
POR registration number:  054-10 

Ce document est également disponible en français. 

 

 

 

 
 

 

 

 

  

EEXXEECCUUTTIIVVEE  SSUUMMMMAARRYY  

22001100  AACCOOAA  CCLLIIEENNTT  SSAATTIISSFFAACCTTIIOONN  SSUURRVVEEYY  
  
 

 

 

  

  
 

 

 

 

 

 

 

 

 

                  

  SSuubbmmiitttteedd  ttoo::  

    

   
                       
   

  

  

  MMAAYY  22001111    
  



Satisfacts Research, Ottawa, Canada                                                1 
May 2011 

EXECUTIVE SUMMARY 
 

1.0 INTRODUCTION 
 

The overall purpose of the fourth Client Satisfaction Survey was to measure current client expectations 
and perceptions of ACOA’s level of service delivery and compare the results of the fourth survey to the 
results of the third survey, which was undertaken in 2006. In 2010, 605 clients responded to the paper-
based survey for an overall response rate of 43.5%. This compares to a response rate of 37.5% in 2006. 
The sample is reliable to within +-2.97%, nineteen times out of twenty (95% confidence level). The 
results represent the views of clients from an aggregate perspective as well as a regional perspective. 
However, the margin of error varies and is somewhat higher when the results are viewed by region. 
The ACOA Common Measurements Tool (CMT) was customized/revised and effectively administered 
to measure what is expected of the Government of Canada Common Measurements Tool (CMT). Areas 
that were investigated included client satisfaction and importance with key service delivery features, 
perceptions of service experience, priorities for improvement and overall experience evaluation.  

 

To obtain a current measurement of the client’s overall service experience, a total of 36 service 
delivery features (key performance measurements) were designed and dispersed amongst three core 
areas: Service Delivery, Accesses to ACOA Services and Communicating with ACOA.  

 

Clients were asked to indicate the importance of each service feature and were then asked to indicate 
how satisfied they were with each service feature. In addition, clients were asked to provide their 
overall impression of ACOA’s level of service delivery and also to indicate where ACOA could make 
improvements. For the 2010 survey, five new questions were added to the questionnaire. The new 
questions focused on client awareness of ACOA service standards, timelines for receiving their “Letter 
of Acknowledgement,” Timelines for responding to “Request for Funding” and timelines for receiving 
payment. 

 

1.1  OVERALL SERVICE EXPERIENCE HIGHLIGHTS SUMMARY 
 

The results clearly indicate that the majority of clients are either satisfied or very satisfied with ACOA’s 
overall level of service delivery and that there has been a continued improvement in service delivery 
performance since 2006. The overall satisfaction score increased from 84.0% to 91.6%.  

 

Overall, clients in all regions expressed the following about ACOA. 
 

 95.5% of clients (this compares to 91.8% in 2006) would use ACOA again in the future. Of these, 
73.2% (up from 69.6% in 2006) would definitely use ACOA in the future;  

 92.5% of clients (this compares to 87.7 % in 2006) would recommend ACOA to a business associate 
or friend. Of these, 66.6% (up from 63.8% in 2006) would definitely recommend ACOA to a business 
associate or friend; and,  

 91.6% of clients (this compares to 84.0% in 2006) were satisfied with the overall service they have 
received from ACOA. Of these, 56.4% (up from 46.1% in 2006) were very satisfied with the overall 
service they have received from ACOA. 
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1.2  OVERALL GAP SCORE SUMMARY 
 

 28 service features have negative service scores between -0.46 and -0.04 and 8 service features 
have positive service scores ranging of 0.02 and 0.27 (for a complete listing refer to Appendix B). 
The lowest gap scores (i.e. best scores) were recorded in the “Accesses to ACOA Services” core area 
and the highest gap scores (i.e. worst scores) were recorded in the “Service Delivery” core area. 

 

1.3  SERVICE DELIVERY CORE AREA SUMMARY 
 

 In the service delivery core area there were 16 service features with service gap scores ranging 
from -0.46 to +0.10. The satisfaction mean score for the core area was 4.36 (up from 4.10 in 2006) 
and the importance mean score was 4.52 (up from 4.50 in 2006). The overall service gap score is  
-0.16 (down from -0.40 in 2006); 

 90.9% of clients were satisfied with ACOA’s ability to respond to their needs (up from 85.7% in 
2006); 

 86.5% of clients said that the staff went the extra mile (up from 78.5% in 2006); 

 24.4% of clients felt that ACOA could improve “The speed of turnaround time on requests,” (down 
significantly from 60.4% in 2006); and,  

 12.4% of clients felt that ACOA could improve “Keeping you informed on the status of your 
request,” (down from 34.8% in 2006). 

 

1.4  ACCESSES TO ACOA SERVICES CORE AREA SUMMARY 
 

 In the Accesses to ACOA core area there were eight (8) service features with service gap scores 
ranging from -0.18 to +0.11; 

 The satisfaction mean score for the core area was 4.23 (up significantly from 3.99 in 2006) and the 
importance mean score is 4.19 (up from 4.14 in 2006).  The overall service gap score was -0.04 
(down from -0.15 in 2006); 

 91.2% of clients were satisfied with the accessibility to ACOA’s services, (up from 90.4% in 2006); 

 78.5% of clients were satisfied with the ACOA website (up from 77.2% in 2006);  

 The majority of clients were clearly satisfied with the “Accesses to ACOA Services.” As was the case 
in 2006, clients seemingly do not place as much importance on these service features compared to 
all other service features; and,   

 17.2% of clients indicated that it was not easy to find what you were looking for on the website 
(this compares to 28.5% of clients in 2006).  

 

1.5  COMMUNICATING WITH ACOA CORE AREA SUMMARY 
 

 In the Communicating with ACOA core area there were 12 service features with gap scores ranging 
from -0.8 to +0.22.  The satisfaction mean score for the core area was 4.35 (up from 4.09 in 2006) 
and the importance mean score was 4.46 (up from 4.43 in 2006). The overall service gap score was 
-0.11 (down from -0.34 in 2006); 

 93.1% of clients said that the staff were easy to understand (up from 92.3% in 2006);and, 

 91.4% of clients are satisfied with ACOA communications (up from 84.2% in 2006). 
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1.6  CORE AREA SERVICE FEATURES THAT COULD BE IMPROVED  
 

 Clients clearly indicated that the most important service feature in each core where ACOA could 
make an improvement was: 

 

 “Speed of turnaround time of the application process” (mentioned by 24.5% of 
clients in 2010, compared to 60.4% of clients in 2006); and, 

 “Keeping you informed about the status of your request,” where 15.8% of clients 
mentioned this service feature (improved significantly from 40.4% in 2006).  

 

1.7  GOVERNMENT OF CANADA REPORTING INDICATORS 
 

 92.2% of clients indicated that it was easy to contact ACOA personnel (this compares to 91.2% in 
2006); 

 91.6% of clients indicated that they were satisfied with the business knowledge of the ACOA staff 
(this compares to 87.8% in 2006); 

 91.6% of clients were satisfied with the service that they received (this compares to 84.0% in 2006); 

 88.6% of clients indicated that they got what they needed from ACOA (up significantly from 77.7% 
in 2006); 

 86.5% of clients indicated that the staff went the extra mile (this compares to 78.5% in 2006); 

 84.8% of clients indicated that the application process was fair (this compares to 80.1% in 2006); 

 83.4% of clients indicated that they felt their privacy was protected when using the website (this 
compares to 88.7% in 2006); 

 77.7% of clients indicated that it was easy to find what they were looking for on the website (this 
compares to 69.6% in 2006); and,   

 71.4% of clients indicated that the website had the information that they were looking for (this 
compares to 75.6% in 2006), while 63.0% of clients indicated that the ACOA website was visually 
appealing (this compares to 63.9% in 2006). 

 

1.8  OVERALL EXPERIENCE SUMMARY 
 

 91.8% of clients indicated that they were pleased in the way that the ACOA rep managed their 
application (this compares to 82.5% of clients in 2006); 

 90.9% of clients indicated that the ACOA rep displayed a positive attitude in providing suggestions 
(this compares to 83.3% of clients in 2006); 

 89.6% of clients indicated that the ACOA rep made it clear about the eligibility of their project 
application (this compares to 81.4% of clients in 2006); and, 

 88.7% of clients indicated that the ACOA rep clearly identified the steps in the application process 
(this compares to 80.4% of clients in 2006). 
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1.9  ACOA SERVICE AND DELIVERY STANDARDS 
 

 68.8% of clients are not aware of ACOA’s published service standards; 

 85.3% of clients have not reviewed ACOA’s published service standards; 

 66.9% of clients received their “Letter of Acknowledgement” within 10 days; 

 46.3% of clients received a request for funding notification from ACOA within 45 days; and, 

 55.7% of clients received payment within 30 days. 
 

1.10  VERBATIM COMMENTS 
 

Client comments suggest that while the majority of clients are satisfied with the level of service 
delivery, there were a number of comments that suggested some clients feel that ACOA could still 
improve in a number of areas including responding to client requests; improving the amount of time it 
takes to process and approve an application; simplifying forms and reporting requirements, and 
informing clients about changes in their applications.  

 

1.11  PROFILE OF 2010 SAMPLE  
 

 64.3% males, 35.0% females (this compares to 69.6% males and 30.4% females in 2006); 

 60.0% from non-profit and 39.5% from profit organizations (this compares to 50.1% non-profit and 
49.9% profit in 2006); 

 73.9% had previous dealings with ACOA, while 24.1% were first time applicants (this compares to 
77.1% and 22.9% respectively in 2006); 

 52.6% of respondents are professionals and 24.5% are small business owners (this compares to 
40.5% and 33.9% respectively in 2006); 

 23.8% of respondents are from the manufacturing/processing sector, while 16.0% are from the 
tourism sector (this compares to 27.1% and 16.2% respectively in 2006); 

 54.6% of respondents completed college or university (this compares to 58.7% in 2006); 

 53.2% of respondents work for an incorporated company (this compares to 59.6% in 2006) and 
41.6% of respondents companies have sales between $250,001 and $5,000,000; and, 

 47.4% of respondents companies have less than 10 employees (this compares to 52.7% in 2006). 


