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CHAPTER

1 INTRODUCTION |

1.1 ‘Background and Context

Building on the Small- and Medium-Sized Enterprise (SME) Conferences
and InfoFairs held during 1997, the Industry Portfolio hosted 23 additional events during 1998,

with a focus on smaller centres.

The broad objectives of the events were to increase federal visibility and
showcase the range of government services available to SMEs. Each event included: a by-
invitation conference (which included a Ministerial presentation and featured successful local
entrepreneurs); an open to the public InfoFair with a number of exhibitors from federal

departments and agencies; and seminars focusing on a variety of SME issues.

Ekos Research Associates has been commissioned to undertake this
evéluaiion of the extent to which éttendees and eﬁhibitors felt the events have met their needs.
A report on the spring wave of eﬁents was provided to the Industry Portfolio Office in July of
1998. This report presents the comBined attendee evaluation results for the 1998 spring and

fall events. The results of the spring exhibitor interviews are included in Appendix A.

Ekos Research Associates Inc., 1999
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1.2 Study Issues

This study addressed a number of issues surrounding the SME events.

Issues for consideration include:

0000 D

o

motivations for attending and expectations of the events;
sources of information about the events;

overall impressions and satisfaction with the events;
follow-up activities undertaken as a result of the events;

recall and retention of key themes (i.e., have the events increased
awareness of Government of Canada support for SMEs?);

evaluation of usefulness of information obtained at conferences/impacts on
firms' success; and

perception of elements that were missing from the conferences/suggestions
for future events.

Several broader context issues relating to the SME community were also.

examined, including:

a perceptions of the year 2000 computer issue;
a views on government support for SMEs; and
Qa information highway and innovation issues as they relate to the SME
community.
]

1.3

Methodology

The findings presented in this report are based a number of lines of

evidence, combining quantitative and qualitative methodologies:

Ekos Research Associates Inc., 1989
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Spring Wave
a A total of 538 on-site intercept interviews were administered at the events by Industry
Portfolio officials. o _
O  Eight post-event focus groups were conducted with attendees. Two groups were held

in each of the following centres: Peterborough (March 23); Sydney (April 21);
Medicine Hat (April 23); and Laval (May 27).

Q A total of 605 telephone interviews were conducted with a stratified random sample of
attendees following the events. Interviewing took place in two blocks (March 3 to 14
and May 14 to 25) in order to standardize the length of time following each event that
participants were interviewed.

Q In-depth key informant interviews with 25 exhibitors conducted May 19 to 29.
—

Fall Wave
a A total of 720 telephone interviews were conducted with a stratified random sample of

attendees following the events. Interviewing took place in two blocks (December 3 to
16, 1998 and January 6 to 20, 1999) agam to standardlze the length of time between
event attendance and interviewing.

a Eight focus groups were also held, two each in Hull (January 27), Tlmmms (January
" 27), Brandon (January 28) and Fredencton (January 28).

Copies of all research instruments are included in the Appendices:.

a) Note on Telephone Survey,Sémples

The sample frames for the post-event survey of attendees were produced
from several sources: names and telephone numbers of attendees collected via the intercept
interviews at the spring events and by Portfolio staff at the fall InfoFairs, and lists of

Conference and Seminar attendees provided by Portfolio officials. -

Several categories of Conference attendees were removed from the lists

prior to generating the sample frame as they were outside the target population (i.e., current

Ekos Research Associates Inc., 1999




and potential SMEs) under examination. Individuals who were in the following categories
were removed from the list: federal, provincial and local government employees; members of
Chambers of Commerce and local economic development agencies; bank employees (e.g.,

small business loans officers); and representatives of community colleges and training centres.

As there were insufficient names captured during the spring on-site
interviews to generate a suitable sample frame, the overall sample relied heavily on names
provided on Conference attendance lists. This tended to skew the sample towards more
established businesses (as individuals with a longer connection to the local SME community
were more likely to be invited to the Conference portion of the event). As a global profile of
attendees is unavailable, this could not be addressed via a weighting of the data. The efforts
made by Portfolio officials to gather names at the fall InfoFairs was likely helpful in this
regard as there was a close to two-fold increase in the percentage of the total sample composed

of those intending to start a business from the spring to fall waves.

The overall sample frame was used to generate a stratified random sample
of 605 interviews for the spring wave and 720 for the fall wave. The sample was stratified to
ensure an equal number of interviews with attendees at each of the events. As there were
insufficient names to draw upon for certain centres (to reach the quota of completed interviews
per centre), where possible those missing interviews were replaced in other centres. The two
western locations for the fall events were over-sampled to bring the sampling error in line with
the other regions. All data has been weighted so that each centre is equally represented in these

results. Exhibit 1.1 presents the characteristics of the samples for the telephone surveys.

Ekos Research Associates Inc., 1999
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EXHIBIT 1.1 -
Attendee Telephone Survey
Sample Characteristics (n=1,325) and
Margin of Error (95 Per Cent Confidence Level)
Characteristics Spring Wave Fall Wave Total
n Margin of n Margin of error n Maréin of
error » error

Region .

Atlantic 55 | +-133% 178 +74% | 283 | +-64%
Quebec . | 164 - 7.7% 219  +-66% 383 +- 5%
Ontario 263 6.1 169 - 7.6% 432 | +-47%
West 123 +/- 8.9% 154 - 7.9% 277 +- 5.9%
Status - _ . | |

Owner 421 +/- 4.8% 409 +-4.9% 830 +- 3.4%
Employee 71 +-11.7% 109 -?/- 9.4% 180 +/- 7.3%
Start-up 56 | +-13.2% 138 - +- 8.4% 194 | +-7.1%
Other ' 57 +-13.1% 64 +-12.4% 121 +-8.9%
Total - 605 +/~ 4% 720 ) +- 3. 7% 1,325 +/~ 2.7%

I —
b) Note on the Presentation of Results

Respondents to the telephone questionnaire were asked to indicate their
respohse using-a 7-point scale (e.g., ranging from a low point of 1, “extremely dissatisfied” to
a high point of 7, “extremely satiéﬁed" with a neutral midpoint of 4). In presenting these
results, the midpoint ‘is left as its own category, with the low (1, 2 and 3) and high (5,6 and 7)x

scores collapsed. Mean responses are also included in the graphical presentation of results.

All variables were analyzed through cross-tabulation with demographic

variables (e.g., région, business status, business tenure, firm size, Internet access, etc.). Only

Ekos Research Associates Inc., 1999




sub-group differences which were significant at an alpha of .05 or less (using chi-square
analysis) are presented in this report with the exception of breakdowns by region on key
indicators (e.g., satisfaction, recognition of federal role, etc.) which are provided for the
interest of the various host agencies. These regional breakdowns should be interpreted with

caution — where differences are statistically significant they are noted as being so.

In most cases the results of the spring and fall waves of telephone
interviews have been presented in aggregate form due to the remarkable consistency in
findings over the two waves. Where significant differences are evident in reactions to the
spring and fall events these are noted. While all questions from the spring telephone
instrument were maintained for the fall, several new lines of questioning were also included.

These have been identified in the report as “fall only”.

The resulis of focus group discussions are included with the related survey

data in order to offer insight and explanations of specific findings.

The remainder of this report is organized around the following areas:

Attendees’ Evaluation;
SME Priorities, Y2K, Information Highway and Innovation Issues;

Profile of Respondents; and

000D

Conclusions.

In addition, the results of the spring wave on-site interviews and exhibitor

interviews are included as Appendix A.

Ekos Research Associates Inc., 1999
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CHAPTER

2 ATTENDEES’ EVALUATION

Respondents were asked to evaluate their satisfaction with the events as a

-whole. This post-event measure is likely more instructive than that' offered by the on-site

interviews as in the absence of serious difficulties with physical set-up elements, satisfaction
measures conducted on-site tend to be high. The post-event measures gauge satisfaction after
attendees have had the opportunity to digest the information received and have considered the

overall utility of the event to their businesses.

v_ Satisfaction with the events as a whole remained very high in the months
following attendance (Exhibit 2.1a). ‘

EXHIBIT 2.1

Ekos Research Associates Inc., 1999



Four in five attendees (80 per cent) said they were satisfied with the event,
with fewer than one in ten (eight per cent) declaring themselves dissatisfied. Responses to this

satisfaction measure have also remained remarkably consistent from the spring to fall waves.

While a regional breakdown is provided for interest there are no
statistically significant variations in this measure by region, with the exception of the views of
Quebec attendees at the fall events. When the results of the fall wave are examined in
isolation, Quebec attendees expressed a significantly higher level of satisfaction with the
events. While just under four in five of those in the Atlantic, Ontario and West (78 per cent ,
79 per cent and 76 per cent, respectively) said they were satisfied, this rises to an impressive

88 per cent for those who attended one of the Quebec events (Exhibit 2.1b).

EXHIBIT 2.1b
Satisfaction — Regions

Ekos Research Associates Inc., 1999
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Focus group results offer a number of insights into the elements
conmbutmg to satisfaction with the events. Participants tended to note the wealth of material

available at- the events as well-as the expertise of exhibitors as key factors contributing to

satisfaction. "
“I think it's great that they
Another frequently cited strong . pomt of the  would have an event like this in
events was the notion of government outreach as a demonstratlon Peterborough.” “This shows
that [the federal government]
of commitment to the SME community. - o realizes how important small

business is to the country...."

-~

The main criticism raised during the group discussion was the overall
relevance of the event to attendees’ businesses. This was particularly the case for individuals
involved in micro-businesses who suggested that the events seemed geared towards larger,
more sophisticated businesses. Attendees in lvarge.r firms were significantly more likely to say
they were satisfied with the events than were those in smaller organizations. While 83 per cent
of those in firms with 11 or more employees seid they were satisfied with the event, this drops
to 73 per cent for those in firms with three or less employees. We also find higher levels of
satisfaction with SME employees (86 per cent) and those intending to start a business (87 per

cent) than with small business owners themselves (76 per cent).

Despite these demographlc vanatlons, it should be noted that across ail

- groups satlsfactlon remains high, w1th seven in ten or better declarmg themselves satisfied.

Replicating questions asked on the spring intercept V questionnaire,
respondents to the fall wave of interviewing were also asked to rate their satisfaction with the

three individual elements of each event. Again, the individual elements were’ vety well

_received, with these measures in keeping with the results of the on-site evaluations at the

spring events. Over four in five respondents said they were satisfied with the InfoFair (85 per
cent) and Conference (84 per cent), with three in four (73 per cent) declaring themselves

satisfied with the Seminars (Exhibit 2.1c).

Ekos Research Associates, Inc., 1999
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EXHIBIT 2.1c
Satisfaction with Elements

- Fall Telephone’ -

| infoFairs {n=599) -

s

(n=447)
:-uﬂ R

Again, a regional breakdown is provided for satisfaction with the various

elements among fall survey respondents (likely a more reliable measure than the spring on-site

interviews as discussed at the beginning of this chapter).

Those saying “satisfied” Atlantic Quebec Ontario West
InfoFairs 88 86 84 78
Conferences 89 85 77 81
Seminars 70 83 64 78

1t should be noted that the only statistically significant regional variation is

in terms of Seminar satisfaction, with Quebec respondents registering the highest satisfaction

and Ontario respondents significantly lower.

Ekos Research Associates Inc., 1999
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Some focus group participants indicated that they

were unclear on the level of complexity and detail that the Seminars

would entail and were left somewhat unfulfilled by what they

perceived to be a cursory examination of the topic at hand.

Participants held generally quite favourable views

of the seminar facilitators. Several ﬁaﬁicipants.in fact noted that they

wished they had either had more time or a more flexible seminar

schedule so that they could have attended more than one seminar.

<

“Why don't they try to schedule
‘a ‘basic’ and ‘advanced’
seminar at the same time? That
way we'd go to the one that's
really targeted to us.” -

A

“The marketing seminar was

" put on by someone who had

walked the path ... they weren't
teaching from a text book.”

-

Respondents were asked to rate the helpfulness of the events across a

variety of measures ranging from increasing their knowledge of government programs for

SMEs to helping them in the day-to-day management of their business (Exhibits 2.2a and

2.2b). -

| ~ EXHIBIT 2.2a |
Perceived Effectiveness of Events

Ekos Research Associates Inc., 1999
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EXHIBIT 2.2b
: Perceived Effectiveness of Events :

The two measures most closely tied to the stated objectives of the
Conferences and InfoFairs (increasing awareness of programs to assist SMEs in using the
Internet and increasing understanding of federal support for SMEs) top the list with close to

two in three respondents saying the events were helpful in this regard.

During the focus group discussions it was clear that most participants had
learned of specific programs and services which held great appeal, either due to an intention to
access them themselves or simply because they were seen as being effective government
actions for the SME community. Strategis, Student Connections, the National Graduate
Register and the Employment Insurance premium reduction for new hires all emerged as

government activities which were highly resonant with focus group participants.
A similarly high number (62 per cent) of those intending to start a business

said the events had been helpful to their planning. During the spring on-site interviews, this

group had cited information of this nature as their prime motivation for attending the event.

Ekos Research Associates Inc., 1998
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Pluralities (39 per cent) felt the events had been
helpful with respect to secondary or.tertiary ob_]ectlves of i mcreasmg
thelr understanding of innovation issues as they relate to their

business and in establishing new business contacts.

While the degree to which firms were engaged in

hard research or technology was not captured as demographic data,

\ 4

“Govemments need to create
opportunities for smali
businesses that come in a
range of possibilities. it's more
valuable for me to meet the
right people, make the right
contacts that | can utilize in my
business than getting a $1,000
grant from government.”

the profile of chus group, participants offers anecdotal evidence that many of those in

attendance would perceive few if any technology and innovation issues which relate to their

business.

Close to one in two (46 and 52 per cent respectively) felt the events had not

been helpful with respect to more operational elements of their
businesses: creating or revising strategic plans and assisting in fhe
day-to-day manéging of their businesses. These were not included as
objectives of the events and many focus group participants suggested
that they would not attend events such as these to acquire that type of

information. -

6¥

“I went there to find out what
the government is doing for us
... | wasn't looking for advice

. onhow to run my business.”

Respondents were 5sked_if they had followed up with any exhibitors since

. attending the events. Just under four in ten (38 per cent) indicated that they had initiated a

follow up contact. A plurality of follow-ups were with non-Portfolio federal departments

(partieularly HRDC and Revenue Cana'da). Just over one in four (27 per cent) of those who

have followed up with an exhibitor did so with one of the Portfolio partners (Exhibit 2.3).

Close to one in two (48 per cent) of those who had followed up with an

exhibitor did so for the purposebf acquiring additional information about a specific program

or service they had learned of at the event. An additional 42 per cent followed up for the

purpose of acquiring additional general information, with nine per cent intending to conduct a

specific transaction with an official (Exhibit 2.4).

Ekos Research Associates Inc., 1999
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EXHIBIT 2.3
Post-Event Follow—Up (a)

EXHIBIT 2.4
Post-Event Follow-Up ()]

Ekos Research Associates Inc., 1999
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Several focus group participants did make the  “Ihave her card now...at least |
- _ o o can call and talk to a live
point that there was a comfort level in having spoken dxrgctly to a person now.”

government representative at the events. _ I -

One in three (34 per cent) respondents also said they had visited one of the
Internet sites. they learned about at the .events. The most frequently cited web site was
Strategis, visited by 33 per cent of those who had conducted an Internet follow-up. One in five
(22 per cent) visited a non-Portfolio federal site and 15 per cent visited a Portfolio site other
than Strategis. Some 29 per cent of those indicating they had visited one of the sites they
learned about said it Was a non-governmental site (nine per cent) br that they could not recail

which site they had visited (21 per cent) (Exhibit 2.5). -

EXHIBIT25
Post-Event Follow-Up (c) -

Ekos Research Associates Inc., 1999
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Strategis was a frequent topic of spontaneous discussion during the focus
groups. Many participants spoke glowingly of the service as it offered “anything you’re
looking for”. Most participants could not name specific types of information they would be
seeking or wotﬂd anticipate finding via Strategis, but, at the conceptual level it clearly struck a
resonant chord with those who learned of it at the events. For others, they had clear plans of
what Strategis would do for them (“I'll be able to see who else my exporting agent is dealing

with™), but had yet to put the service to use for their business.

This notion of time pressures was a frequently raised point during the
group discussions. Many noted that extreme time constraints were a fact of life for them,
particularly in the early stages of their businesses. Information contained in the Guide to
. . ) “We're only four people inthe
into them”. Many participants suggested that they did hope to either  office ... it's hard to make time

for things like [additional
research].”

Government Services for SMEs, Strategis and other general

program information were set aside until they “make time to look

follow up with an exhibitor or undertake additional research but

these activities fell into a lower priority category than the running

of their businesses.

While the fall focus groups include a series of questions dealing

specifically with the SME guide, none of the participants had done more than quickly scan it.

It is worth noting, however, that essentially all participants recognized the guide and were
keeping it for future reference. The general consensus was that such a guide was a positive

initiative on the government part.

Some participants, particularly those who were planning to start a business,
described the amount of information in the guide as somewhat overwhelming. A number of
those with Internet access noted that they tend to search for government material on-line first

and consider such information far more up-to-date than printed material.
Respondents were asked to name the “main organizer” of the event they

attended. While a majority (58 per cent) correctly identified the federal government as the

main organizer, fully one in four (24 per cent) said they did not know who had organized the

Ekos Research Associates Inc., 1999
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event. Eight per cent of respondents identified either the Chamber of Commerce or other level

of government as the organizer (Exhibit 2.6).

‘ EXHIBIT 2.6 ‘
Recall of Federal Involvement

There are significant variations by region with respect to identification of a
main organizer of the event. Recdgnition of the federal role in organizing the events was
strongest in Quebec (65 per cent). Fifty-eight per cent of Atlantic respondents, 57 per cent of
those in Ontario and 47 per cent of those in Western Canada identified the federal government

as the main organizer.

While these findings are somewhat puzzling upon a cursory examination,
the focus group discussions shed some light on the question of identiﬁca'tion of the event
“organizer”. Participants seemed to form a linear relationship between who informed them of
the event (e.g., in many cases a letter from the local Chamber of Comnierce) and the “main
organizer of the event”. Regardless of who was seen as being primarily responsible for
organizing thé events, participants had a clear understanding that they were designed to .

showcase federal programs and services.

Ekos Research Associates Inc., 1999 '
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Given the ease with which focus group participants discussed the range of
federal SME services, the actual impact of the events in terms of awareness of federal presence

is clearly far greater than a literal interpretation of this single survey indicator would suggest.

Ekos Research Associates Inc., 1999
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CHAPTER

3 - SME PRIORITIES, Y2K,
INFORMATION HIGHWAY AND
INNOVATION ISSUES

31 SME Priorities

Survey respondents were asked to eﬁla]uate the priority the federal
government should place on a number of initiatives aimed at the SME community over the
coming five years. All of the actions tested were deemed a high priority by at least two in three

respondehts, albeit with a clear hierarchy emerging (Exhibit 3.1).

Ekos Fle_search Associates Inc., 1999
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The three top priorities tested were simplifying government regulations/
paper burden reduction, working with banks to help secure financing for small business, and
providing financial assistance for research and development, deemed a high priority by over

four in five respondents (91, 89 and 84 per cent respectively).

Regulations and paper burden were frequently mentioned irritants during
the focus group discussions. Most participants particularly perceived the compliance burden

with the GST as onerous.

“You get all excited because
participants. While some were critical of a lack of government  this program looks great then

Access to financial capital was also key for most

. ) you find out its not for you
sources they could access, the dominant view was that 'the because you're too old or a
government ought to be doing more to ensure banks make capital manorwhatgve!-,...it's
frustrating.

available to small businesses.

Three in four respondents felt a high priority should be placed on providing
information on international opportunities as well as on domestic markets and seven in ten said
information aimed at helping SMEs connect to the Internet ought to be a priority. These

priorities remain consistent with no significant differences by region, business size or status.

L
3.2 Year 2000

As the events featured exhibitors from the Year 2000 Task Force and some
seminars dealing with the Y2K issue, a number of questions were asked to gauge awareness

and perceptions of this issue.

Stated familiarity with the Y2K issue is nearly universal, with 97 per cent
of respondents saying they are aware of the “problem facing computer systems relating to the
year 2000”. For those involved in a small business, however, seven in ten believe that the Y2K

issue does not present a serious problem to their businesses. While, fewer than one in five in

Ekos Research Associates Inc., 1999
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faéf believe that the Y2K is a serious problem to their businesses, this is not based on a
dismissal of the situation as exagerrated (Exhibit 3.2).

EXHIBIT 3.2
Awareness and Perceived §

Employees of small businesses are more likely to see the Y2K issue as a
problem for their enierpriseé than are small business owners themselves. While just 15 per
cent of business owners feel they are facing a problem, this rises tov_28 per cent among

employees of a SME.

The perceived seriousness of the issue has increased from the spring to the
fall. Whereas 73 per cent of those interviewed in the spring said the Y2K did not represent a

serious problem to their business, this fell to 66 per cent in the fall sounding.

Reépondents were also asked what actions, if ahy, fheir firms had taken to
deal with the Y2K issue. In line with the increased perception of the seriousness of the - |
problem, we see far fewer respondents who have taken no action to deal with the issue. While
fully one in two of those interviewed in the spring had taken no action, this fell to 35 per cent
in the fall (Exhibit 3.3).

- Ekos Research Associates Inc., 1999
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EXHIBIT 33
Y2K — Actions Taken

e oee] FalSai ¥) Those with fimited YZK

While there is little difference in terms of firm size with respect to
perception of the seriousness of the Y2K issue, larger firms are significantly more likely to
have taken some action on the issue. Whereas 57 per cent of firms with three or fewer
employees have taken no action on the Y2K front, this drops to 21 per cent of firms with 11 or

more employees.

An additional question was added to the fall survey to probe why those
firms who were inactive on the Y2K front were not taking any steps. Less than one in ten say
their inaction is due to belief that the issue has been exaggerated. Over half in fact say that
their systems are already fully compliant, with an additional four in ten saying that systems are

simply not an integral part of their business (see Exhibit 3.3).

Ekos Research Associates Inc,, 1999
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3.3 Information Highway and

_Innovation

" A series of questions was added to the fall survey exploring the issues of
business-related Internet usage and innovation issues as they pertain to the small business

community.

Just over seven in ten respondents reported having access to the Internet,
with three-quarters of those who are both on-line and currently involved in a SME using the
Internet for business purposes. This sub-sample was then asked about the frequency with

which they engaged in a number of business-related Internet activities (Exhibit 3.4).

EXHIBIT3.4 -
ernet Usage (

SME Carferences ind
nfoFairs Evaluation

The most frequently engagé_d In activities were using the Internet for

research and development and to communicate with customers and suppliers, with majorities |

of those on-line saying they often put the Internet to use for these purposes. Just over one in o

Ekos Research Associates Inc., 1999
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four (27 per cent) say they often use the Internet to sell their products or services, rising to four

in ten if those who “sometimes” engage in electronic commerce are included.

The focus group findings shed some additional light on this finding. It
became apparent that many participants who have web sites would likely respond that they
“sell” their products via the Internet, even though they are actually advertising or promoting
their products on-line. A small number of participants said that they were either currently
selling on-line (or taking steps to do so in the near future), suggesting that'the four in ten

survey respondents likely form a combination of on-line “sellers” and “promoters”.

One in four respondents said they often use the Internet to communicate

with government officials, and just over one in ten said they often P
make on-line purchases from their suppliers. Again, the focus groups “Itg great... anyone can go to
suggest that in fact many are researching product purchases on-line, our site and find out all about
. . . ip . . . us... 've had clients from
either comparison shopping or verifying prices. Many participants Germany, all because of my
Web page.”

cited this aspect of the Internet as a powerful new force in marketing

and commerce.

Views among focus group participants on federal government use of the

Internet were mixed but with a decisive lean towards positive. There was a sense among some

.. .. ) ; . “| can download Revenue
however, participants reported positive experiences in accessing Canada forms onine ... It used

to take weeks to get them sent
tome.”

that the government was “pushing the net pretty hard ... they don’t

answer questions, just direct you to a web site”. More often that not,

services or information on-line: “I want to start another company and I

can find out if anyone else has the name copyrighted by going on the

net”.

A majority of those who are not currently making frequent business use of
the Intermet expect to be doing so within the near future. Fully six in ten say it is very likely
they will be making more use of the Internet over the next year, rising to eight in ten when

considering a five year window (Exhibit 3.5).
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EXHIBIT 3.5
Internet Usage (b)

Turning to the issue of “innovation”, survey respondents and focus group
participants were asked about what the term meant to them and their businesses. Large
majorities of survey respondents said they frequently took innovative approaches’' in their

businesses and that in fact innovation is a very impartant element of the competitiveness of
their businesses (Exhibit 3.6). ‘

The focus group discussions on innovation revealed _ ‘ ‘
“Our cllents are innovating. if
you're not innovative, you're
what “innovation” means, they could point to examples of it in action, not in business.”

that while some participants could not always easily identify concretely

1

! Defined in the survey instrument as “Significantly xmprovmg your products or services or

improving producuon marketing, mventory or delivery processes”.
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EXHIBIT 3.6

Innovation (a)

“How important do you think - - -

~jnnovation is to the -

competitiveness of your
. business L

+ . “How frequent!ywouldyousay

you take innovative approaches
A y hieinace??

Just over half (53 per cent) of those survey respondents who did report
frequently taking innovative approaches, say this is due primarily to creative new ideas for
their businesses. The remainder say their innovations are either as a result of problems that
arise (22 per cent), new technologies becoming available (14 per cent) or some combination of

the three factors (Exhibit 3.7).

Focus group participants who were involved in ‘.
technology intensive businesses tended to see innovation in terms of “Because you're one or two
. . ) people trying to run a business
improvements and advances to their core technologies. For others, you have to make time to get

networking and mentoring were cited as important to innovation as  Outthere and get new ideas.”

»

they saw small business as somewhat insular.

Ekos Research Associates Inc., 1989
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EXHIBIT3.7 -
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CHAPTER

4 ~  RESPONDENT PROFILE

Six in ten of those interviewed were small business owners with an
additional 14 per cent 'being SME employees. Fourteen per cent of those intervieWed were
planning to start a small business. Among those involved in a SME, a majerity (53 per cent)
has been in operat‘io'nvfor over five years. One in three (35 per cefxt) have been in operation for
between one and ﬁ\;'e years, with 11 per cent involved in an enterprise that is less than one year
old (Exhibit 4.1).- | ‘

 EXHIBIT4 D
: rofile of Respondents
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The sample featured a good mix of business sizes with a plurality (41 per
cent) of respondents involved in businesses with three or fewer employees, three in (31 per
cent) in businesses with between four and ten employees and one in four (27 per cent) in
enterprises wiih 11 or more employees. Close to six in ten (58 per cent) of those interviewed

anticipate hiring additional employees over the coming year (Exhibit 4.2).

EXHIBIT 4.2
Size of Business and Expansion Plans

mpﬁyed in your ‘business; includil employeesm the.coming year?”

rt-time: :and:seaso

“InfoFairs Evaluation’

These plans for hiring are supplemented by the overall sense of optimism
respondents had across a variety of measures. Over four in five of those interviewed were
optimistic about the success of their business, with three-quarters declaring themselves
optimistic about their personal economic prospects. Optimism towards the Canadian economy
is somewhat more muted and declined significantly over the two waves of the research, falling

from 71 per cent in the spring to 61 per cent in the fall (Exhibit 4.3).

Ekos Research Associates Inc., 1999
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EXHIBIT 43 .
Optimism

Durmg the focus group discussions, many factors were seen as contributing’
to opmmsm, even though most participants acknowledged the serious challenges involved in

running a business. The autonomy involved in running your own business, greater flexibility

and the ability | to see clear value from their labours ‘were among the most frequently cited

posmve aspects of bemg involved in a SME.

~ This personal and professional optimism is noteworthy for several reasons.
As an overall observation, it is higher arnong't_hé__ SME population under examination here than

we would find in general public surveys conducted ovef.a';s,ir'nilar_time frame.

This optimism was eipparent during many of the focus group discussions as
well. Even those partxcxpants who cited being * unwﬂlmg entrepreneurs (having started a
small business following a _]Ob loss) had a sense of pride and mv1goratlon that many felt was

qualitatively different than that found among the general working populatlon.
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A second point of note is the relative stability of personal and professional
optimism existing in concert with a sizeable drop in optimism towards the Canadian economy.
Other research we have conducted suggests that this apparently paradoxical combination is not
uncommon. We have seen a resurgence of optimism among Canadians at the same time as

concerns with the Canadian dollar and the economic woes of Asia and Latin America are on

the rise.

The respondent profile reveals a high level of computer and Internet
access. Nine in ten (89 per cent) of those interviewed have access to a personal computer with
seven in ten (71 per cent) having Internet access. Both of these indicators are far higher that

we find in our soundings of the general Canadian public’s access to PCs and the Internet
(Exhibit 4.4).

In a question added to the fall wave of telephone interviewing, three in ten
respondents stated that their firms had web sites. The incidence of web sites is higher among

larger firms, rising from 20 per cent of those with three or fewer employees to half of those

with 11 or more employees.

EXHIBIT 4.4
PC and Internet Access

Ekos Research Associates Inc., 1999
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CHAPTER

5 'CONCLUSIONS

Both the spring and fall waves of events have been successful in achieving their main
objectives — increasing attendee awareness of federal services available to SMEs.

Participant satisfaction with the events is high and seems durable (in some cases
interviewing was conducted two months following the events).

This satisfaction is fairly consistent across regions “a\s well as business profile -
(although somewhat higher among those involved with larger firms and among SME
employees and intended startups than.for owners themselves). ‘

The highest evaluation results are seen for the main goals laid out during the planning

“phase of the events: a majority of those in attendance felt the events had been helpful

in increasing their awareness of federal programs and- services aimed at the SME -
community. :

A secondary, intangible benefit of the events also emerged from discussions with
participants and exhibitors. Attendees frequently cited that the very fact the events
were being held was evidence of the government’s commitment to the SME
community. This was noted by many as a welcome development and assisted in
changing perceptions that the government was more focused on large businesses.

This outreach was also portrayed as demonstrating government recognition of the role
SMEs play in terms of job creation in Canada. This sentiment was echoed by many
exhibitors; based on their contacts with attendees they had a strong apprecnatlon for
this outreach facet of the events.

Some criticisms of the events also emerge: most notably the perceived relevance to
participants’ businesses. This criticism seemed largely focused on the fact that many
participants saw themselves as either micro businesses or involved in enterprises they

Ekos Research Associates Inc., 1999
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felt were unlikely to benefit from government programs oriented towards innovation
or technology themes. There was a pervasive sense for many of those in attendance
that there was “little there for them”.

Regardless of any criticisms offered during follow-up discussions with participants,
the near unanimous consensus was that these events are worthwhile and ought to
continue. Participants had a great deal of appreciation for the fact that events such as
these could not be “all things to all people” and were likely an iterative, improving
process.

Offering a clearer indication of what exhibitors would be of interest to attendees in
various SME “lifecycles” (e.g., start-ups, established, expanding) would likely serve to
increase satisfaction with the relevance of the events while maintaining the strong
intangible benefit of government outreach.

This sentiment is mirrored by many exhibitor comments which suggest such a
segmentation would afford them with a greater opportunity to target their time to their
most likely client groups.

A suggestion arising from the focus group discussions was to have officials at the
entrance of the events directing those unsure of where to go. While this concept was
implemented with the new information booth for the fall events, it was clear that many
focus participants wanted to have an official be willing to spend “as long as it takes”
to direct their visit to the InfoFair.

A frequent comment made by attendees during the post-event discussions was that
their input should have been sought prior to the planning of the events. Including
messaging of this type into communications of future events offers the opportunity to
demonstrate that the events are, in fact, being responsive to feedback received from
the SME community.

There also appeared to be some discrepancies with respect to the primary goals of the
event (i.e., federal visibility and increasing awareness of supports for SMEs) and
exhibitor views on why they were there. Exhibitors tended to see their attendance as
being primarily focused on new “hard” client contacts and conducting transactions.
Reiterating and clarifying the goals of the events would be helpful in increasing
exhibitor comfort level with their roles.
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APPENDIX A
On-Site Interviews and Exhibitor Evaluations
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ATTENDEES’ EVALUATION

On-Site Evaluation
The on-site questionnaires gauged reaction to the three separate elements

of the events: the Conference; InfoFair; and Seminars. Across most measures tested, a
majority of respondents declared themselves satisfied with the events.

|
(a) Conference

Over four in five (83 per cent) respondents who attended the Conferences
said they were satisfied with that portion of the event, with similar numbers saying
they were satisfied with the physical set-up of the halls, the presentations by local
entrepreneurs and the keynote ministerial speech There were no significant
differences in satlsfachon levels amongst the various Conferences (Exhibit 2. 1).

0 Focus group participants generally felt the local entrepreneurs were an
inspiring element of the event. While some felt disconnected from the -
presentations — "I'm not in their league ... I'm not trying to be a big

player ..." — the consensus was that demonstrating local successes was
uplifting.

0 The reaction to the keynote speech was also generally positive among
those focus group participants. who had attended the Conferences.
While most said they were impressed with the information contained in
the speech and the Ministerial presence, some suggested they felt the
speech did not reflect the realities of the local business environment —

.. the speech was more about Toronto and Montreal than what we're
up against in Cape Breton".

In a theme that recurs in the reaction to the InfoFairs and Seminars,
satisfaction drops somewhat — albeit with a majority (63 per cent) of respondents still
satisfied — with respect to the overall relevance of the Conference to their businesses.

A plurality (48 per cent) of respondents said they were satisfied with the question and
answer session of the event (see Exhibit 2.1).

Ekos Research Associates Inc., 1999




EXHIBIT 2.1
Conference Satisfaction

“Hdw satisfied were you with the following elements of the

conference?"
Physical set-up |4i 86
Presentationsm[ [13] 8s]
Conference overall (14} i83]

&l
&l

Keynote speech E

Relevance [26] [63]
Q&A period [48)
0 20 40 60 80 100
Per cent

B Dissatisfied (1,2) [] Neither (3) [J Satisfied (4,5) |

Ekos Research Associates inc. ~ SME Conferences and
Les Associés de recherche Ekos Inc. n=239 InfoFairs Evaluation

Q  The question of the overall relevance to specific SMEs was the dominant
criticism of the event as a whole. Focus group participants frequently
mentioned the fact that the events were impressive but of minimal
relevance (for many) to their own businesses. This criticism was
tempered by an acknowledgement by many that it was impossible for
an event of this scale to be all things to all people.

0  The question and answer sessions were mentioned in many open-ended
comments on the survey as well as in the focus groups. The principal
criticisms were that the session was either too short or did not fully
address "the tough questions” on concerns such as taxation, specifically
the GST.
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(b) InfoFairs

'I'hé main motivations cited for attending the InfoFair were obtaining
information on. running or settmg up a small business (41 per cent) and learning about |
government programs and services for SMEs (33 per cent). “Smaller numbers cited
general interest (15 p_er cent), making new business contacts (five per cent) or
conducting.a» specific transaction with a government official (four per cent). Close to
nine in ten attendees interviewed felt their expectations with respect to their main
moti\}ation for coming to the InfoFair had been either met (33 per cent) or exceeded

- (55 per cent), with just 12 per cent s'ayingi their "expectations had not been met,
(Exhibit 2.2). ‘

EXHIBIT 2.2
Motlvatlons for Attendlng IinfoFair

"Which of the fallowmg was your main ""In terms of your main motivation,
motivation for coming to the InfoFair?" ' were your expectations ...?"

Info about gov't programs & semces
Info on running a small buslnassﬁ] 59
[N
General lmenastlj: X L y
T ’ ; : Not met, 12%
Business cor_nactslg L

Specific transac(ion ;

Otherlg; .

0 20 40 60 B0 100
Per cent

Excéeded. 55%

Ekos Resaarch Associates Inc. . . ‘n=498 ' SME Conferences and |
Les Associés de recherche Ekos inc. InfoFairs Evaluation

The only profile difference of note with respect to motivations is the

higher proportion of those intending to start a business (versus established businesses)
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who were looking for information to assist them in launching their enterprise — 62 per

cent of those planning a business cited this as their main motivation.

There are some differences of note regarding perceptions of whether or
not expectations had been met by the InfoFair. Attendees in Sydney and Yorkton
were more favourable in this measure (84 per cent and 78 per cerﬁ respectively saying
their expectations had been exceeded), with those in Laval less so (40 per cent saying
expectations were exceeded, 36 per cent saying they were met and 24 per cent saying

they had not been met).

The print and electronic media were the dominant sources of news about
the InfoFair. Informal news of the event was the next highest mention followed by an
invitation from a professional association. Pamphlets, invitations from government
officials, posters and the Internet were also mentioned by smaller numbers
(Exhibit 2.3).

Participants at the Yorkton and Medicine Hat events were somewhat
more likely than those in other parts of the country to cite having heard about the

event through the media.

The stated intention to follow up with an exhibitor following the event
was quite high, with more than four in five of those interviewed saying they planned
to do so although post-event measures reveal a lower take-up, as discussed later in the
chapter (Exhibit 2.4). A similar number (79 per cent) said they intended to visit

Internet sites they had learned about at the event.

The most frequent individual departments and agencies mentioned were
Industry Canada' (39 per cent) and the Business Developrnent Bank of Canada (26 per

cent). All other Portfolio members were mentioned by 44 per cent of respondents with

1. The figure for Industry Canada includes both references to IC specifically as well as individual
programs and branches including CIPO, FedNor, SchoolNet, Student Connections, TPC and the Y2K
Task Force.
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EXHIBIT 2.3
‘Sources of InfoFair Information
"How did you hear of the InfoFair?"

Newspaper : 15)
Colleague/Friend 10] '
TV/Radio 12]
Invxtatlon (professional assocxatlon):3
: Pamphlet
Invitation (gowt);_—El

Poster

Other- .

0 10 to20 30 - 40 50
- Per cent -

[ [J Firstmentions [l Other mentions - |

(Multiple responses accepted)
Ekos Research Associates Inc. i ' : SME Conferences and
Les Associés de recherche Ekos inc. : n=498 infoFairs Evaluation

other non-Portfolio federal orgaﬁizaﬁons cited by 57 per cent of respondents (see
Exhibit 2.4). ' '

Mentions of exhibitors were fairly constant across all sites with the

exception of the ‘regional development agenciés — e.g.; mentions of WED isolated to

the western events.

Close to nine in ten respondents said they were satisfied with- the

. knowledge of exhibitors and quality of information available, the physical set-up as

~well the InfoFair as a whole. The scheduling of the event garnered a marginally lower

satisfaction rating, with the lowest score (although still two in three‘res‘pondents
satisfied) being for the relevance of the InfoFair (Exhibit 2.5).
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EXHIBIT 2.4
Intentions to Follow-Up with Exhibitors
"Do you plan to follow-up with any "Which ones?"
exhibitors?"

Federal Gov't (non-Partfolio)

Portfolio (excluding IC & BDC)

DK/NR, 6%

Industry Canada

Business Development Bank

4] 20 40 60 80 100
n=418 Per cent

(Multipte responses accepted)

Ekos Research Assaciates inc. SME Conterences and
Les Associes de recherche Ekos inc. InfoFairs Evaluation

L B
(c) Seminars

Among seminar attendees interviewed at the events, satisfaction levels
were generally high with four in five or better saying they were satisfied with the
physical set-up, quality of information received and effectiveness of the seminar
leaders. Again the lowest score was for the relevance of the seminar to participants’
business, although still two in three said they were satisfied with this measure
(Exhibit 2.6).
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. EXHIBIT 2.5
InfoFair Satisfaction
"How satisfied were you with the following elements of the InfoFair?"
Exhibitor knowledge/quality of infoé (11] [87]
Physical set-up@ (10|
InfoFair overan>[1_—2_ :
Scheduling E (18]
Relevance ‘
0 20 40 60 80 100
Per cent
B Dissatisfied (1,2) [] Neither (3) [[] satistied (4,5) |

Ekos Research Associates inc. .. ) SME Conferences and
lt.os Associés de recherche EKos Inc. n=498 IntoFairs Evaluation

]
- Exhibitors’ Evaluation

The clear consensus from the 25 exhibitor interviews conducted was that

the events were a success albeit with a number of different rationales and on a number
of different levels.

MoSt ekhibito‘rswere fairiy layish in their praise of the events as an
opporturtify to meet th_é clients their respective programs are designed to serve.
Echoing comnientS gxpfess_ed by attendees in focus groups, several exhibitors felt that
they had established a "link" into government whereby clients wou_l‘d have a greater
comfort level in conducting follow-up contacts. Exhibitors at both HRDC and Revenue
Canada indicated that "they had in fact already had follow-up contacts with clients they
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EXHIBIT 2.6
Seminar Satisfaction
"How satisfied were you with the following elements of the
seminar(s)?"
Physical set-upli. 87]
Quality of information (1] 79]
Leaders/presenters E [19
Relevance 23] (e8]
?
0 20 40 60 80 100
Per cent
 Dissatisfied (1,2) [[] Neither (3) O satisfied (4.5) |
. SME Conf d
lﬂ‘?ﬂ:é:f;’f’&.‘?&"ﬁ.’?é%’. ‘Bios inc. n=122 InfoFairs Evaluaion

had encountered at the InfoFairs.

Other exhibitors, notably in the Industry Sector branch, felt that the
events had done little in terms of establishing new client contacts but had offered an

opportunity to showcase government initiatives to a broader public audience.

As abroad conclusion, those exhibitors involved in technology-intensive
programs felt the events were "casting the net too wide" in terms of offering an
opportunity to meet potential clients. Several of these exhibitors felt the events were
not, in fact, the best use of resources for promoting their programs. They expressed

a preference to see a greater focus on sector specific trade shows and events.

Also mentioned by several exhibitors (as well as a number of attendees)

was the mix of business size (i.e., micros and "true” SMEs) may have detracted from
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the overall utility of the events. The sense among these exhibitors was that their efforts

were to some extent being diffused across a fairly broad audience base.

Few exhibitors, however, felt the events were too onerous in terms of

. demands on their time in both preparing for and affending the InfoFairs.

With few exceptions, the exhlbltors interviewed stated that they would
gladly participate in additional events. Again, the intangible element expressed by
attendees was raised by a number of exhibitors. Simply put, the events offered a

chance to demonstrate the government’s commitment to the SME community.

I
Specific Comments

Satisfaction with the overall logistics of the event was also fairly high.
One exhibitor who had attended events in several regions noted that the Quebec events

offered a more consistent feel and allocation of space and suggested a broader use of
that set-up.

The cost of the events was a concern raised by several of those
1nterv1ewed Travel, preparation time and particularly the cost of materials distributed
at the events — "... it was a bit of a free-for-all ... people were picking up pamphlets
they would clearly never read just because they were there ..." — were seen as perhaps
excessive. Some felt that mec:hénisms to limit financial resources devoted to the events

would be useful in order to maximize other promotional activities.
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Industry Portfolio
SME Conferences and InfoFairs
Telephone Questionnaire — Spring

Hello, my name is ... and I work for Ekos Research Associates. We have been hired
to conduct of survey of small business people like yourself who attended the
conference and information fair held in [import city and date]. The interview is totally
voluntary and all of your responses will be kept strictly confidential. The interview
will take approximately 10 minutes to complete. May I begin?

How would you rate your overall satlsfactlon with the event. Please rate your
response on a 7-point scale, where 1 means extremely dissatisfied, 7 means
-extremely satisfied and the midpoint 4 means neither.

EXTREMELY EXTREMELY
DISSATISFIED . NEmMER SATISFIED

To the best of your knowledgé, who was the main organizer of the event?

Federal government .. ..................ouue.. S 1.
Other level of government .. .. ... ... .. .t 2
Chamber Of COMMEICE . . .. . it i ittt ettt aean 3
Other (specify) . \ h .. 4
DKINR ............... et et e et 9

How helpful has the event been in each of the following areas? Please rate your

‘response on a 7-point scale, where 1 means not at all helpful, 7 means extremely
helpful and the midpoint 4 means. somewhat helpful.

Nor At AL’ . SOMEWHAT © EXTREMELY
HELPFUL HELPRUL HELPFUL
B I I I i I 1

Increasing your understanding of federal’
government programs and services for small :
business . ...... i i e 1 2 3 4 5 6 7

. Helping you in the day-to day managing of
‘yourbusiness ... ... .. e 1 2 3 4 5 6 7

Increasing your understanding of technology

and innovation issues as they relate to your
business............. ... o oL 1 2 3 4 5 6 7
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Not AT ALL SOMEWHAT EXTREMELY
HELPFUL HELPFUL HELPFUL
A a T T 1 1 1
d. Establishing new business contacts .. ...... 1 2 3 4 5 6 7

e. Helping you create or revise a sirategic plan
for your business ............ . ... . ... 1 2 3 4 5 6 7

f. Increasing your awareness of federal government
programs to help Canadian businesses get :
connected to the internet . . .. ............ 1 2 3 4 5 6 7

g. (If “thinking about starting a business” from
intercept questionnaires) Helping you plan : A
yourbusiness . .......... . e 1 2 3 4 5 6 7

4.a. Have you followed up with any of the InfoFair exhibitors for additional
information or services?

) =2 1
NO e e e e e 2
DK/NR et e e e e e 9
4.b. Which ones?
5. Which of the following was the MAIN goal of your follow-up contact?
Acquining additional general information . .............. ... .. 0., 1
Acquiring additional information about a specific program . . .. ........... 2
Conducting businessAransactions . . ... ......c...cou et inineennn 3
DK/NR e e e e e 9
6.a Have you visited any Internet sites you learned about at the InfoFair?
YOS e e e e 1
No e 2
DK/NR . e e e e 9
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6.b. Which ones?

o

124

. How optimistic would you say you are about each of the following? Please rate
your response on a 7-point scale, where 1 means extremely pessimistic, 7 means
extremely optimistic and the midpoint 4 means neither.

EXTREMELY . ) . . EXTREMELY
PESSIMIS‘I’IC NEITHER OPTIMISTIC |
! I I o | 1
Your personal economic prospects . . ....... 12 3 4 5 6 7
The success of your business ........... 1.2 3 4 5 6 7
The Canadian economy . . . ... R 1. 2 3 4 5 6 7

There are a number of challenges facing small and medium sized-businesses.
Thinking not just of today but over the NEXT FIVE YEARS, what priority should
the federal government place on each of the following areas? Please rate your
response on a 7-point scale where 1 means the lowest pnorlty, 7 means the highest
prlorlty and the midpoint 4 means mlddle pnorlty

Lowest e MIDDLE : HIGHEST

PriorRTy PRIORITY PRIORITY
1 I 1 I ! |

Providing information on Canadian markets :

and competition .. ........ . i i 1 2 3 4 5 -6 7

Providing information on intemational

marketsand exporting . . ... .. nen. 1 2 3 4 5 6 7

Simplifying govemment regulations and } . o :
" reducing paper burden ................. 1 2 3 4 5 6 7

Providing information to help more small ‘ B .

businesses get started ................ 1 2 3 4 5 6 7

Working with banks to help secure _

financing for small businesses ............ 1 2 3 4 5 6 7

Providing informétion to help small

businesses get connecied to the Intemnet . ... 1 2 3 4 5 6 7
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LowesT MIDDLE HiGHEST

PrIORITY PRIORITY PrIORITY
f | f I I o
g. Providing financial assistance to small
businesses for research and development ... 1 2 3 4 5 6 7

9.

There are a number of ways in which the federal government currently provides
information to small businesses. Which of the following would you say is MOST
useful in terms of getting information from the federal government?

{27 =Y ;2 =] S 1
7-800 telephone numbers .. ........c.coioiiiiiiiinn.. e 2
Written publications (like pamphlets and brochures) ... ................ 3
Other (specify) .. 4

I'd like to ask you a few questions about computer systems.

10.

11.

12

Are you aware of a problem facing computer systems relating to the year 2000?

..................................................... 1
NO . e e e e e 2
DR/NR e e e e e e 9

(If aware of year 2000 issue) How serious a problem do you feel this "year 2000
situation" is for your business? Please rate your response on a 7-point scale where

1 means not at all a problem, 7 means an extremely serious problem and the
midpoint 4 means neither.

NOT AT ALL A EXTREMELY.
PROBLEM NEITHER SERIOUS
- l I T I o

1 2 3 4 5 6 7

(If aware of year 2000 issue) Have you taking any steps to deal with this year 2000
situation?

Yes, but still justlooking into it .. .........c. ... .t 1
YES, revisSing OUr SYSIEIMS . .. v vt it it et e et 2
Yes, dealing with sUppliers . . . . .. .. ... it et 3
Yes, dealing with CUSIOMEBIS . . . . .« ottt ittt e i 4
Other (specify) . 5
DK/NR . e e e e e e e e 9
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18.

5
Now | have a last few questions to be used for statistical purposes only.
13. What is the highest level of schooling that you have completed?
Public/Elementary school or less (grade 1-8) oo e 01
Some high school .. ... . . . . e e e 02
Graduated from high school (grade 12-13) .. ... ... 03
Vocational/Technical college or CEGEP .. ........ ... ... 04
Trade certification .. ... ... .ot e e e 05
SOME UMVEISIEY o vttt i i e i sttt i i e i e 06
Bachelor's degree ............. e ettt 07
Professional certification. .. ............ e 08
Graguate degree . . ... .o i i e i e P 09
_DKﬂVR ............ e FEPEPI e 99
14. How many employees are currently employed in your busmess, including full-time,
part-time and seasonal workers?
t I L0 FuuTe
{ S PARI-TIME
R R B SEASONAL
15. Do you anticipate hiring any new employees in the coming year?
YOS e e e e e e 1
L 2
DK/NR e e e e e e 9
16. Does your firm currently export any of your goods or services outside of Canada?
Y S e e e e e 1
NO e e e e 2
DK/NR o e e e e e 9
17. In what year were you born?
i 1 I L | YEAR
What is your annual business income from all sources before taxes?
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(Do not ask — is respondent male or female?)

THANK YOU FOR YOUR COOPERATION AND TIME!
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SME InfoFair Survey - Fall

SME InfoFair Survey - Fall

<fname > <lname >
<iarea > <itele > . .

_Hello, my name is and I work for Ekos Research Associates. We have been
Hired to conduct a survey of small business people like yourself who attended
the conference and information fair hosted in <event >
on <idate >. The interview is totally voluntary and all of your responses

will be kept strictly confidential. The interview will take approxunately 12
minutes to complete. May I begin?

INTRO

1 yes

2 no--end

@intro
intro screen ; . .
01 2 T e et 1
1077 1T« 2 => INT
Did you attend the event? .
01 Yes . e e e i 1
02 NO i e e e e e et et e 2 => INT
Before we begin, which of the following applies to you?
01 lownasmall business .............. e e e et 1
02  Iam an employee in a small business . ...... e et e 2
03 I am thinking about starting a small DUSINESS . ... .. ...vvt it iinniireinneneanas 3
04 Nome of the aboVe . ... ..ttt ittt ittt inet e ittene i tanannns 4
05 DK/ NR i e i e et e et et e it 9

MESSAGE: Note to interviewers - we want to screen out goyemhient employees, people who work for
banks in small business loan areas, event organizers, etc.
=>+l if NOT Q2=#1-#3

Did you attend the event in a professional capacity (as in working at the event) or out of interest?

01 Professional capacity <Thank and terminate> ... .....c.ovtiviriiniininnnennn.. 1
02 Out of interest <Continue> . .................. E 2
05 DK/NR............ e e e 9
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N HOW WOULD YOU RATE YOUR OVERALL SATISFACTION WITH THE EVENT? PLEASE RATE YOUR RESPONSE ON A 7-POINT SCALE,
WHERE 1 MEANS EXTREMELY DISSATISFIED, 7 MEANS EXTREMELY SATISFIED AND THE MIDPOINT 4 MEANS NEITHER.
01 1 EXTREMELY DISSATISFIED ... .vuvvuvrsonsuoaiornnssaonsssaiessuseasssasononsssinns 1
02 2 ..l hetsereseteanrsrea Ceeensenan Ceieees seeseerunns e 2
03 3 ... e e Ceeeeen Ceeera e venes 3
11T U 1) % 4 1) - S 4
05 5 ciivieininnns riereans e eeaaaae Ceeeneanas trseeieaans Ceeeieae ... 5
6 6 ...... Chr e er e cesaens ceereeneenans Cheeeanaa [ ceraseas 6
07 7 EXTREMELY SATISFIED ... ..uuuvsoeunvnnsonsosnnseonnsssansonsssssoesosasssssannnes 7
08  DE/NR tiivviittennetenressosseesseesassassasossssnsosasssssennnsrrsnassessacssnnns 9
MESSAGE: CHECK ALL THAT APPLY

Q3a
There were three main elements of the event, a conference with a presentation, the information fair with
exhibitors and seminars on specific topics. Which elements of the event did you attend?
L0711 = V<! P 1
Information fair .. ... ..ottt ittt e it et et e e 2
BITHIIAT . .t ittt it i e e e et 3
L 7 ) O e 9

Q3B
How would you rate your overall satisfaction with the conference? Please rate your response on a 7-point
scale, where | means extremely dissatisfied, 7 means extremely satisfied and the midpoint 4 means
neither.
01 I Extremely dissatisfied .. ... ... .. .. e e e e 1
02 2 e e 2
L 3
04 A NEIRET . . e e e e e 4
05 S e e e e e e 5
06 6 L e e e e e e 6
07 7 Extremely satisfied .. ...... ... .. i e et e 7
08  dK/NT . e e e e e e 9

Q3c

How would you rate your overall satisfaction with the information fair? Please rate your response on a
7-point scale, where 1 means extremely dissatisfied, 7 means extremely satisfied and the midpoint 4 means

neither.

01 I Extremely dissatisfied .. ........ .. ittt e 1
02 e e e e e e 2
L 3
04 4 NEIHET . ..o e e e e 4
L 5
L0 T 6
07 7 Bxtremely satisfied ... ... .ttt e e e 7
08 K/ .. e e e e e 9
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SME InfoFair Survey --Fall : o 3

HOW WOULD YOU RATE YOUR OVERALL SATISFACTION WITH THE SEMINAR(S). PLEASE RATE YOUR
RESPONSE ON A 7-POINT SCALE, WHERE 1 MEANS EXTREMELY DISSATISFIED, 7 MEANS EXTREMELY
SATISFIED AND THE MIDPOINT 4 MEANS NEITHER.

01 1 EXTREMELY DISSATISFIED +.uvtnnusvennneeseasassensnessonssssnnnoasasaasssssnones 1
172 2
1 3
08 - 4 NEITHER ...vvttieteninnnuinneeereesenesnssssetosssesssessnesnssnsssssssnesasassocans 4
D5 5 it ittt ittt ettt it s et ettt esaneenn 5
L1 Z  J e reserecennan 6
07 7 EXTREMELY SATISFIED ..\.vveviernareraeencasocnsacnse e eraetreeteneee erraaranaas 7

L1 J 1 14/ 1 9

- To the best of your knowledge, who was the main organizer of the event?

01 Federal Government ......... ..o nnnnn ittt 1
02 Otherlevel of GOVEMMENL . . .. vt iin ittt ittt ia it e, 2
03 Chamber of CommMerce .. ... i ittt ittt ittt et ter et eanitseenaanonnnanns 3
04 0117 S P S PN 7

05 DK/NR .. i i e i e s e 9

How helpful has the event been in each of the following areas? Please rate your response on a 7-point
scale, where 1 means. not at all helpful, 7 means extremely helpful and the midpoint 4 means somewhat
helpful.

MESSAGE: How helpful has the event been in

Increasing your understanding of federal government programs and services for small business

01 INotatall helpful .. ... i i i i i e e ittt e 1
7 2
03 3 ...... et N e e e e e 3
04 4 Somewhat helpful .................................................... 4
05 5 e e e 5
06 6 .oioiiiiiiiaa., e e e 6
- 07 7 Extremely helpful .......... et e P 7
D 0B DK/NR L. e ieenl 9
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=> +1 if NOT Q2=#I1-#2
MESSAGE: How helpful has the event been in
Helping you in the day-to day managing of your business

0l INotatall helpful . ... ... i e e e e, 1
L LT 2
0 3
04 4 Somewhat helpful ......... ... .. e i e 4
4 P 5
1T - T 6
07  7Extremely helpful .. ... ... . i R TR 7
08  DE/NR .ottt e e 9

=> +l if NOT Q2=#1-#2
MESSAGE: How helpful has the event been in
Increasing your understanding of technology and innovation issues as they relate to your business

0l INotatall helpful . ... .. i i e i e et et et ae e 1
7 2
03 3 e e e e e e e 3
04 4 Somewhat helpful .......... ... it i i e 4
L0 T TP 5
06 6 ........... e e e e e e e e e s 6
07 7 Extremely helpful ... ... ... . .. i e 7
08  DK/NR .ot e e e e s 9

MESSAGE: How helpful has the event been in

Establishing new business contacts
01 1 Not at all helpful

.................................................... 1
02 2 e e e e et e 2
L 3
04 4 Somewhat helpful . ... . i e e e e 4
T 5
L0 OO 6
07 T Extremely helpful . ...... ...ttt e e e e 7
08 DK/ NR ittt e e e e e et e e 9
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=>+1 if NOT Q2=#1-#2
MESSAGE: How helpful has the event -been in
Helping you create or revise a strategic. plan for your business

01 I Notatallhelpful . . ...ttt e 1
17 R 2
1 T R 3
04 4 Somewhathelpful .. ... ... . i 4.
1 T R 5
17 S < T R R 6
07 7Extremely helpful . ...... ..o iiniiii i e 7
0 S ) ¢ ) - S R R 9

o
3

=>+l1if NOT Q2=#1-#2
MESSAGE: How helpful has the event been in
Increasing your awareness of federal government programs to help Canadian businesses get connected to

the Internet

01. INotatallhelpful ... ..ot ittt it naearansn 1
17 2
03 3 ... . O 3
04 4Somewhathelpful . ... ... ..o e i e 4
0 5 ...... PR f e nee et PR 5
1 P 6
07 7 Exwemely helpful ................ @ e e e e 7
08 DE/NR &ttt eteaetae e e e e ea e P 9

Q
s
Q

=>+lif NOT Q2=#3 .
MESSAGE: How helpful has the event been in
Helping you plan your business :

01 I Notatallhelpful .. uuureernienteiineeeennnnnenenaanns e L

02 2 e e et et e e e 2

03 3 ...... e e et et eea e ettt et e 3

04 -4Somewhathelpful ............ ... i, LR 4

05 5 oLl et et ee i e e e 5
06 6 e e ettt 6 -
07 7Extremely helpful .. ... i i e e e 7.

08  DEK/NR L ittt ittt iieetnattsenenantaessosinesnonnnenasnss e 9

) o o - . .

-3

Have you followed up with any of the InfoFair exhibitors for additional information or services?
Ol - Yes....o.oiiiiiiiiiiiiiiieeeinnn, e et e "1
17 (A 2
4 5 1 P 9
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SME InfoFé&ir Survey - Fali 6

Q7 :
=>+l if NOT Q6=#1
Which ones? .
01 please specify ................ e et e e tesa ettt e 1
L ¢ 1 1Y P 9
03 INDUSTRY PORTFOLIO .. .o ittt it e e et e e et me i eiaa e e, 2
04 OTHER FEDERAL GOVERNMENT ... ... ittt ii it e naan, 3
05  OTHER ...ttt ittt ettt et e e e e 4
Q8
=»+1 if NOT Q6=#1
Which of the following was the MAIN goal of your follow-up contact?
01  Acquiring additional general information . . ............. o S |
02  Acquiring additional information about a specific program ............. ... ... ..., 2
03  Conducting business/transactions . .. ... ..veeueu ot eror ittt 3
L R 71 7
05  DEK/NR .ottt e e e e e e e e 9
Q9
Have you visited any Internet sites you learned about at the InfoFair?
01 D (-T2 1
02 No .......... e e e e et et e e e 2
0 0 )4 - 9
Q10
=> 4] if NOT Q9=#I1
Which ones?
01 Please SPeCi Y . ... e e et e e e 1
02 dKANr L e e e e e 9
03 STRATEGIS ... i i e i e e e e e 2
04  OTHER INDUSTRY PORTFOLIO .. ...ttt itieeeiteniteennnannnnn. 3
05 OTHER FEDERAL GOVERNMENT ... ... .. ittt iiieanennn, 4
06  OTHER .. .. it it it ittt ettt e 5
Qi1
I'd like to ask you a few questions on some more general issues.
PRQ11

~ How optimistic would you say you are about each of the following? Please rate your response on a 7-
point scale, where 1 means extremely pessimistic, 7 means extremely optimistic and the midpoint 4 means
neither.

© Ekos Research Associates Inc./Les associés de recherche Ekos
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MESSAGE: How optimistic are you about...
Your personal economic prospects

01 1 Extremely peSSimuStC « . . v vitii it ina e ceeeea 1
02 2 e e PP e 2
03 3 ...... it eemee e ieet ettt et e 3
L O [ 17 N 4
1 S e -5
1T T 6
07 7 Extremely OPUIMISHC ... v vt vt in et e i 7

08 DE/NR .. veerne et et et e e e 9

=> +1 if NOT Q2=#1-#2
MESSAGE: How optimistic are you about...
The success of your business

Ol 1 Extremely PesSIMISHC . . o .o oo tne it ii e ma ettt e it 1
02 2 ............. S e e 2
03 3 e e e N 3
04 4Neither..........ccivviiinianaiin, i 4
05 5 e 5
06 6 L e e et ettt e 6
07 7 Extremely opurmsnc ................................................. 7
08  DEK/NR ... i e i e e 9

MESSAGE: How optimistic are you about....‘
The Canadian economy

01 1 Extremely PeSSIMESHC « « « oo v vvvveesenn s nnie s e eenninecaanannns e 1
11 P 2
L P e 3
04 A Nelther ... . i ettt i e 4
05 5 ............ e ittt e et st ettt e ettt 5
00 6 i e e et e e ... 6
07 7T Extremely OPHIUMSHC .. .. vv v ittt it i inetn it esaenenaesenaneenenrenannne 7
08 DK/NR ....oovitiiiiniannan.ns e 9

There are a number of challenges fécing small and medium sized-businesses. Thinking not just of today
but over the NEXT FIVE YEARS, what priority should the federal government place on each of the °
following areas? Please rate your response on a 7-point scale where 1 means the lowest prnorlty, 7 means

. the hlghest priority and the midpoint 4 means middle priority.
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MESSAGE: What priority should the federal government place on...
Providing information on Canadian markets and competition

01 1 LOWESE PHIOTILY .« .\ vttt et et e et e
072
03 3 e e e e e
04 4 Middle PHOMLY . .. oot vttt et
0 S S
1S < S T P
07 7 Highest PHOTILY . ..ottt ittt

08 DK/ NR .ottt i e e e e e

MESSAGE: Wha priority should the federal government place on...
Providing financial assistance to small businesses for research and development

01 ] LOWESE PHHOTIEY .+ v ot e v teeiamn e anes o e e m et e e e eneennnn
07
0 T T O
04 A Middle PriOTILY . ..ottt i it vttt e,
L0 S
0 Z TP
07 T HIghest PrHOTILY . .o ot v it ittt ettt a et e e o enianaeaceanee,
08  DK/NR

MESSAGE: What priority should the federal government place on...

Providing information on international markets and exporting
01 1 Lowest priority

02 2 e e e e e e e Vne e e e
L T U
04 4 Middle POty . ... ... e et
L B
L3 PO
07 T Highest Priotity .. ...ttt ettt ittt et e i ee st eencrnannannaans
08 DK/NR

............................................................

MESSAGE: What priority should the federal government place on...

Simplifying government regulations and reducing paper burden
01 1 Lowest priority

.....................................................

07 G
L T
04  4Middle priofity . ... ..t e e e e e e,
L
L
07 T Highest PHOTILY . vt vttt it ettt s et e te s te et ar s ta e seannensenes
08  DK/NR

............................................................

© Ekos Research Associates Inc./Les associés de recherche Ekos
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'SME InfoFair Survey - Fall

01
02
03
04
05
06
07
08

01
02
03
04
05
06
- 07
08

01
02
03
04
05

| ')INN

01
02
03
04
05

07
08

06

1 Lowest priority

DK/NR

1 Lowest priority

DK/NR

Internet

Other (specify)
DK/NR

.......

MESSAGE: What priority should the federal government place on..
Working with banks to help secure fmancmg for small busmesses

.....................................................

MESSAGE: What priority should the federal government place on...
Providing information to help small businesses get connected to the Internet

......................................................

.....................................................

.....................................................

.....................................................

There are a number of ways in which the federal government currently provides inforrhation to small

businesses. Which of the following would you say is MOST useful in terms of getting information from
the federal government?

1-800 telephone numbers ‘ »
Written publications (like pamphlets and brochures)

.............................

.....................................................

.....................................................

=>+1if NOT Q2=#1-#2
How frequently would you say you take innovative approaches to your business? By innovative I mean

significantly improving your products or services or improving production, marketing, inventory or
delivery processes. Would you say ...

....................................................
....................................................
....................................................
T T T T T
....................................................
.....................................................
.................................................

....................................................
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SME InfoFt@ Survey - Fali 10

QIN2
=>+1if NOT Q2=#1-#2
How important do you think innovation is to the competitiveness of YOUR business? Would you say
it is ...
Ol I Notatall IMPOMANt .. ..ottt it ey, 1
07 2
4 T P 3
04 4 Somewhal HMPOMANL . .. ..\ it it inr e et e et i, 4
4 T 5
T - S R R RIS 6
07 7 Extremely impomant .. .......c..ueuuenonennetenunaaneanerenieiean, 7
08 DK NR ..ttt it ittt m e e 9
QIN3
=>+1 if NOT Q2=#1-#2 and #4-6 in QINN
How would you say that innovations generally happen in your business? Would you say it is more...
A result of new or improved technologies . . . ... . ... . L i 1
A result of problems that come upand need tobe fixed .. ....... ... ... il 2
Creative new ideas fOr iMPTOVEIMENIS . . . .« vt ittt e e tn sreosanmaraaeasoneraneananns 3
(74173 g 72 1o1 1o < 4
DK/ R . i i e e e e e e e 9
PRQI14
I'd like to ask you a few questions about computer systems.
Ql4
Are you aware of a problem facing computer systems relating to the year 20007
01 (-5 U e 1
02 N i e e e e e e e e e 2
03 DK/ NR . e e e et e e e 9
Q15

=> QI7 if NOT Q2=#1#2 OR NOT Ql14=#1
How serious a problem do you feel this "year 2000 situation” is for YOUR BUSINESS? Please rate your

response on a 7-point scale where 1 means not at all a problem, 7 means an extremely serious problem
and the midpoint 4 means neither.
01 1 Not at all a problem

.................................................. 1
02 e e e e e e 2
L 3
L 11T 4
S 5
06 6 ... e e e e e 6
07 7 Extremely serious problem . ... ... ..t e e 7
08 DK/ NR .ottt it it ettt e et et 9

© Ekos Research Associates Inc./Les associés de recherche Ekos
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07 DK/ NR ..t ittt ittt e .. 9

l SME InfoFair Survey - Fall . 1
Q16 : : :
l ’ Have you taking any steps to deal with this year 2000 situation?
: 01  Yes, but still just looking into it .. ... ..ot e 1
02 Yes, reVISINE OUF SYSIEIMS . .« oot v sttt e e et e e e b e et e et 2
; 03 Yes, dealing With SUPPHETS . . v .o vevte ettt ittt e et 3
l 04  Yes, dealing With CUSIOMEES . .. 0ttt vt i it et iee et e e s 4
05 Nostepstaken ........ e v e e e e e e 5
0T 1 17-) I 7
' 07  DEK/NR it e e e 9
QY2K ‘ B
I' (If 1-4 in Q15) What would you say is the MAIN reason you do not feel the Year 2000 situation
represents a problem for your business? i
. . 01  Already sure our systems are Y2K compliant . ......... .o ooy 1
I 02°  Believe the whole problem has been exaggerated .. ....... ... iy 2
03  Systems not an integral part of our business ......... . il il i 3
06  Other (SPeCify) . oo v v i i ittt it i i e P |

|
Q
ok
~

Now I have a last few questions to be used for statistical purposes only.

What is the highest level of schooling that you have completed?

01  Public/Elementary school or less (grade 1-8) .................... e 01

' l 02 _ Some highschool .. ... . it it i i it i ie ettt 02
03 Graduated from high school (grade 12-13) ..................... e e 03

. 04 VocationalfTechnical college or CEGEP . .......... .. i, 04

05, Trade certification ... .........iiiiinitnieenreienenreenennanennenannnnns 05

00  SOmMe UNIVEISHY . ..ttt ittt it e it e e iateaeaataanasanerseanaas 06

07 Bachelor'sdegree . .....oviii it iiinieerinacanans e e 07

: 08 - Professional certification . ...........ccii ittt ittt e 08

‘ I 09  Graduate degree .. ............oo.... S 09

10 - DE/NA .« et e e e 9

=> +1 if NOT Q2=#1-#2

- ~ How many employees are currently employed in your business, including full-time, part-time and seasonal
' - workers? _ : ' .
O RIT oo et et e e e e e e 999

© Ekos Research Associates Inc./Les associés de recherche Ekos - -



SME InfoFt@ Survey - Fall 12

Q19 :
=>+1 if NOT Q2=#I-#2
Do you anticipate hiring any new employees in the coming year?
L1 - 1
02 NO o e e e e e 2
03 DE/NR oo e e e e e e 9
Q20
=» +1 if NOT Q2=#1-#2
Does your firm currently export any of your goods or services outside of Canada?
01 (<Y T T 1
L1722 T Y S 2
03 DEINR . evee et et e e e e i 9
Q21
In what year were you born?
01 121113 P 99
Q22
: =>+1 if NOT Q21==99
(If they won’t give you their year of birth ask if they fall into any of the following categories:)
01 16-29 years Of @88 . ..\t i it ittt e e 01
02 3034 L e e e e e 02
03 S 03
04 4044 L e e e e e e e 04
L0 T 7 05
06 50-54 L e e e e et et it e e 06
07 5550 ittt e 07
08 L 08
00 65 0T Older . ..ot e e e 09
10 1) (] P 99
023
What is your annual BUSINESS income from all sources before taxes?
01 lessthan 320,000 . ... .. it i ettt i e e 1
02 820,000 - 30,990 . ... e e e e e e e 2
03 340,000 - 359,999 . ...t e e e e e 3
04 860,000 - 379,999 ... ... et e 4
05  8B0.000 - 899,009 . ... e e e e e 5
06 5100000 - 5125000 . ..ot e e e e 6
07 125,000 - 8150000 . .ottt it it e e e e 7
08  Over 150,000 ... ot i e e e e 8
L0 T ) 4 9

© Ekos Research Associates Inc./Les associés de recherche Ekos
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SME InfoFair Survey - Fall

=> +] if NOT 02=#1-#2
~ The business you own or work for has been in operatlon for ..

01  Lessthanl year..... PN
0 T T T T 1 3
03 OverSyears ... ..oveiiinnnninnnennn e e e et
04  DK/NR Lottt it e e e e e e

=>+1 if NOT Q2=#I1-#2
Which of the following best describes the type of busmess you are in?

01 Retall ... ... i i i e it e e
02  Wholesale/distribution ... ... i i i P S
03  Consulting . .....vviniiiir i it st
04  Service ........iiiii i et ieesaastattn et iaan e
05 ManufaClng ... ... c.uivniinnn s rasonoennnansaansnansenansraneennn
06 Other ..... et terresecaeereenan st it ettt et et
07  DK/NR L ittt i i ittt
08  AGRICULTURE/RESOURCES .......... P

Do you have access to a personal computer?

0l D (2R et et e et

02 No
03 - Don't know

=> +1 if NOT Q26=#1
Do you have access to the Internet?

1) S
L7 T
03 DK/NR

=>+1 if NOT Q27=#1

Do you use the Internet to help you in your business?
01 Yes
02 No

=> +1 if NOT QECI=#I

...............................................................

.........................................................

...............................................................
...............................................................

03 DK/MNR .

............................................................

How frequently would you say you use the Internet for each of the following work-related activities?

© Ekos Research Associates Inc./Les associés de recherche Ekos
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QECA
Research and product development
01 LI 232 S T T T 1
02 2 e 2
03 3 i e e e 3
04 4 SOMEUIMIES v v v vttt e e e e et et te e e taaom st 4
1 S S PP R I 5
[0 S - T T IR IR IR IR 6
07 T AIHhEUIME .« oo v et e e e e et eneeiianrecaasannnaaanneneeneaeanensss ]
08  DE/NR .o e e e e e et e 9
QECB
Communicating with customers or suppliers .
01 I NBVEL © o e e e e e e e et e e et e e 1
172 A R I 2
1 Jc S A T T LTI 3
04 4 SOMBLUIMES .« v v e oot ivne imas s eaaasnnoaneenesaassnsaassesassanennnss 4
1 e 5
17 Z < S 6
07 JAHLthe Me . ..ottt i it e et ansesassaansaesesosesanennns e 7
08  DE/NR ottt i e e e e e 9
QECC
Selling your products or services
01 32 I
02 2 e e e e e et e e e e 2
) O T O 3
04 4 SOMELMES ..o ittt it te s it e e etanaceosesnenaseennsssnsanenanesnnn 4
05 e e e e e et e e e e aameneaanaesan, 5
L0 6
07 T AHhe tme ... ittt it it e ieenriseesoennensansnnensesonaans 7
08 D/ R i e e ettt e s 9
QECD
Communicating with government officials
01 I 537 O 1
L et 2
03 P 3
04 4 SOMEUIMES . ... ...ttt i it ireteeoetaeansseessnsenioannneenans 4
L 2 5
L1 ¢ DY 6
07 7T7Allthetime .................... e e e e e 7
08  DK/NR .. it i e e e e e e e e e 9
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Making purchases from suppliers

01
02
03
04
05
.06
07
08

1 Never

DK/NR

How likely do you think it is that you will make increased use of the Internet for runnmg your busmess
over the next year or so?

01
02
03
04

05 .

06
07

08

1 Not at

DK/NR

Y ) 0 1< 52 Y

............................................................

And what about over the next five years or so?

0}
02
03

04

05
06
07
08

............................................................

=>+1if NOT 027=#1 and NOT Q2=#1-#2
Does the business you work for have a web page on the Iutemet’

0l -
02

03

THNK

Yes ...

Thank-you for your cooperatxon and time.

0l

Hit enter

...........................................................
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Industry Portfolio
SME Conferences and InfoFairs
Moderator’s Guide — Spring

Introduction (10 minutes)

Purpose of research and study sponsors

Discussion being audio taped, observers — confidentiality of results |
No right or wrong answers, purpose is to get frank opinion about issues
Role of moderator:

* raise issues for discussion

. pfobe for clarification

* watch for time

. Participants introduce themselves, including type of business they run, length of time
in business -

Broader SME Context/Warm up (20 minutes)

How would you describe the environment for small business in Canada today?
» Compared to five years ago?

* Different in your region?

. Différent for you particular business/sector?

What are the most positive elements of running your own small business/ working
in a small business? ‘

What about challenges?

Ekos Research Associates Inc., 1999



Conferencel/InfoFair (60 minutes)

I'd like to talk about the event you recently attended.
Which parts of the event did you attend? (prompt for Conference, InfoFair, Seminars)
What were your overall impressions of the event? |
» How would you describe the event?

» How helpful was it to you and your business?

» What images stand out most in your mind about the event?
e Which elements were of the greatest interest to you?

» How does it compare to other events aimed at the small business community?. (In
terms of information available, expertise of exhibitors)

Have ybu followed up with any exhibitors?

» Probes: Which ones? When did you follow up?

Do you think you will be following up with any of the exhibitors?
Do you remember who organized the event?

* (Prompt) Federal government overall? Chambers of Commerce?

* Do you think the federal government should continue to hold events like this?

* Why/why not?
* Should they do anything differently?
» More information? What kinds?

* Any other specific elements that should be changed? (location? scheduling?)
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Government Support for SMEs (20 minutes)

Did you learn much about goverhment support for small businesses like yours?

Now that you have attended this event, do you think you have a good understanding
of federal government support for small businesses?

What kinds of support would be important to you? [Moderator goes around table
for list] o

Do you think this support is available now?

Should they work on developing other kinds of support?

How important do you think the SME community is to the Canadian economy?

Do you think the success of businesses like yours are important to the federal
government? Why? (Job creation, overall health of the economy).

I
Wrap-up (10 minutes)

Final comments/Questions from observers
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Industry Portfolio .
SME Conferences and InfoFairs
Moderator’s Guide — Fall

Introduction (5 minutes)

Purpose of research is to obtain the feedback of people who attgnded the events aimed at
small businesses. Research is being conducted on behalf of the Government of Canada.

Groups are being audio-taped and [if applicable] observed by members of the research team.
Your comments remain confidential.

Please try to speak one at a time.

. There aren't any right or wrong answers to the things we'll be talking about — we're just

looking for your honest opinions.

It's ok to disagree. Please speak up even if you think you're the only one who feels a
certain way about an issue. It's also ok, though, if you change your mind based on things
you hear or new information. ‘

Moderator's role: raise issues for discussion, watch for time, make sure everyone has a
chance to speak. :

Please introduce yourselves — first name and a little bit about the type of business you're
involved in or what your hopes for a business venture are.

Broader SME Context/Warm up (15 minutes)

Q How would you describe the environment for small business in Canada today?

Compared to five years ago?

Is it different in your region?

« Different for you particular business/sector?
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Q What are the most positive elements of running your own smnall business/working in a small
business?

3 What about challenges?

Conference/InfoFair (55 minutes)

I'd like to talk about the event you recently attended.

@ Which parts of the event did you attend? (prompt for Conferenc.e, InfoFaif, Seminars)
Q What were your overall impressions of the event?

«  How would you describe the event?

» How helpful was it to you and your business?

¢  What images stand out most in your mind about the event?

» Which elements were of the greatest interest to you?

* How does it compare to other events aimed at the small business community? (In terms of
information available, expertise of exhibitors)

Q Do you think the federal government should continue to hold events like this?
*  Why/why not?

» Should they do anything differently?

* More information? What kinds?

* Any other specific elements that should be changed? (location? scheduling? targeting events
by sector/size of business?)

2 Have you followed up with any exhibitors?

* Probes: Which ones? When did you follow up?

2 Do you think you will be following up with any of the exhibitors?

@ For those who have access to the Internet, have you visited any websites you learned about

at the event?
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e Probes: Which ones? When did you follow up?

+ What do you think about the Internet as a way of getting information from the government
to small businesses like yourselves? Is it a good way to communicate?

*  What about for you to communicate with the government? Has anyone used the Internet
or e-mail to deal with the government? What for?

* Do you think this is somethmg the government should focus on, using the Imemet as a way
of dealing with small businesspeople? .

*  What would some of the advantages be? What about down sides?

*  What are some new things you think the government could use the Internet for?

k .
._S‘ME Guide (15 minutes)

Q [Moderator holds up copy of guide to government services for SME:s] Did everyone who
was at the event get a copy of this guide?

* What were your overall 1mpressnons of this guide? Is it a useful collecnon of govemment :
a551stance to SMEs?

.+ Is it easy to find information in the guide?
* Are there things that are missing from this publication? -

- Q@ [If not already volunteered] Has anyone actually used the guide since the event? What
- for/was it helful to you?

0 The guide will be updated over the next year or so, do you have any. suggestions about how
it could be made more useful to small business people like yourselves?

- I
Innovation (25 minutes)

0O Now I'd like to talk for a bi_t about the issue of innovation. When I say the word -
“innovation” what are the first images that come to mind? ' :

PROBE: New ideas, change, pi'ogress
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2 What do you think innovation means to Canadian businesses? What about to small
businesses?

2 Can you give me some examples of what being innovative means in a business sense?

PROBE: changing or improving processes, products or product lines, marketing, delivery,
etc.

Q Thinking about small businesses in general, is it really important to be “innovative” or can
you be successful just by working hard/doing a good job for your customers?

O What about your business specifically? What role would you say innovation plays in
making you competitive/successful?

Q What are some of the ways in which you would say you have been innovative in your
business?

3 What led you to take these actions?

PROMPTS: fixing problems that came up, trying to be more competitive, new technologies
becoming available, etc.

Q What would you need to be more innovative?
PROBE: access to more information, networks of resources, access to capital

Q We talked earlier about using the Internet as a way of communicating with the government,
what about other business related uses?

O How many people use the Internet for their work? (PROMPTS: communicating with
suppliers or clients, having a Web site, selling products on-line, buying from suppliers on-
line, doing research for your business, etc.)

Q For those of who are making use of the Internet for your business, how important a tool is
it for you?

Q Is there anything that acts as a barrier or a deterrent from making greater use of it?
(PROMPTS: move quickly over skills/abilities, technical issues — try to focus around
privacy, security, regional access, etc.)
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.
Wfap-up (5 minutes)

O Questions from observers
Q Do you have anything else you would you like to add on the issues we talked about

tonight?

THANK YOU VERY MUCH FOR YOUR PARTICIPATION
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Date:

Industry Portfolio

SME Conference and InfoFair. Intercept Questionnaire

Location:

(Note: the date and location should be inserted by event organizers prior to printing)

Hello. My name is . I am conducting a short survey on behalf of the event
organizers. 'May I take a few minutes and ask you some questions about today’s event? All
your responses are kept strictly confidential. May I begin?

SCREENING CRITERIA

Which of the followmg elements of today’s event have you attended? [Check all that

apply.]
CONfarenCe . ... iiimeiinnnnneeenes e A
InfoFair.............. . e et e 2
Seminar

INTERVIEWERS: COMPLETE EACH APPLICABLE SECTION FOR ELEMENT ATTENDED

II.

eoppow

. CONFERENCE ATTENDEES
I’d llke you to rate your satisfaction with each of the followmg aspects of the
conference on a scale from 1 to 5, where 1 means very dissatisfied and 5 is very
satlsﬁed [Circle number given.]
VERY - _ Very
DISSATISFIED " NEITHER - SATISFIED
I i 1 | 7
Keynote speech .............. R . 2 3 4 5
Presentations by local business people ... .. 1 2 3 4 5
Question and answerperiod ............. 1 2 3 4 5
Overall relevance to your business .. ....... 1 2 3 4 5
Satisfaction with the conference as a whole .. 1 2 3 4 5
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IIL. INFOFAIR ATTENDEES

3. Which of the following would say was your main motivation for coming to the
InfoFair? [Circle one only.]
To obtain information on running or selting up a
SMall BUSINESS . .o e it it it 1
To learn about government programs and services
for small bUSINBSSeS . ... ..., 2
To make business contacts .. ................... 3
To conduct a specific transaction or discuss a case
with a government official . . . .......... .. .. ... 4
General intereSt . ..o v oo v e e e .5
Other (please specify) .6
Don't know/No specific motivation . . ............... 9->S8SKIPTOQ.5
4. I'd like you to tell me the extent to which your expectations of the InfoFair were

met in terms of your main motivation for coming. Please use a scale from 1 to 5,
where 1 means your expectations were not at all met, 5 means your expectations

were very much exceeded, and the mid-point 3 means your expectations were met.
[Circle one only.]

NoOT AT VERY MUCH
Au. Mer Mer EXCEEDED
[ T | I I
1 2 3 4 5

How did you first hear about the InfoFair? [Read categories only-if asked. Circle one

only.]

Inthe Newspaper . . ....... . nnernnnnn. 01

OnTVIAdIO ...ttt innannens 02

Promotional poster . . .. .......c.cu e iiiniinnnnn. 03

Pamphlet .. .......c. i, 04
Fromaninternetsite ............c.civvinnnnn. 05

Colleague orfriend ..............c..vo.... ... 06

Letter of invitation from an MPMinister .. ........... 07

Letter of invitation from a professional/business

ASSOCIAHOM . . v v it it ettt e e 08 )

Walking by/happened to see event ................ 09 >SKIPTO Q.7
Other (please specify) .10

Don't know/don’tremember ..................... 11 ->SKIP TO Q. 7
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|
|
1
"
i
!
0
"
4
1
|
|
Ny
1
1
I
I

3
6. Do you recall hearing about the InfoFair anywhere else? [Do not read Categories.]
Inthe NEWSPEPEr ... ...ttt nnen it innen e 1
@ T - o R 2
Promotional POSIEr . . . .« i i et e e e e e e 3
Pamphlet . ... ... . e e 4
Fromanintemet Site . . . ... vt e e e 5
Colleagueorfriend .......... ... iviiieiinunn, e 6
Letter of invitation from an MP/Minister . . ... ............ e 7
Letter of invitation from a professional/business association . ............ 8
Don't know/didn’t hear about InfoFair anywhere else .. ................ 9
7. Do you plan to follow up with any of the exhibitors here today for additional -
information or services? [Circle one only.]
= veae 1
No ......... ... ... e 2 ->SKIPTO Q.9
Don'tknow ................ e 9 ->SKIPTO Q.9
8. Which ones?

9. Do you plan to visit any Internet sites you learned about today? [Circle one only.]
= 1
NO e e e e e e 2
DONtKNOW . ..ottt i i e e i e S
9.a. If yes, which ones?
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10. I'd like you to rate your satisfaction with each of the following aspects of the
InfoFair on a scale from 1 to 5, where 1 means very dissatisfied and 5 is very
satisfied. [Circle number given.]

VERY VERY
DisSATISFIED NEITHER SATISFIED
1 r T 7
a. Knowledge of exhibitors and quality of }
information available . . ................. 1 2 3 4 5
b. Relevance to your business . ............. i 2 3 4 5
c. Overall satisfaction with InfoFair . . ......... 1 2 3 4 5
IV. SEMINAR ATTENDEES
11. Which seminar(s) did you attend? (Note: the names of each seminar should be inserted by
organizers.) [Circle all that apply.]
12. I'd like you to rate your satisfaction with each of the following Seminar elements

on a scale from 1 to 5, where 1 means very dissatisfied and 5 is very satisfied.
[Circle number given.]

VERY VERY
DISSATISFIED NEITHER SATISFIED
[ l [ | |
a. Quality of the information received ......... 1 2 3 4 5
b. Relevance to yourbusiness .............. 1 2 3 4 5

V. DEMOGRAPHICS

These last few questions are about the type of business you are involved in and are for statistical
purposes only.

13. Which of the following applies to you? [Circle one only.]
lownasmallbusiness ...............cc.cvou.. 1
! am an employee in a small business . . ............ 2
I am thinking about starting a small business . ........ 3 ->SKIPTO Q. 15
Noneoftheabove ............ccouuiiiununenn. 4 -> SKIP TO Q. 16
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14. The business you own or work for has been in op'era'tion' for ... [Circle one on‘ly. ]
LesSthan one Year ... ... ...t ie i inn ittt it inneennnn, 1
Between one and five YEAIS . . .. v v vt ittt et i e 2
Foroverfive years ............eeuneiiuiennene .. .3
15.  Which of the folloWing best describes the type of business you are in or
_considering? [Circle one only.] -
Retail .« . i e e e e e e e 1
WhOIesale/diStribution . . ... ... et in it it et e it 2
ConSUMING .+« v v ottt i e i i i e e e e e 3
SOIVICE it e e e e i e 4
ManUIACIUMING « . < o v oo v e i et it e it et i et ca e i i e 5
Other (please specify) : ... 6
Not in or considering starting a business . .. ............. R 9
16. Are you a full or part-time student? [Circle one only.]
Yéé,' full-ime student . .. ..ot e e e 1
Yes, part-time student . . ... ... ... i i e e e 2
NO o e e e 3
17. Do you have access to a personal computer? [Circle one only.]
B (3PP 1 . ‘
No .......... .ot ettt e 2 ->SKIPTO Q. 19
Don'tknow ........... PR ST 9 -> SKIP TO Q. 19
18. Do you have access to the Internet? [Circle one only.]
B (- 1
R 2
DON'LKNOW oottt it it e ettt e e e 9
19. Do you have any other comments about today’s event that you would like to make?
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20.

Name:

We are interested in following up with some participants and getting more
feedback on these events. It would be an opportunity for you to express your
views on government programs and services for small businesses. Would I be able

to get your name and telephone number so that someone can call you in a few"

weeks?

Telephone:

THANK YOU VERY MUCH FOR YOUR TIME!
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Industry Portfolio
SME Conferences and InfoFairs
Exhibitor’s Interview Guide — Final

Note: preliminary questions determined the number of events participated in, travel
involved and whether exhibitors participated in last year’s events.

1.

. in the event?

I'd like to know your views of the event as a marketing/outreach vehicle for
your organization and it’s programs and services

How does it compare to other events (appearances at non-government trade
shows, advertising, collaborations with Chambers of Commerce, etc.)?

How satisfied were you personally with the logistics of the event (location,

- duration, physical set-up/space allocation, overall organization, etc.)?

Is there anything you would change?

How useful do you feel the event was to your clients?
What types of information were visitors lboking for?
Was this an appropriate forum to provide that information?

Have you had any follow-up'contacts as a result of the events?

How much additional work was requiréd on your part to prepare and take part

Do you feel the results obtained justify the effort/cost involved?

Do you have any additional comments yoti would like to make?
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