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1. Executive Summary 

1.1.  Introduction 
 
Background and Objectives 
 
Since December 2003, the CBSA has been an integral part of the Government of Canada's Public 
Safety Portfolio. The CBSA ensures Canada's security and prosperity by facilitating and 
overseeing international travel and trade across Canada's border.  
 
In 2007, EKOS conducted a baseline client satisfaction survey on behalf of the CBSA. The 
present study was designed to track the measures of awareness and perceptions of the CBSA 
asked in 2007 enabling the comparison of this year’s results against those obtained in 2007 in 
order to understand how Canadian attitudes towards the CBSA have evolved during this time.  
 
This research was designed to accomplish the following objectives:  

 Update the 2007 baseline information on the knowledge, awareness, perceptions and 
behaviours of Canadians related to the CBSA and the border based on consistent 
questions asked during that study; 

 Evaluate how Canadians who travel internationally perceive the effectiveness of 
communications and its impact on their behaviours (information sources, and messages 
intended for international travelers coming/returning to Canada); 

 Determine how the Canadian public informs themselves of their obligations and 
responsibilities when crossing the border, their preferences on how they interact with 
the Agency and their level of satisfaction with services received;  

 Identify gaps in knowledge and awareness of the Agency’s programs and services within 
the traveler and commercial populations; 

 Help the CBSA better understand the concerns, barriers and opportunities perceived by 
Canadians on key issues (i.e. border wait times, security, access to services). 
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1.2. Methodology Overview 
 
To accomplish the research objectives, EKOS conducted three phases of research: 

 Phase 1: A quantitative phase of survey research among the general public; 

 Phase 2: A qualitative phase of focus groups among the general public; 

 Phase 3: A qualitative phase involving one-on-one interviews with professional 
associations and businesses involved in moving goods and people into and out of 
Canada.  

This section provides a brief overview of the approach taken during each phase. A more 
detailed methodology is provided at Appendix A below.   
 

Phase 1: Quantitative Research 
EKOS conducted 2,310 telephone interviews with Canadian adults between November 30 and 
December 13, 2017. The interviews took, on average, 21 minutes to complete. The overall 
sample of n=2,310 obtains a +/-2.0 percentage point margin of error (calculated at a 95% 
confidence interval).  
 
The sample consisted of a core sample of n=2,000 general public adults with an oversample of 
n=310 individuals who had travelled outside of Canada within the past two years. In total, the 
sample included n=1,194 respondents who had travelled outside of Canada within the past two 
years.  
 
The sample was identified through a dual-frame approach wherein n=2,010 respondents were 
interviewed on landline telephones and identified through random digit dialling, while n=300 
respondents were interviewed on cellphone and randomly identified through a nationwide 
database of cellphone exchanges.  The data were weighted to reflect the proportions of the 
general public by region, age and gender as per the 2016 Census.  

 
Phase 2: Focus Groups 
 
Following the survey research, a series of 12 focus groups were conducted between February 
26 and March 19, 2018. Two groups were conducted in each of six centres nationwide, 
including:   

 Vancouver; 

 Calgary; 

 Toronto; 

 Montreal (conducted in French); 

 Windsor, Ontario; and,  

 Saint Stephen, New Brunswick.  
 
The groups were segmented on the basis of whether participants tended to return from abroad 
via land or air.  
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Each group lased between 1.5 and 2 hours. Participants were paid an incentive of $75 in 
recognition of their time. Ten participants were recruited to each group in order to allow for a 
few no-shows per group. In all, 101 participants took part in the discussions with the size of 
groups ranging from 5 participants to 10 participants.  

 
Phase 3: In-depth Interviews 
 
In order to sound out businesses that have frequent dealings with CBSA, EKOS conducted 35 
interviews with industry stakeholders. These included: 

 Interviews with senior representatives of industry associations (10 interviews were 
conducted with these participants). 

 Interviews with customs brokers (10 interviews were conducted with these 
participants). 

 Interviews with importers (15 interviews were conducted with these participants).   
 
The interviews were completed between March 19-30. All were conducted by telephone. 
Participants were offered incentives of $150 in thanks for their time (33 accepted; 2 refused).  
 
Each interview took between 30 and 45 minutes to complete. The interview guide consisted of 
open-ended questions designed to allow participants to fully express their views on the issues.  
 
 

Contract Value 
 
The final value of this contract, including HST, is $XXX.  
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1.3.  Key findings 
 

Perceptions of Border Security 
 
Three in five Canadians (62%) recall hearing something about actions by the Government of 
Canada to strengthen border security over the past year. This is a significant increase over 
2007, when 41% recalled hearing something about government actions on border security.  
 
When asked what actions they recall hearing about, respondents most often mention 
something in relation to the issue of asylum seekers crossing the border (22%).  
 
Fewer Canadians (41%) feel that the Canada-U.S. border is more secure today than it was five 
years ago. This represents a significant decline from 2007, when 58% said the Canada-U.S. 
border was more secure than it had been five years earlier. Nevertheless, during the focus 
groups, participants explained that while the world is certainly no less dangerous, they did not 
feel that Canada was at risk, particularly from terrorism, in the way other countries were.  
 
This is not to suggest that there are no concerns when it comes to border security. Canadians 
are as likely to say they are not concerned (37%) as to say they are concerned (40%) about 
security threats crossing the border, although the proportion expressing concern has declined 
somewhat since 2007 (when 46% expressed concern).  
 
Three in four (73%) say Canada’s approach to border security is either better (36%) or about the 
same (37%) as the United States. The proportion who say that Canada is doing a better job at 
the border than the United States has increased significantly since 2007 when 20% thought 
Canada was doing a better job.  
 
When those who said that Canada was doing a better job on border management than the 
United States were asked why they felt this way, they most often explain that Canada is more 
open and tolerant (37%). This openness was also commonly mentioned in the focus groups as a 
reason why participants felt Canada was not as much at risk as countries, given an approach to 
the rest of the world that was more open.  
 

Awareness of CBSA  
 
Nearly seven in 10 Canadians (69%) express an awareness of the CBSA, including 21% who can 
name the Agency without prompting. This level of awareness represents a dramatic increase 
over 2007, when just 21% claimed any awareness (either with or without prompting) of the 
then four-year-old Agency.  
 
When those aware of the CBSA were asked what the main responsibilities of Agency are, they 
most often say it is managing people entering Canada (58%). Others, more generally, say the 
main responsibility of the CBSA is protecting the border (46%). Others say it is about managing 
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goods entering Canada (37%) or, more specifically, stopping illegal goods from entering or 
leaving Canada (27%).   
 
During the focus groups, participants described CBSA’s role largely in reference to their 
experience as travellers, saying the Agency is primarily responsible for screening travellers and 
the goods they carry with them over the border. The role of CBSA in monitoring commercial 
importation was less often top-of-mind, although it came as little surprise that this activity falls 
within CBSA’s mandate. While focus group participants were aware of the Agency’s role in 
screening the citizenship and immigration status of travellers entering the country, they were 
less familiar with the broader role that CBSA plays in enforcing immigration law both at the 
border and in Canada’s interior.  
 
Respondents were asked if they had ever personally done any of several things to get 
information about crossing the border or about a CBSA program or service. Most often, they 
say they watched the television program “Border Security: Canada’s Front Line” (43%). Others 
mentioned visiting the CBSA website (25%) or contacting CBSA by telephone (10%), in-person 
(10%) or email (3%).  Respondents this year were far more likely to say they had taken an action 
to get information from the CBSA than in 2007 (85% took no action in 2007 compared to 41% 
this year).  
 
During the focus groups, participants also frequently mentioned the television program on 
border security as their source of information about CBSA, usually in favorable terms.  

  

Impressions of CBSA 
 
Over four in five Canadians (84%) express positive views of CBSA, which is somewhat higher 
than in 2007 (80%). The proportion who are strongly positive towards CBSA grew significantly 
between 2017 and 2007 (to 36% from 25%).  
 
Those expressing confidence in the CBSA’s ability to address various border security challenges 
far outnumber those who lack confidence. Moreover, in all the areas tracked from the 2007 
sounding, confidence in CBSA has grown significantly. This is particularly evident with respect to 
stopping contraband (61% vs. 44% in 2007), stopping dangerous people (59% vs. 45%) and 
balancing security with individual rights (61% vs. 52%). Confidence in CBSA’s ability to stop 
human trafficking (52% vs. 46%) and to stop illegal immigrants (53% vs. 45%) has also grown. 
Just over half (54%) express confidence in the CBSA’s ability to stop potential terrorists (not 
asked in 2007).   
 

Interactions with CBSA Officers 
 
Three in four Canadians who had travelled abroad within the past five years say their 
interactions with CBSA officers upon returning to Canada were positive (77%). This result is 
consistent with 2007, when 75% reported positive experiences.  
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As in 2007, just over half of Canadians say their interactions with the CBSA were about the 
same compared to the last country they entered (54% vs. 56% in 2007), while just over one in 
three say their interaction with CSBA was better than the last country they entered (35% vs. 
33% in 2007). Fewer than one in ten say their experience with CBSA was worse than the last 
country they entered (6% vs. 7% in 2007).  
 
Canadians who have travelled abroad in the last five years are more likely to report that they 
have been searched or taken aside for further questioning upon their return to Canada (31% vs. 
25% in 2007). Despite this, respondents are no less likely in 2017 to say that the search (or 
questioning) was done respectfully than they were in 2007 (83% vs. 82% in 2007).   
 
These findings are consistent with the focus groups. Participants were typically very positive in 
their description of Canada’s border officers, describing them as professional, polite and 
efficient. Even when recounting inconvenient experiences, like the search of a vehicle or having 
a prohibited item seized, participants in the focus groups usually said that the border officers 
handled these situations professionally and treated them with respect. While many participants 
recounted negative interactions, these were described as exceptional cases.  
 
Awareness of Border Security Programs 

 
Awareness of border services programs has grown from 20% in 2007 to 40% in 2017. When 
those aware of a border services program were asked which programs they’re aware of, NEXUS 
is mentioned most often (47%), followed very distantly by FAST (3%) and CANPASS (1%). One in 
three don’t mention any programs, while 5% mentioned NAFTA.  
overall who are aware of NEXUS on an unaided basis. This compares to just 3% in 2007. 
 
Overall, 58% of Canadians are aware of NEXUS which is more than twice the level of awareness 
found in 2007 (26%).  
 

Conclusions 
 
The results show that Canadians have high levels of confidence in the security of their border. 
This confidence is bolstered by the professionalism and efficiency they typically experience as 
travellers returning home from abroad.  
 
While not thoroughly versed in CBSA’s mandate, awareness of the Agency has grown 
substantially since 2007. The “Border Security” television program was commonly cited as a 
source of information that provided a window into the work that CBSA does and generally 
seemed to contribute to a greater appreciation of it (at least among the focus group 
participants who recalled watching it).  
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Canadians, ultimately, are not overly concerned about border security. Focus group participants 
typically said that Canada’s approach to border security struck the right balance between 
security, on one hand, and the efficient movement of people and goods across the border on 
the other.  
 
While most felt the balance was appropriate, more resources spent on border security would 
not necessarily be seen as inappropriate. Several focus group participants mentioned feeling 
that Canada’s border was understaffed and that the officers lacked the sort of weaponry and 
technology that seemed commonplace at border crossings into other countries.  
 
While not often identified as a crucial or pressing priority, investing in border security was 
recognized by many as means of addressing these shortcomings. Moreover, spending more 
money on border security was not necessarily seen as upsetting the balance between security 
and efficiency, but more often as a way to improve both security (by deploying better 
technology, for example) and efficiency (by employing more border officers).  
 
 
 
 
 

  



EKOS Research Associates, 
Inc.  
 12 

2. Phase 1: Quantitative Research 

2.1.  Perceptions of Border Security 
 
Three in five Canadians (62%) recall hearing something about actions by the Government of 
Canada to strengthen border security over the past year. This is a significant increase over 
2007, when 41% recalled hearing something about government actions on border security. 
While the majority express at least vague awareness, it is important to note that just over one 
in four (28%) say they clearly recall hearing about steps by the Government to address border 
security. The proportion who clearly recall government actions is twice the level found in 2007 
(14%).  
 
When asked what actions they recall hearing about, respondents most often mention 
something in relation to the issue of asylum seekers crossing the border (22%). It is worth 
noting that while the accurate legal description for those arriving at the border is “asylum 
seeker,” respondents uniformly refer to them as “refugees,” even though they lack that legal 
status in Canada. Other top mentions included increased security at the border (14%), more 
thorough checks (9%) and more officers at crossings (9%).  

 
  

28%

34%

37%

14%

27%

58%

Yes, clearly

Yes, vaguely

No

2007
2017

Awareness of actions to strengthen border security lower than in 2007

Do you recall hearing about any actions that the 
Government of Canada has taken to strengthen 
security and safety at Canada's borders in the 
past year?

Yes (net)
2007: 62%
2017: 41%

Base: All respondents 2017 (n=2,310); 2007 (n=3,025)

22%

14%

9%

9%

5%

4%

3%

3%

Refugees crossing the border

Increased security at border crossings

More thorough checks, limitations 
on what can be brought in

More officers at border crossings

Allowing agents to carry guns

Stricter immigration rules

Increased security at airports

Coordinating/Info sharing with U.S.

What actions do you recall hearing about?
Asked of those who said yes, clearly or vaguely.

In 2007, the top mentions were passport regulations (34%), 
arming border guards (22%) and stricter security regulations 
(16%).

Residents of Quebec (56%) and older respondents 
(50%) are more likely to say they’ve heard about 
actions to strengthen border security over the 
past year. 



EKOS Research Associates, 
Inc.  
 13 

The majority of Canadians (58%) feel that the Canada-U.S. border is more secure today than it 
was five years ago. Just fewer than one in five (17%) disagree.  This represents a significant 
increase from 2007, when 41% said the Canada-U.S. border was more secure than it had been 
five years earlier.  
 
When asked whether Canada does better, worse or about the same as the United States on 
border management, the majority (73%) says it either performs better (36%) or about the same 
(37%). The proportion who say that Canada is doing a better job at the border than the United 
States has increased significantly since 2007 when 20% thought Canada was doing a better job.  
 
When those who said that Canada was doing a better job on border management than the 
United States were asked why they felt this way, they most often explain that Canada is more 
open and tolerant (37%) and, similarly, that Canada’s border officers are more polite (11%). An 
additional 21% feel that Canadian border officers are more thorough (21%).  
 
Conversely, those saying the United States is doing a better job managing the border mention 
their concerns that immigrants or refugees cross freely over the Canadian border (40%). Others 
say that the United States is more secure and thorough at the border (34%).  
 

 
 

Though the border is seen as less secure, Canadians are more likely to think 
Canada is outperforming the U.S. on border management than in 2007

Agree/Disagree: I feel that the Canada-U.S. border is more secure now than FIVE years ago

41%

58%

29%

21%

28%

17%

(2%)

(5%)

2017

2007

Agree (5-7) Neutral (4) Disagree (1-3)

36%

20%

37%

47%

22%

26%

(5%)

(7%)

2017

2007

Better About the same Worse

Compared to the United States, do you think Canada does better, worse, or about the same on 
border management?

Base: All respondents 2017 (n=2,310); 2007 (n=3,025)

Why better? 
• Canada is more open, tolerant (37%)
• Canada is more secure, thorough (21%)
• Canadian border officers are more 

polite (11%)

Why worse? 
• Immigrants/Refugees passing freely 

across Canadian border (40%)
• U.S. is more secure, thorough (34%)
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When asked how concerned they are about people or goods that threaten public safety 
crossing the border, Canadians are just about as likely to say they are not concerned (37%) as to 
express concern (40%). One in five are neutral (22%). The proportion expressing concern about 
threats crossing the border has declined somewhat since 2007 (when 46% expressed concern).  
 
When those expressing concern were asked what kinds of threats they were concerned about, 
terrorists (40%) were, by far, the most commonly mentioned threat. Other threats mentioned 
included drugs (11%), criminals (6%) and guns (6%).  
  

 
 

  

Canadians are somewhat less concerned about threats passing over the 
border than in 2007

How concerned are you that some of the people or goods entering Canada could threaten the safety 
and security of Canadians?

40%

46%

22%

22%

37%

31%

(1%)

(1%)

2017

2007

Concerned (5-7) Neutral (4) Not Concerned (1-3)

What type of threat are you most concerned about?
• Terrorists (40%)
• Drugs (11%)
• Criminals (6%)
• Weapons/Guns (6%)
• Too many immigrants/refugees (5%)
• Radicals/Extremists (4%)

Base: n=1,407 who say they are concerned

Base: All respondents 2017 (n=2,310); 2007 (n=3,025)
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2.2.  Awareness of CBSA 
 
Respondents were asked about their awareness of the CBSA in two different ways: on an 
“unaided” basis and on an “aided” basis. The “unaided” question asked whether respondents 
were aware of a single agency or department of the Government of Canada responsible for 
border security, and if so, could they name the department. “Aided” awareness asked directly 
whether respondents had heard about the Canada Border Services Agency.  
 
On this basis, nearly seven in 10 respondents (69%) expressed awareness of the CBSA, including 
21% aware of the Agency on an unaided basis and an additional 48% aware of the Agency on an 
Aided basis. This level of awareness represents a dramatic increase over 2007, when just 21% 
claimed awareness (either unaided or aided) of the then four-year-old Agency.  
 

 
As indicated in the chart above, those more familiar with CBSA include those with higher levels 
of income and education, those who travel more frequently, men, and those who have been 
searched or questioned by the CBSA. Those less familiar include women, residents of Quebec, 
those with lower levels of education, and those who haven’t travelled abroad within the past 
five years.  
  

Nearly seven in ten are aware of CBSA

The chart below indicates awareness of CBSA based on an “unaided” question (which did not reveal 
the name of the Agency) and an “aided” question (which provided a brief description of it). 

2%

7%

12%

79%

21%

30%

18%

31%

Unaided Awareness

Aided Awareness - Clear

Aided Awareness - Vague

Not aware

2007

2017

Aware (net)
2007: 21%
2017: 69%

Those more familiar with CBSA include: 
High income ($120k+): 84%
Frequent travellers: 79%
Business travellers: 79%
Highly educated (University or higher): 78%
Residents of B.C.: 77%
Men: 76%
Those who have been searched or 
questioned by CBSA: 76%
Residents of Sask. and Man.: 76%
Those recently returned from abroad: 76%

Those less familiar with CBSA include: 
Women: 62%
Older (55 years+): 62%
Those who haven't travelled abroad 
within the past five years: 61%
Lower education (h.s.or less): 54%
Residents of Quebec: 51%



EKOS Research Associates, 
Inc.  
 16 

Unaided awareness has more than doubled since 2007, with 45% saying that they know there is 
a single department or agency of the Government of Canada responsible for border 
management compared to 21% saying this in 2007.   
 
Of those who say they know of a border management agency, nearly half (47%) were able to 
mention the CBSA by name. Another 12% offered a name that was slightly incorrect. “Canada 
Customs” was the most commonly mentioned wrong answer (with 5% mentioning this).  
 
When those aware of CBSA (on either an aided or unaided basis) were asked how they first 
learned of the Agency, they most often mentioned the news media (26%) or from their 
experience travelling (25%).  
 

 
 

  

Unaided awareness of a border management department has more than 
doubled since 2007

To the best of your knowledge, is there a single department or agency of the Government of Canada 
that has primary responsibility for managing Canada's borders?

45%

21%

32%

33%

14%

33%

(9%)

(14%)

2017

2007

Yes, I know there is one Yes, I would imagine there would be one No

Nearly half (47%) who know of a border 
management agency mention CBSA by 
name (21% among the full sample).

An additional 12% offer an incorrect, but 
close, response that includes the word 
“border.”  

Base: All respondents 2017 (n=2,310); 2007 (n=3,025)

How did you learn about CBSA?
• News media (26%)
• From travelling (25%)
• Various mentions of media (11%)
• TV show about border security 

(8%)
• School or work (6%)
• Word of mouth (6%)

Base: n=1,617 aware of CBSA
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When those aware of the CBSA were asked what the main responsibilities of Agency are, they 
most often say it is managing people entering Canada (58%). Others, more generally, say the 
main responsibility of the CBSA is protecting the border (46%). Others say it is about managing 
goods entering Canada (37%) or, more specifically, stopping illegal goods from entering or 
leaving Canada (27%).  

 

 
 

  

Managing people entering Canada, protecting the border and managing 
goods entering Canada identified as the main responsibilities of the CBSA

Based on what you know, what are the MAIN responsibilities of the CBSA?

58%

46%

37%

27%

17%

15%

14%

9%

7%

7%

5%

2%

5%

Manage people entering Canada

Protecting the border

Manage goods entering Canada

Stop illegal goods entering/leaving Canada

Stop the smuggling of guns and drugs

Remove people not allowed to be in Canada

Detain people who may be a threat

Stop prohibited food, plant and animal products

Collect duties and taxes

Examining postal packages/parcels

Seize goods or vehicles

Other

DK/NR

Base: Respondents aware of CBSA (n=1617)
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All respondents were asked whether they could recall seeing, hearing or reading any 
information directly from the CBSA. About one in four (24%) say they could recall information 
from the CBSA, including 15% who say they could recall this clearly. This result is twice what 
was found in 2007, when 12% recalled receiving information directly from the CBSA.   

 
 

  

About one in four respondents recall seeing information from the CBSA

And have you ever seen, read or heard any information directly from the CBSA?

15%

5%

9%

7%

74%

86%

(2%)

(2%)

2017

2007

Yes, definitely Yes, vaguely No

What did you see, read, or hear?
• Something while travelling (21%)
• A publication (17%)
• A website (13%)
• News media (TV, radio, newspapers) (13%)
• From information about border policies (11%)
• From a TV show about border security (8%)
• Advertisements (7%)
• Mentions of specific issues (7%)
• Online Border Information Services (5%)

Base: n=575 who have heard, seen or read information directly from CBSA

Base: All respondents 2017 (n=2,310); 2007 (n=3,025)
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Respondents were asked if they had ever personally done any of several things to get 
information about crossing the border or about a CBSA program or service. Most often, they 
say they watched the television program “Border Security: Canada’s Front Line” (43%). Others 
mentioned visiting the CBSA website (25%) or contacting CBSA by telephone (10%), in-person 
(10%) or email (3%).  Respondents this year were far more likely to say they had taken an action 
to get information from the CBSA than in 2007 (85% took no action in 2007 compared to 41% 
this year).  
 
When those who contacted the CBSA through the website, telephone, in-person or by email 
were asked whether they got the information they were looking for, 92% said they did, 
representing an increased from 84% in 2007.   

 
 
 

  

The TV show “Border Security” identified as key information resource

Have you personally ever done any of the following in order to get information about crossing the 
border or about a CBSA program or service?

8%

4%

2%

1%

85%

43%

25%

10%

8%

3%

41%

Watched "Border Security: Canada's
Front Line"

Visited the CBSA Web site

Contacted the CBSA by telephone

Contacted the CBSA in person

Contacted the CBSA by email

None

2007
2017

Base: All respondents 2017 (n=2,310); 2007 (n=3,025)

When asked whether they got the 
information they were looking for, 92% 
said yes (an increase from 84% in 
2007).
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2.3. Impressions of CBSA 
 
Over four in five Canadians (84%) express positive views of CBSA, which is somewhat higher 
than in 2007 (80%). The proportion who say they are strongly positive towards CBSA (36%) is 
significantly higher than in 2007 (when 25% said they were strongly positive).  
 
The results also find improvement in public perceptions of CBSA in terms of courtesy (71% in 
2017 vs. 63% in 2007) and equal treatment (51% in 2017 vs. 44% in 2007).    
 

 
 
  

Canadians more likely to view CBSA positively overall and to see CBSA 
officers as acting courteously and treating all travellers equally

Overall Impression of CBSA 

36%

25%

48%

55%

6%

8%

5%

5%

2

2

(3%)

(5%)

2017

2007

Strongly positive Somewhat positive Neither Somewhat negative Strongly negative

Strongly/Somewhat positive: 80%

Strongly/Somewhat positive: 84%

(DK)

Courtesy

Equal Treatment Scale: 1 means they does not treat all travellers equally and 7 means they do

Scale: 1 means not at all courteous and 7 means very courteous

Rating: strongly/somewhat positive, strongly/somewhat negative, neither 

51%

44%

22%

21%

18%

22%

(9%)

(13%)

2017

2007

Treat all equally (5,6,7) Neutral (4) Do not treat all equally (1,2,3)

71%

63%

18%

22%

6%

7%

(5%)

(8%)

2017

2007

Courteous (5,6,7) Neutral (4) Not Courteous (1,2,3)
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As in 2007, expressions of confidence in the CBSA’s ability to address various border security 
challenges remains far higher than the lack of confidence. In all the areas tracked from the 2007 
sounding, confidence in CBSA has grown significantly. This is particularly evident with respect to 
stopping contraband (61% in 2017 vs. 44% in 2007), stopping dangerous people (59% vs. 45%) 
and balancing security with individual rights (61% vs. 52%). Confidence in CBSA’s ability to stop 
human trafficking (52% vs. 46%) and to stop illegal immigrants (53% vs. 45%) has also grown. 
Just over half (54%) express confidence in the CBSA’s ability to stop potential terrorists (not 
asked in 2007).  
 
On the other side of the leger, expressions of a lack of confidence have remained stable or 
lower. For example, the lack of confidence in CBSA’s ability to stop contraband has declined by 
six points since 2007 (to 18% from 24% in 2007). Lack of confidence in CBSA’s ability to stop 
human trafficking (21% vs. 19% in 2007) and to stop illegal immigration (24% vs. 23% in 2007) 
have both increased, but not significantly.  
 

 
  

  

52%

44%

45%

46%

45%

61%

61%

59%

54%

52%

53%

Balance security and rights

Stop contraband

Stop dangerous people

Stop potential terrorists

Stop human trafficking

Stop illegal immigrants

13%

24%

22%

19%

23%

13%

18%

19%

22%

21%

24%

Confident (5,6,7)

Confidence in the CBSA has grown significantly in key areas

Respondents were asked about their confidence in the CBSA to address several key challenges. The 
results find that confidence has grown in each of the tracked areas, while the proportions who are not 
confident have remained stable. 

Not confident (1,2,3)

2007
2017

2007
2017

+17

+9

Not asked in 2007

+8

-6

+14

+6

Not asked in 2007
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2.4. Interactions with CBSA Officers 
 
Just over three in four Canadians who had travelled abroad within the past five years say their 
interactions with CBSA officers upon returning to Canada were positive (77%). This result is 
consistent with 2007, when 75% reported positive experiences. As in 2007, just over half of 
Canadians say their interactions with the CBSA were about the same compared to the last 
country they entered (54% vs. 56% in 2007), while just over one in three say their interaction 
with CSBA was better than the last country they entered (35% vs. 33% in 2007). Fewer than one 
in ten say their experience with CBSA was worse than the last country they entered (6% vs. 7% 
in 2007).  
 

 
 
Nearly all respondents (95%) say their interaction with a CBSA officer took place in their 
preferred official language. Among Francophones, 86% said the interaction took place in their 
preferred language, representing a modest improvement over 2007 (when 80% said the 
interaction took place in their preferred language). 
 

 
  

Experience with CBSA Officers seen as positive by most

Nearly all respondents who had travelled abroad in the past five years reported having some 
interaction with CBSA officers when they returned to Canada.

Base: International Travellers 2017 (n=2,102); 2007 (n=2,667)

77%

75%

18%

20%

3%

4%

2017

2007

Positive Neutral Negative

35%

33%

54%

56%

6%

7%

2017

2007

Better Same Worse

Experience with CBSA Officer Compared to Previous Country
And how would you rate this experience when compared to the last country you entered? Would you say much 
better, better, worse, much worse, or no different?

Overall Experience with CBSA Officer 
Overall, how would you rate this experience? Would you say very positive, positive, negative, very negative, or neither 
positive nor negative?
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Canadians who have travelled abroad in the last five years are more likely to report that they 
have been searched or taken aside for further questioning upon their return to Canada (31% vs. 
25% in 2007). Despite this, respondents are no less likely in 2017 to say that the search (or 
questioning) was done respectfully than they were in 2007 (83% vs. 82% in 2007).  

 
 

 
 

  

Experience with Searches and Questioning by CBSA officers

Base: International Travellers 2017 (n=2,102); 2007 (n=2,667)

Have you ever been searched or taken aside for further questioning when returning to Canada?

12%

6%

7%

74%

11%

8%

12%

68%

Yes - searched

Yes - taken aside for further
questioning

Yes - both searched and taken
aside for further questioning

No

2007
2017

2007: 25%
2017: 31%
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2.5. Awareness of Border Security Programs 
 

Awareness of border services program has grown from 20% in 2007 to 40% in 2017. When 
those aware of a border services program were asked which programs they’re aware of, NEXUS 
is mentioned most often (47%), followed very distantly by FAST (3%) and CANPASS (1%). One in 
three don’t mention any programs, while 5% mentioned NAFTA.  
 
The 47% who are aware of a program and who mention NEXUS as the program they’re aware of 
translates to 19% among the general public overall who are aware of NEXUS on an unaided 
basis. This compares to just 3% in 2007. 
 
 

 
 

 
  

23%

9%

18%

11%

59%

77%

(1%)

(2%)

2017

2007

Yes, clearly Yes, vaguely No

Awareness of border services programs has doubled since 2007

Are you aware of any specific initiatives, activities, or programs that make it easier for 
people or goods to cross the Canada-U.S. border?

Base: All respondents 2017 (n=2,310); 2007 (n=3,025)
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Overall, 58% of Canadians are aware of NEXUS which is more than twice the level of awareness 
found in 2007 (26%). The proportion who are aware of NEXUS includes 19% who are aware on 
an unaided basis as well as 39% who are aware of the program when asked if they are aware of 
it by name.  

 
 
  

19%

3%

24%

9%

15%

14%

42%

74%

2017

2007

Awareness of NEXUS has more than doubled since 2007

Before this survey, had you ever heard of NEXUS?

Base: All respondents 2017 (n=2,310); 2007 (n=3,025)

Total awareness (2007): 26%

Total awareness (2017): 58%
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2.6.  Profile of Travel History 
 
The following tables outline the travel history of the survey sample. Overall, 56% of 
respondents have travelled outside the country within the past five years, which is a significant 
decline from 2007 (66%).  Fewer Canadians in 2017 said they had travelled abroad within the 
past six months, or within the past year, while more say that their last trip abroad was two 
years ago or longer.  
 
In other respects, the destinations from which Canadian travellers returned, the mode of travel 
taken and the purpose of their travel are all consistent with the 2007 results.   
 

 
 
  

91%

8%

88%

8%

Personal reasons

Business reasons

2017

2007

Profile of Travel History

57%

37%

58%

35%

Airplane

Car
2017
2007

Base: All respondents 2017 (n=2,310); 2007 (n=3,025)

Recency of Travel Outside Canada Mode of Last Return to Canada

Destination of Most Recent  Travel Abroad

65%

7%

4%

5%

7%

61%

9%

5%

5%

6%

U.S.

Carribean/ Central
America

U.K.

Mexico

W. Europe

2017

2007

Frequency of Travel Abroad

% number of trips abroad in past 5 years

Purpose of Most Recent Travel Abroad

10%
13%

22%

12%

44%

22%

16%
18%

10%

33%

1-2 times 3-4 times 5-10 times 11+ Not within
Five Years

2017 2007

27%

13% 12%

39%

9%

31%

17%

9%

28%

15%

> 6 mos. 6 mos.-1 yr. 1-2 years 2 yrs.+ Never

2017 2007



EKOS Research Associates, 
Inc.  
 27 

The chart below indicates the demographic profile of frequent travellers, indicating subgroups 
more likely to indicate that they are frequent travellers (having travelled outside the country 
five times or more over the past five years).  

 
  

Demographic Profile of Frequent Travellers

Frequency based on number of occasions travelling outside Canada within the past 5 years.

34% 22% 44%

Frequent Travellers 
(5 times or more)

Infrequent Travellers 
(4 times or less)

No travel in past 5 years

Demographic profile: 
High income earners ($120k+): 61%
High education (university+): 52%
Younger (18-34 years): 44%
Resident of B.C. : 40%
Is a native 3rd language speaker: 46%
Born Abroad: 44%

Profile based on Travel Behaviours:
Recent travellers (within the past six months): 77%
Business travellers: 50%
Has been searched or questioned by CBSA: 50%
Has a passport: 49%
Most recently returned to Canada by car: 40%
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3. Phase 2: General Public Focus Groups 

3.1. Views on Crossing the Border Security 
 
At the outset of the discussions, participants were asked to describe their experiences with 
crossing the border when returning to Canada from abroad. In particular, they were asked to 
describe differences they encountered when crossing the border by land versus by air, as well 
as any other ways they may have returned in the past. In addition, they were asked to draw 
comparisons between crossing the border into Canada with crossing the border into other 
countries.  
 
Returning by Land  
 
The experience of returning to Canada over land was usually described as routine, smooth and 
typically free of complications. This was certainly true amongst those who cross several times a 
week as was the case among many in Windsor and Saint Stephen (both situated on the border 
with the United States). But even amongst participants who cross by land far less frequently, for 
example in Calgary (the location furthest from the border), the experience of returning by car 
was largely characterized in similar terms as a familiar routine that is largely hassle-free.  
 
Most commonly, participants said they are always asked whether they have any alcohol or 
tobacco and asked to declare the value of goods they were bringing home with them. Few 
participants expressed annoyance at this as a general matter, even though nearly all said they 
had needed to pay taxes on items they declared at least once in the past. What inconveniences 
participants recalled when making their declaration were usually described as unique 
experiences rather than recurring issues.  
 
As an example of this, one participant in Windsor described returning to Canada with a large 
number of frozen turkeys she bought on sale in Michigan. She was turned back at the border 
after being told of a limitation on the amount she could bring back. A participant in Calgary had 
a similar experience returning with a large value-pack of chicken breasts. While not pleased 
with the outcome, the participants said the border officers were courteous and professional 
when addressing the issue with them.  
 
Several participants, particularly those crossing more frequently, had experienced a secondary 
inspection at a land border in which an agent had searched their vehicle. These encounters 
were generally said to be handled well by the border officers, although they did represent an 
inconvenience. In one case, a participant said that the agents had removed interior panelling 
from his car during the inspection and, when done, left it to him to fix. Even in this case, the 
participant said the agents were not rude, merely businesslike.  
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Inconsistent, that’s the thing. Especially crossing the border in the car, 
you start to wonder ‘did we get one of the good ones? A bad one?’ One 
time it’s amazing, the next time it’s a completely different thing. 

 
A particular issue with crossing by land was mentioned in Vancouver and Calgary, where several 
participants mentioned that British Columbia requires additional charges when travellers bring 
more than their allowance of two bottles of wine across the border. A few Calgary participants 
mentioned avoiding the British Columbia border in order to avoid paying these costs on wine 
they had purchased in the United States.  
 
Wait times at land borders were generally not mentioned as a major problem, except in 
Montreal, where a few participants mentioned longer wait times. In general, participants said 
that waits at the border are longer during peak periods, for example during holidays or tourist 
seasons. Participants in Windsor, many of whom cross several times a week, described trying to 
avoid peak periods during morning or evening rush hours, when more traffic, particularly 
commercial trucking, would slow them down. A major land crossing in British Columbia was 
described as particularly busy during summer months, with tourists crossing over from the 
United States.  
 

Par la route, rentrer des États-Unis, c’est très long, surtout si c’est une 
période particulière. 

 

À la frontière routière, c’est le temps d’attente qui est long. Les 
weekends de fête, c’est long parce que c’est une auto à la fois.  Tu 
t’enlignes pour attendre une heure, une heure quart. 

  
 
Returning by Air 
 
As with crossing by land, most participants tended to describe the process of returning by air to 
be a smooth process. Wait times were more frequently discussed, with some participants 
pointing to long waits and delays, although others often said the waits weren’t too bad. Some 
mentioned waiting longer to get their luggage from the airline after speaking to the border 
agent at the wicket. Particular airports were seen as longer than others, although not 
frequently enough to suggest that any airports are more problematic than others.  
 

Calgary is a breeze compared to Toronto, but you have to walk a lot 
further to get to the customs agent. 
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Wait times are long, but it might just seem longer because you’re 
standing. 

 
As for the conversations with border officers, participants often mention a similar familiarity 
with the questions they are asked as when crossing by land. The difference, many said, is 
apparently less emphasis on alcohol or tobacco declarations, or on the value of declarations, 
and more emphasis on where they had been and if they might be bringing anything 
questionable into the country.   
 

Once we get to the counter, I’ve never experienced a bad experience, I’ve 
always had, friendly enough ‘where have you been?’ ‘how long have you 
been away?’ ‘did you bring anything?’ ‘thank you go ahead…’” 

 
Perhaps the biggest difference crossing by air versus by land is the presence of declaration 
machines. Nearly all participants with recent experience crossing by air had encountered these 
machines and said they had made the process faster and more convenient, resulting in a far 
shorter wait and conversation with the border officers. A few participants mentioned 
encountering people, “expediters,” who helped them with the machines and in getting them 
through more quickly, which they mentioned as being helpful. The machines themselves were 
sometimes seen as confusing or hard to use, although this difficulty didn’t detract from the 
overall positive perceptions participants had towards them.  
 

Par avion, c’est tout électronique et on ne nous pose pas un milliard de 
questions. 

 

They also now in Calgary airport have expediters, which I really 
appreciate. 

 

Coming back into Canada the electronic machines were a lovely 
experience—can be a bit of a challenge if the machine doesn’t recognize 
what you’re feeding it. 
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Special Circumstances  
 
While the process of crossing the border, by land or by air, was generally seen as smooth, a few 
participants pointed to special circumstances that made their experience different. Having a 
special immigration status, such as permanent residence or dual citizenship, was said by a few 
to cause more problems at the border.  
 

Generally speaking when I’m traveling alone its not an issue at all. My 
wife is a landed immigrant, and my kids have dual citizenship so when 
we travel as a family that becomes an issue and its not a fun one. 
Consistently difficult for them traveling. 

 
One participant mentioned losing his passport in Venezuela, and needed to obtain a letter from 
the Canadian Ambassador there in order to return to Canada. He said that the border officers in 
Calgary were very accommodating and that he was admitted home without any issues. 
 
Another participant said that crossing the border in an RV was difficult to do and resulted in a 
far greater level of scrutiny, including a search of his vehicle.  
 

Having an RV is a rather unpleasant experience crossing the Canadian 
border. I can again sympathize and understand why, their concern is 
firearms and they are rather diligent about firearms — and I appreciate 
it I suppose. 

 
 

3.2.  Interactions with CBSA Officers  
 
The interactions with CBSA officers largely define the experience of crossing the border. The 
questions and interactions with the officers are what participants refer to when describing their 
experience. In terms of the officers themselves, participants expressed largely positive views.  
 
When asked to jot down some of the positive associations they have towards the officers, 
participants most often said they were:  

 Polite 

 Professional 

 Friendly 

 Patient 

 Businesslike 

 Efficient 

 Consistent 
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When describing border officers as “polite,” participants commonly associated this with 
“professional” or “business-like” behaviour. For most, being polite without being warm or 
particularly chatty was seen as a good thing in that it contributed to a more efficient crossing. 
When recalling difficulties they had experienced at the border, participants said that the 
officers handled these situations well in that they were clear and patient when explaining the 
problems, and not typically rude or abrasive.  
 

One time when I came back I was off by $100 in my declaration. It was 
just an honest mistake in my math. The agent was very understanding 
about it, but impressed the importance of being accurate. 

 
Participants were also asked to mention any negative associations they have when thinking 
about Canada’s border officers. The most common negative associations were that border 
officers were:  

 Rude 

 Aggressive 

 Overly suspicious 

 Inconsistent 

 Unclear 

 Not welcoming 

 Lackadaisical  
 
Few, if any, participants felt that these qualities were typical of Canada’s border officers but 
were – to varying degrees – ones that they had encountered at the border from time to time. 
Participants described occasions when officers had gone beyond the normal questions about 
their declaration to ask more detailed questions about where they had been, where they had 
stayed. These seemed like efforts to catch them in lies by spotting inconsistencies in their 
answers.   
 

Seemed like they were needling me on facts that were very irrelevant. 

 

It’s kind of embarrassing to be Canadian and not have them be friendly. 

 
While participants usually described these encounters as uncomfortable, they understood the 
larger purpose in keeping the border secure. On the other hand, a few participants described 
Canada’s border officers as lackadaisical or seemingly less thorough than the agents of other 
countries. The two extremes – overly suspicious on one hand, lackadaisical on the other – were 
not typical views for most participants who said that border officers seemed to strike the right 
balance between securing the border and moving travellers over it efficiently.  
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Maybe border security staff are well trained, but they don’t use 
judgment. I find judgment is lacking. 

 
While not a negative remark, per se, many said they were rarely welcomed home by Canadian 
border officers. While few said that the officers were unwelcoming in the sense of being hostile 
or rude, many said it would be nice to be welcomed home when they return.  
 

I’d say about 4-5 years ago I never felt welcomed coming home to 
Canada. No matter where I was flying in from or crossing into. In the 
past couple of years that seems to have eased. 

 

My husband used to live in the US for a while, and whenever he crossed 
over from Canada to the US they would say ‘welcome home sir.’ I’ve 
never gotten that when I come into Canada! It’s always ‘what did you 
buy? Do you have cigarettes? Do you have alcohol?’ It’s like accusatory, 
that’s how I feel. 

 

3.3.  Equal Treatment at the Border 
 
Participants did not typically feel that people were all treated “equally” at the border, although 
most said they felt that people were generally treated fairly. Participants felt there were a 
number of circumstances in which a border officer might treat someone differently. Race and 
ethnicity, particularly Middle Eastern ethnicity, was mentioned by several participants as a 
likely reason someone could be treated differently. Although a few said anyone with a passport 
indicating travel to suspicious parts of the world could be looked at differently. Most 
participants said that Canadian border officers seemed to be less likely to profile someone 
solely on the basis of race or ethnicity than border agents of other countries, particularly the 
United States.  
 

I think it depends where you’re coming back from. Somebody coming 
back from the middle east, given the world climate, I think there’s going 
to be, regardless of race, creed, gender whatever, I think if you’re 
coming back from there you’re going to be treated a little more...you 
know. 

 

I find the Canadian border officers know how to deal with 
multiculturalism. 
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Strangely enough, being of colour, I’ve had no problems, like zero, 
smooth as cake. 

 
Other considerations mentioned by participants included age, with younger people likely to be 
subject to scrutiny, as well as hairstyle and dress that may be associated with criminal behavior 
(such as gang membership, for example).  
 
In separate groups (Vancouver and Windsor), gay male participants mentioned feeling 
concerned about travelling abroad with their partners and presenting themselves as a couple to 
the border officers out of fear for how they might be treated. This concern was felt even when 
travelling to the United States. These participants said they had no such fears presenting 
themselves as a couple when returning home to Canada.  
 

3.4. Familiarity with and Use of the NEXUS Card 
 
Many, if not most, participants were aware of the NEXUS program, with varying degrees of 
familiarity.  Several participants had either currently or previously carried the card. They 
typically had very positive views of the program and the convenience that it afforded them 
when travelling to the United States.  
 

Going into America, I have the Nexus pass, I’ve had it now for 10 years, 
so I’m pre-screened for everything, so for me I just walk through and 
everyone is nice to me. 

 
Those who were aware of the program but did not have the card were asked why. For some, it 
was a simple matter of not having gotten around to doing it, even though they felt it would be 
useful for them. For most, though, it was something that they didn’t feel would be worth the 
trouble to get since they don’t travel to the United States very often.  
 
Some pointed to drawbacks that made the program less valuable to them. A few participants, 
for example, pointed out that the NEXUS card is only useful if they are travelling alone or in a 
group where everyone has a card. In one case, a participant in Windsor mentioned 
inadvertently driving through the NEXUS lane with his family (who did not have cards) and said 
that he had the card revoked as a result. He said this wasn’t such a great loss since traffic line 
ups to cross the bridge or tunnel often made the NEXUS lane pointless by the time it could be 
accessed.  
 

If everybody you’re with doesn’t have it, it’s kind of pointless. So that’s 
my bigger thing is that every time when I’m going somewhere not 
everybody has it so I can’t take full advantage of it. 
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3.5.  Familiarity with CBSA and its Mandate  
 
After discussing their experiences with crossing the border, participants were asked to name 
the government department or agency responsible for border security. Many participants knew 
the CBSA by name, while others mentioned “Canada Customs and Revenue” or, occasionally, 
“Immigration Canada.”  
 
When asked where they had heard, seen or read about CBSA lately, participants typically 
mentioned their personal experience travelling across the border. There were scattered 
mentions of hearing something about CBSA in the news, but – by far – the television program 
“Border Security: Canada’s Front Line” was most often mentioned as where participants had 
seen something about the CBSA. In each group at least one participant mentioned the program, 
while in many groups there were a few who recalled watching it. Other than these examples, a 
few participants mentioned going to the CBSA website to get information about travel 
allowances.  
 
When asked what the CBSA is responsible for, participants most often said they were 
responsible for:   

 Screening people and goods coming into and (less often) out of the country; 

 Collecting taxes at the border; 

 Checking on the immigration status of people entering the country; 

 Identifying criminals or suspected terrorists entering the country; 

 Inspecting mail and packages coming into the country. 
 

All you need to do is watch a few episodes of ‘Border Security.’ They x-
ray every package that comes through, they are remarkably trained in 
what to look for. 

 
Participants were universally aware of the CBSA’s role in collecting taxes at the border. Most 
participants said they had, at some point, had to pay additional taxes on goods brought into the 
country. When asked whether this had changed in recent years (in view of higher allowance 
limits), some recognized that it had, although most said they are still asked the same questions 
about the type and value of goods they were bringing in and, therefore, did not think much had 
changed. Few participants expressed concerns about CBSA collecting taxes at the border, 
although some mentioned that this was not usually something they experienced crossing the 
border into other countries.  
 

It seems like the focus on our border is about collection of taxes, so it 
seems to be this fiscal focus as opposed to threat based concerns. 

  
The element of CBSA’s mandate that involves freight and parcel inspection was generally a 
secondary consideration in the minds of most, who see their first priority as the one they are 
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more familiar with: screening travellers coming into the country. That said, in most groups at 
least a few participants mentioned this role as part of CBSA’s mandate.  
 
Most participants expressed the understanding that CBSA was responsible for checking on the 
immigration status of people entering the country, although some thought this was handled by 
a separate department operating at the border (i.e., “Immigration Canada”). Few, however, 
understood the role of CBSA in enforcing immigration law to extend beyond the border. One 
participant did recall seeing a CBSA enforcement vehicle in Calgary, far enough from the border 
to wonder why. But only one or two participants had any familiarity with the CBSA’s role in 
immigration law enforcement in Canada’s interior. At least one participant said he knew about 
CBSA’s role in immigration enforcement through the TV show Border Security.  
 

3.6.  Confidence in the CBSA 
 
Participants were asked to rate their confidence on a scale of 1 to 7, where 1 means not at all 
confident and 7 means very confident. On average, participants rated their confidence as a 5.5 
on the scale, with most (58%) rating their view as a 6 or 7 on the scale.1 Few (4%) said they lack 
confidence in the CBSA (rating as a 1 or 2 on the scale).  
 
When explaining their view, many pointed to the challenges involved in securing the Canada-
U.S. border, which many pointed out is the world’s longest undefended border. In this 
perspective, the CBSA’s performance was most closely associated with the geographic extent of 
the border rather than the actual mandate and task of the CBSA, which involves securing the 
entry and exit points to Canada (whether situated at the border or not). For many, the length of 
the border was just the most obvious example of the challenges CBSA faces and which it 
appears to be doing a good job managing. For others, the length of the border meant that there 
was only so much that could be done to secure it given the finite resources of an agency like 
CBSA.  
 

For a border that is the largest undefended border, we have a very good 
record. I also feel like the system is adaptable and is modernizing. Maybe 
not as quickly as I would like. But we’re talking about changes that are 
making it more efficient, more secure, and I think that builds confidence. 

 

Even if you put all Canadians along the border there would still be 
problems. There would still be cracks and people coming in. 

 

                                                      
1 Please note that these results are directional in nature and do not represent the population at 
large. They are provided here to summarize the views of the focus group participants. 
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While the use of geography as a point of reference on the performance of the CBSA was 
common, it by no means precluded comments on the job that participants actually observed 
the CBSA performing as travellers. Participants commonly described the CBSA as a whole by 
using similar terms used to describe their interactions with border officers: competent, 
professional and efficient, for example. However, while the staff they interact with are typically 
seen in very positive terms, many participants - even those who positively view CBSA’s 
performance (as with the first comment above) – pointed to factors that could weigh on the 
Agency’s performance, including inadequate technology and understaffing. For a few 
participants, line-ups they’d experienced at the border translated into a loss of confidence. 
While wait times were not generally mentioned as a major inconvenience (either crossing by 
land or air), what most saw as an efficient border was seen – for a few – as an indication of lax, 
overly expedient or “superficial” screening.  
 

As far as I’m concerned, when I see 10 cars ahead of me being waved 
through in 5 minutes you’ve cleared a pool of potentially 50 people 
right? That denotes a certain amount of superficiality, so should you not 
at least maybe check more often? Perhaps it is too time consuming, then 
you’ve got to hire more people right? 

 
While not commonly mentioned as a point of reference, a few participants pointed to their 
experience as consumers receiving packages from abroad as evidence of the job that CBSA is 
doing. Several participants mentioned seeing evidence that more of the packages they received 
from abroad had been screened by CBSA.  
 

A number of my packages from China, I buy and sell a lot of things, 
that’s what I do, I’ve had at least half a dozen packages in the last 6 
months opened by Canada Border Security, and that’s much more so 
than in the past 5 years. 

 
Some participants said their view of CBSA was largely a “benefit of the doubt” based on their 
personal experience, but mentioned that they really don’t have any way to know for sure 
whether the CBSA is doing a good job or not – apart from the absence of any catastrophic 
security breaches.   
 

I don’t know what their policies and procedures are, what are their 
checks and balances, how do we determine if they are doing a proper 
job? 
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3.7.  Awareness of Asylum Seekers 
 
Many, if not most, participants were aware of the recent issue at the border in Manitoba and 
near Montreal where asylum seekers were showing up from the United States to seek refugee 
status in Canada. However, this issue was not commonly interpreted as a point of reference on 
the performance of CBSA overall.  
 
For a minority of participants, however, misperceptions that asylum seekers were allowed to 
pass over the border without any intervention or scrutiny implied a general lack of border 
security.  Many of these participants were quick to point out that they have no issues with 
refugees, per se, but that they expect to see the rule of law applied to their circumstances.  
 

 In my view if they were doing their job they would be turning people 
away not welcoming them, not getting them medical, and not saying 
they can stay. 

 

If someone’s walking across from the US and they’re not a citizen of 
either country, and they’re not stopped or anything, yeah I’m not 
confident at all. 

 

It’s not that I have a problem with refugees, but I’d like to see them go 
through the process properly.  

 
While a few saw the asylum seekers as an example of a lack of border security, others saw it as 
proof of the system working properly. They countered the view that asylum seekers were 
simply allowed to cross into Canada by mentioning the interventions of CBSA and RCMP officers 
to properly identify, screen and accept applications from asylum seekers for refugee status.  
 

Not concerned at all. Especially because those asylum seekers that are 
coming here, and those that are “illegally” coming over the border, are 
coming here looking for a safe, secure place to live that they are not 
finding in the US anymore under the current administration there. They 
aren’t just allowed to walk in and live here. 

 
It is important to note that the discussion of asylum seekers often dealt more with support or 
opposition to refugees than it did on the specific issue of border security. In many cases, those 
expressing concerns about asylum seekers were otherwise positive and confident in border 
security overall. Conversely, those comfortable with the approach taken towards asylum 
seekers expressed concerns about border security in other areas. In this light, while the issue of 
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asylum seekers clearly exists in association with border security, the effective functioning of 
CBSA is not the issue so much as the policies of the Government of Canada writ large are.   

3.8.  Comparing CBSA to Other Countries 
 
Participants were also asked to rate the job CBSA does keeping the border secure compared to 
other countries. On the scale of 1 to 7, where 1 means much worse and 7 means much better, 
participants gave an average rating of 5.2 on the scale.2 Few rated the CBSA as worse than 
other countries (5% rating as a 1 or 2), with the remainder split between neutral views (51% 
rating as 3 to 5) and those who said the CBSA does a better job than other countries (44% rating 
as a 6 or 7 on the scale).   
 
The comparisons participants made between the CBSA and other countries drew on a broad 
array of experiences crossing borders in Europe, Africa and Asia, into both wealthy, developed 
nations and into poorer, less developed ones. For one participant, Canada’s border represented 
a much more comprehensive and professional approach than he had experienced crossing 
borders in Africa while working on behalf of a non-profit organization. For a few others, though, 
Canada’s border security seemed to lag behind what they had experienced in Europe, which 
they said employed better technology and seemed to feature more comprehensive 
interrogation by border officers.  
 

Coming into Canada in general seems to be a lot easier than other places 
I’ve been. 

 

Compared to Canada, almost everywhere in the world is a pain in the 
neck. 

 
While Canada’s border security wasn’t always seen as better than other countries, some 
participants questioned whether a more intensive approach to security was necessary in 
Canada. For example, several participants pointed to their experience with Israeli border 
security as far beyond anything they had encountered elsewhere. Yet, the particular national 
security concerns driving Israel’s approach were not necessarily seen as relevant in Canada. 
(See “Views on the Balance between Security and Convenience” below.)   
  

I’ve been to other countries where our border security is top notch… no 
one touches the Israelis for border security. I think it’s really what are we 
willing to pay for and what are we willing to give up? 

 

                                                      
2 Please note that these results are directional in nature and do not represent the population at 
large. They are provided here to summarize the views of the focus group participants.  
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3.9.  Comparing CBSA to the United States  
 
When comparing Canada’s border security to other countries, the United States was a common 
point of reference. Most participants understood border security to be a far more pressing 
issue in the United States, particularly in view of undocumented immigrants entering from 
Mexico and the role that issue played in the recent Presidential election.  
 
Yet, participants were divided as to whether greater public scrutiny towards the issue in the 
United States translated into better border security. For many, U.S. border security was seen as 
being equipped with better weaponry and better technology, generally, than Canada. However, 
views were divided as to whether security at the U.S. border was “better” than security at 
Canada’s border.   
 

Going to the USA by car is more stressful than returning to Canada. They 
have x-rays and scanners and cameras everywhere. Canada is a just a 
person asking questions from the booth. 

 

If you look at our border services versus say the Americans, I think the 
perception is that it’s much more lax in security. 

 

I feel like just because they (US border officers) ask more questions and 
are more aggressive doesn’t make it safer. 

 

I think it’s likely very similar protocols. The theatre and the dramatism of 
the American border makes it seem like it’s more of a problem, but it’s 
hard to believe we’re both developed countries that share similar 
intellect, similar protocols- so it’s hard to believe the Canadian border 
would be any less secure than America. 

 
Several participants said they felt that U.S. border security was more likely to treat people of 
color, religious minorities and even gay travellers differently than others. Canadian border 
officers, in contrast, was seen as taking a far more tolerant view towards minorities crossing the 
border.  
 

There’s only two countries in the world where it’s not quick. One of them 
is the US, because I don’t look right. The other one is Canada because 
they always want to check how much alcohol and cigarettes you’re 
bringing, so there’s a line up until forever when you come home. 
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3.10. Concerns about Border Security 
 
Participants were asked to rate their level of concern with respect to the security of Canada’s 
border. On average, participants rated their view as a 3.9 on the scale of 1 to 7, where 1 means 
not concerned at all and 7 means very concerned.3  The responses were split fairly evenly 
between those who said they were very concerned (29% rating as 6 or 7 on the scale) and those 
who were not concerned (32% rating as a 1 or 2 on the scale), while the balance expressed 
neutral views (39% rating as a 3 to 5 on the scale).   
 
There were a number of concerns expressed with respect to the border. Among these, 
terrorism was mentioned most often.  Although many acknowledged that Canada has not been 
the target of a major terrorist attack, several said the threat remains. Several also said that 
Canada harbors terrorists, pointing to the return of ISIS fighters holding Canadian citizenship. 
Still, others said they didn’t feel the threat of terrorism was as great in Canada because of a 
more positive international reputation than other countries.  
 

I’m a lot more nervous about Canada now because of ISIS because 
Canada has not been attacked in a major way yet by non-Canadians, 
there have been some attacks, but they’ve been internal. Canada is also 
a huge exporter of firearms, we’re definitely involved in foreign 
aggression. 

 

Canada is a peaceful place because of who we are, we don’t have 
threats against us because of that, not because our borders are so 
secure. 

 
Guns coming across the border from the United States were mentioned as a significant concern 
by many and seen as connected to gun violence in major cities, like Toronto.  
 

Whether we like it or not, Toronto is awash with guns. 

 

They (Americans) have access to weapons we don’t and if we didn’t 
share such a large border, we wouldn’t have the issues with those kinds 
of weapons as we do. 

 
While some domestic issues, like guns, were often connected to border security, the 
connection was less apparent with respect to other issues. In Vancouver, after several minutes 

                                                      
3 Please note that these results are directional in nature and do not represent the population at 
large. They are provided here to summarize the views of the focus group participants. 
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spent talking about border security concerns, one participant mentioned the opioid crisis and 
Fentanyl, in particular. While it wasn’t something he had immediately associated with border 
security, it occurred to him that most Fentanyl on the streets probably wasn’t made in Canada, 
but coming in from abroad. Once mentioned, the concern about opioids coming in from abroad 
resonated with several other Vancouver participants given the prevalence of drug abuse in their 
city. The opioid crisis was mentioned in other cities as well, again, not as a top-of-mind 
association with border security but as something a few mentioned which took on a broader 
resonance with other participants. This was particularly evident in Saint Stephen, New 
Brunswick, where participants said the opioid epidemic had spread amongst many in their area 
from States like New Hampshire and Maine, where the problem was particularly acute.     
 

The really obvious one we haven’t mentioned is Fentanyl, I don’t think 
much of it, if any is produced here. 

 

The one thing I continue to be concerned about it the influx of drugs that 
happens through the ports. It seems like there’s definitely certain deals 
that have been struck that allow the ports to continue trafficking drugs 
and we have a huge drug problem that is now on the taxpayers to deal 
with. 

 

3.11. Views on the Balance between Security and Efficiency 
 
In view of concerns about border security and the opinion that some other countries have far 
more stringent security measures than Canada does, participants were asked whether they felt 
that Canada’s approach to border security struck the right balance between security, on one 
hand, and the efficient movement of people and goods across the border on the other.  
 
Most participants felt that Canada had struck the right balance, in their view. However, this was 
usually accompanied by the understanding that border security was – at best – imperfect. The 
risks posed by imperfect border security were seen by most as being more tolerable than an 
alternate scenario in which far more stringent security measures caused significantly slower 
movement across the border.  
 

It feels like the right balance. That balance between expediency and 
security that I’m looking for. I recognize the need for security coming 
back; maybe more so in today’s world. 

 

To make any significant improvement you’re talking about a lock-down 
and then we’re having a whole different discussion. 
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When looking at ports for example, hundreds of thousands of containers 
go through ports everyday, they check less than one tenth of one percent 
of them. I have to feel okay about that, because otherwise it would grind 
to a halt if they even did one percent, I mean it is extremely time 
consuming. 

 

I think everyone wants to see something done about fentanyl, I would 
jump out of my chair if I saw something like ‘let’s build a wall between 
China and Canada, stop all the sea ships!’ That would just be ridiculous. 

 
The comments on maintaining balance with respect to border security were typically oriented 
towards efficiency. A few, however, did understand the balance as one of security versus 
personal liberties.  
 

I feel we’re kind of on the cutting edge of this. Being Canada, we pour 
millions, maybe even more into border security, we study policies, we 
consult with other countries, so I mean what more can we do that’s not 
going to further infringe upon our rights? 

 
While most felt the balance between border security on one hand and efficiency (or personal 
liberties) on the other was appropriate, this was not to suggest that more resources spent on 
border security would be inappropriate. Several mentioned feeling that Canada’s border was 
understaffed and that the officers lacked the sort of weaponry and technology that seemed 
commonplace at border crossings into other countries. While not often identified as a crucial or 
pressing priority, investing in border security was seen by many as means of addressing these 
shortcomings. Moreover, spending more money on border security was not necessarily seen as 
upsetting the balance between security and efficiency, but more often as a way to improve 
both security (by deploying better technology, for example) and efficiency (by employing more 
border officers).  
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3.12. Cooperation with the United States 
 
Few participants expressed unalloyed support for the idea that Canada should cooperate more 
closely with the United States on border security. Most participants expressed concerns ranging 
from mild to extreme concerns about the privacy of Canadians’ personal information if it was 
provided to the United States. For some, it was a matter of principle that Canada should not 
share its citizens’ personal information. For others, it had more to do with concerns about the 
overbearing nature of the United States’ approach to national security and a fundamental lack 
of trust in the leadership of the United States.  
 

My concern is cooperating with anyone who’s overly paranoid. 

 

If something is called a national security threat, then it should be known 
by its international partners, I’m completely in agreement with that. But 
to have her (an average citizens’) personal data swapped from one 
country to the other without permission or authority is completely 
wrong. 

 

I have no real respect for what the CIA has done or the FBI has done in 
the United States, which is why I’m proud to live in Canada is because I 
haven’t seen violation of privacy abroad and internally the way the US 
has done it. So, given the nature of those agencies, having access to 
Canadian citizens information... they create turmoil abroad, they get 
inside other countries and create disharmony and chaos for their own 
national reasons, I don’t trust them at all. 

 
While some agreed with limited cooperation on clear threats to the security of either nation, 
questions were raised about what further information sharing was required in view of the fact 
that U.S. border security gathers information about travelers crossing its border from Canada.  
 

They already gather information about Canadians when they swipe our 
passports. What else do they need to know? 
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3.13. The Role of Technology at the Border  
 
During the groups, several participants said that Canada could benefit from improved 
technology in its approach to border security. While this view was widely shared, it was not 
typically seen as a panacea. Many participants made the point that better technology without 
adequate human intelligence wouldn’t do much to help border security.  
 

My concern is that we’re moving towards technology. We’ve survived as 
a species for 75000 years because of intuition. We can tell when 
someone is lying, and if you trust that gift we’ve had. I’d sooner have a 
guard, some person interviewing every person coming into this country. 

 

While the machines can make things more efficient and faster it also 
eliminates that face to face interaction where you can pick up 
identifiable body language, different things that can be behavioural that 
can be identified to alert a threat. 

 
The best uses of technology, many said, lay in data gathering and analysis that could identify 
suspicious purchases and travel habits more readily than a human being could. Moreover, one 
participant said that machine-driven techniques didn’t come with the sort of racial biases that 
might compromise the judgement of a border officer.  
 

I think the machines provide way more accurate data than any face to 
face, that’s where we get racial profiling. 

 

Machines can track travel patterns and recent trip history… They have 
more information than a border guard could on his own. 

 
Others pointed to the ability of machines to collect and analyse biometric data, ranging from 
fingerprints and retinal scans, to readings of body temperature, pupil dilation, heart rate and 
other possible indicators of suspicious activities.  
 

Machines are creepy. They can read your body temperature, pupil 
dilation, sweat… They can tell more about a person than any human 
could.  

 
A few pointed out that technology was not iron-clad and could potentially be hacked, 
compromising its security value in ways that human beings could not be compromised.  
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Others said that while technology could help a great deal, it wasn’t clear that Canada either had 
the technology or that it was making the best use of the technology available to it.  
 

The whole reason why we got RFID chips in our passports was to make 
scanning much easier, so I don’t understand the concept of scanning the 
bar code on the bottom of the passport, just read the information on the 
chip. 
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4. Phase 3: In-Depth Interviews 

4.1.  Overall impressions of the CBSA 
 
All of the participants interviewed in the research were aware of CBSA, and in most cases have 
regular dealings with the agency through various points of contact. Only participants 
representing importers described a more distant relationship with the Agency, mediated by 
customs brokers who deal with CBSA on their behalf. 
 
In general, participants say they have found the CBSA to be respectful and professional in the 
course of their interactions with the Agency. Overall, most participants expressed satisfaction 
with the job that the agency does.  
 

Our questions are complex, not easy to resolve.  The CBSA people are 
top-notch. I can’t say anything negative about them. They are very 
responsive and do the best they can within the structure they have to 
operate in. Some go the extra mile and really try to find a solution. 

 

Yes, I think I’m overall satisfied. As a general rule, I think all of us CB (we 
all know each other and get along even though we’re competitors) are 
overall satisfied.  If we weren’t, we would go crazy. 

 
Despite a general level of satisfaction, many participants pointed to instances where they had 
negative experiences with the Agency. These rarely involved cases where behaviour was 
interpreted as disrespectful or unprofessional, although a couple of participants had examples 
of this type. More often, participants described difficulties getting service from CBSA on an 
individual basis, in a timely fashion and from knowledgeable staff.  
 

Just this morning one of my staff had an issue at Pearson and they were 
not treated with respect. But this is rare and doesn’t happen at the 
senior levels.  

 
 
 Many said that contacting CBSA to resolve issues often required patience and being passed 
through to CBSA staff who were knowledgeable enough to answer their questions. But 
accessing the right person within the organization was identified as a distinct challenge.  
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It’s not easy. Depending on the issue it can be very difficult to get the 
right person. Organizational charts are not up to date. Lots of people 
moving in and out of positions. The online government directory (GEDS) 
is not up to date. Lots of acting positions. It’s is a very big challenge. 

 
 

4.2.  Human Resources at the CBSA 
 
Participants identified a variety of human resources issues that, in their view, represent 
challenges the CBSA faces. As stakeholder opinions, these may or may not reflect conditions 
within the Agency but were mentioned very frequently during the discussions. The issues raised 
included perceptions that CBSA has a high rate of staff turnover, that the Agency is 
understaffed, that the Agency is unable to deliver adequate resources during periods of peak 
demand and that there is regional inconsistency in the services received.  
 

Staff Turnover 
 
Many participants pointed to staff turnover at CBSA as a particular challenge across the 
organization – both at the specific ports and points of entry as well as at the senior levels in 
Ottawa. Those mentioning this said it impacted their dealings with CBSA both at the level of 
program development and implementation as well as at the operational level.  
 
Some mentioned that programs and initiatives would be started but often lose steam as senior 
staff changed and deprioritized earlier initiatives in favor of others. Others said there seemed to 
be a lack of knowledge across the agency. Where staff once spent an entire career with the 
Agency, a few participants mentioned that today they seemed to be moving into CBSA from 
other parts of government and often lacked specific experience in the issues and challenges the 
Agency faces.    
 

People need to stay longer at CBSA. There’s huge turnover at senior 
levels which means no continuity or follow-through on projects and 
initiatives. Why? In my humble opinion, it’s because they shuffle within 
government. So new people aren’t coming in with specific competencies.  

 

CBSA used to be a career but people don’t stick around these days. They 
used to have top-to-bottom knowledge because people started in a 
lower position and moved up the ranks. 
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Understaffing 
 
Along with high staff turnover, participants also pointed to understaffing as a problem. In their 
view, participants said that CBSA didn’t have the manpower to deliver on a challenging 
mandate that includes security concerns, revenue generation and expediting the movement of 
people and goods across the border. In a few cases, participants said the underutilization of 
technology exacerbated the problem (see “Paper Burden” below).  
 

With respect to compliance mandates, security and smuggling, CBSA is 
under supported and lacks critical resources. They have a large mandate 
and they’re always at a shortage. They’re underfunded.  

 
A few participants pointed to conflicting elements of CBSA’s mandate as an impediment to 
building capacity, efficiency and maintaining continuity. In particular, some said the security 
side of the mandate meant recruiting people less oriented towards the aspect of facilitating the 
movement of goods and people across the border.  
 

CBSA doesn’t have enough resources to do the job. They have a revenue 
aspect (collecting duties). But they also have a service aspect; they 
should be there to facilitate the movement of goods. They aren’t great at 
this service aspect. 

 

CBSA is recruiting in law enforcement, and not people with other skills 
who get to move up into policy work. There are less women. So, training 
for the commercial aspect of the job has been negatively affected. The 
organisation has changed. These dynamics have not been addressed in 
the most positive ways. 

 
 

Resources at Peak Times 
 
Another challenge mentioned by several participants was with respect to dealing with busy 
periods in the year, particularly around holidays and vacation season when tourist traffic is 
high. Despite the predictable nature of these peak periods, participants said the CBSA seemed 
to be incapable of responding to them with additional resources.  
 

They’re generally pretty good, but could be better. There are known 
events, like March break, Christmas and sporting events, when they 
should be prepared to deal with higher volume and have more lanes 
open, but they aren’t and don’t and it causes delays.  
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At the bridges in southern Ontario, traffic always gets backed up during 
the surge in summer tourism. The management of resources is clearly a 
challenge. They just can’t seem to scale up as they need to do. 

 

Regional Differences and Inconsistency 
 
A few participants pointed to regional differences in service. One participant mentioned very 
different approaches to issues taken in different regions across the country. Another 
mentioned differences in approach based on different levels of traffic.   
 

It varies by region. In regions like Emerson, Winnipeg, North Portal, we 
have very good contacts at CBSA who are service-focused, and we get 
answers quickly. In other areas (Windsor, Sarnia, Pacific Highway), we 
have less success and it’s harder to reach someone. That’s mainly 
because of much higher volume in those places.  

 

For the most part, issues are resolved fairly quickly. But there always 
seem to be things they can’t do anything about because there are 
regional disparities between East, West and Central. They do things 
differently. They shouldn’t, but they do because of a lack of staffing (at 
border, in the offices and on the primary inspection lines) and because of 
differences in interpretation. 

 

4.3.  Contacting CBSA through the BIS Line 
 
Most participants, but especially the customs brokers, were aware of the Border Information 
Service telephone line. While the industry association representatives and those representing 
importers were unlikely to have direct experience using the BIS line, nearly all of the customs 
brokers had used it at least once.  
 
In their view, the BIS line typically represented a barrier between them and the person they 
needed to speak to with enough knowledge to answer their question. In this respect, the BIS 
line was seen as a symptom of the understaffing at the Agency. From this perspective, where it 
was once easier to call and connect with an individual, the BIS line slowed things down as a 
response to overburdened staff.  
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I use their help line, the “BIS” line, and sometimes email to get answers 
to questions or to give them more details so they can reply to our 
questions. Before, say 30-35 years ago, I was able to speak to staff at the 
counter at the port level. We don’t have a dialogue one-on-one 
anymore, which is not a good thing. 

 

Via the BIS line, you usually get referred to someone who has the 
knowledge… As custom brokers, we have a lot of knowledge and 
experience, so we already did our research and looked at the regs and 
are looking for an interpretation. Our questions are not easy; we already 
know the answer to the easy questions. So, having direct contact with 
someone at the port level or at HQ would be more helpful to us than a 
general BIS line. 

 

Yes, used it (BIS line) reluctantly. Ultimately, I did get an answer; but 
there are so many telephone prompts to get to an agent; then that 
person will triage the issue and that whole process takes time. 

 

4.4.  Communications and Consultations  
 
While interacting with CBSA on day-to-day issues was often seen as difficult, communications 
and outreach activities with industry initiated by CBSA were typically described in positive 
terms.   
 
Examples of positive outreach by CBSA included committees the Agency convenes with 
stakeholders. (One example mentioned was the Border Commercial Consultative Committee, 
while a few others mentioned involvement on committees without naming these.)  
 

I think that the Agency does a good job reaching out to stakeholders and 
seeking input and feedback… they have a formal structure whereby they 
establish working groups and broad representation. 

 

The freight forwarders that we represent have a good solid opportunity 
to engage with the Agency at the senior policy level. From a 
communications perspective it’s important to have a framework and 
they do and it works. Through that framework we’re charged to get 
feedback from our members, so it’s a pretty good channel. 
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While positive towards CBSA’s outreach efforts in general, participants pointed to areas where 
these efforts could be improved. These comments typically suggested that while the outreach 
efforts were welcome, CBSA could still do more to understand the particular needs of specific 
types of industry stakeholders and that it should do more to leverage the expertise that 
stakeholders bring to the table.  
 

I’m satisfied overall, but my only complaint is that CBSA is out of touch 
with what goes on in reality from a business perspective. But when they 
are engaged, they are engaged.  

 

CBSA needs to work more closely with the brokerage community. Rather 
than deregulate (which will open too many loopholes), they need to keep 
a control on compliance. Making things simpler and faster doesn’t 
always meet broad goals of safety, security and revenue.  

 

The Agency could improve its communication, but they have done a lot 
in the past few years. Marine used to be very underrepresented; the 
focus was on land (trucks and rail), but much of the world’s cargo comes 
in via vessel. CBSA has recognized this in the past few years. There is now 
a marine specific working group. So, they’ve done a lot. It is a good 
relationship. 

 
Communications with CBSA staff in Ottawa (at the “policy” level, in the words of one 
participant) were typically seen as very productive. Often these comments were made in 
contrast with communications on day-to-day issues, which were seen as more challenging.  
 

I’m part of a committee and so I meet with CBSA every two or three 
months. So, my experience is different than others; it’s unique. My 
relationship with CBSA is quite good.  

 

4.5.  New Programs and Initiatives  
 
While communications and consultations with CBSA were generally described in positive terms, 
the implementation of programs and initiatives – the reason many said they were in 
communications with the Agency –  was seen as problematic by many participants.  
 
As indicated in the section above dealing with human resource issues, perceptions that there is 
a high rate of turnover among senior staff within the Agency was seen as negatively impacting 
the continuity and consistency of program delivery.  



EKOS Research Associates, 
Inc.  
 53 

There is so much turnover at CBSA. They start new projects, but these 
take tons of time, and when the staff changes, the Agency loses 
momentum. We need CBSA to have continuity. And to listen to us 
(customs brokers) so we can do this together. We’ve been here for a very 
long time, but CBSA brings new people who don’t have the knowledge 
and the experience.  

 
Apart from issues around staff turnover and continuity, participants also said the Agency could 
improve on the transparency of its communications around new programs and initiatives. More 
information about implementation dates and progress updates were mentioned. Several 
participants also said that priorities seemed to shift frequently and that deadlines were set, but 
not met, making it harder for them to know how to respond.  
 

We need to have a clear understanding of where things stand and how 
they’re moving forward to prepare. In order to communicate you need to 
have the details down solidly. You can’t have a communications 
campaign when things are changing on a daily basis. 

 

CBSA does do solid things with some committees; but they need to share 
the plan, engage customs brokers, carriers and warehouse operators, 
and then follow through.  

 

A lot of new initiatives are coming out at the same time. Often they 
don’t always come to fruition. Staff changes and the replacements don’t 
follow through. Sometimes they say this initiative will take 6 months, but 
it takes 18 months. So, they lose credibility. 
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The Electronic House Bills Initiative 
 
Participants mentioned a few programs as specific examples of the challenges they had 
encountered. Among these was the delayed implementation of the Electronic House Bills 
portion of the eManifest initiative.  
 

The e-house bill part of eManifest was supposed to launch in 2014. Then 
it was really, really supposed to happen in 2017. But the law got 
changed in 2016 and now we don’t have a date. It was supposed to solve 
the paperwork problem, but it’s made matters worse because they don’t 
have the staff they need to do the paperwork because they reduced their 
headcount based on the bill being implemented. So, now we have this 
gap. We have to get five pieces of paper stamped and then keyed 
manually into the system. So, everything gets backlogged and everybody 
is unhappy. 

 

Roughly 98% of our shipments are done electronically, so it’s very 
smooth. But the other 2% are done manually on paper. It takes a very 
long time and it isn’t very efficient. On those 2% of manual shipments, 
we need predictability because people expect a smooth process 
regardless how its processed.  

 

It’s 2018. It’s crazy that we’re still doing these things on paper.  
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Other Initiatives 
 
A few participants mentioned the Single Window initiative, which is an effort to simplify border 
issues involving agencies other than CBSA (i.e., Health Canada, Agriculture and Agri-food 
Canada, etc.). While most participants raising the issue supported the concept of CBSA acting as 
an “ambassador” for other parts of government, they said the process remains cumbersome.  
 

Things get difficult when subject to other government requirements 
beyond the CBSA. The Agency is supposed to act as ambassador at the 
border for other agencies, but it hasn’t been smooth.  

 

CBSA needs to operate a “single window” to handle the reporting 
requirements for different government agencies. It would streamline 
reporting and avoid duplication. It’s gone live now, but there have been 
a lot of issues. So, we’re going back to an old mechanism because this 
new initiative isn’t working as efficiently as it could or should be. 

 
A few others mentioned the CARM (Customs Account Revenue Management system) project as 
a major development that has been in limbo. While hopeful, they are skeptical about the 
implementation of it.   
 

The CARM initiative fell apart, but has been revitalized. We’re waiting to 
see. We don’t really know the scope of the project. 

 

4.6.  E-Commerce 
 
When asked about emerging issues confronting the way their industry deals with CBSA, 
participants most often mentioned the growth in e-commerce as the biggest issue resulting in a 
far higher volume of goods crossing the border with the same expectations with respect to 
security, revenue collection and efficiency. In view of the pressures that CBSA faces in 
delivering on its mandate while understaffed, they see the growth in e-commerce as something 
the Agency may not be equipped to deal with. 
 

There are 100 million shipments coming in through internet, post office, 
UPS, etc. It’s very different today than before. It’s all about speed. Plus, 
the volume has increased tremendously. So, it’s increased pressure on 
CBSA. I don’t see a solution. 
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CBSA wants to maintain high standards of compliance and efficiency but 
with e-commerce the two are at odds. As volume goes up, compliance 
goes down. There just so many goods entering the country, CBSA can’t 
deal with it all.  

  

4.7. Use of Technology 
 
Advancements in technology was also mentioned as an emerging area of concern, with several 
participants saying that CBSA seemed to be lagging behind. Using RFID chips to scan passports 
was mentioned as something CBSA seemed to be lagging behind in doing. Block chain 
technology (which is what underlies the transfer and use of crypto currencies) was also 
mentioned as an emerging technology that could provide an “un-hackable” means of tracking 
shipments from vendor, to customs to the purchaser. It’s unclear, though, whether CBSA will be 
poised to take advantage of the technology.  
 

CBSA should make better use of better newer technology like RFID (radio 
frequency ID). CBSA should petition Passport Canada to use RFID. For 
example, the United States has passport cards which allow a quicker 
processing time to expedite traffic and increase flow.  

 
 

4.8.  Standards and Service 
 
Most participants, apart from importers, were familiar with service standards that CBSA had 
put forward. Among these, commercial release times were seen as a service standard that was 
typically met (with goods typically clearing in under an hour). Other standards, though, were 
seen to lag behind. Customs rulings and commercial adjustments were said to take far longer 
than the standard of 90 days.   
 

With respect to getting goods through, it’s very good. Quick and efficient 
compared to other countries; release times are very prompt. 

 

Yes, I’m aware of service standards, but I’m not sure if there is a follow 
up to ensure that they are met. I don’t think that the CBSA holds 
themselves to a high enough standard. 
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The time frame for a customs ruling is 120 days. For processing refund 
claims it’s 90 days. But CBSA doesn’t adhere to them. So, we (customs 
brokers) don’t pay much attention to them. We just use them as a 
‘general rule.’  

 

CBSA is behind on their decision-making on trade appeals. And that 
delay is posted on website. If there was greater dialogue (probably a 
resource issue) that could help decrease delays in decision-making. 

 
 

4.9.  Expense of Inspections 
 
Customs brokers and participants representing importers both mentioned the high costs 
incurred when shipments are selected for inspection. In instances when CBSA requires an 
examination, the importer bears the additional handling and storage costs incurred. Depending 
on the circumstances, this can be very expensive in addition to the delays.   
 

For example, if a marine container is referred to an exam by CBSA in 
there are a few steps to follow… vent the container… the work that’s 
done to prep it for examination done by industry. 

 

CBSA wants to inspect, but don’t bear the costs of the inspection. They 
get passed on to the industry. 

 

I’ve had stuff stopped at the border and they’ve wanted to get inside the 
container and had zero response from them. I’ve found the more you 
poke them, the worse it is. When we got the container back two weeks 
later there was an $8k bill for storage. We’ve been importing the same 
stuff for 10 years, I get the need – I watch Border Control – but it’s hard 
on a small importer. 

 
 

 

  



EKOS Research Associates, 
Inc.  
 58 

4.10. Use of Customs Brokers 
 
Nearly all the participants representing import businesses said they use customs brokers on a 
regular basis. In many cases, importers had long-standing relationships with their customs 
brokers or, alternatively, used a customs broker assigned to them by one of the major shipping 
companies (i.e., DHL, Federal Express, etc.). None of the importers were familiar with any 
particular requirements of customs brokers in terms of having a license, and the selection of a 
broker was often based on recommendations from other businesses.  
 

I’ve been doing this for 28 years, always with the same customs broker. 
We’ve never had any major issues apart from the odd delay from an 
inspection. In those cases it takes three or four months and instead of a 
$200 fee it’s more like $2000. But this only happens once every three 
years.  

 

I’ve been with my broker for more than 15 years. Others are cheaper, but 
the money is well spent. 

 
For their part, customs brokers were eager to convey the value they provide both to the 
customers they serve and as partners with CBSA who bring deep experience to the table during 
consultations. In light of this, several felt there ought to be an easier, more direct approach for 
customs brokers to contact CBSA with problems and also quicker turnaround times for customs 
ruling.  
 

Customs brokers play a valuable role in the process. Most importers are 
wholly dependent on us. Leaving importers to their own devices is a very 
poor option. We keep the wheels on the bus, and keep the process 
rolling. In return, we need better access and faster turnaround on 
rulings. 
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Appendix A: Detailed Methodology 
 
To accomplish the research objectives, EKOS conducted three phases of research: 

 Phase 1: A quantitative phase of survey research among the general public; 

 Phase 2: A qualitative phase of focus groups among the general public; 

 Phase 3: A qualitative phase involving one-on-one interviews with professional 
associations and businesses involved in moving goods and people into and out of 
Canada.  

 
This section provides the detailed methodology for the three phases of research.  
 

Phase 1: Quantitative Research 
 
During the quantitative research, EKOS conducted 2,310 telephone interviews with Canadian 
adults between November 30 and December 13, 2017. The interviews took, on average, 21 
minutes to complete. The overall sample of n=2,310 obtains a +/-2.0 percentage point margin 
of error (calculated at a 95% confidence interval). 
 
The sample consisted of a core sample of n=2,000 general public adults with an oversample of 
n=310 individuals who had travelled outside of Canada within the past two years. In total, the 
sample included n=1,194 respondents who had travelled outside of Canada within the past two 
years.  
 
Method of Sample Selection 
Respondents were identified through a dual-frame approach wherein n=2,010 respondents 
were interviewed on landline telephones and identified through random digit dialling, while 
n=300 respondents were interviewed on cellphone and randomly identified through a 
nationwide database of cellphone exchanges. The dual frame approach was intended to 
improve the representativeness of the data overall and, in particular, increase the proportion of 
younger Canadians within the sample.  
 
Weighting  
The data were weighted to reflect the proportions of the general public by region, age and 
gender as per the 2016 Census. In addition, the oversample of travellers outside of Canada was 
also weighted to reflect the proportion of this audience within the overall population.  
 
The table below shows the bases and percentages of respondents within the sample both on an 
unweighted and weighted basis across the major demographic groups.  
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Base % Base %

British Columbia 316 14% 317 14%

Alberta 259 11% 258 11%

Saskatchewan 73 3% 69 3%

Manitoba 82 4% 81 4%

Ontario 881 38% 884 38%

Quebec 537 23% 540 23%

New Brunswick 52 2% 50 2%

Nova Scotia 62 3% 62 3%

Prince Edward Island 10 0% 9 0%

Newfoundland 35 2% 35 2%

Yukon 1 0% 1 0%

NWT 0 0% 0 0%

Nunavut 2 0% 2 0%

18-34 705 31% 631 27%

35-54 775 34% 787 34%

55+ 829 36% 891 39%

Male 1244 54% 1123 49%

Female 1066 46% 1187 51%

High school or less 546 24% 564 24%

Post Secondary 995 43% 1005 44%

University degree or higher 756 33% 728 32%

DK/Refused 13 1% 13 1%

Less than $60,000 1025 44% 1058 46%

$60,000 to $120,000 679 29% 652 28%

$120,000 or more 332 14% 313 14%

DK/Refused 274 12% 286 12%

Visible Minority 231 10% 224 10%

Aboriginal 100 4% 100 4%

Disabled 349 15% 357 15%

None 1679 73% 1679 73%

DK 16 1% 16 1%

English 1594 69% 1590 69%

French 504 22% 508 22%

Other 210 9% 210 9%

Born in Canada 2024 88% 2026 88%

Born Abroad 281 12% 279 12%

Unweighted Weighted

In
co

m
e

Ed
u

ca
ti

o
n

Id
e

nt
it

y
La

n
g

u
a

g
e

O
ri

g
in

P
ro

v
in

ce
A

g
e

G
e

n
de

r



EKOS Research Associates, 
Inc.  
 61 

Response Rate 
 
The following table provides the empirical response rate calculation published by the Market 
Research and Intelligence Association's (MRIA). It is based on the call dispositions recorded 
during the fieldwork.  
 

Total Numbers Attempted 29991 

Invalid  61 

NIS, fax/modem, business/non-res. 49 

Unresolved (U) 7302 

Busy, no answer, answering machine 2434 

In-scope - non-responding (IS) 19940 

Language problem 49 

Refusal 6327 

Qualified respondent break-off 13564 

In-scope - Responding units (R) 2639 

Completed interviews 2311 

Inelligible 328 

Response Rate = R/(U+IS+R) 8.8% 

 
 
Non-response Bias 
 
The comparison between the unweighted and weighted samples show that only slight weights 
were required to balance the unweighted sample to Census proportions based on region, age 
and gender. Other areas of non-response bias that can impact findings include education and 
income levels. The low overall response rate suggests the potential for a bias insofar as there 
may be differences between respondents who will and will not answer a survey which are not 
reflected in the major demographic categories.   
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Phase 2: Focus Groups 
 
Following the survey research, a series of 12 focus groups were conducted between February 
26 and March 19, 2018. Two groups were conducted in each of six centres nationwide, 
including:   

 Vancouver; 

 Calgary; 

 Toronto; 

 Montreal (conducted in French); 

 Windsor, Ontario; and,  

 Saint Stephen, New Brunswick.  
 
The groups were segmented on the basis of whether participants tended to return from abroad 
via land or air. The segmentation by location is indicated in the table below:   
 

    Segmentation by Group 
Location Date 5:30 to 7:30pm 7:30 to 9:30 pm 

Vancouver Feb. 26 Air crossers  Air crossers 

Calgary Feb. 27 Land crossers Air crossers 

Toronto Feb. 28 Air crossers Air crossers 

St. Stephen, NB Mar. 7 Land crossers Land crossers 

Montreal Mar. 8 Land crossers Land crossers 

Windsor, ON Mar. 12 Land crossers Land crossers 

 
Each group lased between 1.5 and 2 hours. Participants were paid an incentive of $75 in 
recognition of their time. Wherever possible, the focus groups were conducted in professional 
research facilities. In Windsor, Ontario, and Saint Stephen, New Brunswick, the groups were 
conducted in hotels. Audio-visual recordings were conducted in each location. 
 
Ten participants were recruited to each group in order to allow for a few no-shows per group. 
In all, 101 participants took part in the discussions with the size of groups ranging from 5 
participants to 10 participants.  
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Phase 3: In-depth Interviews 
 
In order to sound out businesses that have frequent dealings with CBSA, EKOS conducted 35 
interviews with industry stakeholders. These included: 

 Interviews with senior representatives of industry associations (10 interviews were 
conducted with these participants). 

 Interviews with customs brokers (10 interviews were conducted with these 
participants). 

 Interviews with importers (15 interviews were conducted with these participants).   
 
The interviews were completed between March 19-30. All were conducted by telephone. 
Participants were offered incentives of $150 in thanks for their time (33 accepted; 2 refused).  
 
Each interview took between 30 and 45 minutes to complete. The interview guide consisted of 
open-ended questions designed to allow participants to fully express their views on the issues.  
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Appendix B: Phase 1 Questionnaires 

English Questionnaire 
INTRO 
Hello, my name is ... and I'm calling from EKOS Research Associates. We are conducting a 15-
minute survey on behalf of the Government of Canada. It is totally voluntary and all responses 
will be kept strictly confidential. We are talking to people 18 years and over who are Canadian 
citizens or permanent residents of Canada. May I begin? 
 
*** IF ASKED ABOUT CLIENT -- This study is being sponsored by the Government of Canada, and 
I will be happy to tell you which Agency, once we are a little further into the interview, if you 
are interested. 
 
GENDER 
DO NOT ASK 
Record gender of respondent 
Male    
Female    
 
SCRN 
Do you or any members of your immediate family work in any of the following areas? 
Border services - thank and terminate  
The federal government - thank and terminate  
Policing - thank and terminate  
No - continue with the survey    
(DO NOT READ) DK/NR - need to determine eligibility so thank and terminate  
 
  



EKOS Research Associates, 
Inc.  
 65 

AWARENESS OF GOC ACTIONS 
 
A1 
Do you recall hearing about any actions that the Government of Canada has taken to 
strengthen security and safety at Canada's borders in the past year? 
Yes, clearly    
Yes, vaguely    
No     
(DO NOT READ) DK/NR    
 
A2 
[IF A1= 1 OR 2] 
What actions do you recall hearing about? 
OPEN 
(DO NOT READ) DK/NR   
 
VIEWS ON BORDER MANAGEMENT AND SECURITY 
 
B1 
Please rate the degree to which you agree or disagree with the following statement using a 7 
point scale where 1 means you strongly disagree, 7 means you strongly agree and the mid-point 
4 means you neither agree nor disagree. 
 
I feel that the Canada-U.S. border is more secure now than FIVE years ago. 
1 Strongly disagree    
2     
3     
4 Neither agree nor disagree    
5     
6     
7 Strongly agree    
(DO NOT READ) DK/NR    
 
B2 
Compared to the United States, do you think Canada does better, worse, or about the same on 
border management? 
Better    
Worse    
About the same    
(DO NOT READ) DK/NR    
 
B3 
[SKIP IF B2=DK] 
What is the main reason why you think that? 
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OPEN 
(DO NOT READ) DK/NR    
 
READ STATEMENT 
Every day, over 250,000 travellers enter Canada by air, land or water. Billions of dollars’ worth 
of goods also enter the country on a daily basis. 
 
B4 
How concerned are you that some of the people or goods entering Canada could threaten the 
safety and security of Canadians? Please use a 7-point scale where 1 is not at all concerned, 4 is 
somewhat concerned, and 7 is very concerned? 
1. Not at all concerned    
2     
3     
4. Somewhat concerned    
5     
6     
7. Very concerned    
(DO NOT READ) DK/NR    
 
B5 
[IF B4= 4-7, ASK B5] 
What type of threat are you most concerned about? 
OPEN-ENDED; ACCEPT ONLY ONE RESPONSE 
(DO NOT READ) DK/NR    
 
AIDED AND UNAIDED AWARENESS OF CBSA 
C1 
To the best of your knowledge, is there a single department or agency of the Government of 
Canada that has primary responsibility for managing Canada's borders? 
Yes, I know there is one    
Yes, I would imagine there would be one    
No     
(DO NOT READ) DK/NR    
 
C2 
[IF C1= 1] 
What is the name of that department or agency? 
DO NOT READ LIST; ACCEPT ONE RESPONSE 
Canada Border Services Agency (CBSA)    
Canada Customs and Revenue Agency (CCRA)    
Canada Customs    
Customs and Excise    
Customs and Immigration    
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Inspection    
Other (specify)   
(DO NOT READ) DK/NR   
 
READ STATEMENT  
[IF C2= 1] 
That is correct. The Canada Border Services Agency or CBSA was created in 2003. 
 
C3 
[SKIP IF C2= 1] 
The Canada Border Services Agency or CBSA was created in 2003. Have you heard of this 
organization? 
Yes, definitely    
Yes, vaguely    
No     
(DO NOT READ) DK/NR    
 
C4 
[IF C2=1 OR C3=1-2, ASK C4] 
How did you FIRST hear or learn about the CBSA? 
OPEN, ACCEPT ONE RESPONSE  
(DO NOT READ) DK/NR    
 
C5 
Based on what you know, what are the MAIN responsibilities of the CBSA? 
 
DO NOT READ LIST; ACCEPT MULTIPLE RESPONSES 
Manage people entering Canada    
Manage goods entering Canada    
Collect duties and taxes    
Stop illegal goods entering/leaving Canada    
Stop prohibited food, plant and animal products entering Canada 
Detain people who may be a threat to Canada    
Remove people who are not allowed to be in Canada    
Stop the smuggling of guns and drugs    
Seize goods or vehicles 
Examining postal packages/parcels  
Protecting the border   
Other (specify)   
(DO NOT READ) DK/NR   
 
C6 
And have you ever seen, read or heard any information DIRECTLY FROM the CBSA? 
Yes, definitely    
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Yes, vaguely    
No     
(DO NOT READ) DK/NR    
 
C7 
[IF C6=1-2, ASK C7] 
What did you see, read, or hear? 
DO NOT READ LIST; ACCEPT MULTIPLE RESPONSES 
Web site    
Publications    
Advertisements    
Events and seminars    
Exhibits    
Online Border Information Services    
Border Watch toll-free line 
Social Media (such as Facebook, Twitter, Instagram)    
Other (specify)   
(DO NOT READ) DK/NR   
 
INFORMATION SOURCES 
D1 If you needed to find information about crossing the border or a CBSA program or service, 
how would you go about obtaining it? Would you be most likely to ... 
go to the CBSA Web site    
send an email to the CBSA    
call the CBSA's toll free number    
go to a CBSA office    
send a letter to the CBSA    
(DO NOT READ) Other, specify   
(DO NOT READ) DK/NR    
 
D2 
Have you personally ever done any of the following in order to get information about crossing 
the border or about a CBSA program or service? Have you ever...? 
READ LIST; CHOOSE ALL THAT APPLY 
contacted the CBSA by telephone    
contacted the CBSA by email    
contacted the CBSA in person    
visited the CBSA Web site 
watch the television series Border Security: Canada’s Front Line    
(DO NOT READ) None of the above   
(DO NOT READ) DK/NR   
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D3 
[SKIP IF D2=5-6] 
Did you get the information you were looking for? 
Yes     
No     
(DO NOT READ) DK/NR    
 
AWARENESS OF PROGRAMS MAKING IT EASIER TO CROSS 
 
E1 
Are you aware of any specific initiatives, activities, or programs that make it easier for people or 
goods to cross the Canada-U.S. border? 
Yes, clearly    
Yes, vaguely    
No     
(DO NOT READ) DK/NR    
 
E2 
[ASK IF E1=1-2] 
Can you name any of these? 
DO NOT READ LIST; ACCEPT MULTIPLE RESPONSES 
[PROGRAMS] 
NEXUS    
The Free and Secure Trade program (FAST)    
CANPASS suite of programs  
Remote Area Border Crossing (RABC) 
Pilot Project for remote travelers in remote areas – Quebec (PPTRA-Q) 
Asia-Pacific Economic Cooperation Business Travel Card (ABTC)     
 
[APPLICATIONS] 
Smart Border Declaration    
Advance Commercial Information (ACI)    
Advance Passenger Information / Passenger Name Record (API/PNR)    
CanBorder app 
Border Wait Times app 
Border Alerts 
eDeclaration app 
 
Other (specify)   
(DO NOT READ) DK/NR 
 
 
 
E3 



EKOS Research Associates, 
Inc.  
 70 

Are you a member of any of the following programs? 
READ LIST; CHOOSE ALL THAT APPLY 
NEXUS 
The Free and Secure Trade Program (FAST)  
CANPASS 
(DO NOT READ) None of the above 
(DO NOT READ) DK/NR 
 
***IF ASKED: NEXUS is a program to expedite border clearance for pre-approved travellers into 
Canada and the U.S., F.A.S.T is a joint Canada-U.S. initiative that supports moving pre-approved 
eligible goods across the border and CANPASS is also a program that streamlines customs and 
immigration clearance for low-risk, pre-screened travellers. 
 
E4 
[SKIP IF E1 OR E2=1] 
NEXUS is a joint Canada-United States program that simplifies border crossings for pre-
approved travellers entering Canada and the U.S. by air, land or sea. Before this survey, had you 
ever heard of NEXUS? 
Yes, clearly    
Yes, vaguely    
No    
(DO NOT READ) DK/NR    
 
E5 
Would you say that you support or oppose this type of program? Would that be strongly or 
somewhat? 
Strongly support    
Somewhat support    
(DO NOT READ) Neither support nor oppose    
Somewhat oppose    
Strongly oppose    
(DO NOT READ) DK/NR    
 
EXPERIENCE TRAVELLING ABROAD 
F1 
Have you ever travelled to another country either by plane, car, boat or any other method? 
Yes     
No     
(DO NOT READ) DK/NR    
 
[IF F1=2-3 SKIP SECTION] 
 
F2 
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In the past FIVE years, approximately how many times have you travelled to another country, 
either by plane, car, boat or any other method? 
ENTER NUMBER FROM 1-99 OR MORE 
(DO NOT READ) Never 
(DO NOT READ) Don’t know    
 
F3 
When was the last time you travelled outside of Canada? 
READ LIST 
Within the last 6 months    
6 months to a year ago    
More than a year, but less than 2 years ago    
More than 2 years ago    
(DO NOT READ) DK/NR    
 
F4 
From which country did you return on your LAST trip? 
OPEN-ENDED 
(DO NOT READ) DK/NR   
 
F5 
And how did you RETURN to Canada on your last trip? Was it ... ? 
READ LIST 
by car    
by airplane    
by bus    
by boat/ship    
by train    
by truck    
(DO NOT READ) Other (specify)   
(DO NOT READ) DK/NR   
 
F6 
Was this trip for personal or business reasons? 
Business reasons    
Personal reasons    
(DO NOT READ) Both    
(DO NOT READ) DK/NR    
 
[READ STATEMENT] 
Travelers interact with Canada Border Services Officers when entering Canada. These officials 
are different from the people who screen your luggage when entering an airport terminal and 
from the U.S. Customs Officials who operate in several Canadian airports to admit travelers 
heading to the United States.   
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F7 
Still thinking about your last trip, how much interaction would you say you had with the Border 
Services Officers when coming BACK INTO Canada? Would you say ... 
almost no interaction    
some interaction    
a lot of interaction    
(DO NOT READ) DK/NR    
 
F8 
Did this interaction take place in your official language of choice? 
Yes     
No     
(DO NOT READ) DK/NR    
 
F9 
Overall, how would you rate this EXPERIENCE? Would you say very positive, positive, negative, 
very negative, or neither positive nor negative? 
Very positive    
Positive    
Neither positive nor negative    
Negative    
Very negative    
(DO NOT READ) DK/NR    
 
F10 
And how would you rate this experience WHEN COMPARED TO THE LAST COUNTRY YOU 
ENTERED? Would you say much better, better, worse, much worse, or no different? 
Much better    
Better    
No different    
Worse    
Much worse    
(DO NOT READ) DK/NR    
 
F11 
Have you ever been searched or taken aside for further questioning when returning to Canada? 
[**NOTE - if asked, pertains to search of person, luggage or vehicle.] 
Yes - searched    
Yes - taken aside for further questioning    
Yes - both searched and taken aside for further questioning    
No     
(DO NOT READ) DK/NR    
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F12 
[IF F11=1-3] 
Do you feel that this was conducted in a respectful manner? 
Yes     
No     
(DO NOT READ) DK/NR    
 
 
VIEWS OF THE CBSA 
 
READ STATEMENT 
I am now going to read you a number of descriptions and ask you to rate which one best 
describes your IMPRESSION of the Canada Border Services Agency (CBSA). 
 
G1 
What is your impression of the CBSA ... 
on a scale where 1 is not at all courteous, 7 is very courteous, and the mid-point 4 is neither 
1 Not at all courteous    
2     
3     
4 Neither    
5     
6     
7 Very courteous    
(DO NOT READ) DK/NR    
 
G2 
What is your impression of the CBSA... 
on a scale where 1 is they do not treat all travellers crossing the border equally, 7 is they treat 
all travellers crossing the border equally and the mid-point 4 is neither 
1 They do not treat all travellers crossing the border equally    
2     
3     
4 Neither    
5     
6     
7 They treat all travellers crossing the border equally    
(DO NOT READ) DK/NR    
 
G3 
[IF G2=1-3, ASK G3] 
What are some of the reasons why you think that the CBSA DOES NOT treat all travellers 
crossing the border equally? 
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OPEN-ENDED; ACCEPT UP TO THREE RESPONSES 
(DO NOT READ) DK/NR   
 
G4 
What is your OVERALL IMPRESSION of the Canada Border Services Agency? Would you say it is 
positive or negative? Would that be strongly or somewhat? 
Strongly positive    
Somewhat positive    
(DO not read) Neither positive or negative    
Somewhat negative    
Strongly negative    
(DO NOT READ) DK/NR    
 
CONFIDENCE IN CBSA 
READ STATEMENT 
As you may know, the Canada Border Services Agency or CBSA is responsible for a number of 
activities including identifying and stopping inadmissible people and illegal goods from entering 
Canada, collecting duties and taxes on goods being brought into Canada, and detaining and 
removing people who are not allowed to be in Canada. 
 
H1 PREAMBLE 
How would you rate your level of confidence in the following activities of the CBSA? Please use 
a 7-point scale where 1 means "no confidence,” 7 means "highest confidence,” and the mid-
point 4 means "moderate confidence.” 
 
H1_1 
How much confidence do you have in the CBSA to identify and stop dangerous people before 
they enter Canada? 
 
H1_2 
How much confidence do you have in the CBSA to identify and stop illegal goods such as drugs 
and guns before they enter Canada? 
 
H1_3 
How much confidence do you have in the CBSA to identify and stop illegal immigrants before 
entering Canada? 
  
H1_4 
How much confidence do you have in the CBSA to identify and stop human trafficking? 
[**NOTE: if asked, human trafficking is people - mostly women and children - being transported 
against their will across international borders and forced to work in low-paying and unsafe 
jobs.] 
 
H1_5 
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How much confidence do you have in the CBSA to apply the right balance between securing the 
border and protecting the privacy rights of individuals? 
 
H1_6 
How much confidence do you have in preventing potential terrorists from crossing the border? 
 
1.No confidence    
2     
3     
4.Moderate confidence    
5     
6     
7.Highest confidence    
(DO NOT READ) DK/NR    
 
CBSA PRIORITIES 
 
I1 PREAMBLE 
Part of the CBSA's mandate is to prevent various dangerous or criminal elements from entering 
the country. Which of the following do you think the CBSA should place more emphasis on in 
terms of preventing entry to Canada? ... or ...? 
 
 
I1 _1 
Illegal goods such as guns   
 
I1 _2 
Counterfeit goods such as fake medical supplies and substandard electrical goods  
  
I1 _3 
Risks to health and safety such as viruses    
 
I1 _4 
Threats to the food supply such as mad cow disease    
 
I1 _5 
Individuals with serious criminal records or members or criminal organizations    
 
I1 _6 
Individuals carrying fraudulent identity documents    
 
I1 _7 
Illegal immigrants    
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I1 _8 
Human trafficking  
 
I1 _9 
Illegal goods such as drugs 
 
I1 _10  
Illegal goods such as child pornography   
(DO NOT READ) DK/NR  
 
DEMOGRAPHICS 
 
READ STATEMENT 
Now I have a few more questions to be used for statistical purposes only. As a reminder, your 
responses are confidential.  
 
DEMO1 
Do you have an up-to-date Canadian passport? 
Yes     
No     
(DO NOT READ) DK/NR    
 
DEMO2 
What is the language that you first learned at home in childhood and still understand? 
 DO NOT READ LIST 
 English 
 French 
 Specify 
 DK/NR 
 
DEMO3 
Which of the following types best describes you and your current household? 
One person, living alone    
Single, with child/children under 18    
Single, without children, living with roommate(s)    
Single, without children, living with family/ parents    
A married or common-law couple, without children    
A married or common-law couple, with children <18    
A married or common-law couple, with other family (i.e., parents, adult children)   
Other (please specify)   
(DO NOT READ) DK/NR    
 
DEMO4 
What is the highest level of schooling that you have completed? 
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Some high school or less    
High school graduate    
Some college    
Community/Technical college or CEGEP graduate    
Private college graduate    
Some university    
Bachelor's degree    
Graduate degree    
(DO NOT READ) DK/NR    
 
DEMO5 
Which of the following categories best describes your CURRENT employment status? 
Self-employed    
Employed full-time    
Employed part-time    
Seasonally employed    
Term/casual employed    
Unemployed    
Student/Attending school full-time    
Retired    
Not in work force/Full-time homemaker    
Disability / sick leave    
Other (please specify)   
(DO NOT READ) DK/NR    
 
DEMO6 
What is your annual HOUSEHOLD income from all sources before taxes? 
<$30,000    
$30,000-$39,999    
$40,000-$49,999    
$50,000-$59,999    
$60,000-$79,999    
$80,000-$99,999    
$100,000-$119,999    
$120,000 or more    
(DO NOT READ) DK/NR    
 
DEMO7 
In what year were you born?  
 
[IF DEMO7 = REFUSE, ASK DEMO8] 
 
DEMO8 
May I place your age into one of the following general age categories? 
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Under 25    
25-34 years    
35-44 years    
45-54 years    
55-64 years    
65-74 years    
75 years or older    
(DO NOT READ) DK/NR    
 
DEMO9 
In what country were you born? 
DO NOT READ LIST 
Canada 
Other (Specify) 
DK/REF 
 
DEMO10 
Do you consider yourself to belong to any of the following groups?  
READ LIST, CHOOSE ALL THAT APPLY 
A member of a visible minority    
An Aboriginal person    
A person with a disability    
(DO NOT READ) None   
(DO NOT READ) DK/NR   
 
THANK 
Thank you for your cooperation and time! 
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French Questionnaire 

 
  

INTRO 
Bonjour. Je m'appelle... et je travaille pour les Associés de recherche EKOS. Nous faisons un 

sondage de 15 minutes pour le compte du gouvernement du Canada. Vous êtes tout à fait libre 
d'y participer et toutes vos réponses seront traitées de manière absolument confidentielle.. 
Nous nous adressons à des personnes de 18 ans et plus qui sont des résidents permanents du 
Canada. Puis-je commencer? 
 
*** SI ON DEMANDE QUI EST LE CLIENT: L'étude est parrainée par le gouvernement du Canada 

et je vous donnerai avec plaisir des précisions un peu plus tard au cours de l'entrevue, si cela 
vous intéresse. 

 
GENDER 
NE PAS DEMANDER 
Inscrire le sexe du répondant 

Homme   
Femme   

 
SCRN 
Est-ce que vous travaillez ou qu'un membre de votre famille immédiate travaille dans l'un ou 
l'autre des domaines suivants?  

Services frontaliers - remercier et terminer  
Le gouvernement fédéral - remercier et terminer  
La police - remercier et terminer  
Non - poursuivre le sondage    
(NE PAS LIRE) Je ne sais pas / Pas de réponse - besoin d'établir l'admissibilité, donc 
remercier et terminer 

 
AWARENESS OF GOC ACTIONS 
 
A1 
Vous souvenez-vous d'avoir entendu parler de mesures prises par le gouvernement du Canada 
pour améliorer la sécurité et la sûreté à la frontière canadienne dans la dernière année? 

Oui, nettement   
Oui, vaguement   
Non     

(NE PAS LIRE) JNSP/PDR  
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A2 
[IF A1= 1 OR 2] 

De quelles activités vous rappelez-vous avoir entendu parler? 

OUVERTE 
(NE PAS LIRE) JNSP/PDR   

 

VIEWS ON BORDER MANAGEMENT AND SECURITY 
 

B1 
Dites-moi s'il vous plaît dans quelle mesure vous êtes d'accord ou en désaccord avec l'énoncé 

suivant, selon une échelle de 7 points où 1 signifie que vous êtes fortement en désaccord, 7, 

tout à fait d'accord et le point milieu, 4, ni d'accord ni en désaccord. 
 

Je crois que la frontière canado-américaine est plus sécuritaire maintenant qu'il y a CINQ ans. 

1 Fortement en désaccord    
2     

3     

4 Ni d'accord ni en désaccord    
5     

6     

7 Tout à fait d'accord    
(NE PAS LIRE) JNSP/PDR    

 

B2 
Comparativement aux États-Unis, trouvez-vous que le Canada fait mieux, pire ou à peu près 

pareil en ce qui concerne la gestion de ses frontières? 

Meilleure    
Pire   

A peu près la même   
(NE PAS LIRE) JNSP/PDR    

 

B3 
[SKIP IF B2=DK] 

Quelle est la principale raison pour laquelle vous pensez cela? 

OUVERTE 
(NE PAS LIRE) JNSP/PDR    

 

LIRE L'ÉNONCÉ : 
Tous les jours, plus de 250,000 voyageurs pénètrent au Canada par la voie aérienne, terrestre ou 

maritime. Des milliards de dollars de marchandises sont également expédiées quotidiennement 

au Canada. 
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B4 
Dans quelle mesure êtes-vous inquiet de ce que des personnes ou des marchandises qui 

pénètrent au Canada puissent menacer la sécurité et la sûreté des Canadiens? Veuillez 

répondre selon une échelle de 7 points où 1 signifie pas du tout inquiet, 4, assez inquiet et 7, 
très inquiet? 

1. Pas du tout inquiet    

2     
3     

4. Assez inquiet    
5     

6     

7. Très inquiet    
(NE PAS LIRE) JNSP/PDR    

 

B5 
[IF B4= 4-7, ASK B5] 

De quelle sorte de menace êtes-vous le plus inquiet? 

OUVERTE; ACCEPTER UNE SEULE REPONSE 
(NE PAS LIRE) JNSP/PDR    

 

AIDED AND UNAIDED AWARENESS OF CBSA 
C1 

A ce que vous sachiez, y a-t-il un ministère ou une agence du gouvernement du Canada qui a à 

lui seul ou à elle seule la principale responsabilité de gérer les frontières canadiennes? 
Oui, je sais qu'il y en a un ou une   

Oui, j'imagine qu'il y en a un ou une    

Non  
(NE PAS LIRE) JNSP/PDR    

 
C2 

[IF C1= 1] 

Comment s'appelle ce ministère ou cette agence? 
NE PAS LIRE LA LISTE; ACCEPTER UNE SEULE REPONSE 

Agence des services frontaliers du Canada (ASFC)    

Agence des douanes et du revenu du Canada (ADRC)   
Douanes Canada    

Douanes et Accise  

Douanes et Immigration    
Inspection    

Autre réponse (préciser) 

(NE PAS LIRE) JNSP/PDR   
 

LIRE L'ÉNONCÉ 
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[IF C2= 1] 
C'est correct. L'Agence des services frontaliers du Canada ou ASFC a été créée en 2003. 

 

C3 
[SKIP IF C2= 1] 

L'Agence des services frontaliers du Canada ou ASFC a été créée en 2003. Avez-vous entendu 

parler de cette organisation? 
Oui, certainement    

Oui, vaguement 
Non    

(NE PAS LIRE) JNSP/PDR    

 
C4 

[IF C2=1 OR C3=1-2, ASK C4] 

Comment avez-vous appris ou entendu parler pour la PREMIERE fois de l'ASFC? 
OUVERTE, ACCEPTER UNE SEULE REPONSE 

(NE PAS LIRE) JNSP/PDR    

 
C5 

D'après ce que vous en savez, quelles sont les PRINCIPALES responsabilités de l'ASFC? 

 
NE PAS LIRE LA LISTE; ACCEPTER LES RÉPONSES MULTIPLES 

Gérer les personnes qui pénètrent au Canada   

Gérer les marchandises qui pénètrent au Canada   
Percevoir les droits et taxes    

Empêcher les marchandises illégales de pénétrer au Canada/quitter le Canada  

Empêcher des produits alimentaires, végétaux et animaux prohibés de pénétrer au 
Canada 

Arrêter les personnes pouvant constituer une menace pour le Canada   
Renvoyer les personnes n'ayant pas le droit de se trouver au Canada   

Empêcher la contrebande d'armes à feu et de drogues    

Saisir des marchandises ou des véhicules 
Examen d'envois postaux et de colis 

Protection de la frontière  

Autre réponse (préciser)  
(NE PAS LIRE) JNSP/PDR   

 

C6 
Et avez-vous déjà vu, lu ou entendu de l'information provenant DIRECTEMENT de l'ASFC? 

Oui, certainement   

Oui, vaguement  
Non    

(NE PAS LIRE) JNSP/PDR 
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C7 
[IF C6=1-2, ASK C7] 

Qu'est-ce que vous avez vu, lu ou entendu? 

NE PAS LIRE LA LISTE; ACCEPTER LES RÉPONSES MULTIPLES 
Site web    

Publications   

Publicité  
Événements et séminaires 

Expositions    
Services d'information frontalière en ligne    

Ligne sans frais de surveillance frontalière 

Médias sociaux (comme Facebook, Twitter ou Instagram) 
Autre réponse (préciser)  

(NE PAS LIRE) JNSP/PDR   

 
INFORMATION SOURCES 

D1 Si vous deviez trouver des renseignements sur la façon de traverser la frontière ou sur un 

programme ou service de l'ASFC, comment tenteriez-vous de l'obtenir? Est-ce que vous seriez 
le plus susceptible... 

]de visiter le site Web de l'ASFC?  

d'envoyer un courriel à l'ASFC?  
d'appeler le numéro sans frais de l'ASFC?    

de vous rendre à un bureau de l'ASFC?   

d'envoyer une lettre à l'ASFC?  
(NE PAS LIRE) Autre réponse (préciser)   

(NE PAS LIRE) JNSP/PDR    

 
D2 

Avez-vous personnellement fait l'une des choses suivantes pour obtenir de l'information sur la 
façon de traverser la frontière ou sur un programme ou service de l'ASFC? Avez-vous déjà...? 

LIRE LA LISTE; ACCEPTER LES RÉPONSES MULTIPLES 

communiqué avec l'ASFC par téléphone   
communiqué avec l'ASFC par courriel   

communiqué avec l'ASFC en personne    

visité le site Web de l'ASFC 
regardé la série de télévision Border Security: Canada's Front Line   

(NE PAS LIRE) Aucune de ces réponses  

(NE PAS LIRE) JNSP/PDR  
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D3 
[SKIP IF D2=5-6] 

Avez-vous trouvé l'information que vous recherchiez? 

Oui     
Non     

(NE PAS LIRE) JNSP/PDR    

 
AWARENESS OF PROGRAMS MAKING IT EASIER TO CROSS 

 
E1 

Êtes-vous au courant d'initiatives, d'activités et de programmes particuliers qui facilitent le 

passage des personnes ou des marchandises à la frontière canado-américaine? 
Oui, nettement    

Oui, vaguement   

Non     
(NE PAS LIRE) JNSP/PDR    

 

E2 
[ASK IF E1=1-2] 

Pouvez-vous en nommer? 

NE PAS LIRE LA LISTE; ACCEPTER LES RÉPONSES MULTIPLES 
[PROGRAMMES] 

NEXUS    

Le Programme d'expéditions rapides et sécuritaires (EXPRES)   
L'ensemble de programmes CANPASS 

Le Passage à la frontière dans les régions éloignées (PFRE) 

Le Projet pilote pour les voyageurs en régions éloignées – Québec (PPVRE-Q) 
La Carte de voyage d'affaires de la Coopération économique de la zone Asie-Pacifique 

(APEC)     
 

[APPLICATIONS] 

La Déclaration sur la frontière intelligente    
Information préalable sur les expéditions commerciales (IPEC)  

Information préalable sur les voyageurs / Dossier du passager (IPV/DP)    

L'application CanBorder 
L'application Border Wait Times 

Le Service d'alertes frontalières 

L'application mobile de Déclaration électronique 
 

Autre réponse (préciser)  

(NE PAS LIRE) JNSP/PDR 
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E3 
Êtes-vous membre de l'un ou l'autre des programmes suivants? 

LIRE LA LISTE; ACCEPTER LES RÉPONSES MULTIPLES 

NEXUS 
Le programme Expéditions rapides et sécuritaires (EXPRESS) 

CANPASS 

(NE PAS LIRE) Aucune de ces réponses 
(NE PAS LIRE) JNSP/PDR 

 
***SI ON LE DEMANDE : NEXUS est un programme conçu pour accélérer le passage à la 

frontière tant canadienne qu'américaine des voyageurs préautorisés, EXPRES est une 

initiative conjointe canado-américaine qui facilite le déplacement transfrontalier de 
biens admissibles préautorisés et CANPASS est également un programme qui facilite les 

formalités des douanes et de l'immigration pour les voyageurs à faible risque. 

 
E4 

[SKIP IF E1 OR E2=1] 

NEXUS est un programme conjoint Canada-États-Unis pour simplifier le passage à la frontière 
de voyageurs pré autorisés présentant peu de risque qui pénètrent au Canada et aux É.-U. par 

la voie aérienne, terrestre ou maritime. Avant le présent sondage, aviez-vous entendu parler de 

NEXUS? 
Oui, nettement   

Oui, vaguement   

Non    
(NE PAS LIRE) JNSP/PDR    

 

E5 
Diriez-vous que vous êtes pour ou contre ce genre de programme? Est-ce fortement ou plutôt? 

Fortement pour    
Plutôt pour   

(NE PAS LIRE) Ni pour ni contre   

Plutôt contre   
Fortement contre    

(NE PAS LIRE) JNSP/PDR    

 
EXPERIENCE TRAVELLING ABROAD 

F1 

Êtes-vous déjà allé dans un autre pays, que ce soit en avion, en voiture, en bateau ou par un 
autre moyen? 

Oui     

Non     
(NE PAS LIRE) JNSP/PDR 



EKOS Research Associates, 
Inc.  
 86 

 
  

[IF F1=2-3 SKIP SECTION] 
F2 

Au cours des CINQ dernières années, combien de fois environ êtes-vous allé dans un autre pays, 

que ce soit en avion, en voiture, en bateau ou par un autre moyen? 
Entrer un numéro de 1 à 99 

(NE PAS LIRE) Jamais/Pas au cours des 5 dernières années 

(NE PAS LIRE) Je ne sais pas / Pas de réponse   
 

F3 
A quand remonte la dernière fois que vous avez voyagé à l'extérieur du Canada? 

LIRE LA LISTE 

Dans les 6 derniers mois   
Il y a entre 6 et 12 mois    

Il y a plus d'un an mais moins de 2 ans   

Il y a plus de 2 ans   
(NE PAS LIRE) JNSP/PDR    

 

F4 
De quel pays proveniez-vous lors de votre DERNIER voyage? 

OUVERTE 

(NE PAS LIRE) JNSP/PDR   
 

F5 

Et comment êtes-vous RENTRÉ au Canada lors de votre dernier voyage? Est-ce...? 
LIRE LA LISTE 

en voiture    

en avion    
en autobus   

en bateau/navire   
en train   

en camion   

(NE PAS LIRE) Autre réponse (préciser)   
(NE PAS LIRE) JNSP/PDR   

 

F6 
Ce voyage était-il pour des raisons personnelles ou par affaires? 

Par affaires    

Raisons personnelles   
(NE PAS LIRE) Les deux   

(NE PAS LIRE) JNSP/PDR    

 
[LIRE L'ÉNONCÉ] 
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Les voyageurs interagissent avec des agents des services frontaliers du Canada quand ils entrent 
au pays. Ces agents sont différents de ceux qui procèdent au triage de vos bagages lorsque vous 

entrez dans le terminal d'un aéroport et des agents douaniers américains qui travaillent dans 

plusieurs aéroports canadiens pour autoriser des voyageurs à entrer aux États-Unis. 
 

F7 

Toujours à propos de votre dernier voyage, combien d'interaction avez-vous eue avec les 
agents des services frontaliers lorsque vous êtes RENTRE au Canada? Diriez-vous...  

presque pas d'interaction   
un peu d'interaction    

beaucoup d'interaction    

(NE PAS LIRE) JNSP/PDR    
 

F8 

Cette interaction s'est-elle passée dans la langue officielle de votre choix? 
Oui     

Non     

(NE PAS LIRE) JNSP/PDR    
 

F9 

De façon générale, comment qualifieriez-vous cette EXPERIENCE? Diriez-vous qu'elle a été très 
positive, positive, négative, très négative ou ni positive ni négative? 

Très positive    

Positive    
Ni positive ni négative  

Négative    

Très négative   
(NE PAS LIRE) JNSP/PDR    

 
F10 

Et comment qualifieriez-vous cette expérience PAR RAPPORT AU DERNIER PAYS OU VOUS ETES 

ALLE? Diriez-vous bien meilleure, meilleure, moins bonne, bien moins bonne ou sans 
différence? 

Bien meilleure    

Meilleure   
Sans différence    

Moins bonne  

Bien moins bonne   
(NE PAS LIRE) JNSP/PDR 
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F11 
Avez-vous déjà été fouillé ou mené à l'écart pour interrogatoire au moment de rentrer au 

Canada? [**NOTE - si on le demande, il s'agit de la fouille d'une personne, de bagages ou d'un 

véhicule.] 
Oui - fouillé    

Oui - mené à l'écart pour interrogatoire    

Oui - les deux, fouillé et mené à l'écart pour interrogatoire    
Non     

(NE PAS LIRE) JNSP/PDR    
 

F12 

[IF F11=1-3] 
Trouvez-vous que cela s'est fait de manière respectueuse? 

Oui     

Non     
(NE PAS LIRE) JNSP/PDR    

 

 
VIEWS OF THE CBSA 

 

LIRE L'ÉNONCÉ 
Je vais maintenant vous lire quelques descriptions et vous demander laquelle correspond le 

mieux à votre IMPRESSION de l'Agence des services frontaliers du Canada (ASFC). 

 
G1 

Quelle est votre impression de l'ASFC sur une échelle où 1 signifie pas du tout courtoise, 7, 

courtoise et le point milieu, 4, ni l'un ni l'autre 
1 Pas du tout courtoise    

2     
3     

4 Ni l'un ni l'autre    

5     
6     

7 Courtoise    

(NE PAS LIRE) JNSP/PDR    
 

G2 

Quelle est votre impression de l'ASFC sur une échelle où 1 signifie qu'elle ne traite pas tous les 
voyageurs qui passent la frontière sur un pied d'égalité, 7, qu'elle traite tous les voyageurs qui 

passent la frontière sur un pied d'égalité et le point milieu, 4, ni l'un ni l'autre 

1 Elle ne traite pas tous les voyageurs qui passent la frontière sur un pied  d'égalité 
2     

3 
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4 Ni l'un ni l'autre   
5     

6     

7 Elle traite tous les voyageurs qui passent la frontière sur un pied d'égalité  
  

(NE PAS LIRE) JNSP/PDR    

 
G3 

[IF G2=1-3, ASK G3] 
Quelles sont certaines des raisons pour lesquelles vous trouvez que l'ASFC ne traite PAS tous les 

voyageurs qui passent la frontière sur un pied d'égalité? 

OUVERTE; ACCEPTER JUSQU'À TROIS RÉPONSESS 
(NE PAS LIRE) JNSP/PDR   

 

G4 
Quelle est votre IMPRESSION GENERALE de l'Agence des services frontaliers du Canada? Diriez-

vous qu'elle est positive ou négative? Est-ce fortement ou plutôt? 

Fortement positive  
Plutôt positive   

(NE PAS LIRE) Ni positive ni négative    

Plutôt négative   
Fortement négative   

(NE PAS LIRE) JNSP/PDR    

 
CONFIDENCE IN CBSA 

LIRE L'ÉNONCÉ 

Comme vous le savez sans doute, l'Agence des services frontaliers du Canada ou ASFC est 
responsable d'un certain nombre d'activités comme d'identifier les personnes inadmissibles et 

les marchandises illégales et de les empêcher de pénétrer au Canada, de percevoir des droits et 
taxes sur les marchandises ramenées au Canada ainsi que de détenir et de renvoyer les 

personnes qui n'ont pas le droit de se trouver au Canada. 

 
H1 PREAMBLE 

Comment évalueriez-vous votre niveau de confiance dans les activités suivantes de l'ASFC? 

Veuillez répondre selon une échelle de 7 points où 1 signifie "aucune confiance", 7, "la plus 
grande confiance" et le point milieu, 4, "une confiance moyenne". 

 

H1_1 
Quel est votre niveau de confiance dans l'ASFC pour ce qui est d'identifier les PERSONNES 

dangereuses et les empêcher de pénétrer au Canada? 
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H1_2 
Quel est votre niveau de confiance dans l'ASFC pour ce qui est d'identifier les MARCHANDISES 

de contrebande comme les drogues et les armes à feu et les empêcher de pénétrer au Canada? 

 
H1_3 

Quel est votre niveau de confiance dans l'ASFC pour ce qui est d'identifier les immigrants 

illégaux et les empêcher de pénétrer au Canada? 
  

H1_4 
Quel est votre niveau de confiance dans l'ASFC pour ce qui est d'identifier et empêcher la traite 

des êtres humains? [**NOTE : Si on demande ce qu'est la traite des êtres humains: il s'agit de 

personnes - surtout des femmes et des enfants - à qui on fait franchir contre leur gré les 
frontières internationales et qu'on fait travailler de force dans des emplois mal payés et 

dangereux.] 

 
H1_5 

Quel est votre niveau de confiance dans l'ASFC pour ce qui est de trouver le juste équilibre 

entre assurer la sécurité frontalière et protéger le droit à la vie privée des personnes? 
 

H1_6 

Quel est votre niveau de confiance dans la capacité à prévenir de possibles terroristes de 
traverser la frontière? 

 

1.Aucune confiance    
2     

3     

4.Une confiance moyenne    
5     

6     
7.La plus grande confiance   

(NE PAS LIRE) JNSP/PDR    

 
CBSA PRIORITIES 

 

I1 PREAMBLE 
Une partie du mandat de l'ASFC consiste à empêcher divers éléments dangereux ou criminels 

de pénétrer au Canada. Sur lesquels des suivants l'ASFC devrait-elle, selon vous, mettre le plus 

d'accent lorsqu'il s'agit d'empêcher quelqu'un ou quelque chose de pénétrer au Canada? 
 

 

I1 _1 
Les marchandises illégales comme les armes à feu 
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I1 _2 
Les marchandises contrefaites comme les fournitures médicales et les produits électriques non 
conformes aux normes   

I1 _3 
Les risques pour la santé et la sécurité comme les virus    

 
I1 _4 
Les menaces pour l'approvisionnement alimentaire, comme la maladie de la vache folle   

 
I1 _5 

Les individus ayant un lourd dossier criminel ou faisant partie d'une organisation criminelle  
 
I1 _6 

Les individus munis de fausses pièces d'identité   

 
I1 _7 
Les immigrants illégaux   

 
I1 _8 

La traite des êtres humains 

 
I1 _9 
Les marchandises illégales comme les drogues 
 
I1 _10  
Les marchandises illégales comme la pornographie   
(NE PAS LIRE) JNSP/PDR  
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DEMOGRAPHICS 
 

READ STATEMENT 

Nous avons quelques questions supplémentaires qui ne serviront qu'à des fins statistiques. Je 
vous rappelle que vos réponses demeureront confidentielles. 

 

DEMO1 
Avez-vous un passeport canadien en règle? 

Oui     
Non     

(NE PAS LIRE) JNSP/PDR    

 
DEMO2 

Quelle est la langue que vous avez apprise en premier lieu à la maison dans votre enfance et 

que vous comprenez encore ? 
 NE PAS LIRE LA LISTE 

 Anglais 

 Français 
 Autre réponse (préciser) 

 DK/NR 

 
DEMO3 

Laquelle des définitions suivantes correspond le mieux à ce que vous êtes et à votre ménage 

actuel? 
Une personne, vivant seule    

Célibataire, avec enfant(s) de moins de 18 ans    

Célibataire, sans enfant, vivant avec colocataire(s)   
Célibataire, sans enfant, vivant avec membre de la famille/parents  

Couple marié ou en union de fait, sans enfant  
Couple marié ou en union de fait, avec enfant(s) <18 ans    

Couple marié ou en union de fait, avec autres membres de la famille (p. ex., parents, 

enfants adultes)  
Autre réponse (préciser)  

(NE PAS LIRE) JNSP/PDR    

 
DEMO4 

Quel est le plus haut niveau de scolarité que vous avez atteint?  

Un peu d'école secondaire ou moins   
Diplôme d'études secondaires   

Un peu d'études collégiales  

Diplôme d'un collège communautaire/technique ou CEGEP   
Diplôme d'un collège privé    

Un peu d'études universitaires 
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Baccalauréat   
Diplôme d'études supérieures   

(NE PAS LIRE) JNSP/PDR    

 
DEMO5 

Laquelle des catégories suivantes décrit le mieux votre situation d'emploi ACTUELLE? 

Travailleur autonome   
Employé à temps plein 

Employé à temps partiel   
Employé saisonnier   

Employé pour une durée déterminée/occasionnel    

Sans emploi   
Aux études à temps plein   

Retraité   

Pas dans la population active/personne au foyer à temps plein   
En congé d'invalidité/de maladie   

Autre réponse (préciser)  

(NE PAS LIRE) JNSP/PDR    
 

DEMO6 

Quel est le revenu annuel de votre MÉNAGE, de toutes sources et avant impôts?  
<30 000$    

30 000$-39 999$   

40 000$-49 999$    
50 000$-59 999$   

60 000$-79 999$   

80 000$-99 999$   
100 000$-119 999$    

120 000$ ou plus   
(NE PAS LIRE) JNSP/PDR    

 

DEMO7 
Quelle est votre année de naissance? 

 

[IF DEMO7 = REFUSE, ASK DEMO8] 
 

DEMO8 

Puis-je vous situer dans l'un des groupes d'âges suivants? 
Moins de 25   

25 à 34 ans    

35 à 44 ans   
45 à 54 ans   

55 à 64 ans 
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65 à 74 ans    
75 ans ou plus    

(NE PAS LIRE) JNSP/PDR    
 
DEMO9 
Dans quel pays êtes-vous né(e)? 

NE PAS LIRE LA LISTE 
Canada 

Autre réponse (préciser) 
DK/REF 

 
DEMO10 
Est-ce que vous considérez faire partie de l'un ou l'autre des groupes suivants? 

Lire la liste, choisissez toutes les réponses pertinentes 
Minorité visible   
Autochtones   
Personnes handicapées   

(NE PAS LIRE) Aucune de ces réponses  
(NE PAS LIRE) JNSP/PDR   

 

THANK 
Merci beaucoup d'avoir bien voulu répondre à nos questions. 
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Appendix C: Phase 2 Focus Groups Instruments 

English Moderators Guide 
Introduction (10 minutes) 

 Thank you all for joining us for this important conversation.  

 The conversation should last approximately 2 hours.   

 I have a number of questions to ask about issues you may, or may not be, familiar with.  

 No one is expected to be an expert on the things we’ll discuss. We’re looking for your 
honest opinions.  

 As mentioned when we were arranging the discussion groups, we are taking an audio 
and video recording of the conversation and there are a few clients observing. The point 
of recording is only for research notes and report writing – it will not be shared with our 
client. 

 Please note that your participation is confidential and voluntary so you can leave the 
discussion at any point. We have not shared with our client any information that would 
identify you personally. 

 I’d like to have everyone introduce themselves and say a bit about who you are. I’ll 
start… [Round table introductions] 

 
Top of Mind on Border Services (20 mins) 

 Thinking about the last country you visited, can you tell me what the most difficult part of 
getting there was? [PROBE PARTICIPANTS UNTIL YOU HEAR “CROSSING THE BORDER”] 

 Was crossing the border into the country you visited difficult or easy to do?  

 Which was more difficult: crossing the border of the country you travelled to OR 
crossing the border coming home to Canada?  

o How about the United States? Is it easier or harder to cross the border into the United 
States than it is to cross back into Canada? Why easier/harder?  

o What about experiences crossing into other countries? Any that were notably easier or 
harder than returning to Canada? 

o Is there anything you’ve experienced crossing the border into another country that you 
wish Canada would do at its border to make it easier to come home? 

 What made crossing the border back into Canada difficult or easy to do?  

o What difficulties did you encounter crossing the border? What about the process could 
have been better? 
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Experience with Crossing the Border (25 mins)  

 Describe the process of coming back to Canada… 
o … by car. What typically happens when you cross the border in your car? 
o … by air. What typically happens when you pass through a Canadian airport after 

flying in from another country?  
o Does anyone have experience coming into Canada some other way (i.e., on a 

boat)?  
 

 [If not already mentioned:] Does everyone recall speaking to a Canadian border officer 
either at the airport or at the border crossing in your car?  

o How much interaction would you say you had with the border officer when you last 
returned to Canada? 

o Has anyone ever been selected for additional questioning, a search of your belongings 
or both?  

o Has anyone ever had an interaction at the border that wasn’t “routine?”  

o [IF YES:] Can you describe the experience? Did the officers you dealt with during this 
occasion conduct themselves in a professional manner? Were they respectful to you?   

 
[EXERCISE: Ask participants to take a few minutes to write down words that would describe 
the border officers they’ve encountered. Follow with a round table discussion, probing on the 
reason for positive or negative associations.]  

 I’d like you to take a few moments and write down the first things you think of when you think 
about the border officers you’ve encountered. I’d like to get as much from each of you as I 
can…. 

o If you like, please draw a line down the middle of your page and indicate the positive 
associations on the left side and the negative ones on the right side.  

o [Probe for positives:] Courteous? Helpful? Efficient? Professional?  

o [Probe for negatives:] Rude? Officious? Slow? Unprofessional?  

 

 During your recent encounter with a border officer(s), did they communicate with you in your 
language of choice?  

o [If no:] Do you know why you weren’t communicated with in your preferred language? 
Did you request service in your preferred language and not receive it? 

 

 So far as you know, do Border Services officers treat everyone entering Canada equally?  

o What makes you think this? (Is it personal experience, what you’ve heard others say, 
something you heard or read about, or something else entirely?)  

o [If yes:] Do you think that they ever treat people differently? Why or why not?  

o [If no:] What makes you think some people are treated differently than others?  
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o Is it ok for Border Services officers to treat some people differently than others? Why or 
why not? 

 

Familiarity with and Perceptions of CBSA (20 mins) 

 What is the name of the department or agency that oversees border security? [ASK AROUND 
THE TABLE] 

 Had you ever heard of the Canadian Border Services Agency before today? 

o Were you familiar with the name “Canada Border Services Agency?” 

 Apart from crossing the border yourself, can you tell me if you have ever seen, heard or read 
anything about the CBSA?  (If so, what have you heard?) 

 What is it, exactly, that CBSA does? What are they responsible for?  

o Why do they stop and interview travelers like you?  

o What else are they responsible for doing?  

 

[EXERCISE: Pass out the Handout (see appendix below). Ask participants to complete on paper 
on their own, to be followed by a group discussion.] 
[WHEN PARTCIPANTS HAVE COMPLETED THE HANDOUT…] 

 Go around table per each item.  

 Probe on why respondents rated each higher or lower and what, if anything, would improve their 
opinion of CBSA. 

 

Views on Security (20 mins) 

 Do you think Canada’s border is as secure, less secure or about the same as the United States 
border?  

o Go around the table to gather each participants answer first, then discuss.   

o What makes you say Canada’s border is more/less secure than the U.S.?   

 Do you think Canada is safer today than it was 10 years ago or more dangerous? Why?  

o What do you see as the top threats?  

 How important is a secure border to Canada’s overall security?  

o When/If respondents say “it’s very important,” PROBE:  

o Do you worry that crossing the border is too easy? Should it be tighter?   

o Do you think the experience you have at the border, waiting on line and being 
interviewed by an officer, is an essential part of what makes the border secure?  

 Do you think border security is a more important issue today than it was five or 10 years ago? 
Why/Why not?  
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 Which of the following would you say most concerns you when it comes to border security…  

o Terrorists/ Terrorist sympathizers 

o Violent criminals 

o Drugs and/or guns 

o Illegal immigrants (or unvetted refugees) 

o Human trafficking (i.e., people brought to Canada illegally, where many are exploited in 
various ways) 

 

Conclusions (15 mins) 

[EXERCISE: Ask participants to spend a few minutes answering the following question in writing.] 

 Let’s say you wake up in another month or two and see something about the Government of 
Canada’s approach to border security and to the issues we’ve just spent the last while talking 
about. This might be something you see in a newspaper, online, on television or the radio. What 
would you need to hear from the Government of Canada about border security for you to think 
that they are moving in the right direction on these issues?  

 After allowing them 5 minutes or so to answer, briefly review the responses before thanking and 
ending the group.  

  



EKOS Research Associates, 
Inc.  
 99 

French Moderators Guide 
Présentation (10 minutes) 

 Merci à tous de participer avec nous à cette importante discussion.   

 La discussion devrait durer près de 2 heures.   

 J’ai un grand nombre de questions à poser sur des sujets que vous connaissez, ou pas.   

 On ne s’attend pas à rencontrer des experts sur les sujets dont nous discuterons. Nous 
voulons connaître votre opinion sincère.  

 Comme mentionné lors de l’organisation des groupes de discussion, nous faisons un 
enregistrement audio-vidéo de la discussion et quelques clients l’observent. 
L’enregistrement ne sert qu’aux notes de recherche et au rapport écrit ; il ne sera pas 
transmis à notre clientèle. 

 Veuillez prendre note que votre participation demeure confidentielle et libre, ainsi vous 
pouvez quitter le groupe de discussion en tout temps. Nous ne partageons avec notre 
clientèle aucun renseignement qui pourrait servir à vous identifier personnellement.  

 J’aimerais que tout le monde se présente et dise un mot sur lui-même. Je commencerais 
par… [présentations à tour de rôle] 

 
Idée première sur les Services frontaliers (20 min.) 

 Pensez au dernier pays que vous avez visité ; dites-nous ce qui a été le plus difficile pour vous y 
rendre ? [QUESTIONNEZ LES PARTICIPANTS JUSQU’À CE QUE VOUS ENTENDIEZ « FRANCHIR LA 
FRONTIÈRE »] 

 Est-ce que le passage frontalier vers le pays que vous avez visité a été facile ou difficile ?  

 Qu’est-ce qui a été le plus difficile : franchir la frontière du pays où vous voyagiez OU 
franchir la frontière pour revenir au Canada ?    

o Que dire des États-Unis ? Est-il plus facile ou plus difficile de franchir la frontière vers les 
États-Unis que de la franchir pour revenir au Canada ? Pourquoi est-ce plus facile ou 
plus difficile ?  

o Que dire de l’expérience de franchir la frontière vers d’autres pays ? Était-ce beaucoup 
plus facile ou difficile que de retourner au Canada ? 

o Y a-t-il des volets de votre passage frontalier vers un autre pays que le Canada devrait, 
selon vos souhaits, mettre en œuvre à sa frontière pour faciliter le retour au pays ?  

 Qu’est-ce qui rend le passage frontalier vers le Canada difficile ou facile ?  

o Quelles difficultés avez-vous connues en franchissant la frontière ? Que pourrait-on 
améliorer du processus ? 
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Expérience du passage frontalier (25 min.)  

 Décrivez le processus du retour au Canada… 
o … en voiture. Que se passe-t-il habituellement lorsque vous franchissez la 

frontière en voiture ?  
o … par avion. Que se passe-t-il habituellement quand vous passez par un aéroport 

canadien après un vol en provenance d’un autre pays ?   
o Est-ce que quelqu’un a déjà fait l’expérience d’arriver au Canada par un autre 

moyen (par bateau ?)  
 

 [Si non déjà mentionné] Est-ce que quelqu’un se souvient d’avoir parlé à un agent des 
Services frontaliers canadiens à l’aéroport ou à la frontière terrestre en voiture ?  

o Quel a été votre degré d’interaction avec l’agent des Services frontaliers lorsque vous 
êtes revenu au Canada la dernière fois ?  

o Est-ce que quelqu’un a été retenu pour des questions supplémentaires, une fouille de 
ses biens ou les deux ?  

o Est-ce que quelqu’un a déjà eu une interaction à la frontière qui ne relevait pas de la 
« routine » ?  

o [SI OUI] Pouvez-vous décrire l’expérience ? Est-ce que les agents que vous avez 
rencontrés à cette occasion se sont conduits de manière professionnelle ? Ont-ils été 
respectueux envers vous ?   

 
[EXERCICE : demandez aux participants de prendre quelques minutes pour écrire des mots qui 
décriraient les agents des Services frontaliers qu’ils ont rencontrés. Poursuivez avec une 
tournée de discussion, en posant des questions sur les raisons des associations positives ou 
négatives.]  

 J’aimerais que vous preniez quelques minutes et que vous écriviez les premières idées qui vous 
viennent à l’esprit à propos des agents des Services frontaliers que vous avez rencontrés. 
J’aimerais en savoir le plus possible de votre part…  

o Si vous le souhaitez, dessinez une ligne au milieu de votre page et indiquez les 
associations positives sur le côté gauche et les associations négatives sur le côté droit.  

o [Questions pour réponses positive] Courtois ? Serviable ? Efficace ? Professionnel ?  

o [Questions pour réponses négatives] Rude ? Zélé ? Lent ? Non professionnel ?  

 

 Durant votre dernière rencontre avec des agents des Services frontaliers, ont-ils communiqué 
avec vous dans la langue de votre choix ?  

o [Si non] Savez-vous pourquoi ils n’ont pas communiqué avec vous dans la langue de 
votre choix ? Avez-vous demandé des services dans la langue de votre choix sans les 
avoir reçus ? 

 

 Pour autant que vous le sachiez, est-ce que les agents des Services frontaliers traitent toutes les 
personnes qui entrent au Canada également ?   
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o Qu’est-ce qui vous fait penser ça ? (Est-ce une expérience personnelle, quelque chose 
que vous avez entendu dire par les autres, quelque chose que vous avez entendu ou lu, 
ou quelque chose de complètement différent ?)   

o [Si oui] Pensez-vous qu’ils traitent toujours les personnes différemment ? Pourquoi ou 
pourquoi pas ?  

o [Si non] Qu’est-ce qui vous fait penser que certaines personnes sont traitées 
différemment des autres ?  

o Est-il juste que les agents des Services frontaliers traitent certaines personnes 
différemment des autres ? Pourquoi ou pourquoi pas ?  

 

Connaissance et perception relatives à l’ASFC (20 min.) 

 Quel est le nom du ministère ou de l’organisme qui supervise la sécurité frontalière ? [FAITES UN 
TOUR DE TABLE] 

 Aviez-vous déjà entendu parler de l’Agence des services frontaliers du Canada avant 
aujourd’hui ? 

o Connaissez-vous bien le nom « Agence des services frontaliers du Canada ? »  

 À l’exception de votre propre passage frontalier, dites-moi si vous avez déjà vu, entendu ou lu 
de l’information sur l’ASFC? (Si c’est le cas, qu’avez-vous appris ?)    

 Que fait, précisément, l’ASFC ? De quoi est-elle responsable ?  

o Pourquoi les agents arrêtent-ils et interrogent-ils des voyageurs comme vous ?  

o Que doit d’autres sont-ils responsables ?   

 

[EXERCICE : distribuez le sondage (voir l’annexe ci-dessous). Demandez aux participants de 
répondre aux questions de leur côté, et faites suivre d’une discussion en groupe.] 
[QUAND LES PARTICIPANTS ONT RÉPONDU AU SONDAGE…] 

 Faites un tour de table pour chaque article.  

 Demandez pourquoi les répondants ont attribué la cote la plus élevée ou la moins élevée à 
certains sujets et, s’il y a lieu, quel changement pourrait améliorer leur opinion de l’ASFC.   

 

Points de vue sur la sécurité (20 min.) 

 Croyez-vous que la frontière du Canada est aussi sécuritaire, moins sécuritaire ou aussi 
sécuritaire que la frontière des États-Unis ?  

o Faites d’abord un tour de table pour colliger les réponses de chaque participant, puis 
discutez-en.   

o Qu’est-ce qui vous fait penser que la frontière du Canada est plus ou moins sécuritaire 
que celle des États-Unis ?  
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 Croyez-vous que la frontière du Canada est plus sécuritaire ou plus dangereuse 
aujourd’hui qu’il y a 10 ans ? Pourquoi ?  

o Que considérez-vous comme la menace la plus grave ?   

 Dans quelle mesure la sécurité de la frontière est-elle importante pour la sécurité générale du 
Canada ?   

o Quand ou si les répondants disent « c’est très important », DEMANDEZ :  

o Craignez-vous que le passage frontalier ne soit trop facile ? Devrait-il être resserré ?   

o Êtes-vous d’avis que votre expérience de la frontière, soit d’attendre en ligne et d’être 
interrogé par un agent, constitue un volet essentiel des procédures qui rendent la 
frontière sécuritaire ?   

 Croyez-vous que la sécurité aux frontières est un enjeu plus important aujourd’hui qu’il y a cinq 
ou dix ans ? Pourquoi, pourquoi pas ?  

 Lequel des sujets suivants vous préoccupe le plus quand il s’agit de franchir la frontière ?  

o Les terroristes/sympathisants des terroristes 

o Les criminels violents 

o Les drogues et les armes 

o Les immigrants illégaux (ou les réfugiés non contrôlés) 

o Le trafic d’êtres humains (comme des personnes amenées au Canada illégalement, dont 
plusieurs sont exploitées de diverses façons)  

 

Conclusions (15 min.) 

[EXERCICE : demandez aux participants de prendre quelques minutes pour répondre à la question 
suivante par écrit.] 

 Disons que vous vous réveillez dans un mois ou deux et recevez de l’information sur la 
démarche du gouvernement du Canada relative à la sécurité des frontières et aux enjeux dont 
nous venons justement de parler. Il peut s’agir d’informations que vous avez lues dans un 
journal, en ligne, vues à la télévision ou entendues à la radio. Que souhaiteriez-vous apprendre 
du gouvernement du Canada à propos de la sécurité des frontières qui vous ferait croire qu’ils 
sont sur la bonne voie quant à ces enjeux ?  

 Allouez-leur 5 minutes ou plus pour répondre, revoyez brièvement les réponses avant de 
remercier et de dissoudre le groupe.    
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English Screener 
 
Hello, my name is ________________ from EKOS Research. We are conducting a series of focus 
group discussions with Canadians who are 18 years of age or older on behalf of the 
Government of Canada on issues related to Canada and Canadians.  
 
SUITABILITY AND AVAILABILITY 
Are you 18 years of age or older? 
 Yes 
 No [ASK TO SPEAK WITH AN ADULT IN THE HOUSEHOLD] 
 
Would you be available to participate in a focus group during the evening of [DATE AS PER 
LOCATIONS BELOW]?  
 Yes  
 No [THANK AND TERMINATE] 
 
City Date Facility 

Vancouver Monday, Feb. 26, 2018 CRC Research, 1398 West 7 Avenue, Vancouver, BC 

Calgary Tuesday, Feb. 27, 2018 Delta Calgary Downtown, 209 4 Avenue SE, Calgary, AB 

Toronto Wednesday, Feb. 28, 2018 Quality Response, 2200 Yonge Street, Suite 903, Toronto 

St. Stephen, NB Wednesday, March 7, 2018 Winsome Inn 198 King St, St. Stephen, New Brunswick 

Montreal Thursday, March 8, 2018 CRC Research, 1610 Rue Ste-Catherine Ouest, Bureau 411, 
Montreal 

Windsor, ON Monday, March 12, 2018 Holiday Inn & Suites Ambassador Bridge 1855 Huron 
Church Road, Windsor ON 

 
Participating in a focus group will require you to express your thoughts and opinions in a group 
with about 8 to 10 other people. In addition, we may ask participants to read information and 
provide written responses. Does this sound like something you would be comfortable 
participating in?  
 Yes 
 No [THANK AND TERMINATE] 
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CONFIDENTIAL/VOLUNTARY PARTICIPATION/INCENTIVE 
Please note…  
Your participation in the focus group is completely voluntary and will not affect any dealings 
you may have with the Government of Canada.  
The purpose of the research is to understand the opinions and experiences of Canadians - not 
to sell any service or product.  
The sessions will be audio and video recorded for research purposes.  
Representatives of the Government of Canada will also be observing the discussions.  
The information is being collected under the authority of the Privacy Act and other applicable 
privacy laws.  
The full names of participants will not be provided to the government or any other third party.  
The report may include quotations of your comments during the group, but you will not be 
identified by name and no information that could potentially identify you will be reported.  
The session will last between 1.5 and 2 hours. In recognition of your time, we are offering an 
incentive of $75 for your participation.  
 

With all this in mind, I have a few more questions to determine whether you fit the study 
criteria. May I continue? 
Yes 
No [THANK AND TERMINATE] 
 
EXCLUSIONS 
A1. Do you, or does anyone in your household, work in any of the following areas?  (Read list)  
An organization that provides services to immigrants or refugees 
A marketing research firm 
A magazine or newspaper           
An advertising agency or graphic design firm          
A political party           
A radio or television station           
A public relations company           
Federal or provincial government Crown Corporations count as NO           
[IF YES TO ANY, THANK AND TERMINATE] 
 
A2. Sometimes participants are asked to watch videos, read a document and/or write out their 
answers to a questionnaire during the discussion.  Is there any reason why you could not 
participate?   
Yes [THANK AND TERMINATE] 
No 
 
TERMINATE IF RESPONDENT OFFERS ANY REASON SUCH AS SIGHT OR HEARING PROBLEM, A 
WRITTEN OR VERBAL LANGUAGE PROBLEM, A CONCERN WITH NOT BEING ABLE TO 
COMMUNICATE EFFECTIVELY OR IF YOU HAVE ANY OTHER CONCERN AS TO THEIR ABILITY TO 
PARTICIPATE. 
A3. Have you ever taken part in a focus group? 
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Yes (ASK A4-A6)  
No 
 
A4. And when was the last time you attended a discussion group?  
6 months ago or less [THANK AND TERMINATE] 
OR more than 6 months ago 
 
A5. How many times did you attend a discussion group or an in-depth interview in the last five 
years?  
[DO NOT READ LIST] 
Less than 6 times   
6 times or more [THANK AND TERMINATE] 
 
A6. What topics were discussed during the group(s) you attended?  
[IF ANY RELATED TO IMMIGRATION/REFUGEES, THANK AND TERMINATE] 
 

QUALIFIERS AND QUOTAS 
B1. On approximately how many occasions have you returned to Canada from a trip abroad 
within the past three years? Was it…  
 Less than three times  THANK AND TERMINATE 
 More than three times  CONTINUE 
 
B2. And, on approximately how many occasions have you returned to Canada on a flight 
originating in another country?  

Less than three times  ASK B3 
 More than three times  RECRUIT TO AIR CROSSERS 
 
B3. And, on approximately how many occasions have you returned to Canada by car?  

Less than three times  THANK AND TERMINATE 
 More than three times  RECRUIT TO LAND CROSSERS 
 
B4. Would you say that most of your travel abroad has been for business or personal reasons?  
 Business reasons 
 Personal reasons 
 Both [DO NOT READ] 
 
B5. In which of the following age groups do you belong?  
 18 to 35 years  AT LEAST TWO PER GROUP 
 35 to 54 years 
 55 years or older  NOT MORE THAN FOUR IN ANY GROUP 
 
B5. RECORD GENDER 

[PER EACH GROUP OF 10 RECRUITS, ENSURE AN EVEN MIX] 
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OTHER CHARACTERISTICS 
READ STATEMENT: Great! You qualify to participate in the focus group. I just have a few more 
questions…  
 
C1. What is the highest level of education you have attained?  
 
Highschool or less 
Grade 8 or less  
Some high school  
High school diploma or equivalent  
Registered Apprenticeship or other trades certificate or diploma  
College, CEGEP or other non-university certificate or diploma 
University certificate or diploma below bachelors level 
Bachelor's degree 
Post graduate degree above bachelor's level 
Don't know / No answer [PROMPT: We only ask this question to ensure a mix of participants 
based on their education level. Your response and identity remain confidential. IF STILL DK/REF, 
RECORD AND CONTINUE.] 
 
C2. And which of the following ranges reflects your total household income in 2017?  
 

Under $30,000 
$30,000 to $60,000 
$60,000 to $80,000 
$80,000 to $100,000 
$100,000 to $150,000 
$150,000 and over 
REFUSE/DK/NA [PROMPT: We only ask this question to ensure a mix of participants based on 
their income level. Your response and identity remain confidential. IF STILL DK/REF, RECORD 
AND CONTINUE.] 

 
C3. How frequently do you follow news and current affairs (e.g. international, national, regional 
or local)? 
Daily 
Several times each week 
Several times each month 
Rarely 
Never 
Don’t know 
 
C7. Were you born in Canada or did you immigrate here from another country? 
Born in Canada  
Immigrated from another country 
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[IF C7= CODE 2, ASK C8] 
 
C8. In what year did you come to Canada? [RECORD YEAR] 
 
CONFIRMIATION 
Thank you. We would like to invite you to participate in the focus group happening on… 
[DATE/TIME/FACILITY/ADDRESS]. The discussion group will last between 1.5 and 2 hours. 
Refreshments will be provided at the meeting, and you will be paid $75 for your participation.  
 
If you use reading glasses, please bring them as we will ask you to read some materials.  
 
We will call you 24 hours before the group as a reminder. What is the best number to reach 
you? [RECORD TELEPHONE NUMBER] 
 

    Segmentation by Group 

Location Date 5:30 to 7:30pm 7:30 to 9:30 pm 

Vancouver Feb. 26 Air crossers  Air crossers 

Calgary Feb. 27 Land crossers Air crossers 

Toronto Feb. 28 Air crossers Air crossers 

St. Stephen, NB Mar. 7 Land crossers Land crossers 

Montreal Mar. 8 Land crossers Land crossers 

Windsor, ON Mar. 12 Land crossers Land crossers 
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French Screener 
 

 

 
  

Bonjour, je m'appelle ________________ et je travaille pour les Associés de recherche EKOS. Nous menons une série 

de groupes de discussion avec des Canadiennes et Canadiens âgés de 18 ans ou plus sur des questions liées au 

Canada et aux Canadiens pour le compte du gouvernement du Canada. 

 

SUITABILITY AND AVAILABILITY 

Êtes-vous âgé(e) d'au moins 18 ans? 

 Oui 

 Non [DEMANDER À PARLER À UN ADULTE DU MÉNAGE] 

 

Est-ce que vous seriez disponible pour participer à un groupe de discussion le soir du [DATE AS PER LOCATIONS 

BELOW]?  

 Oui  

 Non [REMERCIER ET TERMINER] 

 

    Segmentation par Groupe 

Location Date 

17 h 30 à 19 h 

30 

19 h 30 à 21 h 

30 

Vancouver Fév. 26 Air crossers  Air crossers 

Calgary Fév. 27 Land crossers Air crossers 

Toronto Fév. 28 Air crossers Air crossers 

St. Stephen, NB Mar. 5 Land crossers Land crossers 

Montréal Mar. 7 Land crossers Land crossers 

Windsor, ON Mar. 8 Land crossers Land crossers 
 

Pour participer à un groupe de discussion, vous devez exprimer vos pensées et vos opinions dans un groupe 

comptant de 8 à 10 autres personnes. Aussi, il est possible que nous demandions aux participants de lire de 

l'information et de fournir des réponses écrites. Est-ce qu'il s'agit d'une activité à laquelle vous seriez à l'aise de 

participer? 

 Oui 

 Non [REMERCIER ET TERMINER] 
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METTRE FIN À L'APPEL SI LE RÉPONDANT DONNE UNE RAISON COMME UN PROBLÈME VISUEL OU AUDITIF, UN 

PROBLÈME DE LANGAGE ÉCRIT OU ORAL, UNE PRÉOCCUPATION PAR RAPPORT À SA CAPACITÉ À COMMUNIQUER 

EFFICACEMENT OU SI UNE AUTRE PRÉOCCUPATION VOUS FAIT DOUTER DE SA CAPACITÉ À PARTICIPER. 

A3. Avez-vous déjà participé à un groupe de discussion? 

Oui (DEMANDER A4-A6)  

Non 

 

A4. Quand avez-vous pour la dernière fois participé à un groupe de discussion?  

Il y a six mois ou moins [REMERCIER ET TERMINER] 

OU il y a plus de six mois 

 

A5. Combien de fois avez-vous participé à un groupe de discussion ou à un entretien approfondi au cours des cinq 

dernières années?  

[NE PA LIRE LA LISTE] 

Moins de six fois  

Six fois ou plus [REMERCIER ET TERMINER] 

 

A6. Quels ont été les sujets abordés lors du ou des groupes auxquels vous avez participé?  

[SI UN SUJET EST LIÉ À L'IMMIGRATION OU AUX RÉFUGIÉS, REMERCIER ET METTRE FIN] 

 
QUALIFIERS AND QUOTAS 

B1. Environ combien de fois êtes-vous revenu(e) au Canada d'un voyage à l'étranger au cours 
des trois dernières années? Est-ce... 

 Moins de trois fois è REMERCIER ET TERMINER 

 Trois fois ou plus è CONTINUER 

 

B2. Et environ combien de fois êtes-vous revenu(e) au Canada sur un vol en provenance d'un 

autre pays? 

Moins de trois fois è DEMANDER B3 

 Trois fois ou plus è RECRUTER TO AIR CROSSERS 

 
B3. Et environ combien de fois êtes-vous revenu(e) au Canada en voiture? 

L Moins de trois fois è REMERCIER ET TERMINER 

 Trois fois ou plus è RECRUTER TO LAND CROSSERS 

 

B4. Diriez-vous que la plupart de vos voyages à l'étranger étaient pour affaires ou pour des 

raisons personnelles? 

 Pour affaires 

 Pour des raisons personnelles 

 Les deux [NE PAS LIRE] 
 

B5. Dans lequel des groupes d'âge suivants appartenez-vous?  
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 18 à 34 ans è AT LEAST TWO PER GROUP 

 35 à 54 ans 

 55 ans ou plus è NOT MORE THAN FOUR IN ANY GROUP 

 
B5. ENREGISTRER LE SEXE 

[PAR CHAQUE GROUPE DE 10 RECRUES, ASSUREZ UN MÉLANGE MÊME] 

 
OTHER CHARACTERISTICS 

LIRE L’ÉNONCÉ: Excellent! Vous vous qualifiez pour une participation au groupe de discussion. J'ai quelques questions  

supplémentaires à vous poser. 

 

C1. Quel est le plus haut niveau de scolarité que vous ayez atteint?  

 

 

8e année ou moins 

Études secondaires partielles 

Diplôme d'études secondaires ou l'équivalent 

Apprentissage enregistré ou tout autre certificat ou diplôme d'une école de métiers 

Certificat ou diplôme d'un collège, du CÉGEP ou de tout autre établissement non universitaire 

Certificat ou diplôme universitaire inférieur au baccalauréat 

Baccalauréat 

Diplôme universitaire de deuxième ou troisième cycle (Études supérieures) 

Je ne sais pas / Pas de réponse [EXPLIQUER : Nous ne posons cette question que pour nous assurer d'avoir un 

mélange de participants en fonction de leur niveau d'éducation. Votre réponse et votre identité demeurent 

confidentielles. SI TOUJOURS NSP/REF, ENREGISTRER ET CONTINUER.] 

 

C2. Laquelle des catégories suivantes reflète le revenu total de votre ménage en 2017?  

 

Moins de 30 000 $ 

Entre 30 000 $ et 60 000 $ 

Entre 60 000 $ et 80 000 $ 

Entre 80 000 $ et 100 000 $ 

Entre 100 000 $ et 150 000 $ 

150 000 $ ou plus 

Refus / Je ne sais pas / Pas de réponse [EXPLIQUER : Nous ne posons cette question que pour 

nous assurer d'avoir un mélange de participants aux revenus différents. Votre réponse et 
votre identité demeurent confidentielles. SI TOUJOURS NSP/REF, ENREGISTRER ET 

CONTINUER.] 
 

C3. À quelle fréquence suivez-vous les nouvelles et les affaires courantes (p. ex., internationales, nationales,  

régionales ou locales)? 

Tous les jours 

Plusieurs fois par semaine 
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Plusieurs fois par mois 

Rarement 

Jamais 

Je ne sais pas / Pas de réponse 

 

C7. Êtes-vous né(e) au Canada ou avez-vous émigré ici d'un autre pays? 

Né(e) au Canada  

Immigré d'un autre pays 

 

[SI C7= CODE 2, DEMANDER C8] 

 

C8. En quelle année êtes-vous venu(e) au Canada? [Inscrire l'année] 

 

CONFIRMIATION 

Merci. Nous aimerions vous inviter à participer au groupe de discussion qui aura lieu le... 

[DATE/TIME/FACILITY/ADDRESS]. La discussion de groupe durera entre 1,5 et 2 heures. Des rafraîchissements seront 

offerts et vous recevrez 75 dollars en contrepartie de votre participation. 

 

Si vous utilisez des lunettes de lecture, veuillez les apporter, car nous vous demanderons de lire du matériel. 

 

Nous vous rappellerons ou vous enverrons un courriel un jour avant la tenue de la discussion. Quel est le meilleur 

numéro de téléphone et courriel éléctronique où vous joindre? Pouvons-nous confirmer votre nom? [ENREGISTREZ LE 

NUMÉRO DE TÉLÉPHONE] 

 

    Segmentation by Group 

Location Date 

17 h 30 à 19 h 

30 

19 h 30 à 21 h 

30 

Vancouver Fév. 26 Air crossers  Air crossers 

Calgary Fév. 27 Land crossers Air crossers 

Toronto Fév. 28 Air crossers Air crossers 

St. Stephen, NB Mar. 5 Land crossers Land crossers 

Montréal Mar. 7 Land crossers Land crossers 

Windsor, ON Mar. 8 Land crossers Land crossers 
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Appendix D: Phase 3 In-Depth Interview Guides 

English Guide 
Introduction 
 

 This research is being conducted by EKOS Research Associates on behalf of the 
Government of Canada.  

 The interview should take between 30 and 45 minutes to complete.  

 Your participation in the interview is voluntary and confidential.  

 We never identify you personally or your organization as part of this research.  

 We are recording the interview for the purposes of reporting. After the research is over, 
the recordings are destroyed.  

 
1. Awareness of the CBSA 

 What department or agency of Government is most responsible for securing Canada’s 
borders?  

o [IF CBSA NOT MENTIONED:] Have you ever heard of the Canada Border Services 
Agency or CBSA?  

 

 Generally speaking, how smooth would you say the process of moving people or goods 
into or out of Canada is?  

o Why do you say that?  
 
2. Interacting with CBSA 

 Have you ever had to contact CBSA with a question or issue related to your business?   
 
IF YES:  

o How did you contact the CBSA? 
o Was it easy or difficult to resolve your issue and/or answer your question?  
o Were you treated respectfully? 
o Were the staff you interacted with knowledgeable? 
o Regardless of how the issue was resolved, were you satisfied with the service or 

communications you received from CBSA? 
 

IF NO: 
o If you needed to contact CBSA with a problem or issue related to your business, 

how would you do it? (Do they know how to contact CBSA?) 
 

 Have you ever heard of the CBSA’s Border Information Service, which is a telephone 
number to reach the CBSA call centre? [IN ENGLISH ONLY/DO NOT TRANSLATE: It is 
sometimes called the “BIS line.” (NOTE: pronounced “biz line.”)] 
 
IF YES:  



EKOS Research Associates, Inc.  
 

113 

o Have you used the Border Information Service line?  
o [IF YES:] Was it easy or difficult to get an answer to your question or problem? 

(Please explain.) 
 
3. Standards and Service  

 Are you aware of any service standards that exist for the CBSA services you use?  

o Can you name any of these?  

o “Service standards” refer to concrete and verifiable ways that the CBSA can 

demonstrate it is meeting the expectations of its clients. For example, a service 

standard might target decision on the release of commercial goods within a 

specified time frame.  

 In what particular ways could CBSA improve the service it provides to your industry?  

PROBE: 
o Predictability 
o Simplicity 
o Speed 
o Accessibility 
o Customer experience 
o Multiple service channels 

 
 
SECTIONS 4 THROUGH 6 FOR PRIVATE COMPANIES IMPORTING OR EXPORTING GOODS 
 
4. Commercial Programs 

 

 How has e-Commerce affected the way you/ your members do business?  Have you 
adapted to accommodate e-commerce volumes?  If so, how? 

 

 Have you encountered regional inconsistencies in the delivery of the CBSA commercial 
program? 

 
5. Customs Brokers 

 Do you use a customs broker?  
o If so, why? If not, why not?  

 
[IF PARTICIPANT USES A CUSTOMS BROKER, CONTINUE, ELSE SKIP SECTION] 

 

 To the best of your knowledge, is your customs broker licensed by the CBSA? 
o Are you aware that CBSA licenses customs brokers? What does it mean to you 

that CBSA does this? (What are your expectations of a licensed broker?) 
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 Is the person who performs the customs broker function on your behalf an employee, or 
a third-party service provider? 

o What functions does your customs broker perform on your behalf? (open ended) 
o Did you consult the list of licensed customs brokers on the CBSA website before 

selecting your broker? (IF NOT: How did you find your broker?)  
 
6. Participation in the Trusted Trader Programs 
 

 Do you participate in the CBSA’s Trusted Trader programs? These include the…  
o Customs Self-Assessment program, and… 

o The Partners in Protection program.  
 

[IF YES TO EITHER, CONTINUE, ELSE SKIP SECTION]  
 

 What do you see as the key benefit of the Customs Self Assessment (CSA) and/or 
Partners in Protection (PIP) program, and why? 

 What is the average investment required to apply and be part of the CSA and/or PIP 
program and what is your overall satisfaction level with each program? 

 

 Would your organization (and your customers) be willing to provide additional advance 
information to the Government of Canada in order to make the border clearance 
process smoother? 
 

 Is it more advantageous for your company and your customers to have a common 
experience of border services (e.g., structure and flow, services available, etc.) at all 
Canadian airports or to have each airport tailor the services to their client base? What 
are the advantages presented by your preferred model? Are there disadvantages? 

 
ALL PARTICIPANTS 
 
7. Overall Satisfaction with CBSA 
 

 Overall, would you say that your company/industry is satisfied with CBSA? 
o Is there anything specific to your industry that could be improved?  

 

 Looking forward, are there any emerging issues in your industry that CBSA should be 
prepared for?  

o What are key changes likely to happen in your industry over the next 5-10 years 
that could impact CBSA?  

 
8. Conclusions 
 
Do you have any final thoughts on how CBSA could better serve your industry?  
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French Guide 
Introduction 
 

 La présente recherche est effectuée par Les Associés de recherche EKOS Inc. au nom du 
gouvernement du Canada.  

 L’entrevue complète devrait durer de 30 à 45 minutes.  

 Votre participation à l’entrevue est volontaire et confidentielle.   

 Nous n’identifierons jamais individuellement votre personne ni votre organisme dans le 
cadre de la présente recherche.  

 Nous enregistrons l’entrevue aux fins de rapport. À la fin de la recherche, les 
enregistrements sont détruits.  

 
9. Connaissance de l’ASFC 

 Quel ministère ou organisme du gouvernement est le principal responsable de la 
sécurité des frontières du Canada ?  

o [SI L’ASFC N’EST PAS MENTIONNÉE] Avez-vous déjà entendu parler de l’Agence 
des services frontaliers du Canada ?  

 En général, dans quelle mesure le passage des personnes ou des biens se déroule-t-il de 
façon harmonieuse à la frontière canadienne, dans les deux sens ?   

o Pourquoi dites-vous cela ?  
 
10. Interagir avec l’ASFC 

 Avez-vous déjà tenté de communiquer avec l’ASFC pour lui faire part de questions ou 
d’enjeux relatifs à votre entreprise ?   
 
SI OUI :  

o Comment avez-vous communiqué avec l’ASFC ?  
o Était-ce facile ou difficile de résoudre votre problème ou de répondre à votre 

question ?  
o Avez-vous été traité avec respect ?  
o Est-ce que le personnel avec qui vous avez communiqué était bien renseigné ?  
o Sans tenir compte de la solution du problème, avez-vous été satisfait du service 

ou de la communication reçu de l’ASFC ?  
 

SINON : 
o Si vous deviez communiquer avec l’ASFC au sujet d’un problème ou d’un enjeu 

relatif à votre entreprise, comment le feriez-vous ? (Savent-ils comment 
communiquer avec l’ASFC ?) 

 

 Avez-vous déjà entendu parler du Service d’information sur la frontière de l’ASFC, qui 
est un service téléphonique automatisé qui permet de communiquer avec le centre 
d’appel de l’ASFC ? [EN ANGLAIS SEULEMENT/NE PAS TRADUIRE : on l’appelle parfois le 
‘BIS line’] (REMARQUE : prononcez ‘biz line’)] 
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SI OUI :  

o Avez-vous déjà eu recours au Service d’information sur la frontière de l’ASFC ?  
o [SI OUI] Était-ce facile ou difficile d’obtenir une réponse à vos questions ou 

problèmes ? (Expliquez.) 
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11. Normes et services  

 Connaissez-vous les normes de services relatives aux services ASFC que vous utilisez ? 

o Pouvez-vous en nommer une ?  

 Par quel moyen particulier l’ASFC pourrait-elle améliorer le service qu’elle fournit à 

votre secteur ?   

EXAMINER 
o Prévisibilité 
o Simplicité 
o Vitesse 
o Accessibilité 
o Expérience de la clientèle 
o Canaux de services multiples 

 
 
SECTION 4 À SECTION 6 : ENTREPRISES PRIVÉES QUI IMPORTENT OU EXPORTENT DES BIENS  
 
12. Programmes commerciaux   

 

 Dans quelle mesure le commerce électronique touche-t-il la manière dont vous ou vos 
membres faites des affaires ? Avez-vous adapté votre entreprise pour tenir compte du 
volume de commerce en ligne ? Si c’est le cas, comment ?  

 

 Avez-vous constaté des incohérences régionales dans la prestation du programme 
commercial de l’ASFC ? 

 
13. Courtiers en douane 

 Avez-vous eu recours aux services des courtiers en douane ?   
o Si oui, pourquoi ? Sinon, pourquoi pas ?   

 
[SI UN PARTICIPANT A RECOURS À UN COURTIER EN DOUANE, CONTINUEZ, SINON PASSEZ À 

LA SECTION SUIVANTE] 
 

 Pour autant que vous le sachiez, est-ce que votre courtier en douane est titulaire d’un 
permis de l’ASFC ?   

o Êtes-vous au courant que l’ASFC délivre des permis aux fins des courtiers en 
douane ? Pour vous, que représente cette mesure de l’ASFC ? (Qu’attendez-vous 
d’un courtier en douane ?) 

 Est-ce que la personne qui exerce les fonctions de courtier en douane en votre nom est 
un employé, ou une tierce partie fournisseur de service ? 

o Quelles fonctions votre courtier en douane exerce-t-il en votre nom ? (réponse 
libre) 
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o Avez-vous consulté la liste des courtiers en douanes autorisés sur le site Web de 
l’ASFC avant de choisir votre courtier ? (SINON : comment avez-vous trouvé 
votre courtier ?)  

  



EKOS Research Associates, Inc.  
 

119 

 
14. Participation aux programmes à l’intention des négociants dignes de confiance de l’ASFC ?   

 Avez-vous participé aux programmes des négociants dignes de confiance de l’ASFC ? Ils 
comprennent…  

o un programme d’autocotisation des douanes ;  
o un programme Partenaires en protection.  

 
[SI LA RÉPONSE EST OUI AUX DEUX QUESTIONS, CONTINUEZ, SINON SAUTEZ CETTE 
SECTION]  

 

 Selon vous, quel est le principal avantage du programme d’autocotisation des douanes 
(PAD) et du programme Partenaires en protection (PEP), et pourquoi ?  

 Quel est l’investissement moyen requis pour adhérer et faire partie des programmes 
PAD et PEP et quel est votre niveau de satisfaction général relatif à chaque programme ? 

 

 Est-ce que votre organisme (et votre clientèle) serait d’accord pour fournir à l’avance 
des renseignements supplémentaires au gouvernement du Canada dans le but 
d’assouplir les procédures de contrôle frontalier ?  
 

 Est-il plus profitable pour votre entreprise et votre clientèle d’obtenir des services 
frontaliers communs (structure et flux, offre de services, etc.) à tous les aéroports du 
Canada ou des services adaptés à la clientèle de base de chaque aéroport ? Quels sont 
les avantages présentés par votre modèle préféré ? Existe-t-il des désavantages ? 

 
 
TOUS LES PARTICIPANTS 
 
15. Satisfaction générale envers l’ASFC 
 

 En général, diriez-vous que votre entreprise ou secteur est satisfait de l’ASFC ? 
o Pourrions-nous améliorer un élément particulier à votre secteur ?  

 

 À l’avenir, y a-t-il de nouveaux enjeux dans votre secteur auxquels l’ASFC devrait se 
préparer ?   

o Quels sont les principaux changements qui se produiront fort probablement 
dans votre secteur au cours des cinq à dix prochaines années qui pourraient 
toucher l’ASFC ?  

 
16. Conclusion 
 
Enfin, avez-vous des idées sur la manière dont l’ASFC pourrait mieux servir votre secteur ?  
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