern. That said, a number of generalizations can be made about the nature of
these variations. Atlantic Canadians and Quebeckers tended to align in many areas, while
those from Ontario and the West were more in line with the overall survey findings. In
addition, French-speaking respondents and those representing start-up businesses were
often more apt to provide positive feedback, while those who used three or more service

channels tended to be more negative about service overall compared to those who used
fewer methods.

In conclusion, Canada Business appears to be serving its clients well. Beyond providing
competent, friendly service and high quality information, products and services, the CBN
helped over half of those surveyed to actually start a business. This finding, along with the
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rest of the survey results, confirms that Canada Business is largely fulfilling its mandate as
the primary source of up-to-date, accurate, business-related information for businesses and
start-up entrepreneurs. In addition to maintaining this level of client service and high
quality information, products and services, there are a handful of patterns in the data that
suggest areas in which Canada Business could focus improvement efforts. While
information obtained from the CBN was highly rated and viewed to be useful, it was not
always easy for clients to find. Canada Business could benefit from exploring ways to help
clients more easily locate and obtain information.

As well, while start-up businesses are Canada Business’s main audience, existing
businesses accounted for one-quarter of those who contacted the CBN over the previous
six months, and these clients provided less positive feedback This suggests a need for
information, products, and services that are tailored to existing businesses.

Finally, Canada Business might consider targeting aspects of service that received higher
levels of dissatisfaction — informing clients of everything needed, trying to make the
automated phone system easier to use, ensuring information on the website(s) is easier to
find, making the CBN email address easier to locate, and addressing the CBN office wait
times and hours of service. '

More Information:

Supplier name: Phoenix Strategic Perspectives Inc.
PWGSC contract number: U6530-061822-001-CY
Award date: 2006-11-14
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INTRODUCTION -

Industry Canada commissioned Phoenix Strategic Perspectives to conduct a survey of
Canada Business clients to assess levels of client satisfaction with the service received
during the previous six months.

Background ahd Objectives

Canada Business is a government information service for businesses and start-up
entrepreneurs in Canada. It promotes entrepreneurship by serving as the primary source of
up-to-date, accurate business-related information and providing referrals on government
programs, services and regulations in all regions of the country. The mission of Canada
Business is to:

o Improve the start-up, survival and growth rates of small and medium-sized
enterprises by giving business people in every part of Canada access to accurate,
timely and relevant information and referrals.

e Reduce the complexity of dealing with various levels of government by
consolidating business information from the client’s perspective in one convenient
service.

e Enable clients to make well-informed business decisions in a global economy.

e Encourage business success through sound business planning, market research and
the use of strategic business information.

Services from Canada Business are available via four main channels: telephone, in-person,
email, and the Internet.

In March 2005, Industry Canada conducted a client satisfaction survey with visitors of four
Canada Business locations. In 2007, Canada Business wanted to proceed with a client
satisfaction survey of its entire network. The Canada Business Network (CBN) includes
the following 13 service centres:

1. Canada — Ontario Business service centre

2. Canada — Manitoba Business service centre

3. Canada — Saskatchewan Business service centre

4. Canada— Alberta Business service centre (The Business Link)
5. Canada — British Columbia service centre (Small Business BC)
6. Canada — Newfoundland and Labrador Business service centre
7. Canada — Nova Scotia Business service centre

8. Canada — New Brunswick Business service centre

9. Canada — Prince Edward Island Business service centre

10. Canada — Québec service centre (Info entreprises)

11. Canada — Yukon Business service centre

12. Canada — Nunavut Business service centre

13. Canada — Northwest Territories Business service centre

Phoenix Strategic Perspectives Inc. 1
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The main purpose of the research was to ensure ongoing, systematic gathering,
maintenance and reporting of client-focused information to facilitate management
decision-making. Specific research objectives were to:

e Identify client information needs and satisfaction with products and services.
Measure product and service delivery against client needs and preferences.
Develop a profile of the client base.
Track service performance over time.

1

This research builds on the findings of the 2005 survey, and is intended to establish a
national baseline for subsequent surveys.

Research Activities

To assess the level of client satisfaction among people who contacted Canada Business, a
mixed methodology was used. This combined intercept recruitment, with the subsequent
data collection conducted online and by telephone. In all, 719 Canada Business clients
completed the survey in one of these modes”. A sample of this size can be considered to be
accurate within +/- 3.6%, 19 times out of 20 (for questions that applied to the full sample).
The fieldwork was conducted from November 30", 2006 to February 19™, 2007. The
various research activities are described in detail below, including the recruitment and data
collection.

RECRUITMENT

Recruitment took the form of intercept activity. Given that services from Canada Business
are available via four main channels — telephone, in-person, email, and the Internet —
recruitment differed by channel. Clients who contacted a Canada Business service centre
by the telephone or in-person channels® were recruited for the research by service agents
that staff the phone lines and/or offices. This involved obtaining clients’: 1) agreement to
participate in the research, and 2) contact information to enable their participation. Those
who agreed to participate had the option to complete the survey by telephone or online
(although the online survey was encouraged).

Clients who used email or the Internet channels were directed to complete the online
survey. People who sent an email inquiry to Canada Business were sent a récruitment
email following the email that answered their question(s). This ensured that service
delivery was not impeded by recruitment, and it allowed for time to lapse between the
inquiry and the response from Canada Business so clients could adequately comment on
the quality of service and/or information. Those who accessed either the national or one of

! The 2005 and 2007 data are not fully comparable given that the target audiences were not the same. The
2005 survey included clients of service centres in Quebec, Ontario, Manitoba and Saskatchewan only. As
well, modifications were made to the questionnaire and only two data collection modes were used this year —
online and telephone. In 2005, respondents were also given the option to complete a paper-based
questionnaire.

? In addition, 1 client completed a paper-based questionnaire which was mailed back to Phoenix.

? At some Canada Business locations, in-office computer terminals are available for use by clients. At these
locations, service agents also offered some of the clients who agreed to take part in the research the option to
complete the survey at a computer terminal. These clients were able to access the survey through the website,
which contained invitations to complete the survey — this was the basis of the Internet recruitment.

Phoenix Strategic Perspectives Inc. 2
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yet completed the survey. Each reminder was sent approximately one week apart.

e The survey averaged 11.8 minutes and was available online from December 7“‘,_ ‘ .
2006 to February 19™, 2007. '

Phoenix Strategic Perspectives Inc. 5







Canada Business Network: Client Satisfaction Survey 2007

~® The survey invitation contained information about the survey, offered assurances of

confidentiality, and encouraged participation. If clients accepted the invitation, the'
survey opened in a new browser window. If they declined, the invitation window
closed and did not appear again for the client if s/he revisited the site during the
research.

o The survey averaged 10.4 minutes.

e The response rate cannot be determined with precision due to sampling issues
related to website surveys in general.

ANALYSIS

The data from each survey mode were combined and analyzed together to produce the
overall findings. No weights were applied to the final data. The Canada Business Network
service centre traffic data could not be used as the basis for developing weights. The
available regional data were not reliable. As well, to develop accurate weights for the data,
the service centre traffic needed to be broken out by the different service channels used by
clients for service-related interactions. Since this information was not available, the survey
data have not been weighted.

Note to Readers

For editorial purposes, the terms ‘respondents’ and ‘clients’ are used throughout the
report to denote survey participants. As well, the terms ‘Canada Business Network’
and ‘Canada Business’ are used interchangeably, along with the acronym ‘CBN’.

At times, the number of respondents (i.e. not the percentage) who answered certain
questions or answered in a certain way is provided. The following method is used to
denote this: n = 100, which means the number of respondents, in this instance, is 100.

Since questions were often asked of sub-samples of the survey population, the number
of respondents changes throughout the report. Accordingly, readers should be aware of
this and exercise caution when interpreting results based on smaller numbers of
respondents.

For key questions throughout the report, the findings are tracked over time.

Some of the graphs do not sum to 100% due to rounding.

Appended to the report, in both official languages, are:

e Recruitment materials,

¢ Questionnaire,

e Interstitial webpage invitation, and
¢ Survey invitation and reminders.

Phoenix Strategic Perspectives Inc. 7
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'SUBGROUPVARIATIONS oo o

This section presents subgroup differences for key issues explored in this survey, including
variations based on region, age, education, language, business stage, number of service
channels used, and frequency of contact. The findings are presented in two ways. First, we
provide summary descriptions of the main patterns in each area (presented in the same
order and structure as information in the main report). These summaries are textual for ease
of access to the information. Second, we provide a detailed table that presents a breakdown
of the findings for the various sub-groups. The table is also organized by theme.

For this analysis, the subgroup characteristics have been grouped as follows:

Region:

o Atlantic
Quebec
Ontario
West

000

Age:

Under 35 years
35-44 years
45-54 years
50+ years

M W W ]

Education:

0 High School or less

@ Some or completed community/technical college
Q Some or completed university

a Post-graduate degree

Language of Survey Completion:

o French
0 English

Business Stage:

0 Existing businesses
o Potential start-ups

Number of Service Channels Used:

0 One
o Two
@ Three or more
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Frequency of Contact:

o Once
o Twice
o Three time or more

Overview

No strong patterns in service-related interactions, satisfaction, and use/perceptions of CBN
information, products and services emerged with respect to demographics and other
background characteristics. In fact, the differences that do exist are largely limited to
specific areas and most do not follow a distinguishable pattern. That said, a number of
generalizations can be made about the nature of these variations. While regional
differences were mixed, Atlantic Canadians and Quebeckers tended to align in many areas,
while those from Ontario and the West were more in line with the overall findings. Where
there were age-related variations, the youngest clients surveyed tended to be less positive
than their older counterparts. Those representing start-up businesses were often more apt to
provide positive feedback, while those who used three or more service channels tended to
be more negative about service overall than those who used fewer methods.

Service-Related Interactions

When it came to the methods and frequency with which clients contacted the Canada
Business Network, the following differences are worth noting:

e With the exception of Ontario, clients in all other regions were most likely to have
contacted the CBN by telephone. Ontarians, on the other hand, were most apt to
have used the website. In terms of why they contacted the CBN, respondents from
the West were more likely to be from existing businesses, while Atlantic Canadians
were more apt to represent potential start-ups.

e Compared to older clients, those 18-24 years were less likely to have used email to
contact CBN and least apt to have used multiple service channels. Clients aged 45
and older were more likely to have contacted the Canada Business Network on
behalf of an existing business, while those 25-44 years were more apt to represent
start-up businesses.

e Clients with at least some university education were most likely to have contacted
the Canada Business Network via email, whereas those with college or less tended
to use the phone. The frequency of contact, along with the likelihood of using
multiple service channels, increased with education. Respondents with a university
or post-graduate education were more likely to represent existing businesses, while
college-educated respondents were the most apt to have contacted the CBN on
behalf of a potential start-up.

o French-speakers were more likely to have contacted the CBN by phone, and less
apt to have done so in-person. The frequency of interactions and the likelihood of
using multiple service channels did not vary much by language. Turning to their
reason for contacting the CBN, English respondents were more likely to have done
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Canada Business Network: Client Satisfaction Survey 2007

so on behalf of an existing business, and French respondents on behalf of a
potential start-up.

e Existing businesses were more likely to have visited the website and to have
contacted Canada Business more frequently. Those representing potential start-ups,
on the other hand, were more apt to have used the telephone to deal with Canada
Business.

e Those who contacted the Canada Business Network frequently were most likely to
have used the website, whereas those who contacted the CBN once or twice were
more inclined to have done so by phone.

Overall Satisfaction

e Regional differences existed in terms of satisfaction with, and perceptions of, the
quality of service received from Canada Business. Quebeckers were the least likely
to be satisfied with service overall and to offer positive assessments of the specific
aspects of service. That said, they were just as or more likely to say they got what
they needed in the end. Additionally, Atlantic Canadians were more likely than
others to agree that staff went the extra mile and that they were satisfied with the
timeliness of service. Ontarians stood out as being most satisfied with their ease of
access to service, and were more likely than others to express satisfaction with the
overall quality of service.

e Age differences were small, but a few are worth noting. The youngest respondents
were far less likely to express satisfaction with service overall and to agree that
they were fully informed about service and satisfied with the amount of time it
took. That said, they were more likely to feel that staff went the extra mile to make
sure they got what they needed. Given the latter, however, it is somewhat puzzling
that these clients were much less likely than older ones to say that, in the end, they
got what was needed from the CBN,

¢ In general, respondents with some form of post-secondary education (PSE) tended
to offer less positive ratings of service than those who had not attended schooling
beyond high school.

¢ Regardless of language, satisfaction levels were quite similar. The only difference
worth noting is with respect to the statement Staff went the extra mile: French-
speaking respondents were more likely than their English counterparts to agree that
this was their experience.

e Respondents who contacted the CBN on behalf of a potential start-up offered more
positive assessments of service, both overall and with respect to the specific aspects
examined. Differences were most notable with respect to staff going the extra mile
and satisfaction with the accessibility of service. Not surprisingly, then, those
representing potential start-ups were more apt to say they got everything they
needed and were less likely to report having problems.

e Multi-channel users were more likely to express satisfaction with the overall
quality of service received from Canada Business. That said, the likelihood of
having problems with service rose with the number of channels used.
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e In most cases, perceptions of service were more positive among clients who
contacted the CBN less frequently, while the likelihood of reporting problems
increased with frequency of contact.

Satisfaction with Service Delivery Channels

e Regionally, a few notable differences exist with respect to perceptions of phone
service. Atlantic Canadians were least likely to agree that it was easy to find the
phone number, but were most likely to agree that it was easy to reach an agent.
Those from the West were least likely to think the automated system was easy to
use, while respondents from Ontario stood out as being least likely to agree that the
hours of service are convenient. Overall satisfaction with phone service was highest
in the Atlantic and Western provinces. Turning to the website, Quebeckers were
more likely than others to use the national website and Atlantic Canadians were
more apt to have used both versions. Those in the West, on the other hand, were
more inclined to have used their provincial website. Perceptions of website service
were consistently less positive among Quebeckers, but overall satisfaction with the
service received through the website(s) was lowest in the West. In-person service
was rated highest in Atlantic Canada, and lowest in Ontario.

e The youngest respondents tended to offer less positive ratings of phone and website
services. Conversely, those aged 25-34 were most apt to be positive about both
service channels.

¢ Educational differences were minimal, but a few notable ones exist: University-
educated respondents were more likely than others to find the hours of phone
service convenient, while those with a college education were less likely than
others to say they got the information they needed over the phone. Turning to the
website, the likelihood of using the national site only increased with education.
Those with high school or less were most likely to use a provincial website, while
university-educated respondents were more likely than others to say they used both
versions. Those with post-graduate degrees tended to hold less positive perceptions
of website service, but clients with high school or less were least likely to be
satisfied overall. Satisfaction with in-person service was highest among those with
a post-graduate or high school education.

¢ TFrench-speaking clients tended to have more positive perceptions of telephone
service, but there was no difference in overall satisfaction with the quality of phone
service received. As for use of the website, they were also more likely to use the
national website exclusively, while English-speaking clients were more likely to
have used both versions. Satisfaction with the website differed in a few notable
areas. Specifically, English-speaking respondents were more likely to agree that it
was easy to find what they were looking for and that they were confident their
privacy was protected, while their French counterparts tended to be more satisfied
with the website overall.

o Those representing existing and potential start-up businesses did not differ much in
terms of their attitudes toward phone service, with a few exceptions: those who
contacted the Canada Business Network on behalf of a potential start-up were more
likely to say it was easy to find the phone number, while existing businesses were
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more likely to be satisfied with the quality of phone service overall. Turning to the
website, clients of potential start-ups held more positive perceptions for the most
part and were more likely to be satisfied overall.

Overall satisfaction and perceptions of phone service were, in most cases, less
positive among those who used three or more service channels. In terms of the
website, single channel users were less likely than others to have used their
provincial website exclusively and more likely to have used both versions.
Differences in perceptions of website service were more varied. Notably, those who
used three or more service channels were more likely to say they would
recommend the site to a friend or colleague, while single channel users were less
likely than others to say they are confident their privacy was protected. Those who
used two service channels were more likely to say they were satisfied with the
website overall. As for in-person service, respondents who used three or more
service channels were least satisfied with the quality of service received when
visiting a CBN office.

Generally speaking, respondents who contacted the Canada Business Network only
once were more positive about service received over the phone. The exception to
this: these respondents were less likely to agree that the phone number was easy to
find. In terms of the website, those who contacted the CBN multiple times were
more likely to use both versions, and were generally more satisfied than those who
had done so only once. They were also much more likely to be satisfied overall
with service received via the website.

Perceptions of CBN Information

Clients from Atlantic Canada were less likely than others to have obtained
information about starting a business from the CBN. Ontarians were less likely than
the rest to have received business financing information, while those from the West
stood out as being more likely to have obtained other government information.
Atlantic Canadians were slightly less likely to have obtained al/ of the information
they sought and, along with Quebeckers, were less likely to say that the information
exceeded their expectations and that they used it. Respondents from Western
Canada were most satisfied with all aspects of the information they obtained, while
Quebeckers and Atlantic Canadians were often less satisfied than others. In terms
of the preferred method of receiving information from the CBN, Quebeckers were
less likely than others to prefer email, while Atlantic Canadians were less likely to
prefer the website. The likelihood of preferring mail or fax decreased from East to
West.

A number of notable age differences emerged with respect to the information

obtained from the Canada Business Network. The oldest clients were less likely to

have obtained business start-up and financing information, while respondents under
the age of 35 were less likely to have sought other government information. The
oldest respondents were least likely to have found al/l the information they looked
for, while those aged 25 to 34 were more likely to say the information they got
exceeded their expectations. The youngest respondents (18-24 years) were least
likely to have used the information they obtained. Patterns in satisfaction with
specific aspects of the information were less clear, with respondents in the middle
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two age categories more likely to express satisfaction in each area. In terms of
respondents’ preferred method of receiving information from the government, the
youngest clients were the least likely to prefer email.

e Respondents with a post-graduate degree were less likely than others to have
obtained information on starting or financing a business, while those with no post-
secondary education were less likely to have obtained other government
information. Respondents with a college degree were most likely to say they found
all of the information they looked for, while those with high school or less were
least likely to say that the information they obtained exceeded their expectations.
Less-educated clients were also much less likely to say they used the information,
and were least satisfied with most aspects of it. As for their preferred method of
receiving information, respondents with university or post-graduate degrees were
more likely to prefer email and less likely to prefer mail or fax. Respondents with
no post-secondary education, on the other hand, were less likely to prefer the
website.

e French-speaking respondents were more likely to have obtained information from
the CBN about starting a business, whereas their English counterparts were more
likely to have obtained other government information or information on financing a
business. Those who completed the survey in French had more success finding
information, but English-speakers were more satisfied with the quality of the
information they obtained. They were also more likely to say they would prefer to
receive information from the government via email, and less apt to prefer mail/fax
or the website.

e Not surprisingly, respondents representing potential start-ups were nearly three
times as likely as those from existing businesses to have obtained information on
how to start a business. While they were less likely to say the information exceeded
their expectations, they were more likely to have found everything they looked for
and to express satisfaction with all aspects of this information. Those from existing
businesses were more likely to prefer to receive information via email and less -
likely to prefer mail or fax.

o Those who used three or more service channels were slightly less successful in
terms of locating the information they sought, but they were more likely to have
used the information obtained and to say it exceeded their expectations. That said,
these clients were less satisfied with the information’s quality. Turning to their
preferred method of receiving information from government, those who used three
or more channels were more likely than the rest to prefer email.

e The likelihood of obtaining all information sought decreased with frequency of
contact, while the likelihood of using this information increased with the number of
contacts. Those who contacted the Canada Business Network only once were less
likely to say the information they obtained exceeded their expectations. No clear
patterns emerge with respect to satisfaction with aspects of this information, but
several differences are worth nothing in terms of the preferred method of receiving
information from the government. Specifically, respondents who contacted the
CBN only once were less likely to prefer email, whereas those who did so most
frequently were less likely to prefer mail or fax.
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Use & Assessment of CBN Products and Services

e Regional differences were most pronounced among clients from Atlantic Canada
and Quebec. These respondents were more likely to have used CBN printed
materials, while Quebec residents were least apt to have used personal assistance
from an agent. In addition, clients from Atlantic Canada were also more likely to
have used information packages. In terms of referrals, Quebeckers were more apt to
have received a referral and found it useful, but Atlantic Canadians were most
likely to have used it and to have been satisfied with it. Focusing on how they used
the CBN products and services, clients from Atlantic Canada were most likely to
have used them for general research and financial planning, and least inclined to
have used them to start a business. Quebeckers stood out as being the most likely to
have used products and services to start a business and the least likely to have used
them for general research.

e The youngest respondents (18-24) were least likely to have used each of the top
three CBN products and services. As for referrals, respondents aged 45 and older
were less likely than the rest to have received one, but those who did were more
likely to have used it. Respondents aged 35-44 stood out as being much less likely
to be satisfied with referrals received, but those between the ages of 25-44 were
more apt than the rest to say the referrals were useful. The youngest respondents
were more likely to have used CBN products and services to start and finance a
business, and less inclined to have done so for general research.

e A few noteworthy educational differences exist. Specifically, less-educated clients
were less likely to have used personal assistance from an agent, while those with a
post-graduate degree were the least likely to have used information packages.
University-educated respondents stood out as being least likely to have received a
referral, but those who did were more likely than the rest to have used it. Along
with those with no post-secondary education, university-educated respondents were
-also more likely to say they were satisfied with the referral, while college-educated
respondents were less likely than others to have found the referral useful.

¢ French-speaking respondents were more likely to have used printed materials, but
less apt to have made use of personal assistance from an agent. Regarding referrals,
French respondents were more likely than their English counterparts to have
received and used referrals, to be satisfied with them, and to have found them
useful. While clients who completed the survey in English were most likely to say
the CBN products and services had helped them in doing general research, French-
speakers were most apt to have used the products and services to start a business.

e Those who contacted the Canada Business Network on behalf of an existing
business were less likely to have made use of printed materials and information
packages, but were slightly more apt to have used personal assistance from an
agent. Respondents who contacted the CBN on behalf of a potential start-up were
more likely to have received and used referrals, to be satisfied with them, and to
have found them useful. Not surprisingly, clients of potential start-ups were much
more likely to say that the CBN products and services had helped them in starting a
business and financial planning.
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e Clients who used three or more service channels were more likely than others to
have used printed materials, while single channel users were least apt to have
obtained personal assistance from an agent. Regarding referrals, respondents who
used three or more channels were more likely to have received a referral, used it
and been satisfied with it. They were also most likely to have used the CBN
products and services for starting a business, doing general research, and
undertaking financial planning.

o The likelihood of using Canada Business printed materials increased with
frequency of contact, while those who contacted the CBN only once were least
likely to have used the information packages. No real differences existed with
respect to referrals, but those who contacted Canada Business frequently were more
likely to have used their referral and to have been satisfied with it. They were also
most likely to have used the CBN products and services for starting a business,
conducting general research, and undertaking financial planning.
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APPENDIX

Industry Canada: Canada Business Survey
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Industry Canada: Canada Business Survey

Recruitment Script

Telephone/In-Person Script

To help Canada Business continue to improve our service to clients, we’ll be conducting a
short survey in the next three to four weeks. People will be able to complete the survey
online, or by telephone if online is not an option. We’d like to hear from all our clients.

A. Would you be willing to take part?

IF NO: Thank the client for his/her titne and discontinue.

IF YES: Thank you. Your help is very much appreciated. The research is being
conducted by Phoenix SPI, an independent research company. Please be aware that
your participation in the survey is completely voluntary and will not affect any
dealings you nay have with the Government of Canada. All information collected
will be used for research purposes only in accordance the Government of Canada’s
Privacy Act and other applicable laws designed to protect your privacy.

B. As I mentioned, you can complete the survey online. Do have access to and use the
Internet?

IF YES: Could I please have your (name and) email address so the research
company can email you the link to the online survey? RECORD/READ BACK NAME
AND EMAIL ADDRESS TO CONFIRM. You should receive an email with a link to the
survey within the next few weeks.

IF NO: Then you will be able to complete the survey by phone, Could I please have
your (name and) daytime phone number so the research company can call you?
RECORD/READ READ BACK NAME AND NUMBER TO CONFIRM. You should receive a
phone call within the next few weeks.

Thank you very much for your time and cooperation, and for agreeing to take part in the
survey.

Record by Observation:
— Language
— Region
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Additional Notes:

All clients served should be invited to participate in the survey, if possible, or a
random sample of clients. There should be no selection of participants based on the
nature of their transaction or their apparent level of satisfaction with service (e.g.
no ‘cherry picking’).

If clients have access to, and use, the Internet, they should be encouraged (softly,
politely) to complete the survey online (i.e. not by telephone).

If asked, service agents should inform potential participants that the survey will
take no more than 15 minutes to complete.

The tone of the invitation to participate in the research is important. If people are
encouraged to take part, and thanked for doing so in a welcoming manner, this is
far more effective than simply informing or advising them about the research and

seeing if they agree to take part. The latter can be expected to yield few completed
surveys.

The items on the ‘Record by Observation’ list would be used for the non-response
analysis to be done following the study (to compare respondents/non-respondents).

A form would need to be developed (electronic or paper?) for service agents to
record this information and transmit it to us. We will need it in electronic form. We
should review any datafile you create for this purpose before it is in full use to
ensure that the information is inputted in the right way (or we may encounter
problems trying to extract the information/data when we need it).
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. Industrie Canada : Sondage mené par Entreprises Canada

Message pour le recrutement

Message par téléphone/en personne

Afin d’aider Entreprises Canada a continuer d’améliorer les services offerts aux clients,
nous menerons un bref sondage au cours des trois ou quatre prochaines semaines. Les gens
auront la possibilité de répondre au sondage en ligne ou par téléphone, s’ils ne peuvent pas
le faire en ligne. Nous aimerions entendre tous nos clients.

A. Aimeriez-vous participer au sondage?
SINON : Remerciez la cliente ou le client de son attention et arrétez la conversation.

SI OUI : Merci. Nous vous sommes trés reconnaissants de nous aider. La recherche
est menée par Phoenix SPI, une entreprise de recherches indépendante. Veuillez
noter que votre participation au sondage est complétement volontaire et n’aura
aucune inctdence sur les transactions que vous pourriez avoir avec le gouvernement
du Canada. Tous les renseignements recueillis seront utilisés aux seules fins de la
recherche conformément a la Loi sur la protection des renseignements personnels
du gouvernement du Canada et d’autres lois applicables visant & protéger votre
confidentialité.

' B. Comme je I’ai mentionné, vous pouvez répondre au sondage en ligne. Avez-vous accés
a Internet et [’utilisez-vous?

S1 OUI : Pourriez-vous me donner votre (nom et) votre adresse de courriel afin que
entreprise de recherches puisse vous envoyer par courriel le lien du sondage en
ligne? NOTEZ/RELISEZ LE NOM ET L’ADRESSE DE COURRIEL POUR CONFIRMER. Vous
devriez recevoir un courriel contenant un lien vers le sondage dans les prochaines
semaines.

SINON : Vous pourrez alors répondre au sondage par téléphone. Pourriez-vous me
donner votre (nom et) un numéro de téléphone ot I’on peut vous joindre pendant la
journée afin que Pentreprise de recherches puisse vous appeler? NOTEZ/RELISEZ LE
NOM ET LE NUMERO POUR CONFIRMER. Vous devriez recevoir un appel dans les
prochaines semaines.

Merci beaucoup d’avoir pris le temps de nous répondre et d’avoir accepté de participer au
sondage.

A noter par observation :
— Langue
— Région
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Autres remarques :

On doit inviter tous les clients que ’on sert a participer au sondage, dans la mesure
du possible, ou un échantillon aléatoire de clients. Il ne doit y avoir aucune
sélection des participants en fonction de la nature de leur transaction ou de leur
niveau de satisfaction apparent vis-a-vis des services (pas de sélection choisie).

Si les clients ont accés & Internet et I’utilisent, il faut les inciter (gentiment et
poliment) a répondre au sondage en ligne (et pas par téléphone).

Si on leur pose la question, les agents de services doivent informer les éventuels
participants que cela ne prend pas plus de 15 minutes pour répondre au sondage.

Le ton de I’invitation a participer a la recherche est important. Si I’on incite les
gens a participer au sondage et qu’on les remercie chaleureusement de le faire, c¢’est
beaucoup plus efficace que de se contenter de les informer de la recherche et de
voir §’ils acceptent d’y participer. Avec la derniére approche, on peut s’attendre a
obtenir peu de réponses au sondage.

Les points relevés dans la liste « A noter par observation » seront utilisés dans le
cadre de I’analyse des non-réponses qui sera effectuée aprés 1’étude (pour comparer
les répondants et les non-répondants).

Il faudra élaborer un formulaire (électronique ou papier?) dont les agents de
services se serviront pour consigner les renseignements et nous les transmettre.
Nous aurons besoin du formulaire en format électronique. Nous devons revoir tous
les fichiers de données que vous créez a cette fin avant que ces derniers ne soient
pleinement utilisés, de maniére a nous assurer que les renseignements sont entrés
comme il faut (sinon, nous risquons de rencontrer des problémes en essayant
d’extraire les renseignements/données quand nous en aurons besoin).
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information collected will be used for research purposes only in accordance the .
Government of Canada’s Privacy Act and other applicable laws designed to protect .
your privacy.
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Canada Business

Client Satisfaction Survey
Telephone Version

Final Version: December 11, 2006

Hello, may I speak to ?7 (INSERT RESPONDENT’S NAME FROM LIST)

O IF PERSON IS AVAILABLE, CONTINUE.

O IF NOT AVAILABLE, ARRANGE CALL-BACK OR GET NEW NUMBER WHERE PERSON
CAN BE REACHED.

Hello, my name is . I’'m calling on behalf of Phoenix, a public opinion
research company. Recently you contacted the Canada Business Network, also known as
[INSERT APPROPRIATE NAME BASED ON PROVINCE OR TERRITORY] in your province
[territory], for information or service and agreed to take part in a short survey we’re
conducting on their behalf. The purpose is to assess your satisfaction with the service you
received. This survey is registered with the national survey registration system.

Your participation in the research is completely voluntary and your decision on whether or
not to participate will not affect any dealings you may have with the Government of
Canada. By answering these questions, you will help the government improve the service it
provides through the Canada Business Network. The information you provide will be used

for research purposes only and will be administered in accordance with the applicable
privacy laws.

Are you still willing to take part in this survey? We can do it now or at a time more
convenient for you.

[ 1 Yes, now (CONTINUE)
[ 1 Yes,call later (Specify date/time: ~ Date: Time:
[ 1T Refused (THANK AND DISCONTINUE)

INTERVIEWER/PROGRAMMING NOTES:

SURVEY LENGTH: IF RESPONDENT ASKS ABOUT THE LENGTH OF THE SURVEY, INFORM HIM/HER
THAT IT SHOULD TAKE NO MORE THAN 15 MINUTES, BUT THE ACTUAL LENGTH VARIES

DEPENDING ON THE AMOUNT OF INTERACTION THE RESPONDENT HAD WITH THE CANADA
BUSINESS NETWORK.

RESEARCH VALIDITY: IF RESPONDENT QUESTIONS THE VALIDITY OF THE RESEARCH, INVITE
HIM/HER TO 1) CALL THE SURVEY REGISTRATION SYSTEM, OR 2) CALL NORMAND LAFRAMBOISE OF

THE GOVERNMENT OF CANADA AT 1-613-947-2596 (OR HAVE NORMAND CALL THE
RESPONDENT).
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i3

*The Business Start-Up Assistant on the Internet (bsa.cbsc.org) (NOTE: PROVIDES
LINKS TO INFORMATION ABOUT STARTING A BUSINESS IN CANADA, ORGANIZED
BY TOPIC AND PROVINCE AND TERRITORY).

Personal assistance from a contact centre information agent/research services.

Research Library (NOTE: INCLUDES DIRECTORIES, VIDEOS, BUSINESS MANUALS,
MAGAZINES, DATABASE/CD-ROMS, VIDEOS OR USE OF THE COMPUTERS IN THE
SERVICE CENTRES).

RESPONDENT DID NOT VISIT THE CANADA BUSINESS WEBSITE, DO NOT ASK ABOUT

THESE TWO PRODUCTS/SERVICES.

For each of the products or services that you have used, how satisfied were you with its
overall quality? Please use a 5-point scale, where ‘1’ is very dissatisfied, and ‘5 is very

satisfied. How about...? (READ LIST; INCLUDE ONLY ITEMS THAT THE RESPONDENT HAS
USED [IDENTIFIED IN PREVIOUS QUESTIONT])

62.
63.
64.

65.

66.

67.
68.

69.

70.

71.

72.

Printed materials, such as brochures or publications.

Customized reports.

Information packages (NOTE: A VARIETY OF INFORMATION PRODUCTS, INCLUDING
BROCHURES, PUBLICATIONS, RESEARCH REPORTS ON VARIOUS TOPICS PROVIDED IN
RESPONSE TO A SPECIFIC REQUEST).

The Interactive Business Planner on the Internet (www.cbsc.org/ibp) (NOTE: HELPS
YOU PREPARE A 3-YEAR BUSINESS PLAN FOR A NEW OR EXISTING BUSINESS, USING A
QUESTION AND ANSWER FORMAT).

The Business Start-Up Assistant on the Internet (bsa.cbsc.org) (NOTE: PROVIDES LINKS

TO INFORMATION ABOUT STARTING A BUSINESS IN CANADA, ORGANIZED BY TOPIC
AND PROVINCE AND TERRITORY).

Personal assistance from a contact centre information agent/research services.

Research Library (NOTE: INCLUDES DIRECTORIES, VIDEOS, BUSINESS MANUALS,
MAGAZINES, DATABASE/CD-ROMS, VIDEOS OR USE OF THE COMPUTERS IN THE
SERVICE CENTRES).

Were you referred to any organization or person to obtain some of the information you
were looking for?

Yes 1
No : 2 (GO TO Q73)

Did you contact this organization or person?

Yes 1
No, but I intend to 2 (GO TO Q73)
No, no plans to contact 3 (GO TO Q73)

Overall, how satisfied were you with the quality of the referral? Please use a 5-point
scale, where ‘1” is very dissatisfied, and ‘5’ is very satisfied.

And how would you rate the usefulness of the information you obtained from the
referral? Please use a 5-point scale, where ‘1’ means it was not at all useful, and ‘5’
means it was very useful.
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Under 5

5-19

20-49

50-99
100-199
200-499

500 and over

78. In which industry or sector does [FOR POTENTIAL START-UPS: WILL] your business
operate? If you are [FOR POTENTIAL START-UPS: INTEND TO BE] active in more than
one sector, please identify the main sector. [DO NOT READ LIST; ACCEPT ONE ONLY]

Accommodation and Food Services
Administrative & Support, Waste Management and Remediation Services
Agriculture, Forestry, Fishing and Hunting
Arts, Entertainment and Recreation
Construction
Educational Services
Finance and Insurance
Health Care and Social Assistance
Information and Cultural Industries
Management of Companies and Enterprises
Manufacturing
Mining and Oil and Gas Extraction
Other Services (except Public Administration)
Professional, Scientific and Technical Services
Public Administration
Real Estate and Rental and Leasing
Registered charity
~ Retail Trade
Transportation and Warehousing
Utilities
Wholesale Trade
Other. Please specify:

79. In which of the following age categories do you belong? [READ LIST]

18-24

25-34

35-44

45-54

55-64

65 or more
Prefer not to say

80. What is the highest level of education you have completed? [READ LIST]

Some or completed elementary school
Some or completed high school
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Some or completed technical school/community college/CEGEP
Some university

University undergraduate degree

Post-graduate degree

Prefer not to say

Record by observation/database:

e Province (ask province question in online survey at end of survey)
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Entreprises Canada

Sondage sur la satisfaction des clients
Version téléphonique

Version finale : 11 decembre 2006

Bonjour Madame/Monsieur. Puis-je parler a ? (INSERER LE NOM DU
REPONDANT D’APRES LA LISTE)

0O SILA PERSONNE EST DISPONIBLE, CONTINUER.
0 SIELLE N’EST PAS DISPONIBLE, FIXER LE MOMENT D’UN RAPPEL OU OBTENIR UN
AUTRE NUMERO OU ON PEUT LA REJOINDRE.

Bonjour. Je m’appelle et je vous téléphone de la part de Phoenix, une
maison de recherche sur I’opinion publique. Derniérement, vous avez communiqué avec le
Réseau Entreprises Canada, également appelé [INSERER LE NOM UTILISE DANS LA
PROVINCE OU LE TERRITOIRE], pour demander des renseignements ou un service, et vous
avez accepté de prendre part a un bref sondage que nous effectuons pour le Réseau. Il
s’agit d’établir votre niveau de satisfaction touchant le service que vous avez regu. Le
présent sondage est enregistré auprés du systéme national d’enregistrement des sondages.

Vous étes tout a fait libre de participer ou non a cette recherche et ce choix ne se
répercutera pas sur vos relations avec le gouvernement du Canada. Vos réponses a nos
questions vont aider le gouvernement & améliorer les services qu’il vous offre par
Iintermédiaire du Réseau Entreprises Canada. Les renseignements que vous fournirez ne
seront utilisés qu’a des fins de recherche et seront traités conformément aux dispositions

des lois pertinentes en matiére de protection des renseignements personnels.

Acceptez-vous toujours de participer a4 notre sondage? Nous pouvons le faire dés
maintenant ou 3 un moment qui vous serait plus propice.

Oui, maintenant (CONTINUER)
Oui, plus tard (Fixer date et heure : Date : Heure :
Refus (REMERCIER ET METTRE FIN A L’ENTRETIEN)

e
[ ESURDS By S oy S|

NOTES POUR L’ENQUETEUR/LA PROGRAMMATION :

DUREE DU SONDAGE : SI LE REPONDANT VEUT CONNAITRE LA DUREE DU SONDAGE, LUI DIRE
QU’ELLE NE DEPASSERA PAS 15 MINUTES MAIS QU’ELLE PEUT DEPENDRE DE LA QUANTITE
D’INTERACT TONS DU REPONDANT AVEC LE RESEAU ENTREPRISES CANADA.

VALIDITE DE LA RECHERCHE : SI LE REPONDANT S’INTERROGE SUR LA VALIDITE DE LA
RECHERCHE, L’INVITER A 1) S’INFORMER AUPRES DU SYSTEME D’ENREGISTREMENT DES
SONDAGES 1-800-554-9996 OU 2) TELEPHONER A NORMAND LAFRAMBOISE DU GOUVERNEMENT DU
CANADA AU 1-613-947-2596 (OU FAIRE EN SORTE QUE NORMAND RAPPELLE LE REPONDANT).
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50. En ce qui concerne votre utilisation des services du Réseau Entreprises Canada au
cours des six derniers mois, avez-vous de facon générale trouvé tous les
renseignements que vous vouliez, la plupart d’entre eux, quelques-uns d’entre eux ou
bien est-ce que vous n’en avez trouvé aucun?

DEMANDER SI LE REPONDANT N’A PAS TROUVE TOUT CE QU’IL VOULAIT A Q50 :

51. Quelle sorte d’information n’avez-vous pas pu obtenit? (NE PAS LIRE LA LISTE;
ACCEPTER TOUTE REPONSE PERTINENTE)

Information sur le financement d’une entreprise

Information sur le démarrage d’une entreprise

Information sur la fagon d’élargir/de faire prospérer une entreprise

Information sur le secteur des affaires

Information sur la fagon de commercialiser/promouvoir vos produits/services
Information sur la fagon d’exporter

Information sur le commerce €lectronique

Information sur la fiscalité ~

Autre information gouvernementale (lois et réglements, programmes et services)
Contacts/sources pour des associations

Contacts/sources pour le gouvernement

Autre réponse (préciser)

SI LE REPONDANT N’A TROUVE AUCUN RENSEIGNEMENT A Q50, PASSER A Q60.

52. Diriez-vous que les renseignements que vous avez regus du Réseau Entreprises Canada
ont dépassé vos attentes, qu’ils ont répondu a vos attentes ou n’ont pas du tout répondu
a vos attentes?

53. Avez-vous utilisé les renseignements que vous avez regus?

Oui 1
Non 2

SI C’EST NON, DEMANDER.

54. Prévoyez-vous utiliser ces renseignements plus tard?

Oui 1
Non 2

Dans I’ensemble, dans quelle mesure étes-vous satisfait des aspects suivants des
renseignements que vous avez regus? Veuillez répondre selon une échelle de cinq points
ou ‘1’ signifie trés insatisfait et ‘5, trés satisfait. (FAIRE UNE ROTATION; REPETER LES
DIRECTIVES AU BESOIN; INSCRIRE SEPAREMENT LES REPONSES ‘SANS OBJET’ ET ‘JE NE
SAIS PAS’).

55. L’exactitude des renseignements.
56. Le caractére actuel (i.e. a jour) des renseignements.
57. La pertinence des renseignements compte tenu de vos besoins.
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62.
63.
64.

65.

66.

67.

68.

69.

70.

71.

72.

73.

Documentation écrite, comme des dépliants ou des publications

Rapports sur mesure

Dossiers d’information (N.B.: TOUTE UNE GAMME DE PRODUITS D’INFORMATION DONT
DES DEPLIANTS, PUBLICATIONS, RAPPORTS DE RECHERCHE SUR DIVERS SUJETS EN
REPONSE A UNE DEMANDE PARTICULIERE).

Le Plan d’affaires interactif disponible sur Internet (www.cbsc.org/ibp) (N.B.: VOUS
AIDE A DRESSER UN PLAN D’AFFAIRES TRIENNAL POUR UNE ENTREPRISE NOUVELLE
OU EXISTANTE, SELON UN FORMAT DE QUESTIONS ET REPONSES).

Le Systéme d’aide au démarrage d’une entreprise disponible sur Internet (bsa.cbsc.org)

(N.B.: FOURNIT DES LIENS VERS DE L'INFORMATION SUR LE DEMARRAGE D’UNE
ENTREPRISE AU CANADA, ORGANISE PAR SUJET AINSI QUE PROVINCE ET TERRITOIRE).

Aide personnelle d’un agent d’information ou d’un service de recherche du centre avec
lequel vous avez communiqué

Recherche documentaire (N.B.: COMPREND DES REPERTOIRES, VIDEOS, MANUELS
COMMERCIAUX, MAGAZINES, BASE DE DONNEES/CD-ROM, VISISIONNEMENT DE
VIDEOS OU UTILISATION D’ORDINATEURS DANS UN CENTRE DE SERVICE).

Vous a-t-on dirigé vers une organisation ou quelqu’un en particulier pour obtenir
quelques uns des renseignements que vous cherchiez?

Oui 1

Non 2 (PASSER A Q73)
Avez-vous communique avec cette organisation ou cette personne?

Oui 1

Non, mais je prévois le faire 2 (PASSER A Q73)

Non, et je ne le ferai pas 3 (PASSER A Q73)

Dans I’ensemble, dans quelle mesure étes-vous satisfait de la qualité de 1’aiguillage?
Veuillez répondre selon une échelle de cing points ot ‘1° signifie trés insatisfait et ‘57,
tres satisfait.

Et que pensez-vous de 'utilité des renseignements que vous avez obtenus par cet
aiguillage? Veuillez répondre selon une échelle de cing points ou ‘1’ signifie qu’ils
n’ont pas du tout été utiles et ‘5°, qu’ils ont été tres utiles.

Les renseignements ou services que vous avez regus d’Entreprises Canada au cours des

six derniers mois vous ont-ils aidé dans I’'un ou I’autre des domaines suivants? (LIRE/NE
PAS FAIRE DE ROTATION; ACCEPTER TOUTE REPONSE PERTINENTE).

Pour démarrer une entreprise

Pour élargir ou faire prospérer une entreprise

Pour planification commerciale ou financi¢re

Pour obtenir de la recherche ou des renseignements généraux pour votre entreprise
Aucune des réponses précédentes
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) DEMARRAGES POSSIBLES : PREVOYEZ FONCTIONNER] dans plus d’un secteur, veuillez
. identifier le principal. [NE PAS LIRE LA LISTE; ACCEPTER UNE SEULE REPONSE]

Hébergement et services alimentaires
Administration et soutien, gestion des déchets et récupération
Agriculture, foresterie, péche et chasse
Arts, divertissement et loisirs
Construction
Services éducatifs
Finances et assurances
Soins de santé et aide sociale
Information et culture
Gestion de compagnies et d’entreprises
Fabrication
Mines, pétrole et gaz naturel
Autres services (sauf administration publique)
Services professionnels, scientifiques et techniques
Administration publique
Immobilier, location et achat-bail
Organismes de charité enregistrés
Commerce de détail
Transports et entreposage
Services publics
Commerce de gros
‘ Autre. Veuillez préciser :

79. Dans quel groupe d’dges vous situez-vous, parmi les suivants? [LIRE LA LISTE]

18-24

25-34

35-44

45-54

55-64

65 ou plus

Je préfere ne pas répondre

80. Quel est le niveau de scolarité le plus élevé que vous avez atteint? [LIRE LA LISTE]

Ecole primaire, terminée ou non

Ecole secondaire, terminée ou non

Ecole technique/collége communautaire/cégep, terminé ou non
Un peu d’études universitaires

Baccalauréat

Diplome d’études supérieures

Je préfere ne pas répondre

Inscrire d’aprés observation ou base de données : Province (dans le sondage en ligne,
. poser la question sur la province a la fin du sondage)
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Canada Business / Entreprises Canada
Client Satisfaction Survey / Sondage sur la satisfaction des
clients

Email Invitation / Courriel d’invitation

From/De : Phoenix SPI

Subject/Objet : Canada Business Client Satisfaction Survey / Sondage sur la satisfaction
de la clientéle de Entreprises Canada

La version francaise suit.

Thank you for agreeing to participate in this short survey on the service provided by the
Canada Business Network. You kindly agreed to take part when you were asked to do so
during a recent phone call to the Canada Business Network or a visit to one of its service
centres. Note that the Canada Business Network is known by different names in different
parts of the country (see list below).

Canada Business wants to know what you think about its service!

By completing this survey, you will help to ensure that the information and services they
provide meet the needs of business people or entrepreneurs like you. While participation is
voluntary, your feedback is essential to the success of this service improvement initiative.

To participate, please click on the link below and enter the password provided. The survey
should take no more than 15 minutes to complete. We kindly ask that you complete the
survey by January 5.

Link to survey: [Enter access code]
Password: [Enter password]

Please be assured that your responses will be treated in confidence — no individuals or
businesses will be identified in any way. Phoenix SPI, an independent research firm, is
conducting this survey on behalf of the Canada Business Network. If you have any
questions, please contact Philippe Azzie of Phoenix at 613-260-1700, ext. 222 or via email.

Once again, thank you for agreeing to take part in this survey. It is much appreciated.
Sincerely,

Stephen Kiar
President
Phoenix Strategic Perspectives Inc.
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Phoenix Strategic Perspectives Inc.,
Stephen Kiar

Réseau Entreprises Canada inclut :

Centre de service aux entreprises Canada-Ontario

Centre de service aux entreprises Canada-Manitoba

Centre de service aux entreprises Canada-Saskatchewan

Centre de service aux entreprises Canada-Alberta ou Liaison Entreprises
Centre de service aux entreprises Canada-Colombie-Britannique ou Petites entreprises C.-B.
Centre de service aux entreprises Canada-Terre-Neuve-et-Labrador
Centre de service aux entreprises Canada-Nouvelle-Ecosse

Centre de service aux entreprises Canada-Nouveau-Brunswick

Centre de service aux entreprises Canada-ile-du-Prince-Edouard

Info entrepreneurs ou Ressources Entreprises (ville de Québec)

Centre de service aux entreprises Canada-Yukon

Centre de service aux entreprises Canada-Nunavut

Centre de service aux entreprises Canada-Territoires du Nord-Ouest
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Canada Business / Entreprises Canada
Client Satisfaction Survey / Sondage sur la satisfaction
des clients

1st Email Reminder/Premier courriel de rappel

From/De : Phoenix SPI
Subject/Objet : REMINDER: Canada Business Client Satisfaction Survey / RAPPEL :
Sondage sur la satisfaction de la clientéle de Entreprises Canada

La version francaise suit.

Approximately one week ago, we sent you an email inviting you to take part in a survey
we are conducting for the Canada Business Network. You kindly agreed to take part in this
survey when you were asked to do so during a recent phone call to the Canada Business
Network or a visit to one of its service centres. Note that the Canada Business Network is
known by different names in different parts of the country (see list below).

Canada Business wants to know what you think about its service. By completing this
survey, you will help to ensure that the information and services they provide meet the
needs of business people or entrepreneurs like you. While participation is voluntary, your
feedback is essential to the success of this service improvement initiative.

The survey should take no more than 15 minutes to complete. To participate, please click

on the link below and enter the password provided. We kindly ask that you complete the
survey by December 29.

Link to survey: [Enter access code]

Password: [Enter password]

Please be assured that your responses will be treated in confidence — no individuals or
businesses will be identified in any way. Phoenix SPI, an independent research firm, is
conducting this survey on behalf of the Canada Business Network. If you have any
questions, please contact Philippe Azzie of Phoenix by telephone at (613) 260-1700, ext.
222 or by e-mail pazzie@phoenixspi.ca.

Once again, thank you for agreeing to take part in this survey. It is much appreciated.

Sincerely,

Stephen Kiar
President
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Phoenix Strategic Perspectives Inc.
The Canada Business Network includes:

Canada Ontario Business service centre Nova Scotia Business service centre
Manitoba Business service centre New Brunswick Business service centre
Saskatchewan Business service centre Prince Edward Island Business service centre
Alberta — The Business Link or The Business Link Business Québec service centre or Info entrepreneurs /
service centre Ressources Entreprises (ville de Québec)
British Columbia service centre or Small Business BC Yukon Business service centre
Newfoundland and Labrador Business service centre Nunavut Business service centre

Northwest Territories Business service centre

English version precedes.

Il y a environ une semaine, nous vous avons fait parvenir un message électronique pour
vous inviter a participer au sondage que nous réalisons pour le compte du Réseau
Entreprises Canada. Vous aviez gentiment accepté d’y prendre part au cours d’une
communication téléphonique récente avec Entreprises Canada ou lors d’une visite dans
I’'un des centres de service du Réseau. Il convient de signaler que I’on nomme le Réseau
Entreprises Canada différemment dans les diverses régions du pays (voir la liste ci-
dessous). '

Entreprises Canada veut savoir ce que vous pensez de ses services. Votre participation
au sondage contribuera & faire en sorte que les renseignements et services offerts satisfont
aux besoins des gens d’affaires et des entrepreneurs comme vous. Vous étes tout 2 fait libre
de participer ou non au sondage. Vos commentaires sont néanmoins essentiels a la réussite
de cette initiative d’amélioration des services.

Il vous faudra tout au plus une quinzaine de minutes pour remplir le questionnaire de
sondage. Pour participer, il suffit de cliquer sur le lien ci-dessous puis de saisir le mot de
passe qui vous est attribué. Nous vous saurions gré de remplir le questionnaire avant le
29 décembre.

Lien vers le questionnaire : [Saisir le code d’accés]
Mot de passe : [Saisir le mot de passe]

Soyez sans crainte, vos réponses seront traitées en toute confidentialité — nous ne
divulguerons en aucun cas les noms des personnes ou des organisations. Le Réseau
Entreprises Canada a chargé Phoenix SPI, cabinet de recherche indépendant, d’effectuer ce
sondage pour son compte. Si vous avez des questions, veuillez communiquer avec Philippe
Azzie, de Phoenix, en composant le (613)260-1700 (poste 222) ou par courriel 2
pazzie@phoenixspi.ca.

Merci encore de bien vouloir participer au sondage. Nous vous en sommes trés
reconnaissants.

Recevez mes salutations les plus distinguées,
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Le président,
Phoenix Strategic Perspectives Inc.,

Stephen Kiar

Réseau Entreprises Canada inclut :

Centre de service aux entreprises Canada-Ontario

Centre de service aux entreprises Canada-Manitoba

Centre de service aux entreprises Canada-Saskatchewan

Centre de service aux entreprises Canada-Alberta ou Liaison Entreprises

Centre de service aux entreprises Canada-Colombie-Britannique ou Petites entreprises C.-B.

Centre de service aux entreprises Canada-Terre-Neuve-et-Labrador
Centre de service aux entreprises Canada-Nouvelle-Ecosse

Centre de service aux entreprises Canada-Nouveau-Brunswick
Centre de service aux entreprises Canada-ile-du-Prince-Edouard
Info entrepreneurs ou Ressources Entreprises (ville de Québec)
Centre de service aux entreprises Canada-Yukon

Centre de service aux entreprises Canada-Nunavut

Centre de service aux entreprises Canada-Territoires du Nord-Ouest
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C’est votre derniére occasion de faire connaitre vos commentaires! Veuillez consacrer
quelques minutes a cette importante initiative d’amélioration des services. Vos
commentaires aideront le Réseau Entreprises Canada a faire en sorte que les
renseignements et services offerts satisfont aux besoins des gens d’affaires et des
entrepreneurs comme vous.

Pour participer, il suffit de cliquer sur le lien ci-dessous puis de saisir le mot de passe qui
vous est attribué. Nous vous saurions gré de remplir le questionnaire dés que possible.

Lien vers le questionnaire : [Saisir le code d’accés]

Mot de passe : [Saisir le mot de passe]

Nous tenons a vous rappeler une fois de plus que vos réponses seront traitées en toute
confidentialité — nous ne divulguerons en aucun cas les noms des personnes ou des
organisations. Le Réseau Entreprises Canada a chargé Phoenix SPI, cabinet de recherche
indépendant, d’effectuer ce sondage pour son compte.

Merci.

Le président,
Phoenix Strategic Perspectives Inc.,

Stephen Kiar
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