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1.0 EXECUTIVE SUMMARY

1.1
Introduction

The overall objective of the research was to qualitatively evaluate the My Account concept among the primary target groups for the service.
1.2 Method

A total of 6 focus groups were conducted in Moncton (English), Trois-Rivières (French) and Regina (English) between November 24th and 28th 2005.

In each market, one group was conducted with producers and one group was held with tax professionals (Reps) who act on behalf of agricultural clients.  All participants were screened to be at least moderately experienced Internet users.  

In the report, the word 'participants' is used when the comments of Producers and Reps were similar.  When the comments were different, the two client groups are identified appropriately.

1.3 Summary of Findings

Overall Interest In The Service Is High
Once participants saw what My AAFC Account will offer in the long-term, there is clear interest in the service, and virtually everyone said they would use it.

The benefits of the service are, to an extent, the generic benefits of any internet service – it is available 24 hours a day, 7 days a week.  This is particularly important to Producers who often sit down to do their paperwork in the evenings or on weekends.

There are other benefits, however.  Producers like the idea of being able to take their time reviewing their information.  It is clearly much easier to do this online, than by listening to someone on the phone.  Indeed, a few liked the idea of having the information in front on them on the screen if they did still have to call AAFC.  They felt it would give them more control over the conversation if they could see the same information the AAFC Rep was looking at.
Representatives liked the concept because they have a clear need to access CAIS information on a regular basis, and it saves them from having to contact their client for information if they can get it online.  Moreover, they are used to dealing online, for things such as downloading forms, and they are beginning to expect this type of service from the government.

It should also be noted that virtually no one saw any particular risk in having this information available online, as the information is not considered particularly confidential.
The Initial Release Will Not Satisfy Needs

The initial release, which will include the Producer's own information on the CAIS program, will not satisfy the needs of either Producers or Reps.  Producers are clearly looking for the interactivity that will come in subsequent releases.  Reps are clearly looking for immediate access.

However, qualitatively, it seems clear that if the service eventually includes everything that is on the prototype, and that the second release is not far behind the first release, the service will, indeed meet the needs of users.

It should also be noted, however, that the indications are that Reps in particular will be looking for more and more detail from the service.  While they will be content with the existing level of detail initially, they will probably become more demanding as time goes on.

Most Are Content With The Level of Security

Security is not an issue with respect to this site.  Participants clearly recognized the need for the security measures offered by the epass and the My AAFC Registration process.  Their key frustration will be with the three week wait period to obtain their activation code.
The Priorities For Development Are Clear

Qualitatively, the preferred priorities for development seem clear:

· access for Reps (and therefore 'Delegate Management')

· Online Transactions, especially online application forms

· the 'A to Z' topic list

· the 'Programs and Services' feature which would make all aspects of CAIS available through one portal

· Help Desk

Communications Will Be Essential

Agriculture and Agri-Food Canada will need to focus its communications initially on the existence of the My Account service, and its availability through the AAFC website.  That is, Producers need to be made aware of it.  The key benefits to be promoted will be instant, convenient access to their own information, as well as ease of use.  Communications will also need to heavily promote the promise that more is coming.  That is, potential users are only going to get interested in My Account when they can deal with the service interactively; this is where the real value will lie.  

It might be useful to have a mutual link with the CRA site for the use of Reps.
1.4
RECOMMENDATIONS
Based on the results of this research and the interpretation of the moderators, Agriculture and Agri-Food Canada should consider:
· Increasing the size and/or visibility of the 'Login' and 'Register' links on the homepage

· On the 'Welcome New User' page, putting the phrase 'You are not yet enrolled in any service' in colour or at least bolded so that it stands out more

· Having a separate homepage for Reps that shows only the Login link
· Having a separate Welcome page for Reps that has the Rep's list of clients down the centre of the page rather than in a right menu

· Having a link between the CRA website and the AAFC My Account site to make it easy for Reps

· Stressing the security reasons for the wait time for the activation code

· Communicating the need to register for My AAFC Account before potential users have an urgent need for information
1.0 RÉSUMÉ

1.1
Introduction

L’objectif global de la recherche était de faire une évaluation qualitative du concept Mon dossier parmi les principaux groupes ciblés pour le service. 
1.1 Méthode

Au total, six groupes de discussion ont été organisés à Moncton (anglais), Trois-Rivières (français) et Regina (anglais) entre les 24 et 28 novembre 2005.  

Dans chaque marché, il y avait un groupe composé de producteurs et un autre, de spécialistes de l’impôt (représentants) qui agissent pour le compte de clients agriculteurs. Tous les participants qui ont été sélectionnés devaient être des usagers suffisamment expérimentés d’Internet. 

Dans le rapport, le mot « participants » est utilisé quand les commentaires des producteurs et des représentants sont similaires. Lorsqu’ils diffèrent, chaque groupe de clients est identifié comme il se doit.  

1.2 Sommaire des résultats

L’intérêt général pour  le service est élevé

Quand les participants ont vu ce que Mon dossier AAC offrira à long terme, ils ont clairement manifesté leur intérêt pour le service et ont presque tous dit qu’ils l’utiliseraient.

Les avantages du service sont, dans une certaine mesure, les avantages génériques de n’importe quel service Internet – il est disponible 24 heures par jour, 7 jours par semaine. Ceci est particulièrement important pour les producteurs qui font leur travail de bureau le soir et les fins de semaine.

Il y a toutefois d’autres avantages. Les producteurs aiment l’idée de pouvoir prendre leur temps pour examiner l’information. C’est beaucoup plus facile de le faire en ligne qu’en écoutant quelqu’un au téléphone. Effectivement, quelques-uns d’entre eux ont aimé l’idée d’avoir l’information devant eux à l’écran s’ils devaient quand même appeler AAC. Ils ont l’impression qu’ils pourront avoir un meilleur contrôle sur la conversation s’ils peuvent consulter l’information en même temps que le représentant d’AAC.

Les représentants ont aimé le concept parce qu’ils ont un besoin évident d’avoir accès à l’information du PCSRA sur une base régulière, et qu’ils n’auront plus à contacter leur client pour obtenir de l’information qu’ils peuvent trouver en ligne. De plus, ils sont habitués aux transactions  en ligne, comme dans le cas du téléchargement de formulaires, et ils commencent à attendre du gouvernement qu’il leur offre ce type de service.

Il importe de noter qu’à peu près personne n’a trouvé qu’il y avait un risque particulier à avoir accès à l’information en ligne, étant donné qu’on ne la considère pas particulièrement confidentielle. 

La version initiale ne répondra pas aux besoins 

La version initiale, qui comprendra les propres renseignements du producteur sur le PCSRA, ne répondra ni aux besoins des producteurs ni à ceux des représentants. Les producteurs s’attendent clairement à y trouver l’interactivité qui viendra avec les versions subséquentes. Les représentants s’attendent clairement à  y trouver l’accès immédiat. 

Sur le plan de la qualité, toutefois, il semble clair que si le service comprend éventuellement tout ce qu’on retrouve dans le prototype et que la deuxième version suit de près la première, le service répondra effectivement aux besoins des usagers. 

Il importe aussi de noter, toutefois, que tout indique que les représentants en particulier s’attendront à ce que le service leur donne de plus en plus de détails. Alors qu’ils seront satisfaits au départ du niveau de détails existant, ils seront probablement plus exigeants avec le temps.

La majorité est satisfaite du niveau de sécurité

La sécurité du site ne pose pas de problème. Les participants sont tout à fait d’accord avec les mesures de sécurité offertes par le epass et les procédures de Mon enregistrement à AAC. Leur principale frustration sera liée au délai d’attente de trois semaines avant d’obtenir leur code d’activation. 

Les priorités de développement sont claires 

Sur le plan de la qualité, les priorités de développement à privilégier semblent claires : 

· l’accès pour les représentants (et donc, « délégation de la gestion ») 

· les transactions en ligne, spécialement les formulaires d’application en ligne

· la liste de sujets « de A à Z »

· la fonction « Programmes et services » qui permettrait d’avoir accès à tous les aspects du PCSRA sur un seul portail

· le centre d’assistance

Les communications seront essentielles

Agriculture et Agroalimentaire Canada devra axer ses communications au départ sur l’existence du service Mon dossier et sa disponibilité sur le site Web d’AAC. C’est-à-dire que les producteurs doivent être mis au courant que ce service existe. Les principaux avantages qu’il faudra promouvoir sont l’accès instantané et facile à leurs propres renseignements, de même que la facilité d’utilisation. Les communications devront aussi insister, dans le cadre de leur promotion, sur la promesse qu’il ne s’agit que d’un début. Car les usagers potentiels seront seulement intéressés par Mon dossier quand ils pourront utiliser le service de manière interactive; c’est là que se trouve sa valeur réelle.  

Il serait peut-être utile d’avoir un lien mutuel avec le site d’ARC à l’usage des représentants.

1.4
RECOMMANDATIONS
En s’appuyant sur les résultats de cette recherche, et leur interprétation, Agriculture et Agroalimentaire Canada devra songer à :

· augmenter la taille et/ou la visibilité des liens « Connexion » et « Enregistrement » sur la page d’accueil

· sur la page « Bienvenue au nouvel usager », mettre la phrase « Vous n’êtes pas encore inscrit à un service » en couleur ou au moins en caractères gras pour qu’elle ressorte davantage

· avoir une page d’accueil séparée pour les représentants qui indique seulement le lien de connexion

· avoir une page d’accueil séparée pour les représentants qui contient la liste des clients du représentant au centre de la page et non dans un menu à droite

· avoir un lien entre le site Web d’ARC et le site de Mon dossier AAC pour faciliter la tâche des représentants

· insister sur les raisons de sécurité qui sont la cause des délais avant d’obtenir le code d’activation 

· informer les usagers potentiels qu’ils ne devraient pas attendre d’avoir un besoin urgent d’information pour s’enregistrer à Mon dossier AAC 
2.
Introduction

2.1 Background

Agriculture and Agri-Food Canada (AAFC) is developing an Integrated Business Delivery Strategy to improve service delivery to external clients from all points of focus.  As part of this strategy, the Department's web presence will move from being information-based to being transaction-based.  One of the initiatives under this strategy is called 'My Account'.  This service will provide clients with a secure, single, on-line interface with AAFC, something they currently do not have.
Phase 1 of My Account is scheduled to be launched early in 2006.  The primary users of Phase I are expected to include agricultural producers and accountants who participate in the Canadian Agricultural Income Stabilization (CAIS) program and Cash Advance Programs.  Using My Account, these clients will be able to:

· access personalized information on business risk management programs in which they participate, such as the CAIS and Cash Advance Programs

· receive details on the status of their applications and on the benefits they have received

· access benchmarking tools and calculators through links to the AAFC web sites

In the longer term, clients will also be able to see the information on all of the AAFC programs and services in which they participate, as well as conduct transactions online such as submitting program applications or making changes to their address or personal profile.  Any online activities that require a user's identity to be validated and a secure environment could, potentially, be facilitated through My Account.

Research was needed to understand the possible level of acceptance and use of My Account by potential users.

2.2 Research Objectives

The overall objective of the research was to qualitatively evaluate the My Account concept among the primary target groups for the service.  More specifically, the research was designed:

· to gauge the overall level of interest in the My Account concept among producers and accountants

· to gauge the potential use of My Account

· to identify the perceived benefits and risks to users in using My Account for their farm business

· to determine the extent to which My Account satisfies users' needs and expectations

· to determine whether security/privacy concerns have been sufficiently addressed with My Account

· to gather users' reactions, identify suggestions and determine priorities for future development of My Account in subsequent releases

· to identify issues that need to be considered for branding and communications related to My Account

The results will be used to validate the My Account concept and functionality, set priorities for future development and help guide communications and marketing of the application to users.

3.
Method
3.1 Approach
A total of six (6) focus groups were conducted with qualified participants in three markets.  In each market, one group was conducted with Producers and one with accountants who specialize in farm business.
3.2
Screening Criteria

There were two client groups included in the research:
· Agricultural producers –producers on either family farms or corporate farms qualified to participate.  In the case of the family farm, the participant was the decisionmaker who is responsible for the paperwork and administration of the farm.  In the case of a corporate farm, the qualified participant was the farm manager.

· Accountants specializing in farm business

All participants were further screened as follows:

· 25 years of age or older

· All participants were screened to have a working knowledge of the Internet, although the final sample included people with various degrees of capability.  Participants were screened to ensure they use the Internet at least an hour a week, not including e-mail.
· All Producers were screened to ensure they participate in the Canadian Agricultural Income Stabilization Program, and all accountants were screened to ensure they have clients who participate in the program

· Producers were screened to ensure they personally deal with at least some of the paper work related to the farm operation
· Producers were screened to include a mix of socio-economic backgrounds
Anyone who is a webmaster, web designer or IM/IT expert was excluded from the sample.  Similarly, anyone who works for AAFC or the provincial department of agriculture, or lives with anyone who works for either of these was excluded from the sample.

People who have ever participated in a focus group or one-on-one interview concerning the testing or evaluation of any Government websites were excluded.  People who have participated in a focus group or one-on-one interview on any other topic within the last six months were also excluded from the sample.

A copy of each of the Screeners used is included in the Appendix of this report.

3.3
Locations
Two focus groups took place in each of Moncton, Trois-Rivières and Regina.  In each market, one group was held with Producers and one with Reps, for a total of 6 focus groups.  The groups in Trois Rivières were conducted in French, while those in the other two markets were conducted in English.

Each group lasted approximately 2 hours, and about 8 people participated in each session. 

3.4 Logistics
Each group began with a general discussion of the ways in which participants currently interact with AAFC.  They were then introduced to the concept of My Account, and asked for their reactions to the idea, and without actually seeing anything.  The prototype for Producers was then projected onto a screen so all could see it.  They were taken through the registration and login process and asked for a quick evaluation of the process and the security.  Participants were then shown the specific features of the site and the eventual portal, and asked to evaluate it.

A copy of the discussion guides used is included in the Appendix of this report.

4.0
Reporting Perspective

This report discusses the themes which emerged across the various focus groups, the various markets, and the two target groups.  Any differences by any of these variables are noted where appropriate.

This research was qualitative in nature, and therefore does not reference any quantitative findings.  However, in order to give some indication of the magnitude of the issues which arose, the report uses terms such as 'a few participants', 'some' or 'a number', 'many' or 'most'.  In this report:

· 'a few' means that the issue or comment was voiced by enough people to warrant inclusion in the report, but it was not widespread across the participants as a whole  

· 'some' or 'a number' is more than a few, but not the majority of the participants interviewed

· 'many' means more than half but not everyone

· 'most' means that almost everyone who was interviewed shared the opinion.

In the report, the word 'participants' or 'people' is used when the comments of Producers and Reps were similar.  When the comments were different, the two client groups are identified appropriately.

CAUTION:

Please note that this research was qualitative in nature, and as such, the results of this report are not projectable to the general population.    

5.0
Detailed Findings
5.1
Context In Which The Research Was Done

Participants Were Screened To Use The Interent
As noted in the Introduction, all participants were recruited to be people who are at least moderate users of the Internet.  This means their familiarity went beyond e-mail, and included things such as doing research on-line, and at least one of buying goods and services on-line, filing their taxes on-line, or doing banking on-line.  This screening criterion was imposed to ensure that the people participating were not going to be easily intimidated by on-line services such as those being discussed.  This is important to note because the electronic services have been designed as an alternative to the current processes and is designed to target those who prefer to do more on-line.   

Producers Were Less Homogeneous Than Reps

It should also be noted that the three groups of Representatives were more homogenous than the three groups of Producers.
The accountants and bookkeepers who constituted the groups of Representatives were a mix of autonomous workers, employees/owners of small local accounting firms, as well as employees of large accounting firms.  A few were specializing in agricultural clients, but most were handling a variety of clients, including some Producers.  Despite this diversity of background and experience, they had one common denominator: as tax preparers, they were familiar with dealing with government sites on the internet, especially the CRA site.  This one characteristic seemed to override all other factors, and gave them a different perspective from Producers on the Agriculture and Agri-Food Canada site generally, and My Account in particular.

The Producers, on the other hand, were much less homogenous within groups and across markets in terms of internet 'savviness'.  Moreover, there was significant variation in their level of experience in dealing personally with the paperwork necessary to take advantage of Agriculture and Agri-Food Canada’s programs, although all clearly had at least some experience.

The Producers also varied by region in terms of the type of production in which they were involved.  The Moncton producers tended to be mainly fruit and vegetable small operators, family-sized type of operations, with several selling at least part of their production directly to the consumers.   The Trois-Rivières producers were a mix of small dairy/cereal farmers and fruit/vegetable growers, some of them exploiting niches such as biological produce and goat milk.  The Regina producers were all grain farmers, with one also having some cattle.
Overall this begins to suggest that it would be easier to meet the needs of the more homogeneous Representatives target group, than those of the Producers.

Quebec Is In A Unique Position

Quebec is in a unique situation, inasmuch as the CAIS program is administered provincially and the needs for information and online access are already being met.
In Trois-Rivières, both the Representatives and Producers pointed out that the only AAFC program that is really relevant to them is PCSRA (French for CAIS).  All the information relative to this program is already available online to them through the website of La Financière agricole, which also features a section for accredited third parties.  Both the Producers and the Tax Preparers interviewed made it clear that their needs with regard to accessing information on this program are very well met by that website and that they would have no use for the proposed Agriculture and Agri-Food Canada website.  They were not familiar with the other Federal Government program featured in the research (Cash Advances).

As a result of this situation, the Trois-Rivières sessions were handled somewhat differently from the Moncton and Regina sessions.  Having quickly discarded the issues relative to the interest in the concept of finding information regarding PCSRA on the site, the emphasis was placed on the design of the site, its layout, and the understanding of the French vocabulary used.

It should be clear, then, that the reactions to the concepts summarized in this report concern only the Moncton and Regina participants and do not reflect those of the Trois-Rivières participants.  However, in the sections dealing with the appearance of the site, its perceived attractiveness and usability, as well as the vocabulary used, we have taken into account the comments of the Trois-Rivières participants.

5.2 Dealing With Agriculture And Agri-Food Canada
There Is Frustration With The Current Contact Methods
Before introducing the concept of “My AAFC Account”, there was a general discussion about the current processes used by Producers and/or their Representatives to contact Agriculture and Agri-Food Canada to find out such information as their CAIS balance, the status of their application, the reasons for discrepancies between their claims and actual refund, etc.  

Typically, this is done over the phone, although a few Producers use the mail in some circumstances when the issue is complicated and requires some documentation. A few accountants also claim to occasionally communicate with the Department through email.  

Individual experiences varied in terms of the ease of reaching the Department over the phone.  Generally speaking, the Moncton participants were somewhat less negative than the Regina ones in this regard.  However, the general consensus was that, when phoning the Department, “the difficulty is finding the right person”.  Indeed, it was claimed that some parts of the program are comparatively complex and require somebody knowledgeable to answer their questions.  Several have the need to call because they are uncertain how to fill out the forms or because they or their farm operation does not "fit the norm”, and they want clarification.  In those instances, they need a comparatively senior and knowledgeable AAFC official to deal with, and they indicated that this is not easy with the current multi-level telephone help system.  As a result, the experience tends to be described as “frustrating”.

A number of participants commented that while the people they reach at the Call Centre are typically friendly and polite, they do not always seem able to answer any but the simplest questions.  That is, participants said that, invariably, their call is passed to someone else, or they are told that someone will call them back.  The issue then becomes a 'game of telephone tag', particularly with Producers, as they are not necessarily near the phone when the AAFC rep calls back.  A few Producers suggested that it can take weeks to get a question answered simply because they cannot get the response they need when they initially call.

The Moncton Producers specifically claimed that they had problems, if not with the program itself, then with the way the new forms are designed “for the average agricultural producer” but “not geared for those who sell directly to the consumer”.  As a result, they complained that they could not properly fill out these new forms and had to “leave certain boxes empty”, thereby resulting in unresolved claims.  For these individuals, the main problem in the current process is reaching the one person who is both familiar with their case and capable of helping them.  Some had not yet found that person and were quite upset with AAFC as a result.

Qualitatively, it appeared the Representatives essentially divided into two segments:  those who need the CAIS information at tax time once a year, and those who handle the CAIS claims on behalf of their clients and therefore need year-round access to the information.  Regardless of which segment they fall into, Reps also complained about the current process and in fact, seemed more impatient than the Producers, especially during the busy tax preparation season.  They complained more about the waiting period on the phone, while echoing the Producers' frustration with reaching the appropriate person.  
Generally speaking, Reps were very familiar with the programs, know their way about the internet, and regularly visit government websites, particularly the CRA website.  They seek specific information, they want it immediately, and Reps in particular are learning to be able to expect to find the information they need online.  A number of Reps spontaneously mentioned My Account on the CRA site as being a major step forward.  In this respect, they seemed more than ready for AAFC to introduce its version of My Account.
Few Had Experience With The Agriculture And Agri-Food Canada Website

Few of the participants had ever visited the Agriculture and Agri-Food Canada website.  Those who had were mainly Producers looking for information on agricultural issues in general, market reports or quotes, or sheer curiosity.  Qualitatively, it did not appear to be a site which is top of mind or frequently accessed.

This suggests that for “My AAFC Account” to be successful, Producers will need to be told about its existence and “sold on the concept”.  With regard to Tax Preparers, it appears as if a link from the CRA website would be needed to make them even consider going on the Agriculture and Agri-Food Canada site to get CAIS information.
5.3
Initial Reaction To The Concept Was Positive
Even With Minimum Information, Participants Liked The Idea

Participants were told that 'Agriculture and Agri-Food Canada is now considering an online service that would allow people currently participating in programs such as the CAIS or Cash Advance to have online access to their own information relevant to these programs.'
In light of the shortcomings of the current process described above, the initial reaction to an online service providing access to one’s own information, was well received by all but the least internet savvy individuals.  However, even among those people, the reaction was more of a 'wait-and-see what it offers' attitude than a negative one.

Most could see immediately see a benefit to being able to access their information online.  A key one for Producers was the 'generic' benefit of the internet – information is available 24 hours a day, 7 days a week.  This means they would be able to look for the information at a time convenient for them, which in many cases is during the evening or on weekends; they would not need to be restricted to the hours of operation of the AAFC Call Centre.

Some felt there would be a benefit in being able to take their time looking at the information.  Producers in particular felt that sometimes they need to examine the data for a while before they can make sense of it, or before they can articulate their question.  It is clearly much easier to do this online, than by listening to someone on the phone.

A few liked the idea of having the information in front on them on the screen if they did still have to call AAFC.  They felt it would give them more control over the conversation if they could see the same information the AAFC Rep was looking at.

Representatives liked the concept because they have a clear need to access CAIS information on a regular basis, and it saves them from having to contact their client for the information.  Moreover, they are used to dealing online for things such as downloading forms.  For them, it is a matter of making it known that the service exists, and then ensuring it is user-friendly.

Without seeing the site, participants were asked what they would expect to be on it.  Both Producers and Reps expected to see their (or their clients' statement), or status of payments.  Many expected to be able to find out the status of their application to the CAIS program.  They wanted to be able to see information that would tell them 'where they stand' part way through the year, rather than waiting for the year end.  This would enable them to 'play with' some 'what-if' scenarios, and help them plan.  Most also expected to find application forms that they could complete and submit online.
Exposure To A More Detailed Description of The Concept Generated Questions

Participant were then given the following description of My Account:

"My AAFC Account is an AAFC initiative that is intended to, in the long-term, give you secure, single-window access to AAFC's programs and services.

In the short-term, you will have online access to your personal information from the Canadian Agricultural Income Stabilization program (CAIS).  (Note: this feature will initially only be available to program participants in British Columbia, Saskatchewan, Manitoba, New Brunswick, Nova Scotia, Newfoundland and Labrador and the Yukon.)

You will be able to…

· review the information that you submitted to the CAIS administration

· check the status of your account

i. find out if your application has been processed

ii. find out if you will receive a payment

· see the details of your Calculation of Benefits


Over time, AAFC intends to make My Account into an even more valuable resource.  Features will be added to make AAFC programs and services more accessible and convenient.  In the long-term, you will be able to view your personal program information from other AAFC programs.  You will also be able to access new services and tools, and customize your My Account page to include the tools, features and information that is most important to you."

Their reaction to this more complete description was also positive, but tended to generate a number of questions.  Producers wanted to know:
· if they would be able to see the current year only, or previous years as well

· if they would see detailed calculations or just totals

· if the information would be available for several operations, if the Producer operated more than one, and if so, would the information be linked in any way.

Several Producers said they liked the idea that they would be able to go online to check what their accountant had done.  In some cases, they said they ask their accountant to deal the more complicated issues and forms, but they welcomed the opportunity to see what the accountant had done without necessarily contacting the accountant directly.

Reps also had several questions, starting with whether or not they would have access to the site.  The Reps interviewed tended to say their clients were not skilled at using computers generally, or the internet specifically.  Because this is their client base, they did not see a need to give access to Producers without also giving access to the Reps.  Their feeling was their clients would simply ask them to access their My Account anyway, and that it would be simpler overall if AAFC gave direct access to Reps.
Reps had other questions as well, including:

· will we only be able to see information, or can we interact?

· will we have the ability to change anything?  Make corrections to existing information?

Overall, after seeing the concept (but not the site) interest in the site was sufficiently high that most said they would at least take a look at the site when it became available.

5.4 Aided Reaction To The Homepage For My Account

The Homepage Is Considered 'Busy'

The homepage for Producers was described as typical of federal government sites in appearance, but also very 'busy' (See Screen Shot #1).  The initial impression of most participants was one of clutter, particularly among Reps.

Initially, Producers said their eye was attracted to the middle of the page, specifically the market quotes and weather features.  While the market update told the grain Producers in Regina that this is a website for them, it did not resonate as well with the fruit and vegetable Producers of Moncton and Trois-Rivières, nor the dairy Producers in Trois-Rivières.  
The weather feature in the middle of the page was also not considered very useful, as there are a lot of other alternative sources of information on the weather and it was not obvious at first glance that it could be personalized.  Having this feature seemed to add to the clutter.
Reps in particular were critical of the features down the middle of the page.  While they understood that this was the page for Producers, they said they would ignore almost everything down the middle of the page.

Many Missed The Name

The fact that this is “My AAFC Account” as opposed to the homepage of the Agriculture and Agri-Food Canada website was not immediately obvious to most, despite the word “Account” standing out in red.  Part of the problem might be related to the fact that this was research, and therefore a false situation; in the 'real world' a visitor to the site would not start at this page as was the case in the research.  Rather they would presumably arrive at this page through the main Agriculture and Agri-Food Canada site.  

Several participants commented that the maple leaf graphic in the top left-hand corner stood out more on the white background than the name “My AAFC Account”.  

Among Producers, the fact that they missed seeing the name might also be a function of their not being familiar with the concept of having a personalized account linked to a government program such as CAIS, in the same way that they have a personalized bank account.  This again suggests that this concept needs to be communicated and 'sold' to Producers in particular.
SCREEN SHOT #1 – HOME PAGE FOR PRODUCERS
[image: image8.wmf]
5.5 The Login And Registration Process

Most Expected To Have To 'Log In', But Few Saw The Link

Participants were asked what they would expect to do on the homepage.  Most, especially Representatives, rationally expected that there should be secure processes involving a password that would allow the user to register for My Account.  However, some Producers felt they were already 'in the system' and should be able to access their information immediately.

It was not obvious to most participants that they should click initially on the 'Register' or 'Login' link the first time they used the service.  This was mainly a function of these two links being very small and therefore not noticed by most.  On a page where there is so much more to look at and read, the small lettering on these links went undetected by participants.  
Spontaneously, several were tempted to click on the CAIS link on the left-hand side under the 'Programs and Services' heading as their first step.  This seemed the instinctive first step, given that they had been told that there is information about the status of that account on the site. 
In virtually every group, the appropriate 'Register' and 'Login' links had to be pointed out by the moderator.

Once the links had been pointed out, most participants, but not all, knew the difference between Login and Register and understood that the very first time they should click Register rather than Login.  In this regard, the French words “nouvel utilisateur” and “ouvrir une session” seemed to be clearer than the words 'Register' and 'Login'.

The Lack Of Visibility Of The Login Links Led To Some Suggestions

Part of the frustration with Reps went back to the issue of the sense of clutter on the page.  Because they are familiar with the CRA site, and, to some extent, the concept of My Account as the CRA delivers it, Reps anticipated a need to Register and/or Login.  The fact that they did not immediately see the link was an issue, particularly when they saw what they considered to be a lot of irrelevant information on the page.  In this context, they spontaneously suggested that there should be a separate, very simple page for Reps, a page that clearly indicates registration and login for access to CAIS and cash advances, and nothing else on that page.

In fact, this concept would probably also work for Producers, who find the homepage page cluttered and did not readily see that they have to register first.  In addition, when Producers were shown the subsequent Welcome Page of “My AAFC Account”, (where they would go after registration and login), they were somewhat surprised that it looks so similar to the initial homepage.  In fact, this similarity tends to confuse them into thinking that it is the same page.  
On those grounds, it could be hypothesized that some visitors to the site might have difficulty realizing where they are on the site, even after having registered and logged in.  
The “solution” of a simple Login/Register page that was suggested by Reps could potentially also free up some room on the page to communicate the important messages that:

-
There are real benefits to registering with My AAFC Account online, similar to having online access to one’s bank account;

-
Initially at least, that this is only a first 'release', and more features will be added shortly;

-
The access can (eventually) be given to a representative, such as their accountant, manager, spouse, etc.

The Registration Process Was Considered Tedious, But Workable

The process of registering for an epass, and ultimately for My AAFC Account was not a key part of this research.  However, participants were taken quickly through the process by the moderator in order to give them a sense of it, and in order to gauge their reaction to the level of security and the degree to which their privacy has been protected.
Both Producers and Representatives understand the need for a registration process of some sort for security reasons.  While the epass Canada process seems somewhat tedious and time consuming to go through, most admit that it is not fundamentally different from what they have to go through when they register on any secure site, such as their bank.  It is something which they admit they would go through once in order to have access to the information.  The process itself would not be a barrier, if they were convinced that there would be value in the My Account site.
The exact role of the epass in the enrolment process was not obvious to most.  Familiarity with epass tended to be low, even among accountants, and relatively few actually had an epass.  As a result, many participants tended to see the enrolment process for the epass and then My Account as a continuous one and would just follow instructions.  They may or may not notice that they start on the Agriculture and Agri-Food Canada website, are transferred to the epass Canada website, and then go back to the Agriculture and Agrifood Canada website.  In a way, it is rather irrelevant to them.

In this respect, when they got back to the AAFC page titled 'Welcome New User ' (See Screen Shot #2), many did not seem to recognize that they were still not registered for My AAFC Account.  When asked overtly by the moderator if they could now access their information, some were clear that they could not yet access it, while others were not sure.  Several recommended that the italicized sentence 'You are not yet enrolled in any services' should be made more visible, perhaps by putting it in colour, or at least bolding it.
Once they understood that they still had work to do in the registration process, most said they would scroll the page to find the next fields into which they needed to put information.  A few were confused by the words “individual” vs. “organization”.  For instance, some were wondering whether an organization had to do with the legal status of the production unit.  This suggests a need to explain these two words.

Providing one’s social insurance number was not an issue.
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The overall process of registering for My Account was not difficult, and most understood the rationale for the questions being asked, and the information they were being asked to provide.  What they did not understand, however, was the need to wait three weeks for their activation code to be delivered in the mail.  (See Screen Shot #3).  The concept of having to wait up to three weeks to receive the access code by mail seemed to be a major stumbling block for many.
SCREEN SHOT #3
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After completing the process, the respondents universally expected to receive their activation number within minutes by email.  When it was pointed out to them and they read that it would take up to three weeks and be returned by Canada Post, several became incensed for a variety of reasons.  
In the case of tax preparers who need to access the information once a year at tax time, they need the information immediately and the three-week delay is unacceptable.  While they recognize that having registered might be useful for the following year, the fact of the matter is that they probably would not bother to continue with the electronic process, but would simply pick up the telephone to get the information they need right away.  As one Rep said“Sometimes I have the client standing in front of me, and making me conscious that I’m being paid by the hour”.  
Similarly, the Producers, who felt that My Account would be a quick alternative to finding out the status of their account, expressed dwindling enthusiasm at the idea that they would be required to wait three weeks. 
In this respect, relatively few said they would be likely to go through the registration process ahead of an urgent need; rather the desire to access information immediately would likely provide the impetus to even explore My Account.  This points to a need on the part of Agriculture and Agri-Food Canada to communicate effectively about the need to register before they have a need to access information.

While it was widely understood that the delay in the delivery of the access code is an additional security measure, it was found unnecessary.  Many noticed the 'lock' icon, and said this was a good indication that the site is secure.  Moreover, many did not feel that the information is so confidential that it needs this extra security measure.  It was pointed out that, unlike a credit card, for instance, it cannot be stolen and used to their detriment.  
Clearly, the three-week wait potentially constitutes a barrier to eventual use of the service.  More conceptually, some pointed out that there was a fundamental inconsistency in the government encouraging them to transact online while using Canada Post to send an activation number, the equivalent of which they get by email on most of the other secure sites where they register for transactions or shopping.  At worst, it leaves some to wonder whether the issue might not be that the Department is not confident enough in the secure nature of its website.

The Initial Login Process Was Acceptable

Once a user has received his activation code, he/she must go through the epass Canada website once more in order to activate My Account.  While this process was surprising to some people, it was not a big issue.  Once they had made the effort of getting the activation code, they would follow instructions and go through that process.  As a one-time-only extra step to activate their account, it is not an issue.

5.6
Reaction To The Product

Once they had been shown the registration process, Reps were shown the Welcome Page for Reps, and all participants were shown the prototype for My AAFC Account that has been designed for Producers.  They were asked to evaluate the overall appearance of the page, as well as examine the various features that will be available in the first release, and, eventually, through the portal.
Reps Had Suggestions For The Page For Them

As noted, Reps clearly felt the homepage for them should be different from the one for Producers; they wanted it to stand out as one specifically for Reps, and suggested it have nothing on it but the Login and Register links.

Similarly, when they saw the Welcome Page for Reps, they clearly felt there was too much on it.  

They indicated that they do not need market updates, AAFC news, or weather forecasts.  
Moreover, in Regina, the Reps pointed out that the section listing their clients’ names would be too limited for those accountants who have 100+ clients registered.  These Reps suggested the space in the middle of the page should be used for the 'menu' of their clients.

Other Reps wondered whether they would or could have a single access code for all their clients as opposed to a separate one for each client.  Their clear preference would be for one access code they could use for any client. 

Some Reps also wondered whether multiple people in the same firm could have access to a client’s account (as is the case with the CRA’s My Account), and if so, how it would work.  These are their key concerns, the answers to which they feel should be obvious on this page.

Overall, Reps were saying that they feel their access into My AAFC Account should be simple and streamlined, and a lot of the information that is available for Producers should not necessarily be available to the Reps.

The “My AAFC Account” Welcome Page Looked Relatively Easy To Use

The My AAFC Account Welcome page generally received an average rating for perceived ease of use on a 1-10 scale.  It was perceived to have both strengths and weaknesses.

As mentioned previously, the similarity with the login page is likely to prove an issue, inasmuch as most spontaneously assume it is the same page.  To the extent that they were familiar with the first page, they tended to miss the addition of the important My Benefits section on the top right-hand side at first glance.

Overall, however, the initial impression of most participants, both Producers and Representatives, can be described as somewhat positive.  The page looked fairly easy to use, once the user had taken the time to look at the various links.

Not unexpectedly, the page was found typical of the federal government websites, but also particularly cluttered.  This can be both positive and negative.  On the positive side, the clutter suggests that there is a lot of information and worthwhile content.  On the negative side, it makes it more time consuming to find the specific information one is looking for.  
Overall, the participants recognized that an effort had been made to make this page visually attractive, but found that the clutter, the lack of contrast between the light green and dark green, as well as the “gothic (Aladdin)” font used for the headings on the right and left-hand columns made it difficult to read.  In fact, some admitted to feeling initially overwhelmed.

The key points about their reaction to the page can be summarized as follows:


-
The eye is initially attracted to the middle portion, which conveys to Producers the message that it is for them.  However, it can also tend to suggest a general information website, rather than a sub-site dealing specifically with the status of the account in the Agriculture and Agri-Food Canada programs the Producer participates in.

-
The important links in white on the top band fail to stand out because of their small size.


-
The key headings in the two left and right-hand columns are hard to read in green on black.

The French version needs to be reviewed thoroughly in terms of the vocabulary used.  For instance:

· “événements d’affaires et de la vie” struck the participants as incomprehensible and poor grammar
· the heading “collectivité” and the sub-heading “babillard” were both found inappropriate and misleading.

Reaction To My Benefits Summary Was Positive

'My Benefits Summary' that was accessed through the link on the right hand menu on the Welcome page was indeed viewed as a summary.  (See Screen Shot #4)  It was described as offering key, but not detailed, information.  In this respect, it met expectations.

There was some disappointment among participants when the moderator clicked on the 'View Benefit History' link, and the participants saw only two years worth of information.  They had hoped and expected a five-year summary.
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My CAIS Is The Key Part of The First Release
Keeping in mind that this information was examined only in Moncton and Regina, the links leading to more information on My CAIS were met with mixed reactions by participants.

In Moncton, this link, and all of its sub-links, basically met expectations in terms of providing thorough, useful information.  Both Producers and Reps said it would be useful to be able to see this information online for fast reference.  Again, however, a number said it would be even more useful if the information went back five years and not just two.

In Regina, the reaction was more neutral.  While participants clearly found the information useful, they just as clearly did not feel it was enough.  Given that this was the first piece of the site that they examined, they kept wondering why there were no worksheets or interactive forms for completing applications.  In their minds, part of the value of having a website of this type would be to reduce the amount of paperwork they had to do.  They wanted to see interactive forms that they could complete and submit online, and they expected to see them in this section.  When they didn't they were disappointed.  In this respect, most did not see the link called 'Coming Soon' in the left-hand menu, and therefore did not understand that this type of feature will eventually be available.
The Reps in Regina were especially critical of the level of detail available about CAIS.  (See Screen Shot #5) 

For example when they saw the information included under 'Supplementals', they said the information did not mirror the information they had submitted on behalf of their clients.  In particular, they wanted to see the opening inventories and opening values as well as the end values.  They wanted to be able to determine, from looking that the website, what changes, if any AAFC had made to their clients' accounts, and, if possible, why those changes had been made.
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Most participants were 'internet-savvy' enough to expect the link 'Canadian Agricultural Income Stabilization (CAIS)' on the left-hand menu to lead to the same information as My CAIS under the 'My Benefits' link on the right-hand column.  Most felt it is a good idea to have several ways into the information, given that everyone uses a website slightly differently.
The First Release Seemed Limited To Many

It was explained to participants that the information on CAIS would be all that would be available in the planned first release of My AAFC Account.  At this point in the discussion, they were asked if it would be worthwhile for AAFC to go through with the first release if it was limited in this way.

The overall responses were mixed.  Some felt it would be worthwhile, as it would give AAFC time to let Producers know that the service existed.  They thought that having something to show Producers would be better than simply communicating about a concept.
Others took the opposite view, and said the value of the service is not extensive enough with just the CAIS information, and they recommended waiting until it had more depth.  Their concern was that if someone hears about My Account, and registers for it only to learn it is very limited in its offering, they might get discouraged, and choose not to return to the site, even after it has more depth.

'My Cash Advances' Was Meaningful Largely In Regina
By and large, the participants in Moncton were not familiar with this program, nor interested in it; it did not trigger much comment.

In Regina, it was met with the same type of reaction as the CAIS information; participants clearly felt it would be useful, but wanted more detail, and more interactivity.

The 'Add Program' Feature Was Understood
It was clear to participants that if they participated in a program other than CAIS, they could add their own information about that program to My AAFC Account.  However, this section was not very relevant to participants in Moncton, as it was pointed out that there are not that many programs anyway.  
In this context, the fact that only one program can be added at a time because a separate program identification number is needed for each one, was not a big deal.  It was found reasonable.

'Delegate Management' Is A Well-Understood Concept
The 'Delegate Management' concept was fundamentally understood by both Producers and Tax Preparers, who know from experience that accountants need to have access to this type of information.  Indeed, this was one of the first links which some Reps looked for; they wanted to know immediately what they needed to do in order to get access.

However, neither the positioning on the homepage nor the vocabulary used made it obvious that this option existed.  The positioning on the English version of the prototype between Benchmarking and Management Tools suggested to some that it is a link to information as opposed to one requiring action.  In the French version, being the very first item on the right-hand side menu, it seemed somewhat more prominent, although it is not where the eye was drawn first.

The word “Delegate” was not readily understood by Producers as meaning a third party such an accountant, employee, relative, etc.  The French word “Remplaçant” was considered even more inappropriate, as it suggests a substitute rather than a third party.  There was a suggestion to harmonize with the CRA and use the word “Representative” in English and “Représentant” in French.
'Benchmarking' Generated Mixed Reactions
It was noteworthy that very few Producers were aware that a Benchmarking tool already exists.

The tool was initially found interesting and potentially worthwhile by some Producers, who liked the idea of being able to compare themselves and their performance with that of other producers.  Those who liked it responded positively to the idea of their own information being brought into the form automatically if they were registered for My Account. 

The expectation, however, was that these comparisons would be based on current, up-to-date data garnered by Agriculture and Agri-Food Canada through this website.  When told that the data used was Statistics Canada figures, the initial enthusiasm tended to wane, as participants claimed that this data is often out of date.  
There were also concerns about the categories being too general and too broad to be relevant.  This was particularly true of smaller, niche Producers, who had pointed out earlier that it is hard for them to find a program form that fits their situation.  As a result, the perceived value of this feature was not considered commensurate with the space it occupies on the site.

Reps were not particularly interested in the Benchmarking tool, and felt it was primarily for Producers.

'Management Tools' Seem Like A Good Idea
Producers and Reps tended to react positively to the idea of management tools being available through the site.  However, because participants could not explore the tools in any detail, their reaction was more conceptual.
Left-hand Menu Links Were Briefly Explored
The menu on the left hand side of the Welcome Page was briefly examined for a quick reaction.  The links under 'Information' generated the following responses:

-
Advanced Search (inactive link):  The participants expect to be able to reference by entering a word or expression the way they do with Advanced Search engines like Google and Yahoo.

-
Browse all topics from A to Z:  This was considered very useful, almost the equivalent of a site map.  Participants felt it should be a priority in terms of development.

-
Publications:  Conceptually this was of some interest, mainly to Producers.  Before clicking on the link, some wondered if it would be limited to publications dealing with AAFC programs like CAIS, or if it would be extensive.  Producers were pleased to see that it included a comprehensive list of publications.  This is not considered a high priority for development, however.

-
Frequently Asked Questions:  This link was not considered a priority.  Based on past experience, participants said it tends to be a waste of time to read the FAQs because one usually finds that one's own specific question is not included.  A number said they would rather see an 'online help' feature.
The information included under 'Business and Life Events' tended to generate mixed reactions. Some considered it 'nice to know' rather than 'need to know' information.  They felt it was not relevant, particularly since it was unrelated to programs.  Others, however, said it was useful to have access to this kind of information, particularly since the service centres that used to provide this type of information have been shut down.  This section should not be considered a priority for development purposes.
When participants saw the 'Online Transactions' section of the site, particularly the section called 'Apply Online', they tended to 'come to life'.  This is what many were looking for from the time they were introduced to the concept of My Account; it is the feature which will give full value to the “My AAFC Account” service.  Applying online and downloading forms are two of the key perceived benefits of the program, along with checking the status of applications or appeals.  This was considered a key priority in terms of development.
The Change in Address feature was not greeted with as much enthusiasm, as producers do not tend to move much.  A few suggested this would be more useful if it was for a change in email address.

It was not immediately obvious to participants what might be included under the 'Programs and services' section that was not included under 'My Benefits' in the right hand column.  However, when they saw that could access everything to do with CAIS, including the online applications, participants clearly reacted positively.  

There was a very positive reaction to the 'Help Desk', assuming it is functional outside of official government hours.  Producers tend to deal with administrative issues in the evening, and like the idea of being able to communicate by email with a department person.  However, they expect this service to be more of a substitute for the current telephone process, rather than just helping them navigate on the site.

The 'Message Boards' look more like a chat room than a true message board.  Participants did not see themselves chatting about program issues.  This should be considered a low priority.

The Concept Of Customization Was Fun, But Not Necessary

The idea that parts of My Account could be customized to suit the individual tended to appeal to Producers, but not Reps.  (See Screen Shot #6)  Producers saw some value in being able to customize the weather information to their region, and in fact, some had anticipated that this would be part of the site.  Some also liked the idea of being able to pick the topics on which they would be interested in receiving information.
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Some Producers suggested that this section should also contain outside links (e.g.: Guelph University research department).  

Some liked the idea of being able to pick their provincial icon and the colours of the site, although relatively few indicated that they would actually do it.  

Overall, the customization section should probably be a low priority for development.

5.7
There Is Value In My Account
As noted earlier, most participants see little value in the first release of My Account.  Spontaneously, the participants expected “My AAFC Account” to be fully interactive right away.  They felt the service should allow them to download forms, fill them out online, as well as register online.  The Representatives, being very familiar with the CRA website, expected “My AAFC Account” to be the equivalent of My Account on the CRA website and as a result, to give them all the same benefits.

In this context, the initial version, basically limited to checking the status of the account and seeing the details of the calculation of benefits, is somewhat of a letdown.  In many instances, it could not replace the current telephone process.  Basically, it would be useful for those too impatient to wait to get their statement in the mail or for tax preparers needing to check some information at tax time.  Typical comments include:  “I would use it.  It’s just like checking the status of your bank account.”  “It’s OK, but I wouldn’t want to take away the phone support.”  “Just seeing raw numbers doesn’t have any value.”
The initial version of the service is viewed as complementary to the current phone service, but not a substitute.  It would be acceptable, providing that there is no perceived scaling back of the current process concurrent with the launch of the initial version and that it is made clear that more services and features are planned in the short term.

Participants clearly got more enthusiastic about the overall value of the service once they saw what is planned for 'down the road'.  After seeing the full service, many changed their minds about the launch, and agreed that it would make sense to go ahead with the planned partial launch “because it will allow them to eliminate the bugs before they launch the full-scale version.”  Some also felt it would give potential users time to register and get their access code and begin to get familiar with the site before it was fully launched.

However, participants also warn the Department not to expect it to be a substitute for the current process in the short term.  This reaction shows that it will be very important to make it clear on the site itself what new features will be added and when.

APPENDIX
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MILLWARD BROWN 
November 10, 2005

SCREENER – Producers
Good morning/afternoon/evening, my name is                              of Millward Brown, an independent research firm.  We have been contracted by Agriculture and Agri-Food Canada to conduct interviews with Canadian producers on a new online service that will be available through the Agriculture and Agri-Food Canada website. We are not asking for any confidential information about your personal finances; nor are we selling anything. We are simply interested in your opinions about the website.   

This research involves in-person interviews with people like you for the purpose of reviewing a new online service that will be available through the Agriculture and Agri-Food Canada website.  All your answers will be kept strictly confidential and you will be completely anonymous to Agriculture and Agri-Food Canada; anything you say will be incorporated with what others say. Your participation is voluntary but we really value your opinions.  

To ensure that we are recruiting the appropriate individuals, I would like to ask you a few questions.

1.
For this project, I need to speak to someone who is a decision maker on a working farm.  In particular, I need to speak to the person who has primary responsibility for the paperwork and administration of the farm.  Would you be that person?

Yes




No



ASK TO SPEAK WITH PERSON 18 YEARS AND OVER

IF NO OTHER PERSON IN HOUSEHOLD -TERMINATE

2a)
Do you currently use the Internet at least one hour a week?  Do not include times when you logged on just to check or send e-mail. 

Yes




No

THANK AND TERMINATE

2b)
And what types of things do you do on the Internet?  For example, do you…




Yes
No


     Use it for e-mail




a)  Look for information for personal reasons 


   (eg. read newspapers, check stock prices, check real


   estate listings, look up information about products etc.)




b)  Buy things on-line using your credit card, debit card




c)  Do on-line banking (eg. pay bills, transfer money, etc)




d)  File your taxes on-line using Netfile




e)  Access or change personal information using an 


       on-line service (eg. Changed address on-line)




     Other (specify) _______________________



IF ‘Use for e-mail’ or 'Look for information' ARE ONLY ITEMS CHECKED ‘Yes’, THANK AND TERMINATE.

Half must have checked at least one of b, c, d or e)

Half must have checked at least two of b, c, d or e)

3a)
Does your farm participate in any of the programs offered by Agriculture and Agri-Food Canada? 
Yes


No

THANK AND TERMINATE

3b)
And more specifically, does your farm participate in the following government programs? (READ LIST)

Canadian Agricultural Income Stabilization Program (CAIS)


Cash Advance Program


MOST MUST PARTICIPATE IN AT LEAST ONE OF THESE TWO PROGRAMS.
NO MORE THAN 2 PER GROUP WHO DO NOT PARTICIPATE IN ONE OF THESE.

4)
To what extent do you personally deal with information and paperwork associated with either of these programs?  Would you say that …


You deal with it entirely by yourself, without any help

QUALIFIES 


You get some help, but you deal with most of it yourself 

QUALIFIES

You deal with some of it, but you get a lot of help



QUALIFIES

You have no involvement with the paperwork 


     associated with these programs


THANK & TERMINATE  

Refused


THANK & TERMINATE
CHECK QUOTAS.

5.
Please tell me in which age bracket you belong. (READ LIST)

Under 18 

THANK AND TERMINATE
18 to 29 



30 to 49 





50 to 64 


65 or over


GOOD MIX OF AGES

6.
GENDER:   (DO NOT READ)


Male



Female

CHECK QUOTAS.
7.
What was the highest level of education you received?

Less than high school


Graduated high school

Some/completed community 

     college/ CEGEP


Some/completed university

GOOD MIX OF EDUCATION STATUS

8.
And in which of the following categories does your total household income before taxes fall?



Less than $40,000




$40,000 - $59,999



$60,000 - $79,999



$80,000 - $99,999



$100,000 or more

GOOD MIX OF INCOME STATUS

9.
Have you ever participated in a focus group or in-person research discussion for Agriculutre and Agri-Food Canada Canada? 

Yes
 
TERMINATE
No

10.
Have you ever participated in a focus group or in-person discussion concerning the evaluation of a federal government website?

Yes
 
TERMINATE
No

11.
In the past six months, have you participated in a focus group or in person research interview on any other topic?

Yes
 
TERMINATE
No

12a)
Have you personally, or anyone in your household ever worked for Agriculture and Agri-Food Canada?
Yes

TERMINATE
No

12b)
Have you personally, or anyone in your household ever worked for the provincial department of agriculture?
Yes

TERMINATE
No

13.
Have you ever worked as a webmaster or a website designer?
Yes

TERMINATE
No

14a)
When you visit federal government websites for personal reasons, do you view the English version only, the French version only or would you use a mixture of French and English versions?


English version only
REGINA, MONCTON

French version only
TROIS RIVIERES

Both English and French
PROBE: Which one are you more likely to use? (RESPONDENT MUST SAY ‘French’ TO QUALIFY TO TROIS RIVIERES SESSIONS.  MUST SAY ‘English’ TO QUALIFY FOR ALL OTHERS.  OTHERWISE TERMINATE)


(DO NOT READ) Have not visited a federal government website   

14b)
If they have not visited a federal government site ASK…If you were to visit federal government websites for personal reasons, would you view the English version only, the French version only or would you use a mixture of French and English versions?


English version only
REGINA, MONCTON

French version only
TROIS RIVIERES

Both English and French
PROBE: Which one are you more likely to use? (RESPONDENT MUST SAY ‘French’ TO QUALIFY TO TROIS RIVIERES SESSIONS.  MUST SAY ‘English’ TO QUALIFY FOR ALL OTHERS.  OTHERWISE TERMINATE)

Invitation To Research

FOR FOCUS GROUP:

As I said, we are conducting a study on behalf of Agriculture and Agri-Food Canada.  The study will take the form of a focus group between a group of people like yourself, and one of our moderators.  The purpose of the discussion is to evaluate the concept of a proposed component of the website that has been designed for producers, and determine whether or not the proposed design is likely to meet the needs of people like yourself.   The session will take about two hours. 

FOR ALL:

Your participation in the research is voluntary, and your individual responses will be confidential.   At the session, you will be asked only for your first name. Each session will be audio-taped. The tape is for use by the researcher only, and will not be given to Agriculture and Agri-Food Canada.   There may be observers from the government in attendance. Would you be interested in attending the discussion?  You will be given a token of appreciation of $_______ for your participation.

Yes



No
 THANK AND TERMINATE
Please be aware that at the beginning of the research session, you will be asked to turn off your cell phone and/or pager.  In the session, you will be asked to read and review a computer screen that is being projected onto a screen.  This means you will need your reading glasses, if you wear them.  Are you comfortable with these conditions? 

Yes

No
THANK AND TERMINATE
The discussion session will be held at:

DATE: 






ADDRESS:










TIME:








THANK YOU

RESPONDENT'S NAME 





RESPONDENT'S COMPANY 




CITY 



POSTAL CODE


TELEPHONE NUMBER 





RECRUITER'S NAME 





DATE OF RECRUIT





PROJET #20202194
Legendre Lubawin Marketing inc.  #05-411
Questionnaire de dépistage – Producteurs
Recruter 10

Bonjour/Bonsoir, mon nom est            de LLM, une firme indépendante de recherche.  Nous avons été mandaté par Agriculture et Agroalimentaire Canada pour effectuer des entrevues auprès des producteurs canadiens au sujet d’un nouveau service en ligne qui sera disponible via le site Internet de Agriculture et Agroalimentaire Canada.  Nous ne demandons aucune information confidentielle sur vos finances personnelles, et ne cherchons pas à vous vendre quoi que ce soit.  Nous sommes simplement intéressés à vos opinions sur le site Internet.

Cette recherche comporte des entrevues de groupe avec des gens comme vous afin de revoir un nouveau service en ligne qui sera disponible via le site Internet de Agriculture et Agroalimentaire Canada.  Toutes vos réponses sont strictement confidentielles et vous demeurerez complètement anonyme auprès de Agriculture et Agroalimentaire Canada.  Tous ce que vous direz sera incorporé avec les commentaires d’autres personnes.  Votre participation est volontaire, mais nous attachons beaucoup d’importance à vos opinions.

Afin d’assurer que nous recrutons la bonne personne, j’aimerais vous poser quelques questions.

1)
Pour ce projet, je dois parler à une personne qui est responsable des décisions sur une ferme active.  Spécifiquement, je dois parler à la personne qui est principalement responsable de la comptabilité et de l’administration de la ferme.  Êtes-vous cette personne?

Oui
[  ]
Continuer
Non
[  ]
Demander à parler à la personne appropriée, âgée de 18 ans ou plus.  Si aucune autre personne dans le foyer, terminer.

2a)
Utilisez-vous présentement l’Internet au moins une heure par semaine?  N’incluez pas les branchements pour courriel seulement.

Oui
[  ]


Non
[  ] Remercier et terminer

2b)
Et quel genre de choses faites-vous sur Internet?  Par exemple, est-ce que vous … ?












Oui
Non


l’utilisez pour des courriels





[  ]
[  ]


a)
pour chercher des renseignements à des fins personnelles



(ex :  lire des journaux, vérifier la bourse, chercher de



l’information sur des produits et services, etc.)


[  ]
[  ]

b)
Pour acheter des produits en ligne avec une carte de crédit, débit
[  ]
[  ]


c)
pour faire des transactions bancaires (ex : payer des factures,



transférer de l’argent, etc.)





[  ]
[  ]


d)
pour produire votre déclaration d’impôts en ligne avec IMPOTNET
[  ]
[  ]


e)
pour accéder ou modifier des renseignements personnels au moyen



d’un service en ligne (par exemple, modifier votre adresse en ligne
[  ]
[  ]



Autre (Spécifier) _______________________________________

Si « des courriels » ou « chercher des renseignements » sont les seules utilisations, Remercier et Terminer.

La moitié (5) doivent mentionner une ou plus de b, c, d ou e pour se qualifier.
La moitié (5) doivent mentionner deux ou plus de b, c, d ou e pour se qualifier.
3a)
Est-ce que votre ferme participe à un des programmes offerts par Agriculture et Agroalimentaire Canada?

Oui
[  ]


Non

[  ] Remercier et Terminer

3b)
Et plus spécifiquement, est-ce que votre ferme participe aux programmes gouvernementaux suivants?  (Lire la liste.)

Programme canadien de stabilisation du revenu agricole (PCSRA)

[  ]

Programme de paiements anticipés


[  ]
La plupart doivent participer à au moins un de ces deux programmes.

Maximum 2 par groupe qui ne participent pas à au moins un de ces programmes.

4)
Jusqu’à quel point est-ce que vous vous occupez personnellement de recueillir l’information et de produire des documents associés à l’un ou l’autre de ces programmes?  Diriez-vous que vous …


vous en occupez entièrement vous-même, sans aucune aide

[  ] Se qualifie


avez de l’aide, mais vous vous en occupez vous-même essentiellement
[  ] Se qualifie


vous en occupez en partie, mais vous avez beaucoup d’aide


[  ] Se qualifie


ne vous occupez pas du tout de produire les documents


associés à ces programmes

[  ] Remercier et Terminer


Refus

[  ] Remercier et Terminer
Vérifier les quotas.

5)
À quel groupe d’âge appartenez-vous?



Moins de 18
[  ] Remercier et terminer


18 – 29

[  ]



30 – 49

[  ]



50 – 64

[  ]



65 ou plus
[  ]

Bonne mixité d’âges

6)
Sexe (Ne pas lire.)


Homme
[  ]



Femme
[  ]  Vérifier les quotas

7)
Quel est votre dernier niveau de scolarité?


Moins que le secondaire

[  ]


Secondaire complété

[  ]


Collège/Cégep en partie ou complété
[  ]


Université en partie ou complétée

[  ]

Bonne mixité de niveaux académiques

8)
Et dans laquelle des tranches de revenu suivantes se situe le revenu total de votre ménage avant les impôts?  (Lire la liste.)


Moins de $40,000
[  ]



$40,000 - $59,999
[  ]



$60,000 - $79,999
[  ]



$80,000 - $99,999
[  ]



$100,000 et plus
[  ]

Bonne mixité de niveaux de revenus

9)
Avez-vous déjà participé à un groupe de discussion ou une entrevue pour Agriculture et Agroalimentaire Canada?



Oui
[  ]
Remercier et terminer


Non
[  ]

10)
Avez-vous déjà participé à un groupe de discussion ou une entrevue personnelle pour l’évaluation d’un site Internet du Gouvernement Fédéral?



Oui
[  ]
Remercier et terminer


Non
[  ]

11.
Au cours des six derniers mois, avez-vous participé à un groupe de discussion ou une entrevue de recherche personnelle sur un autre sujet?



Oui
[  ]
Remercier et terminer


Non
[  ]
12a)
Est-ce que vous, ou un membre de votre foyer, avez déjà travaillé pour Agriculture et Agroalimentaire Canada?


Oui
[  ]
Remercier et terminer


Non
[  ]
12b)
Est-ce que vous, ou un membre de votre foyer, avez déjà travaillé pour le ministère de l’agriculture, des pêcheries et de l’alimentation du Québec?


Oui
[  ]
Remercier et terminer


Non
[  ]
13)
Avez-vous déjà travaillé comme Webmestre ou un concepteur de site Internet?



Oui
[  ]
Remercier et terminer


Non
[  ]
14a)
Quand vous visitez des sites Internet du Gouvernement fédéral pour des raisons personnelles, est-ce que vous regardez la version anglaise seulement, la version française seulement ou une combinaison des deux?


Version anglaise seulement
REGINA, MONCTON


Version française seulement
TROIS-RIVIÈRES


Combinaison des deux
Approfondir:  Laquelle utilisez-vous le plus?  (Les répondants doivent répondre ‘français’ pour se qualifier aux rencontres de Trois-Rivières.  Autrement, terminer.)



(Ne pas lire) N’ont jamais visité un site du gouvernement fédéral   [  ]
14b)
Si n’ont jamais visité un site du gouvernement fédéral, demander …

Si vous visitiez un site Internet du Gouvernement fédéral pour des raisons personnelles, est-ce que vous regarderiez la version anglaise seulement, la version française seulement ou une combinaison des deux?


Version anglaise seulement
REGINA, MONCTON


Version française seulement
TROIS RIVIERES


Combinaison des deux
Approfondir:  Laquelle utiliseriez-vous le plus?  (Les répondants doivent répondre ‘français’ pour se qualifier aux rencontres de Trois-Rivières.  Autrement, terminer.)

Invitation à la recherche

Comme je disais, nous faisons une étude pour le compte de Agriculture et Agroalimentaire Canada.  Cette étude prendra la forme d’une discussion entre un groupe de personnes comme vous et un de nos animateurs.  Le but de la discussion est d’évaluer le concept d’une nouvelle composante du site qui a été conçue pour les producteurs afin d’établir si le design proposé correspond à vos besoins.  La séance durera environ 2 heures.

Votre participation à cette recherche est volontaire, et vos réponses individuelles seront confidentielles.  Lors de l’entrevue, nous ne vous demanderons que votre prénom.  Chaque session fera l’objet d’un enregistrement audio, qui sera uniquement utilisé par la firme de recherche et ne sera pas transmis à Agriculture et Agroalimentaire Canada.  Il se pourrait que des observateurs du gouvernement soient présents.  Êtes-vous intéressé à participer à la discussion?  Vous recevrez une rétribution de $75 pour vous remercier de votre participation.

Oui
[  ]


Non
[  ] Remercier et terminer
Soyez conscient du fait qu’au début de l’entrevue, nous vous demanderons de fermer votre téléphone cellulaire et/ou téléavertisseur.  Durant la session, on vous demandera de lire et d’examiner un écran d’ordinateur qui sera projeté sur un écran.  Cela veut dire que vous pourriez avoir besoin de vos lunettes, si vous en portez.  Vous sentez-vous à l’aise avec ces conditions?

Oui
[  ]


Non
[  ] Remercier et terminer
La discussion aura lieu à:

Date:

lundi, 28 novembre, 2005

Adresse:
PDG



302, rue Bonaventure, Trois-Rivières
Heure:

17h30 (5:30 pm)


MERCI

Nom du répondant 





Ferme du répondant (si s’applique) 




Ville 



Code postal


Numéro de téléphone 





Nom de l’interviewer 





Date de recrutement 
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MILLWARD BROWN 
November 10, 2005

SCREENER – Reps
RECRUITER:  At receptionist, ask for someone who is an accountant or tax preparer
Good morning/afternoon/evening.  Over the next few weeks, the Government of Canada will undertake a research study on one of its Internet websites.  My name is                              of Millward Brown, an independent research firm and we will be conducting this study on behalf of the Government of Canada. The objective of the research is to evaluate a component of the Agriculture and Agri-Food Canada website that has been designed for agricultural producers.  We are not asking for any confidential information about your personal finances, the business you work for or your clients; nor are we selling anything.  We are simply interested in your opinions about the website.  

This research involves in-person interviews with tax professionals for the purpose of reviewing a component of the Agriculture and  Agri-Food Canada Website. All your answers will be kept strictly confidential and you will be completely anonymous to Agriculture Canada; anything you say will be incorporated with what others say.  Your participation is voluntary but we really value your opinions.  

For this project, I need to speak to a person in the company who is an accountant or tax preparer for agricultural clients.  Are you that person?

Yes

PROCEED WITH SCREENER
No

ASK TO SPEAK TO APPROPRIATE PERSON.  REPEAT INTRODUCTION
This research involves in-person interviews with people like you for the purpose of reviewing a component of the Agriculture and Agri-Food Canada Website.  The component has been designed for agricultural taxpayers.  To ensure that we are recruiting the appropriate individuals, I would like to ask you a few questions.
1.
First of all, I need to confirm that you are currently employed as a professional tax preparer or accountant for agricultural clients.  By agricultural clients, I mean clients from family farms or corporate farms who need help with their income tax returns.



Yes



No

THANK AND TERMINATE

2.
Would you describe the firm you work for as primarily …



A tax preparation firm





An accounting firm





Other





ENSURE GOOD MIX OF COMPANY TYPES (ie. should not all be one type)

3.
How many employees work for your firm?  Please include yourself and employees working at all offices across Canada.  



1 – 2


(Self employed/partnership  QUOTA:  Maximum 3))



3 – 10


(Small firm  QUOTA:  Maximum 3))



11 – 25

(Medium firm)



26 or more 

(Large/very large firm)

CHECK QUOTAS.  

RECRUIT NO MORE THAN 3 WITH 1 OR 2 EMPLOYEES, AND 

NO MORE THAN 3 WITH 3 – 10 EMPLOYEES

4.
Do you currently use the Internet at least one hour a week for personal or  business reasons?  Do not include times when you logged on just to check or send e-mail. 

Yes




No

THANK AND TERMINATE

5.
And what types of things do you do on the Internet?  For example, do you…




Yes
No

a) Use it for e-mail




b)  Look for information (eg. read newspapers, check stock prices,


      look up information about products or services, 


     visited the CRA website, etc.)




c)  Buy or order products or services on-line using a credit card



d)  Do on-line banking (eg. pay bills, transfer money, etc)




e)  Access or change personal information through an on-line service


     (eg. changed your address on-line, check the status of your own 


     tax return on-line, etc.)



f)  File taxes on-line using NETFILE



g)   Other (specify) _______________________



IF ‘Use for e-mail’ OR ‘Look for Information’ ARE ONLY ITEMS CHECKED ‘Yes’, THANK AND TERMINATE.

HALF MUST SAY AT LEAST ONE OF c, d, e, f  TO QUALIFY.

HALF MUST SAY AT LEAST 2 OR MORE OF c, d, e, f TO QUALIFY

 6)
In which of the following age categories do you belong?



Under 18
   THANK AND TERMINATE


18 – 29



30 – 39



40 – 49




50 – 59



60 or over


GOOD MIX OF AGES

7)
GENDER (by Observation):


Male



Female



CHECK QUOTAS

8a)
Have you ever participated in a focus group or interview for Agriculture and Agri-Food Canada?

Yes

THANK AND TERMINATE
No


8b)
And have you ever participated in a focus group or interview concerning any government website?



Yes 

THANK AND TERMINATE



No

8c)
And have you participated in a focus group or interview on any topic in the last six months?

Yes

THANK AND TERMINATE
No


9a)
Have you personally or anyone in your household, ever worked for Agriculture and Agri-Food Canada?
Yes

THANK AND TERMINATE
No

9b)
Have you personally, or anyone in your household ever worked for the provincial Department of Agriculture?
Yes

THANK AND TERMINATE
No

10.
Have you ever worked as a webmaster, a website designer or IT/IM specialist?
Yes

THANK AND TERMINATE
No

11.
When you visit websites for professional reasons, do you view the English version only, the French version only or would you use a mixture of French and English versions?


English version only
REGINA, MONCTON


French version only
TROIS RIVIERES

Both English and French
PROBE: Which one are you more likely to use? (RESPONDENT MUST SAY ‘French’ TO QUALIFY FOR TROIS RIVIERES SESSIONS.  MUST SAY ‘English’ TO QUALIFY FOR ALL OTHER MARKETS.  OTHERWISE TERMINATE)
Invitation To Research

FOR FOCUS GROUP 

As I said, we are conducting a study on behalf of Agriculture and Agri-Food Canada.  The study will take the form of a focus group between a group of people like yourself, and one of our moderators.  The purpose of the discussion is to understand how people use the component of the Agriculutre and Agri-Food Canada website that has been designed for agricultural taxpayers, what they like about it, and what they might not like about it.   The session will take about two hours.  
Your participation in the research is voluntary, and your individual responses will be confidential.   At the session, you will be asked only for your first name. Each session will be audio-taped.  The tape is for use by the researcher only, and will not be given to Agriculture and Agri-Food Canada.  There may be observers from Agriculture and Agri-Food Canada in attendance. Would you be interested in attending the discussion?  You will be given a token of appreciation of $_______ for your participation.

Yes



No
 THANK AND TERMINATE
Please be aware that at the beginning of the research session, you will be asked to turn off your cell phone and/or pager.  In the session, you will be asked to read and review a computer screen that is being projected onto a screen.  This means you will need your reading glasses, if you wear them.  Are you comfortable with these conditions? 

Yes

No
THANK AND TERMINATE
The discussion session will be held at:

DATE: 






ADDRESS:










TIME:








THANK YOU

RESPONDENT'S NAME 





RESPONDENT'S COMPANY 




CITY 



POSTAL CODE


TELEPHONE NUMBER 





RECRUITER'S NAME 





DATE OF RECRUIT





PROJET #20202194
Legendre Lubawin Marketing inc.  #05-411
Questionnaire de dépistage – Représentants
Recruter 10

Interviewer:  Demander à la réceptionniste de parler à un comptable ou préparateur de déclarations de revenu.
Bonjour/Bonsoir.  Au cours des prochaines semaines, le Gouvernement du Canada entreprendra une étude de recherche sur un de leurs site Internet.  Mon nom est            de LLM, une firme indépendante de recherche.  Nous allons réaliser cette étude pour le compte du Gouvernement du Canada.  L’objectif de la recherche est d’évaluer une nouvelle composante du site Internet de Agriculture et Agroalimentaire Canada qui a été conçue pour les producteurs agricole.  Nous ne demandons aucune information confidentielle sur vos finances personnelles, la compagnie pour laquelle vous travaillez, ou vos clients.  Nous ne cherchons pas à vous vendre quoi que ce soit.  Nous sommes simplement intéressés à vos opinions sur le site Internet.

Cette recherche comporte des entrevues en personne avec des professionnels des impôts afin de revoir une  composante du site Internet de Agriculture et Agroalimentaire Canada.  Toutes vos réponses sont strictement confidentielles et vous demeurerez complètement anonyme auprès d’Agriculture Canada.  Tous ce que vous direz sera incorporé avec les commentaires d’autres personnes.  Votre participation est volontaire, mais nous attachons beaucoup d’importance à vos opinions.

Pour ce projet, je dois parler à une personne dans l’entreprise qui travaille à la préparation des déclarations d’impôts pour des clients agricoles.  Êtes-vous la bonne personne?

Oui

Continuer
Non

Demander à parler à la personne appropriée.  Répéter l’introduction.

Cette recherche consiste à organiser des groupes de discussion auprès de gens comme vous afin de revoir une composante du site Internet de Agriculture et Agroalimentaire Canada.  La composante a été conçue pour des payeurs d’impôt dans le domaine de l’agriculture.  Pour nous assurer que nous recrutons les personnes appropriées, j’aimerais vous poser quelques questions.

1)
Tout d’abord, je dois confirmer que vous travaillez actuellement comme spécialiste des impôts ou comme comptable pour des clients agricoles.  Par clients agricoles, j’entends des fermes familiales ou corporatives qui ont besoin d’aide pour leurs déclarations de revenus.


Oui



Non

Remercier et terminer
2)
Décririez-vous la compagnie pour laquelle vous travaillez comme étant principalement...



Une firme spécialisée en déclarations d’impôts sur le revenu





Une firme comptable










Autre










Bonne mixité dans les types de compagnies (pas tous d’un seul type)
3)
Combien d’employés compte votre firme?  Veuillez vous inclure, ainsi que tous les employés travaillant dans vos bureaux à travers le Canada.



1 – 2


(à son compte/ associé.  Quota :  Maximum 3)



3 – 10


(Petite entreprise.  Quota :  Maximum 3)



11 – 25


(moyenne entreprise)



26 ou plus 

(grande/ très grande entreprise)

Vérifier les quotas.

Ne pas recruter plus que 3 avec 1-2 employés, et

pas plus que 3 avec 3-10 employés

4)
Utilisez-vous présentement l’Internet au moins une heure par semaine?  N’incluez pas les branchements pour courriel seulement.

Oui



Non
 Remercier et terminer

5)
Et quel genre de choses faites-vous sur Internet?  Par exemple, est-ce que vous … ?












Oui
Non

a)
l’utilisez pour des courriels





[  ]
[  ]


b)
pour chercher des renseignements (ex :  lire des journaux, vérifier



 la bourse, chercher de  l’information sur des produits et services,



visiter le site de l’ARC, etc.)





[  ]
[  ]

c) pour acheter ou commander des produits ou des services en ligne

avec une carte de crédit





[  ]
[  ]


d)
pour faire des transactions bancaires (ex : payer des factures,



transférer de l’argent, etc.)





[  ]
[  ]


e)
pour accéder ou modifier des renseignements personnels au moyen



d’un service en ligne (i.e. modifier votre adresse en ligne,



vérifier le statut de votre remboursement d’impôt en ligne, etc.)
[  ]
[  ]


f)
pour produire votre déclaration d’impôts en ligne avec IMPOTNET
[  ]
[  ]


g)
Autre (Spécifier) _______________________________________

Si « des courriels » ou « chercher des renseignements » sont les seules utilisations, Remercier et Terminer.

La moitié (5) doivent mentionner une ou plus de c, d, e, ou f pour se qualifier.
La moitié (5) doivent mentionner deux ou plus de c, d, e, ou f pour se qualifier.
6)
À quel groupe d’âge appartenez-vous?



Moins de 18
 Remercier et terminer


18 – 29





30 – 49





50 – 64





65 ou plus


Bonne mixité d’âges

7)
Sexe (Ne pas lire.)


Homme



Femme

  Vérifier les quotas

8a)
Avez-vous déjà participé à un groupe de discussion ou une entrevue pour Agriculture et Agroalimentaire Canada?



Oui
[  ]
Remercier et terminer


Non
[  ]

8b)
Avez-vous déjà participé à un groupe de discussion ou une entrevue personnelle pour l’évaluation d’un site Internet du Gouvernement?



Oui
[  ]
Remercier et terminer


Non
[  ]

8c)
Au cours des six derniers mois, avez-vous participé à un groupe de discussion ou une entrevue de recherche personnelle sur un autre sujet?



Oui
[  ]
Remercier et terminer


Non
[  ]

9a)
Est-ce que vous, ou un membre de votre foyer, avez déjà travaillé pour Agriculture et Agroalimentaire Canada?


Oui
[  ]
Remercier et terminer


Non
[  ]
9b)
Est-ce que vous, ou un membre de votre foyer, avez déjà travaillé pour le ministère de l’agriculture, des pêcheries et de l’alimentation du Québec?


Oui
[  ]
Remercier et terminer


Non
[  ]
10)
Avez-vous déjà travaillé comme Webmestre ou un concepteur de site Internet?



Oui
[  ]
Remercier et terminer


Non
[  ]
11)
Quand vous visitez des sites Internet du Gouvernement fédéral pour des raisons personnelles, est-ce que vous regardez la version anglaise seulement, la version française seulement ou une combinaison des deux?


Version anglaise seulement
REGINA, MONCTON


Version française seulement
TROIS-RIVIÈRES


Combinaison des deux
Approfondir:  Laquelle utilisez-vous le plus?  (Les répondants doivent répondre ‘français’ pour se qualifier aux rencontres de Trois-Rivières.  Autrement, terminer.)

Invitation à la recherche

Comme je disais, nous faisons une étude pour le compte de Agriculture et Agroalimentaire Canada.  Cette étude prendra la forme d’une discussion entre un groupe de personnes comme vous et un de nos animateurs.  Le but de la discussion est d’évaluer le concept d’une nouvelle composante du site qui a été conçue pour les producteurs afin d’établir si le design proposé correspond à vos besoins.  La séance durera environ 2 heures.

Votre participation à cette recherche est volontaire, et vos réponses individuelles seront confidentielles.  Lors de l’entrevue, nous ne vous demanderons que votre prénom.  Chaque session fera l’objet d’un enregistrement audio, qui sera uniquement utilisé par la firme de recherche et ne sera pas transmis à Agriculture et Agroalimentaire Canada.  Il se pourrait que des observateurs du gouvernement soient présents.  Êtes-vous intéressé à participer à la discussion?  Vous recevrez une rétribution de $100 pour vous remercier de votre participation.

Oui
[  ]


Non
[  ] Remercier et terminer
Soyez conscient du fait qu’au début de l’entrevue, nous vous demanderons de fermer votre téléphone cellulaire et/ou téléavertisseur.  Durant la session, on vous demandera de lire et d’examiner un écran d’ordinateur qui sera projeté sur un écran.  Cela veut dire que vous pourriez avoir besoin de vos lunettes, si vous en portez.  Vous sentez-vous à l’aise avec ces conditions?

Oui
[  ]


Non
[  ] Remercier et terminer
La discussion aura lieu à:

Date:

lundi, 28 novembre, 2005

Adresse:
PDG



302, rue Bonaventure, Trois-Rivières
Heure:

19h30 (7:30 pm)


MERCI

Nom du répondant 





Ferme du répondant (si s’applique) 




Ville 



Code postal


Numéro de téléphone 





Nom de l’interviewer 





Date de recrutement 





PROJECT #20202194

November 25, 2005 – FINAL
Discussion Outline – (Producers)

1.
Introduction Of Moderator & Project (5 minutes)
Before we begin, could I ask you to turn off your cell phones or pagers, if you have one. 

As you were told on the phone, this research project is being conducted for the Government of Canada.  More specifically, this research is being done on behalf of Agriculture and Agri-Food Canada.  We are not asking you for any confidential information about you or your farm operation (including your full name), and your individual responses are never revealed to anyone.  Rather, your comments are included with everyone else’s when we write a final report.  

Each session is audio-taped for research purposes, and there are observer(s) behind the glass from the Government.  They are here simply to listen and learn.

The purpose of the group discussion today is to obtain some input from you, as producers who use the internet.   As you were told on the phone, we are looking for feedback from different groups of people on some potential changes that are being considered for parts of the Agriculture and Agri-Food Canada website, specifically, an on-line tool called 'My Account'.  Keep in mind that we want your honest opinions; you are anonymous, so please be candid in your opinions.  

Do you have any questions before we go any further?

2.
Introduction of Participants (10 minutes)

· Please tell me your first name, and a little about yourself.  (marital status, family, hobbies, and type of farm)

· Now let's talk a little about your use of the internet.  Please tell me how often you use the Internet, and what types of things you use it for.

3. General Impressions of the Current Process (15 minutes)
· Aside from the fact that you are all producers, one of the things that you all have in common is that you all participate in one or more programs from Agriculture and Agri-Food Canada. I'm talking about programs such as the Canadian Agricultural Income Stabilization (CAIS) program and Cash Advance Program.  We are not going to talk about the content of these programs, but rather the way in which you deal with the programs – the delivery mechanisms.

· Have you ever tried to contact the department about anything to do with any of these programs? For example, how would you find your CAIS balance?  What are the various methods?    How long does each take?  What is your impression of each method?  How satisfied were you with each?  Did you get the information you needed, or were you able to accomplish what you needed to do? 

· If never contacted, do you know how to contact them if you needed to?  How?

4. Unaided Reaction to 'My AAFC Account' Concept (10 minutes)
· Agriculture and Agri-Food Canada is now considering an online service that would allow people currently participating in programs such as the CAIS or Cash Advances to have online access to their own information relevant to these programs.  

· What is your initial reaction to this idea?  How do you think this would work?  What information would you expect to be able to access?  Is there any information you would not expect to see on-line? Would there be value in a service like this?  What would give it value?

5.
Aided Reaction To Description of 'My AAFC Account' (15 minutes)
Let me give you more detail about the online service.  Take a few minutes to read this, then we will talk about it.  HAND OUT WRITTEN DESCRIPTION OF 'My AAFC Account – Project Description'
"My AAFC Account is an AAFC initiative that is intended to, in the long-term, give you secure, single-window access to AAFC's programs and services.

In the short-term, you will have online access to your personal information from the Canadian Agricultural Income Stabilization program (CAIS).  (Note: this feature will initially only be available to program participants in British Columbia, Saskatchewan, Manitoba, New Brunswick, Nova Scotia, Newfoundland and Labrador and the Yukon.)

You will be able to…

a. review the information that you submitted to the CAIS administration

b. check the status of your account

i. find out if your application has been processed

ii. find out if you will receive a payment

c. see the details of your Calculation of Benefits


Over time, AAFC intends to make My Account into an even more valuable resource.  Features will be added to make AAFC programs and services more accessible and convenient.  In the long-term, you will be able to view your personal program information from other AAFC programs.  You will also be able to access new services and tools, and customize your My Account page to include the tools, features and information that is most important to you."

· What is your reaction to this idea?  Conceptually, is this a good idea or bad idea?

· What are the advantages of it over the current methods of obtaining this type of information? 

· What are the disadvantages?  
· Who would use it?  what needs will it potentially fill?

· What do you think the service would look like?
· Based on what you know so far, would you use it?  why/why not?

6.
Aided Reaction To Site (45 minutes)
Let me show you what the site might look like.  Keep in mind that what I am showing you is only a prototype; some of the links don't go anywhere yet, and there is clearly information missing.  However, it is enough to give you an idea of what the designers have in mind.  

MODERATOR:  (Click into ProducerPageLevel0.html to show AAFC homepage for Producers), AND PROJECT 'My AAFC Account' PAGE ON THE SCREEN SO ALL CAN SEE. 
 (10 minutes)

· assume for a moment that you have heard of a service called "My AAFC Account', that will allow you to see some of your information related to the financial assistance programs in which you are registered.  You come to the AAFC page for producers to see if you can find out more information.  This is what you see.
· What is your overall reaction to the page?  

· Based on this page, do you understand the purpose of this service?  Who is the service for?  Do you get the impression it is for you?  Why/why not?

· Based on what you see, and don't see at this point, what questions do you have about the site?

· What kind of information do you expect to find on the site?

· Do you expect to be able to perform any transactions on the site, that is, do anything besides find information?  What would you want to be able to do on the site?

· According to this page, what would your next step be?  What would you, as a new user, need to do next?  (Moderator:  is it clear to the participants that they need to log in?  Do they see the Log in or Register link?)
UNDERSTANDING EPASS AND THE REGISTRATION PROCESS:
(15 minutes)

· again, let's assume you have come to the My AAFC Account site for the first time.  In order to obtain access to My Account, you need to log in and register.  

· (IF NECESSARY, POINT OUT THE 'Log in' AND 'Register' LINKS)  Which one would you click – Log in or Register?  Why?  (The reality is they take you to the same place.) 
· (Moderator:  Click 'Login' link)

· As a new user, what would you do now?  (ie. do they recognize that they need to obtain an epass?)  if not sure what to do, ask…  have you ever heard of the 'epass'?  Do you know what it does?  

· would you read the page before proceeding or would you click a link without reading the page?  Why?  

· Which link would you eventually click?  Why?

· IF NECESSARY, EXPLAIN EPASS AS FOLLOWS:  An epass is a unique electronic credential that allows you to communicate with the Government of Canada on-line.  Your epass is unique to you, but it is anonymous.  That is, your epass is unique to an individual, but the epass alone cannot identify the individual.  It can be used to access any of your own secure information that is held by any Government of Canada department or agency.  You will need an epass in order to access My AAFC Account.

· Let's assume that you do not have an epass.  (Moderator:  Click 'Register for a Government of Canada epass' link)  We are not evaluating the registration process as part of this research, but I want you to understand what is involved in getting an epass. (Moderator:  Take them through the registration process fairly quickly.)

· At the page headed EPASS CANADA  WELCOME xxxx', ASK..  What is your understanding of what you have done by this point?  What have you accomplished so far?  (ie. do they understand that all they have done is register for the epass, and that they have not yet enrolled in My AAFC Account?)  what would you do next?

· (Moderator: Click 'Continue') what do you do now?  What is this page for?  

· This page is the first step in enrolling in My AAFC Account.  

· Moderator: 

· Type 'John Smith' 

· click 'Individual'

· click 'CAIS'  

· click 'Enrol'
· Notice that this Welcome page is specific to John Smith, the producer whose name we just input on the previous page.  Is he enrolled yet?  Will you be able to access your information yet?

· What is this page for?  What does he still need to do?  Why?

· Moderator:

· Fill in 'CAIS number'
· Fill in 'SIN'
· Fill in 'postal code'

· Click 'Submit'
· What does this page tell you?

· what is your overall impression of this process?  Is it too much?  Too little?  Just right in terms of protecting your privacy?
· What is your understanding of what John Smith could do at this point?  Can he access his information on the CAIS now?  (Moderator:  do they understand that John must wait 2 – 3 weeks for his activation code to arrive?)
UNDERSTANDING THE ACTIVATION PROCESS
(10 MINUTES)

· OK let's assume that 2 weeks have gone by, and John Smith has his activation code.  He goes back onto the website (Moderator: you should be on the main page of the Level0 version)
· Moderator:  Click Log in link at top of main page.  Because John has his epass, he will click 'Log in to My AAFC Account'  

· (Moderator: click 'Log in to My AAFC Account')  He would type in his User ID and password, and click Login PIN Entry.  

· (Moderator: Click 'Login PIN Entry')
· John is now at a page called 'My Profile:  Services Enrolment Activation'.  On this page, he is asked to accept the terms and conditions of use, and, if he does accept them, he inputs his activation code (that he received in the mail) and clicks 'I accept'.  You should understand that a user would only go through this process once.  After he has obtained an epass, and activated 'My Account', the next time he visits the site, the user could simply log in with his epass User ID and password, and almost immediately access My Account.

· Now that you have seen the entire process, what is your reaction to the security process?  Is the process secure enough?  Too secure?  

MODERATOR:  (Click into ProducerPage.html to show My AAFC Account homepage for Producers), AND PROJECT PAGE ON THE SCREEN SO ALL CAN SEE.  
HAND OUT A 'HARD COPY' OF THE PAGE SO THEY CAN SEE IT CLEARLY

Now, let's assume that John Smith has received his activation code, and has completed the process he needs in order to access My AAFC Account.  This is the page he would get to.  Take a minute to look at it. If it is easier for you, please read the hard copy and then we will talk about it.

Main Page:

· Now let's talk a bit about this page.  What is your initial reaction when you look at this page?  Please rate it on a one-to-ten scale to tell me how user friendly you find it.  A rating of 10 means it looks very user friendly, while a rating of one means it does not look user friendly at all.  Why do you rate it that way?

· Who is this page for? 

· Is this page what you expected to see?  Does it have the information you expected?  Is there any information missing?  What else would you like to see on the page?

· Does this page allow you to do what you expected to be able to do?  Is there anything else you would like to be able to do from this page?

Focus on Selected Items in Right Menu
In the initial release of the My AAFC Account, the only thing that will be accessible will be information on CAIS, as shown under 'My Benefits'.  Let me show you what you can expect to see.

	OUTSIDE QUEBEC ONLY:
· My Benefits 

· (click on 'My Benefits Summary')  Again, in the initial release, the only thing you would see is CAIS.  The information on other programs such as Cash Advances would come later. 
· is this what you expected to see?

· is it useful information?  Would you use My Account in order to get to this information?

· is there anything missing?  Anything else you would like to see?

· what would you expect to see if you clicked into the link 'CAIS'?

· Click on CAIS on the Summary Page 

· is this what you expected to see?
· is it useful information?  Would you use it?
· is there anything missing?  Anything else you would like to see?
· Click into each item in the left menu on the CAIS page. On each page, ask…

· is this useful?  Is it something you would use?  Is there anything else you would like to see?

What you have just seen is all the personal information you would be able to see through My Account in the first release. 

· is this enough to warrant the launch of the service?  Is the information on CAIS of sufficient interest that you would want to register for My Account?  Why/why not?

· If it was up to you, would you recommend they wait until more services are available before launching My AAFC Account?  

Let's look at some of the other features that are being planned for My AAFC Account.  These will be available in the second release..

· Click on My Benefits Summary.   what would you expect to see if you clicked on 'View Benefits History'?  (click on View Benefits History) is this what you expected?  Is anything missing?

· Go back to main page.  Click on My Cash Advance
· is this what you expected to see?

· is it useful information?

· is there anything missing?  Anything else you would like to see?

· 


EVERY REGION

· Go back to main page.  Click on 'Add Program'  This page on the demo assumes that John Smith has enrolled in and authorized to view My CAIS only)
· does the page offer enough explanation?  Do you have any other questions about this page?

· (click 'Cash Advance'.  Click 'Add')

· (On 'Welcome John Smith' page)  do you understand what this page is for?  What questions do you have?  
· (input a number and a birth date.  Click 'Submit')
· (On 'Welcome page: Terms & conditions) do you understand what this page is for?  What questions do you have?

· (click 'I accept')

· Once John has done this, will he have instant access to the program?

· You can only add one program at a time.  How do you feel about going through this process each time you want to view information from another program?

· Delegate Management  (available 'down the road' in Phase II)  This will allow a producer to authorize someone else to also access his information through My Account.  The other person might be an accountant or bookkeeper, or another third party such as a family member.

· What is your reaction to this idea?  Good idea?  Bad idea?  Is it something you would do?  Who would you authorize?

· Click on 'Benchmarking' 

· Are you familiar with this tool?  Do you use it currently?

· The main difference between the existing tool and this version is that if you are registered with My Account, the system will automatically upload your personal data into the income statement.  Currently you have to input this yourself.  Does this feature make the Benchmarking tool any more or less attractive to you?  Why?

Focus On Selected Links in Left Menu

The links that are shown here on the left menu are also part of the long-term view of My Account, and would not be available in the first release.  However, let's look at some of them.


-
Information



-
Browse all topics (click for topics)



-
FAQs (click for FAQs)


-
Business and Life Events (click for topics)


-
Online Transactions



-
Change of Address (click for demo)


-
Programs & Services



-
CAIS (click for demo)


-
Community



-
Virtual Help Desk (click)  (allows for a real time conversation with someone at the Help Desk)



-
Message Boards (click)  (works like any other message boards)

-
Moderator:  as you click on each of the above links, ask…

-
is this what you expected?  


-
What is your reaction to what you are seeing?  


-
Is this useful?  (1 – 10 scale)


-
if it was up to you, how would you prioritize these?  That is, which one would you work on first, which one is second most important to you, and so on?
IF TIME:  Show customization link at top menu, and Personalize example on Weather

· what is your reaction to being able to customize the look of the page?  To be able to personalize the information you can obtain?

6.
Overall Evaluation of My AAFC Account (10 minutes)
· What is your overall impression of My AAFC Account?  Now that you have seen what could be available, is the concept a good one or not?  Why?

· Is it what you expected?  Does it contain the information and services you expected and/or wanted to be able to access?  If not, what was missing?

· Rate it on a one to ten scale where ten means it is very user friendly, and one means it is not at all user friendly.  Why did you rate it that way?
· What is your impression of the overall layout or the way in which the pages are organized?  Does it make sense to you?  Why/ why not?
9. In Summary: (5 minutes)
· Would you use the service once it is available online?  Why? Why not?

THANK YOU FOR YOUR PARTICIPATION

PROJET #20202194

23 novembre 2005 – 2e ébauche

Guide de Discussion – (Producteurs)

1.
Présentation de l’animateur et du projet (5 minutes)

Avant de commencer, puis-je vous demander d’éteindre vos téléphones cellulaires ou téléavertisseurs, si vous en avez sur vous.

Comme on vous l’a dit au téléphone, ce projet de recherche est mené par le gouvernement du Canada, plus précisément pour le compte d’Agriculture et Agroalimentaire Canada. Nous ne vous poserons aucune question confidentielle sur vous ou sur l’exploitation de votre ferme (comme votre nom de famille), et vos réponses individuelles ne seront jamais révélées à qui que ce soit. En fait, vos commentaires seront regroupés avec ceux de toutes les autres personnes interrogées lorsque nous rédigerons un rapport final.
Chaque entrevue fait l’objet d’un enregistrement audio pour fins de recherche et des observateurs du gouvernement seront présents derrière le miroir. Ils ne sont là que pour écouter et apprendre.
Le but de l’entrevue d’aujourd’hui est d’obtenir votre rétroaction en tant que producteurs utilisant Internet. Comme on vous l’a dit au téléphone, nous cherchons à obtenir le point de vue de différents groupes de personnes sur des changements potentiels à apporter à certaines sections du site Web d’Agriculture et Agroalimentaire Canada, en particulier sur un outil en ligne nommé « Mon dossier ». N’oubliez pas que nous voulons obtenir votre opinion réelle. Vous êtes anonyme.  S’il vous plaît, veuillez vous exprimer franchement.
Avez-vous des questions avant que nous continuions? 

2.
Présentation des participants (10 minutes)

· J’aimerais que vous vous présentiez en me donnant votre prénom et en parlant un peu de vous.  (état civil, famille, passe-temps et type d’exploitation agricole)

· Parlons maintenant de l’utilisation que vous faites d’Internet. Dites-moi s’il vous plaît à quelle fréquence vous l’utilisez et à quelle(s) fin(s).

· Avez-vous déjà visité un des sites d’un des ministères ou organismes du gouvernement fédéral? Dans l’affirmative, pouvez-nous nous dire lequel? Pour quelle raison avez-vous fait cette visite?  Avez-vous trouvé ce que vous cherchiez?

3. Appréciation générale de la procédure actuelle (15 minutes)

· Mis à part votre statut de producteur, vous prenez tous part à un ou plusieurs des programmes d’Agriculture et Agroalimentaire Canada. Je fais référence à des programmes tels que le programme d’avances de fonds, par exemple. Nous ne parlerons pas du contenu de ces programmes, mais plutôt de la façon dont vous vous en informez et des mécanismes de remise.

· Avez-vous déjà tenté d’entrer en contact avec le ministère au sujet d’un de ces programmes? Par exemple, comment parvenez-vous à connaître l’état de votre compte? Quelles sont les diverses méthodes? Combien de temps faut-il compter pour chacune d’elles? Quelle est votre appréciation de chacune des méthodes? Quel est votre degré de satisfaction par rapport à ces dernières? Avez-vous trouvé l’information que vous cherchiez, ou bien avez-vous été en mesure d’accomplir ce que vous cherchiez à faire?  

· Si vous n’avez jamais rejoint le ministère, sauriez-vous comment vous y prendre si vous aviez à le faire? Comment?

4. Appréciation spontanée du concept « Mon dossier AAC » (10 minutes)

· Agriculture et Agroalimentaire Canada cherche à développer un service en ligne qui permettrait à ceux et celles qui participent actuellement à des programmes tels que l’avance de fonds d’accéder via Internet à leurs données personnelles pour chacun de ces programmes.
· Quelle est votre première impression d’une telle idée? Comment pensez-vous qu’un tel service fonctionnerait?  Quel genre d’information(s) croyez-vous être en mesure d’aller chercher? Y a-t-il une ou des informations que vous ne vous attendez pas à trouver en ligne? Y aurait-il un avantage à avoir un tel service? En quoi consisterait cet avantage?

5.
Appréciation assistée de la description de « Mon dossier AAC » (15 minutes)
Je vais vous donner de plus amples détails à propos du service en ligne. Prenez quelques minutes afin de lire ce qui suit, et nous en discuterons par la suite. DISTRIBUER LA DESCRIPTION ÉCRITE DE « Mon dossier AAC – Description du projet »
"Mon dossier AAC est une initiative de AAC dont l’objectif est, à long terme, d’offrir un guichet unique et sécuritaire pour accéder aux programmes et services de AAC.

À court terme, vous pourrez accéder en ligne à vos informations personnelles relatives au Programme canadien d’avances de fonds.

Vous serez en mesure de visualiser votre résumé des Avances de fonds.


Éventuellement, AAC fera de Mon dossier un outil encore plus intéressant. De nouvelles fonctions seront ajoutées afin de rendre les programmes et services de AAC plus accessibles et commodes. À long terme, vous serez en mesure de voir vos informations personnelles liées aux autres programmes de AAC. Vous serez également en mesure d’accéder à de nouveaux outils et services et de configurer la page Mon dossier en incluant les outils, les fonctions et l’information qui comptent le plus pour vous."
· Que pensez-vous de cette idée? D’un point de vue conceptuel, s’agit-il d’une bonne ou d’une mauvaise idée?

· Quels avantages cette façon de procéder procure-t-elle par rapport aux autres méthodes qui permettent d’obtenir ce genre d’information? 

· Quels sont les désavantages?  

· Qui s’en servirait?  Quels besoins cela va-t-il combler?

· À quoi ressemblera ce service d’après vous?

· D’après ce que vous en savez, vous en serviriez-vous? Pourquoi/pourquoi pas?

6.
Appréciation assistée du site web (45 minutes)

Je vais vous montrer ce à quoi ressemblera le site. Gardez en tête que ce que je vous montre n’est qu’un prototype; certains liens ne sont pas encore activés, et de toute évidence il manque de l’information. Toutefois, le contenu actuel du site donne une bonne idée de ce que les concepteurs veulent créer.

ANIMATEUR: (Cliquer sur ProducerPageLevel0.html afin d’afficher la page d’accueil des producteurs de AAC), ET PROJETER LA PAGE « Mon dossier AAC » À L’ÉCRAN DE MANIÈRE À CE QUE TOUS PUISSENT LA VOIR.

(10 minutes)

· prenez pour acquis un instant que vous avez entendu parler d’un service nommé « Mon dossier  AAC » qui vous permettrait de consulter un certain nombre d’informations personnelles liées aux programmes d’aide financière auxquels vous prenez part. Vous accédez à la page producteurs AAC afin de voir si vous pouvez trouver plus d’informations. Voici ce que vous voyez.

· Quelle est votre appréciation globale de la page?

· La page vous permet-elle de comprendre la raison d’être de ce service? À qui le service est-il destiné? Avez-vous l’impression qu’il s’adresse à vous?  Pourquoi/pourquoi pas?

· En vous basant sur ce que vous voyez et ne voyez pas à ce stade, quelles questions avez-vous à propos du site?

· Quel genre d’informations vous attendez-vous à trouver sur le site?

· Pensez-vous être en mesure d’exécuter n’importe quel type de transaction sur le site, donc de tout pouvoir y faire mis à part y trouver de l’information?  Que voudriez-vous pouvoir faire à l’aide de ce site?

· Quelle serait d’après-vous la prochaine étape que vous devriez exécuter après avoir accédé à cette page?  En tant que nouvel utilisateur, que devriez-vous ensuite faire? (Animateur: les participants ont-ils retenu  qu’ils doivent ouvrir une session? Voient-ils le lien qui permet d’ouvrir une session ou de s’enregistrer en tant que nouvel utilisateur?)
COMPRENDRE EPASS ET LA PROCÉDURE D’ENREGISTREMENT:

(15 minutes)

· une fois de plus, faisons comme si vous aviez accédé au site « Mon dossier AAC » pour la première fois. Vous devez ouvrir une session et vous enregistrer de manière à accéder à Mon dossier.  

· (SI NÉCESSAIRE, MONTRER LES LIENS « Ouvrir une session » ET « Nouvel utilisateur »)  Lequel des deux sélectionneriez-vous – Ouvrir une session ou Nouvel utilisateur?  Pourquoi?  (La réponse est que les deux mènent à la même fenêtre.) 

· (Animateur:  Cliquer sur le lien « Ouvrir une session »)

· En tant que nouvel utilisateur, que feriez-vous maintenant? (i.e. constatent-ils qu’ils doivent obtenir une epass?)  si vous n’êtes pas certain de savoir quoi faire, demandez…  avez-vous déjà entendu parler de « epass »?  Savez-vous à quoi elle sert?  

· Liriez-vous la page avant de continuer ou cliqueriez-vous sur un lien sans avoir lu la page?  Pourquoi?  

· Sur quel lien cliqueriez-vous ensuite?  Pourquoi?

· SI NÉCESSAIRE, EXPLIQUER EPASS DE LA MANIÈRE SUIVANTE:  Une epass est une carte d’identité électronique personnelle qui vous permet de communiquer en ligne avec le gouvernement du Canada. Votre epass vous est propre mais est toutefois anonyme. Cela veut dire que votre epass est propre à un individu, mais qu’elle seule ne permet pas d’identifier un individu. Elle peut être utilisée afin d’accéder à n’importe quelle information personnelle sécurisée que détient un des ministères ou organismes du gouvernement du Canada. Vous aurez besoin d’une epass afin d’accéder à Mon dossier AAC.

· Faisons comme si vous n’aviez pas de epass.  (Animateur: Cliquer sur le lien « S’enregistrer pour Government of Canada epass ») Nous n’évaluons pas la procédure d’enregistrement comme faisant partie de cette recherche, mais tenons à ce que vous compreniez ce qu’il faut faire afin d’obtenir une epass. (Animateur:  Montrer la procédure d’enregistrement le plus rapidement possible.)

· À la page intitulée EPASS CANADA BIENVENUE, CONFIDENTIEL 1234, DEMANDEZ.. Quel est votre niveau de compréhension de ce que vous avez accompli jusqu’ici? Qu’avez-vous accompli jusqu’ici? (i.e. comprennent-ils qu’ils n’ont fait que s’enregistrer pour la epass, et qu’ils ne se sont pas encore inscrits à Mon dossier AAC?)  que feriez-vous ensuite?

· (Animateur: Cliquer sur 'Continuer') que faites-vous maintenant?  À quoi sert cette page?  

· Cette page constitue la première étape de l’inscription à Mon dossier AAC.  

· Animateur: 

· Écrire 'John Smith'

· Cliquer sur 'Personnel'

· Cliquer sur 'Mes Avances de Fonds'

· Cliquer sur 'S’Inscrire'

· Remarquez que cette page d’accueil est propre à John Smith, le producteur dont nous venons d’entrer le nom à la page précédente. Est-il maintenant inscrit? Seriez-vous maintenant en mesure d’accéder à votre information?

· À quoi sert cette page?  Que doit-il faire de plus?  Pourquoi?

· Animateur:

· Inscrire le 'numéro PCSRA'

· Inscrire le 'NAS'

· Inscrire le 'code postal'

· Cliquer sur 'Soumettre'

· Que pensez-vous de cette page?

· Quelle est votre appréciation globale de ce processus? Est-il trop lourd? Ou trop peu?  Protège-t-il suffisamment votre vie privée?

· Que pensez-vous que John Smith peut faire à ce stade-ci? Peut-il maintenant accéder à son information liée aux Avances de Fonds? (Animateur: comprennent-ils que John doit attendre 2-3 semaines avant d’obtenir son code d’activation?)

COMPRÉHENSION DU PROCESSUS D’ACTIVATION

(10 MINUTES)

· Bon, faisons comme si 2 semaines s’étaient écoulées et que John Smith détient son code d’activation. Il accède de nouveau au site web (Animateur: vous devriez vous trouver sur la page d’accueil de la version Level0)

· Animateur: Cliquer sur le lien Ouvrir une session au haut de la page d’accueil.  Maintenant qu’il a une epass, il cliquera sur 'Ouvrir une session'
· (Animateur: Cliquer sur 'Ouvrir une session') Il inscrirait son nom d’utilisateur et son mot de passe et cliquerait sur Ouvrir une session 00B.

· (Animateur: Cliquer sur 'Ouvrir une session 00B')
· John se trouve maintenant sur une page nommée 'Mon Profil: Activation de l’inscription aux services'.  Sur cette page, on lui demande d’accepter les modalités et conditions d’usage et, s’il les accepte, inscrit son code d’activation (qu’il a reçu par la poste) et clique sur 'J’accepte'. Vous devriez retenir qu’un utilisateur n’aurait à suivre cette procédure qu’une seule fois. Une fois qu’il a obtenu une epass et qu’il a activé 'Mon dossier', il n’aura qu’à ouvrir une session à l’aide de son nom d’utilisateur et de son mot de passe epass afin d’accéder presque immédiatement à Mon dossier la prochaine fois qu’il visitera le site.

· Maintenant que vous avez suivi l’ensemble du processus, que pensez-vous du processus de sécurité?  Le processus est-il assez sécuritaire?  Trop sécuritaire?  

ANIMATEUR:  (Cliquer sur ProducerPage.html afin d’afficher la page d’accueil Mon dossier PCSRA des producteurs), ET PROJETER LA PAGE À L’ÉCRAN DE MANIÈRE À CE QUE TOUS PUISSENT LA VOIR.

DISTRIBUER UNE COPIE PAPIER DE LA PAGE AFIN QU’ILS PUISSENT LA VOIR CLAIREMENT.

Maintenant, faisons comme si John Smith avait reçu son code d’activation et qu’il avait complété la procédure qui permet d’accéder à mon dossier AAC. Voici la page à laquelle il accéderait.  Prenez une minute pour la consulter. Si cela vous semble plus facile, lisez la copie papier et nous en discuterons ensuite.

Page d’accueil:

· Maintenant, parlons un peu de cette page. Quelle est votre première impression à la vue de cette page? Veuillez s’il vous plaît l’évaluer sur une échelle de 1 à 10 pour me dire à quel point vous la trouvez conviviale. Une note de 10 signifie que vous l’avez trouvée très conviviale tandis qu’une note de 1 signifie qu’elle vous est apparue comme étant très peu conviviale.  Pourquoi lui accordez-vous une telle note?

· À qui s’adresse une telle page? 

· Cette page correspond-t-elle à ce que vous vous attendiez à voir? Contient-elle l’information que vous pensiez y trouver? Manque-t-il de l’information? Quelle autre information aimeriez-vous voir sur cette page?

· Cette page vous permet-elle de faire ce que vous pensiez pouvoir y effectuer? Y a-t-il autre chose que vous aimeriez pouvoir faire à l’aide de cette page?

· Regardons maintenant la page en détail. En particulier, passons en revue tous les en-têtes de section de la page.  (ANIMATEUR:  REVOIR LES ITEMS QUI N’ONT PAS FAIT L’OBJET D’UNE DISCUSSION CI-DESSUS SEULEMENT)
Menu de gauche:  Que pensez-vous trouver en cliquant sur:


-
Renseignements



-
Recherche avancée



-
Parcourir tous les sujets de A à Z 



-
Publications



-
Foire aux questions (cliquer pour afficher des FAQ)


-
Événements d’affaires et de la vie 


-
Transactions en ligne



-
Changement d’adresse



-
S’inscrire en ligne



-
Programmes et Services



-
Mon PCSRA



-
Mes Avances de fonds



-
Mon SCEAC


-
Collectivité



-
Service de dépannage virtuel



-
Babillards

Menu de droite:  Et que pensez-vous trouver en cliquant sur …


-
Mes prestations



-
Résumé de mes prestations (cliquer)



-
Mon PCSRA



-
Mes Avances de fonds



-
Mon SCEAC


-
Ajouter un programme


-
Gestion du remplaçant


-
Analyse comparative


-
Outils de gestion

Se concentrer sur les items sélectionnés dans le menu de droite

L’information relative aux Avances de fonds sera la seule information disponible lors du lancement de la première version de Mon dossier AAC, tel qu’on peut le voir sous 'Mes prestations'.  Laissez-moi vous montrer ce que vous pouvez vous attendre à voir.

· Retourner à la page d’accueil. Cliquer sur 'Ajouter un programme'  Cette page de la démonstration indique que John Smith s’est inscrit et qu’il n’est autorisé qu’à afficher Mes Avances de fonds)
· La page donne-t-elle assez d’explications? Avez-vous d’autres questions au sujet de cette page?

· (cliquer sur 'Avances de fonds'.  Cliquer sur 'Ajouter')

· (À propos de la page 'Bienvenue John Smith') Comprenez-vous à quoi sert cette page? Avez-vous des questions?  
· (inscrire un numéro et une date de naissance.  Cliquer sur 'Soumettre')

· (À propos de la page 'Bienvenue: Modalités et conditions d’utilisation) Comprenez-vous à quoi sert cette page? Avez-vous des questions?
· (cliquer sur 'J’accepte')

· Une fois que John a fait tout cela, aura-t-il immédiatement accès au programme?

· Vous ne pouvez ajouter qu’un seul programme à la fois. Que pensez-vous du fait de devoir passer à travers ce processus à chaque fois que vous voulez afficher des informations liées à un autre programme?

· Gestion du remplaçant (disponible plus tard en phase II)  Cette fonction permet à un producteur d’autoriser quelqu’un d’autre à accéder à ses informations à l’aide de Mon dossier. L’autre personne pourrait soit être un comptable ou un aide-comptable, ou une tierce partie (un membre de la famille).

· Que pensez-vous de cette idée? Bonne idée? Mauvaise idée? S’agit-il d’une fonction dont vous vous serviriez? Qui autoriseriez-vous?

· Cliquer sur 'Analyse comparative'  (Distribuer une copie de la page) 

· Êtes-vous familier avec cet outil? L’utilisez-vous présentement?

· La principale différence entre l’outil actuel et cette version est que si vous êtes enregistré avec Mon dossier, le système téléchargera vos données personnelles automatiquement dans l’état des résultats. Vous devez pour l’instant inscrire cette information vous-même. Est-ce que cette fonction rend l’outil d’analyse comparative plus ou moins attrayant à vos yeux? Pourquoi?

Se concentrer sur les liens sélectionnés dans le menu de gauche 

Les liens que vous voyez dans le menu de gauche font aussi partie d’une perspective à long terme de Mon dossier et ne seront pas disponibles lors du premier lancement. Jetons tout de même un coup d’œil à certains d’entre eux.


-
Renseignements



-
Parcourir tous les sujets de A à Z (cliquer pour afficher des sujets)



-
Foire aux questions (cliquer pour afficher des FAQ)


-
Événements d’affaires et de la vie (cliquer pour afficher des sujets)


-
Transactions en ligne



-
Changement d’adresse (cliquer pour afficher une démonstration)


-
Programmes et Services



-
PCSRA (cliquer pour afficher une démonstration)


-
Collectivité



-
Service de dépannage virtuel (cliquer)  (permet d’avoir une conversation en temps réel avec un ou une préposé(e) du service de dépannage)



-
Babillards (cliquer)  (fonctionne comme n’importe quel autre babillard)

-
Animateur:  à mesure que vous cliquez sur chacun des liens ci-dessus, demandez…

-
l’information correspond-elle à ce que vous pensiez trouver?  


-
Que pensez-vous de ce que vous voyez?


-
Est-ce utile?


-
Si vous aviez le choix, dans quel ordre placeriez-vous les liens? Autrement dit, lequel sélectionneriez-vous en premier, en deuxième, etc.?

S’IL RESTE ASSEZ DE TEMPS: Montrer le lien de personnalisation au haut du menu et personnaliser en se basant sur l’exemple de la météo

· Que pensez-vous du fait de pouvoir personnaliser l’apparence de la page? D’être en mesure de personnaliser l’information que vous pouvez obtenir?

7.
Appréciation globale de Mon dossier AAC (10 minutes)
· Quelle est votre appréciation globale de Mon dossier AAC? Maintenant que vous avez vu ce à quoi ce dernier pourrait ressembler, pensez-vous que le concept est bon ou non? Pourquoi?

· Vous attendiez-vous à voir ce genre d’outil? Contient-il l’information et les services auxquels vous vous attendiez et auxquels vous pensiez pouvoir accéder? Dans la négative, que manque-t-il?

· Veuillez s’il vous plaît évaluer l’outil sur une échelle de 1 à 10 pour me dire à quel point vous le trouvez convivial. Une note de 10 signifie que vous l’avez trouvé très convivial tandis qu’une note de 1 signifie qu’il vous a semblé très peu convivial. Pourquoi l’avez-vous évalué de la sorte?

· Quelle est votre appréciation de la mise en page en général ou de la façon dont les pages sont organisées? Cela fait-il du sens à vos yeux? Pourquoi/pourquoi pas?

8.
Sommaire (5 minutes)
· Utiliseriez-vous le service une fois celui-ci disponible en ligne? Pourquoi/pourquoi pas?

MERCI BIEN D’AVOIR PARTICIPÉ

PROJECT #20202194

November 25, 2005 – FINAL
Discussion Outline – (reps)

1.
Introduction Of Moderator & Project (5 minutes)
Before we begin, could I ask you to turn off your cell phones or pagers, if you have one. 

As you were told on the phone, this research project is being conducted for the Government of Canada.  More specifically, this research is being done on behalf of Agriculture and Agri-Food Canada.  We are not asking you for any confidential information about you or your clients' farm operations (including your full name), and your individual responses are never revealed to anyone.  Rather, your comments are included with everyone else’s when we write a final report.  

Each session is audio-taped for research purposes, and there are observer(s) behind the glass from the Government.  They are here simply to listen and learn.

The purpose of the group discussion today is to obtain some input from you, as accountants and bookkeepers who have agricultural clients, and as people who use the internet.   As you were told on the phone, we are looking for feedback from different groups of people on some potential changes that are being considered for parts of the Agriculture and Agri-Food Canada website, specifically, an on-line tool called 'My Account'.  Keep in mind that we want your honest opinions; you are anonymous, so please be candid in your opinions.  

Do you have any questions before we go any further?

2.
Introduction of Participants (10 minutes)

· Please tell me your first name, and a little about yourself.  (marital status, family, hobbies, and type of farm)

· Now let's talk a little about your use of the internet.  Please tell me how often you use the Internet, and what types of things you use it for.

3. General Impressions of the Current Process (15 minutes)
· I want to start by talking about some of the programs for producers that are sponsored by Agriculture and Agri-Food Canada.  This would include programs such as the Canadian Agricultural Income Stabilization (CAIS) program and Cash Advance Program.  We are not going to talk about the content of these programs, but rather the way in which you deal with the programs – the delivery mechanisms.  
· Have you ever tried to contact the department about anything to do with any of these programs on behalf of any of your agriculture clients? For example, how would you find the CAIS balance for a client?  What are the various methods?    How long does each take?  What is your impression of each method?  How satisfied were you with each?  Did you get the information you needed, or were you able to accomplish what you needed to do?  

· If never contacted, do you know how to contact them if you needed to?  How?

4. Unaided Reaction to 'My AAFC Account' Concept (10 minutes)
· Agriculture and Agri-Food Canada is now considering an online service that would allow people currently participating in programs such as the CAIS or Cash Advances to have online access to their own information relevant to these programs.  
· What is your initial reaction to this idea?  How do you think this would work?  What information would you expect to be able to access?  Is there any information you would not expect to see on-line? Would there be value in a service like this?  What would give it value?

5.
Aided Reaction To Description of 'My AAFC Account' (15 minutes)
Let me give you more detail about the online service.  Take a few minutes to read this, then we will talk about it.  HAND OUT WRITTEN DESCRIPTION OF 'My AAFC Account – Project Description'
"My AAFC Account is an AAFC initiative that is intended to, in the long-term, give producers secure, single-window access to AAFC's programs and services.

In the short-term, they will have online access to their personal information from the Canadian Agricultural Income Stabilization program (CAIS).  (Note: this feature will initially only be available to program participants in British Columbia, Saskatchewan, Manitoba, New Brunswick, Nova Scotia, Newfoundland and Labrador and the Yukon.)

Producers will be able to…

a. review the information that they submitted to the CAIS administration

b. check the status of their account

i. find out if their application has been processed

ii. find out if they will receive a payment

c. see the details of their Calculation of Benefits


Over time, AAFC intends to make My Account into an even more valuable resource.  Features will be added to make AAFC programs and services more accessible and convenient.  In the long-term, producers will be able to view their personal program information from other AAFC programs.  They will also be able to access new services and tools, and customize their My Account page to include the tools, features and information that is most important to them."

· What is your reaction to this idea?  Conceptually, is this a good idea or bad idea?

· What are the advantages of it over the current methods of obtaining this type of information? 

· What are the disadvantages?  

· Who would use it?  what needs will it potentially fill?

· Is it something that you, as tax professionals, would like to be able to access on behalf of your clients?

· What do you think the service would look like?
· Based on what you know so far, would you use it?  why/why not?

6.
Aided Reaction To Site (45 minutes)
Let me show you what the site might look like.  Keep in mind that what I am showing you is only a prototype; some of the links don't go anywhere yet, and there is clearly information missing.  However, it is enough to give you an idea of what the designers have in mind.  I am going to show you the prototype that has been designed for producers.
MODERATOR:  (Click into ProducerPageLevel0.html to show AAFC homepage for Producers), AND PROJECT 'My AAFC Account' PAGE ON THE SCREEN SO ALL CAN SEE. 
 (10 minutes)

· assume for a moment that you have heard of a service called "My AAFC Account', that will allow you to see some of your information related to the financial assistance programs in which you are registered.  You come to the AAFC page for producers to see if you can find out more information.  This is what you see.
· What is your overall reaction to the page?  

· Based on this page, do you understand the purpose of this service?  Who is the service for?  Do you get the impression it is for you?  Why/why not?

· Based on what you see, and don't see at this point, what questions do you have about the site?

· What kind of information do you expect to find on the site?

· Do you expect to be able to perform any transactions on the site, that is, do anything besides find information?  What would you want to be able to do on the site?

· According to this page, what would your next step be?  What would you, as a new user, need to do next?  (Moderator:  is it clear to the participants that they need to log in?  Do they see the Log in or Register link?)
UNDERSTANDING EPASS AND THE REGISTRATION PROCESS:
(15 minutes)

· again, let's assume you have come to the My AAFC Account site for the first time.  In order to obtain access to My Account, you need to log in and register.  

· (IF NECESSARY, POINT OUT THE 'Log in' AND 'Register' LINKS)  Which one would you click – Log in or Register?  Why?  (The reality is they take you to the same place.) 
· (Moderator:  Click 'Login' link)

· As a new user, what would you do now?  (ie. do they recognize that they need to obtain an epass?)  if not sure what to do, ask…  have you ever heard of the 'epass'?  Do you know what it does?  

· would you read the page before proceeding or would you click a link without reading the page?  Why?  

· Which link would you eventually click?  Why?

-
IF NECESSARY, EXPLAIN EPASS AS FOLLOWS:  An epass is a unique electronic credential that allows you to communicate with the Government of Canada on-line.  Your epass is unique to you, but it is anonymous.  That is, your epass is unique to an individual, but the epass alone cannot identify the individual.  It can be used to access any of your own secure information that is held by any Government of Canada department or agency.  You will need an epass in order to access My AAFC Account.

· Let's assume that you do not have an epass.  (Moderator:  Click 'Register for a Government of Canada epass' link)  We are not evaluating the registration process as part of this research, but I want you to understand what is involved in getting an epass. (Moderator:  Take them through the registration process fairly quickly.)

· At the page headed EPASS CANADA  WELCOME xxxx', ASK..  What is your understanding of what you have done by this point?  What have you accomplished so far?  (ie. do they understand that all they have done is register for the epass, and that they have not yet enrolled in My AAFC Account?)  what would you do next?

· (Moderator: Click 'Continue') what do you do now?  What is this page for?  

· This page is the first step in enrolling in My AAFC Account.  

· Moderator: 

· Type 'John Smith' 

· click 'Individual'

· click 'CAIS'  

· click 'Enrol'
· Notice that this Welcome page is specific to John Smith, the producer whose name we just input on the previous page.  Is he enrolled yet?  Will you be able to access your information yet?

· What is this page for?  What does he still need to do?  Why?

· Moderator:

· Fill in 'CAIS number'
· Fill in 'SIN'
· Fill in 'postal code'

· Click 'Submit'
· What does this page tell you?

· what is your overall impression of this process?  Is it too much?  Too little?  Just right in terms of protecting your privacy?
· What is your understanding of what John Smith could do at this point?  Can he access his information on the CAIS now?  (Moderator:  do they understand that John must wait 2 – 3 weeks for his activation code to arrive?)
UNDERSTANDING THE ACTIVATION PROCESS
(10 MINUTES)

· OK let's assume that 2 weeks have gone by, and John Smith has his activation code.  He goes back onto the website (Moderator: you should be on the main page of the Level0 version)
· Moderator:  Click Log in link at top of main page.  Because John has his epass, he will click 'Log in to My AAFC Account'  

· (Moderator: click 'Log in to My AAFC Account')  He would type in his User ID and password, and click Login PIN Entry.  

· (Moderator: Click 'Login PIN Entry')
· John is now at a page called 'My Profile:  Services Enrolment Activation'.  On this page, he is asked to accept the terms and conditions of use, and, if he does accept them, he inputs his activation code (that he received in the mail) and clicks 'I accept'.  You should understand that a user would only go through this process once.  After he has obtained an epass, and activated 'My Account', the next time he visits the site, the user could simply log in with his epass User ID and password, and almost immediately access My Account.

· Now that you have seen the entire process, what is your reaction to the security process?  Is the process secure enough?  Too secure?  

Initially, My AAFC Account will be available only to producers.  However, eventually there will be a version for Third Party Reps such as yourselves.  When this is available, there will be another step to the process – a step in which your client will need to authorize you to have access to their information.

MODERATOR:  (Click into AccountantPage.html to show My AAFC Account homepage for Accountants), AND PROJECT PAGE ON THE SCREEN SO ALL CAN SEE.  

When you, as tax professionals, have access to My AAFC Account this is what you would see as the homepage.  That is, you would have a list of all of your clients who had authorized you in the upper right corner of the page.  From here, you would be able to access the information for that client.

· what is your reaction to this?  Is this something you would like to have access to?  Is it something your clients would be willing to give you access to?
· Should this page look different from the homepage for the producers?  Is so, how?
· How would you use it?  What would be most important to you?

Because the access for Reps is not going to be available for some time, I'm going to show you the pages for producers.  However, keep in mind that most of what producers would have access to, you, as reps, would also eventually have access to.
MODERATOR:  (Click into ProducerPage.html to show My AAFC Account homepage for Producers), AND PROJECT PAGE ON THE SCREEN SO ALL CAN SEE.  
HAND OUT A 'HARD COPY' OF THE PAGE SO THEY CAN SEE IT CLEARLY

Now, let's assume that John Smith has received his activation code, and has completed the process he needs in order to access My AAFC Account.  This is the page he would get to.  Take a minute to look at it. If it is easier for you, please read the hard copy and then we will talk about it.

Main Page:

· Now let's talk a bit about this page.  What is your initial reaction when you look at this page?  Please rate it on a one-to-ten scale to tell me how user friendly you find it.  A rating of 10 means it looks very user friendly, while a rating of one means it does not look user friendly at all.  Why do you rate it that way?

· Who is this page for? 

· Is this page what you expected to see?  Does it have the information you expected?  Is there any information missing?  What else would you like to see on the page?

· Does this page allow you to do what you expected to be able to do?  Is there anything else you would like to be able to do from this page?

Focus on Selected Items in Right Menu
In the initial release of the My AAFC Account, the only thing that will be accessible will be information on CAIS, as shown under 'My Benefits'.  Let me show you what you can expect to see.

	OUTSIDE QUEBEC ONLY:
· My Benefits 

· (click on 'My Benefits Summary')  Again, in the initial release, the only thing you would see is CAIS.  The information on other programs such as Cash Advances would come later. 
· is this what you expected to see?

· is it useful information?  Would you use My Account in order to get to this information?

· is there anything missing?  Anything else you would like to see?

· what would you expect to see if you clicked into the link 'CAIS'?

· Click on CAIS on the Summary Page 

· is this what you expected to see?
· is it useful information?  Would you use it?
· is there anything missing?  Anything else you would like to see?
· Click into each item in the left menu on the CAIS page. On each page, ask…

· is this useful?  Is it something you would use?  Is there anything else you would like to see?

What you have just seen is all the personal information you would be able to see through My Account in the first release. 

· is this enough to warrant the launch of the service?  Is the information on CAIS of sufficient interest that you would want to register for My Account?  Why/why not?

· If it was up to you, would you recommend they wait until more services are available before launching My AAFC Account?  

Let's look at some of the other features that are being planned for My AAFC Account.  These will be available in the second release.

· Click on My Benefits Summary.   what would you expect to see if you clicked on 'View Benefits History'?  (click on View Benefits History) is this what you expected?  Is anything missing?

· Go back to main page.  Click on My Cash Advance
· is this what you expected to see?

· is it useful information?

· is there anything missing?  Anything else you would like to see?




EVERY REGION
· Go back to main page.  Click on 'Add Program'  This page on the demo assumes that John Smith has enrolled in and authorized to view My CAIS only)
· does the page offer enough explanation?  Do you have any other questions about this page?

· (click 'Cash Advance'.  Click 'Add')

· (On 'Welcome John Smith' page) do you understand what this page is for?  What questions do you have?  
· (input a number and a birth date.  Click 'Submit')
· (On 'Welcome page: Terms & conditions) do you understand what this page is for?  What questions do you have?

· (click 'I accept')

· Once John has done this, will he have instant access to the program?

· You can only add one program at a time.  How do you feel about going through this process each time you want to view information from an other program?

· Delegate Management - available 'down the road' in Phase II)  This will allow a producer to authorize someone like you to also access his information through My Account.  
· Click on 'Benchmarking'  (Hand out a copy of the page) 

· Are you familiar with this tool?  Do you use it currently?  Do your clients?

· The main difference between the existing tool and this version is that if you are registered with My Account, the system will automatically upload the client's personal data into the income statement.  Currently you have to input this yourself.  Does this feature make the Benchmarking tool any more or less attractive to you?  Why?

Focus On Selected Links in Left Menu

The links that are shown here on the left menu are also part of the long-term view of My Account, and would not be available in the first release.  However, let's look at some of them.


-
Information



-
Browse all topics (click for topics)



-
FAQs (click for FAQs)


-
Business and Life Events (click for topics)


-
Online Transactions



-
Change of Address (click for demo)


-
Programs & Services



-
CAIS (click for demo)


-
Community



-
Virtual Help Desk (click)  (allows for a real time conversation with someone at the Help Desk)



-
Message Boards (click)  (works like any other message boards)

-
Moderator:  as you click on each of the above links, ask…

-
is this what you expected?  


-
What is your reaction to what you are seeing?  


-
Is this useful?


-
if it was up to you, how would you prioritize these?  That is, which one would you work on first, which one is second most important to you, and so on?
IF TIME ALLOWS:  Show customization link at top menu, and Personalize example on Weather

· what is your reaction to being able to customize the look of the page?  To be able to personalize the information you can obtain?

6.
Overall Evaluation of My AAFC Account (10 minutes)
· What is your overall impression of My AAFC Account?  Now that you have seen what could be available, is the concept a good one or not?  Why?

· Is it what you expected?  Does it contain the information and services you expected and/or wanted to be able to access?  If not, what was missing?

· Rate it on a one to ten scale where ten means it is very user friendly, and one means it is not at all user friendly.  Why did you rate it that way?
· What is your impression of the overall layout or the way in which the pages are organized?  Does it make sense to you?  Why/ why not?
5. In Summary: (5 minutes)
· Would you use the service once it is available online?  Why? Why not?

THANK YOU FOR YOUR PARTICIPATION

PROJET #20202194

23 novembre 2005 – 2e ébauche

Guide de Discussion – (Représentants)

1.
Présentation de l’animateur et du projet (5 minutes)

Avant de commencer, puis-je vous demander d’éteindre vos téléphones cellulaires ou téléavertisseurs, si vous en avez sur vous.

Comme on vous l’a dit au téléphone, ce projet de recherche est mené par le gouvernement du Canada, plus précisément pour le compte d’Agriculture et Agroalimentaire Canada. Nous ne vous poserons aucune question confidentielle sur vous ou les exploitations de vos clients (incluant votre nom de famille), et vos réponses individuelles ne seront jamais révélées à qui que ce soit. En fait, vos commentaires seront regroupés avec ceux de toutes les autres personnes interrogées lorsque nous rédigerons un rapport final.
Chaque entrevue fait l’objet d’un enregistrement audio pour fins de recherche et des observateurs du gouvernement seront présents derrière le miroir. Ils ne sont là que pour écouter et apprendre.
Le but de l’entrevue d’aujourd’hui est d’obtenir votre rétroaction en tant que comptables et teneurs de livres qui ont des clients qui exploitent des fermes et comme utilisateurs de l’Internet.  Comme on vous l’a dit au téléphone, nous cherchons à obtenir le point de vue de différents groupes de personnes sur des changements potentiels à apporter à certaines sections du site Web d’Agriculture et Agroalimentaire Canada, en particulier sur un outil en ligne nommé « Mon dossier ». N’oubliez pas que nous voulons obtenir votre opinion réelle. Vous êtes anonyme.  S’il vous plaît, veuillez vous exprimer franchement.
Avez-vous des questions avant que nous continuions? 

2.
Présentation des participants (10 minutes)

· J’aimerais que vous vous présentiez en me donnant votre prénom et en parlant un peu de vous.  (état civil, famille, passe-temps et type d’exploitation agricole)

· Parlons maintenant de l’utilisation que vous faites d’Internet. Dites-moi s’il vous plaît à quelle fréquence vous l’utilisez et à quelle(s) fin(s).

· Avez-vous déjà visité un des sites d’un des ministères ou organismes du gouvernement fédéral? Dans l’affirmative, pouvez-nous nous dire lequel? Pour quelle raison avez-vous fait cette visite?  Avez-vous trouvé ce que vous cherchiez?

3. Appréciation générale de la procédure actuelle (15 minutes)

· Pour commencer, j’aimerais parler de quelques uns des programmes offerts par Agriculture et Agroalimentaire Canada aux producteurs. Je fais référence à des programmes tels que le programme d’avances de fonds, par exemple. Nous ne parlerons pas du contenu de ces programmes, mais plutôt de la façon dont vous vous en informez et des mécanismes de remise.

· Avez-vous déjà tenté d’entrer en contact avec le ministère au sujet d’un de ces programmes pour le compte de vos clients? Par exemple, comment parvenez-vous à connaître l’état de leur compte? Quelles sont les diverses méthodes? Combien de temps faut-il compter pour chacune d’elles? Quelle est votre appréciation de chacune des méthodes? Quel est votre degré de satisfaction par rapport à ces dernières? Avez-vous trouvé l’information que vous cherchiez, ou bien avez-vous été en mesure d’accomplir ce que vous cherchiez à faire?

· Si vous n’avez jamais rejoint le ministère, sauriez-vous comment vous y prendre si vous aviez à le faire? Comment?

4. Appréciation spontanée du concept « Mon dossier AAC » (10 minutes)

· Agriculture et Agroalimentaire Canada cherche à développer un service en ligne qui permettrait à ceux et celles qui participent actuellement à des programmes tels que l’avance de fonds d’accéder via Internet à leurs données personnelles pour chacun de ces programmes.
· Quelle est votre première impression d’une telle idée? Comment pensez-vous qu’un tel service fonctionnerait?  Quel genre d’information(s) croyez-vous être en mesure d’aller chercher? Y a-t-il une ou des informations que vous ne vous attendez pas à trouver en ligne? Y aurait-il un avantage à avoir un tel service? En quoi consisterait cet avantage?

5.
Appréciation assistée de la description de « Mon dossier AAC » (15 minutes)
Je vais vous donner de plus amples détails à propos du service en ligne. Prenez quelques minutes afin de lire ce qui suit, et nous en discuterons par la suite. DISTRIBUER LA DESCRIPTION ÉCRITE DE « Mon dossier AAC – Description du projet »
"Mon dossier AAC est une initiative de AAC dont l’objectif est, à long terme, d’offrir aux producteurs un guichet unique et sécuritaire pour accéder aux programmes et services de AAC.

À court terme, les producteurs pourront accéder en ligne aux informations personnelles relatives au Programme canadien d’avances de fonds.

Les producteurs seront en mesure de visualiser leur résumé des Avances de fonds.


Éventuellement, AAC fera de Mon dossier un outil encore plus intéressant. De nouvelles fonctions seront ajoutées afin de rendre les programmes et services de AAC plus accessibles et commodes. À long terme, les producteurs seront en mesure de voir leurs informations personnelles liées aux autres programmes de AAC. Ils seront également en mesure d’accéder à de nouveaux outils et services et de configurer la page Mon dossier en incluant les outils, les fonctions et l’information qui comptent le plus pour eux."
· Que pensez-vous de cette idée? D’un point de vue conceptuel, s’agit-il d’une bonne ou d’une mauvaise idée?

· Quels avantages cette façon de procéder procure-t-elle par rapport aux autres méthodes qui permettent d’obtenir ce genre d’information? 

· Quels sont les désavantages?  

· Qui s’en servirait?  Quels besoins cela va-t-il combler?

· Est-ce qu’il s’agit là de quelque chose auquel vous aimeriez avoir accès comme professionnels de l’impôt pour le compte de vos clients?

· À quoi ressemblera ce service d’après vous?

· D’après ce que vous en savez, vous en serviriez-vous? Pourquoi/pourquoi pas?

6.
Appréciation assistée du site web (45 minutes)

Je vais vous montrer ce à quoi ressemblera le site. Gardez en tête que ce que je vous montre n’est qu’un prototype; certains liens ne sont pas encore activés, et de toute évidence il manque de l’information. Toutefois, le contenu actuel du site donne une bonne idée de ce que les concepteurs veulent créer.  Je vais vous montrer le prototype qui a été conçu pour les producteurs.

ANIMATEUR: (Cliquer sur ProducerPageLevel0.html afin d’afficher la page d’accueil des producteurs de AAC), ET PROJETER LA PAGE « Mon dossier AAC » À L’ÉCRAN DE MANIÈRE À CE QUE TOUS PUISSENT LA VOIR.

(10 minutes)

· prenez pour acquis un instant que vous avez entendu parler d’un service nommé « Mon dossier  AAC » qui vous permettrait de consulter un certain nombre d’informations personnelles liées aux programmes d’aide financière auxquels vous prenez part. Vous accédez à la page producteurs AAC afin de voir si vous pouvez trouver plus d’informations. Voici ce que vous voyez.

· Quelle est votre appréciation globale de la page?

· La page vous permet-elle de comprendre la raison d’être de ce service? À qui le service est-il destiné? Avez-vous l’impression qu’il s’adresse à vous?  Pourquoi/pourquoi pas?

· En vous basant sur ce que vous voyez et ne voyez pas à ce stade, quelles questions avez-vous à propos du site?

· Quel genre d’informations vous attendez-vous à trouver sur le site?

· Pensez-vous être en mesure d’exécuter n’importe quel type de transaction sur le site, donc de tout pouvoir y faire mis à part y trouver de l’information?  Que voudriez-vous pouvoir faire à l’aide de ce site?

· Quelle serait d’après-vous la prochaine étape que vous devriez exécuter après avoir accédé à cette page?  En tant que nouvel utilisateur, que devriez-vous ensuite faire? (Animateur: les participants ont-ils retenu  qu’ils doivent ouvrir une session? Voient-ils le lien qui permet d’ouvrir une session ou de s’enregistrer en tant que nouvel utilisateur?)
COMPRENDRE EPASS ET LA PROCÉDURE D’ENREGISTREMENT:

(15 minutes)

· une fois de plus, faisons comme si vous aviez accédé au site « Mon dossier AAC » pour la première fois. Vous devez ouvrir une session et vous enregistrer de manière à accéder à Mon dossier.  

· (SI NÉCESSAIRE, MONTRER LES LIENS « Ouvrir une session » ET « Nouvel utilisateur »)  Lequel des deux sélectionneriez-vous – Ouvrir une session ou Nouvel utilisateur?  Pourquoi?  (La réponse est que les deux mènent à la même fenêtre.) 

· (Animateur:  Cliquer sur le lien « Ouvrir une session »)

· En tant que nouvel utilisateur, que feriez-vous maintenant? (i.e. constatent-ils qu’ils doivent obtenir une epass?)  si vous n’êtes pas certain de savoir quoi faire, demandez…  avez-vous déjà entendu parler de « epass »?  Savez-vous à quoi elle sert?  

· Liriez-vous la page avant de continuer ou cliqueriez-vous sur un lien sans avoir lu la page?  Pourquoi?  

· Sur quel lien cliqueriez-vous ensuite?  Pourquoi?

· SI NÉCESSAIRE, EXPLIQUER EPASS DE LA MANIÈRE SUIVANTE:  Une epass est une carte d’identité électronique personnelle qui vous permet de communiquer en ligne avec le gouvernement du Canada. Votre epass vous est propre mais est toutefois anonyme. Cela veut dire que votre epass est propre à un individu, mais qu’elle seule ne permet pas d’identifier un individu. Elle peut être utilisée afin d’accéder à n’importe quelle information personnelle sécurisée que détient un des ministères ou organismes du gouvernement du Canada. Vous aurez besoin d’une epass afin d’accéder à Mon dossier AAC.

· Faisons comme si vous n’aviez pas de epass.  (Animateur: Cliquer sur le lien « S’enregistrer pour Government of Canada epass ») Nous n’évaluons pas la procédure d’enregistrement comme faisant partie de cette recherche, mais tenons à ce que vous compreniez ce qu’il faut faire afin d’obtenir une epass. (Animateur:  Montrer la procédure d’enregistrement le plus rapidement possible.)

· À la page intitulée EPASS CANADA BIENVENUE, CONFIDENTIEL 1234, DEMANDEZ.. Quel est votre niveau de compréhension de ce que vous avez accompli jusqu’ici? Qu’avez-vous accompli jusqu’ici? (i.e. comprennent-ils qu’ils n’ont fait que s’enregistrer pour la epass, et qu’ils ne se sont pas encore inscrits à Mon dossier AAC?)  que feriez-vous ensuite?

· (Animateur: Cliquer sur 'Continuer') que faites-vous maintenant?  À quoi sert cette page?  

· Cette page constitue la première étape de l’inscription à Mon dossier AAC.  

· Animateur: 

· Écrire 'John Smith'

· Cliquer sur 'Personnel'

· Cliquer sur 'Mes Avances de Fonds'

· Cliquer sur 'S’Inscrire'

· Remarquez que cette page d’accueil est propre à John Smith, le producteur dont nous venons d’entrer le nom à la page précédente. Est-il maintenant inscrit? Seriez-vous maintenant en mesure d’accéder à votre information?

· À quoi sert cette page?  Que doit-il faire de plus?  Pourquoi?

· Animateur:

· Inscrire le 'numéro PCSRA'

· Inscrire le 'NAS'

· Inscrire le 'code postal'

· Cliquer sur 'Soumettre'

· Que pensez-vous de cette page?

· Quelle est votre appréciation globale de ce processus? Est-il trop lourd? Ou trop peu?  Protège-t-il suffisamment votre vie privée?

· Que pensez-vous que John Smith peut faire à ce stade-ci? Peut-il maintenant accéder à son information liée aux Avances de Fonds? (Animateur: comprennent-ils que John doit attendre 2-3 semaines avant d’obtenir son code d’activation?)

COMPRÉHENSION DU PROCESSUS D’ACTIVATION

(10 MINUTES)

· Bon, faisons comme si 2 semaines s’étaient écoulées et que John Smith détient son code d’activation. Il accède de nouveau au site web (Animateur: vous devriez vous trouver sur la page d’accueil de la version Level0)

· Animateur: Cliquer sur le lien Ouvrir une session au haut de la page d’accueil.  Maintenant qu’il a une epass, il cliquera sur 'Ouvrir une session'
· (Animateur: Cliquer sur 'Ouvrir une session') Il inscrirait son nom d’utilisateur et son mot de passe et cliquerait sur Ouvrir une session 00B.

· (Animateur: Cliquer sur 'Ouvrir une session 00B')
· John se trouve maintenant sur une page nommée 'Mon Profil: Activation de l’inscription aux services'.  Sur cette page, on lui demande d’accepter les modalités et conditions d’usage et, s’il les accepte, inscrit son code d’activation (qu’il a reçu par la poste) et clique sur 'J’accepte'. Vous devriez retenir qu’un utilisateur n’aurait à suivre cette procédure qu’une seule fois. Une fois qu’il a obtenu une epass et qu’il a activé 'Mon dossier', il n’aura qu’à ouvrir une session à l’aide de son nom d’utilisateur et de son mot de passe epass afin d’accéder presque immédiatement à Mon dossier la prochaine fois qu’il visitera le site.

· Maintenant que vous avez suivi l’ensemble du processus, que pensez-vous du processus de sécurité?  Le processus est-il assez sécuritaire?  Trop sécuritaire?

Initialement, Mon Dossier AAC ne sera disponible qu’aux producteurs.  Cependant, éventuellement, il y aurait une version pour les tiers, comme vous.  Lorsqu’elle sera offerte, il y aura une autre étape dans le processus – en vertu de laquelle votre client devra vous autoriser à avoir accès à l’information.

ANIMATEUR :  (Cliquer sur la page AccountantPage.html pour montrer la page d’accueil Mon compte AAC pour les comptables), ET PROJETER LA PAGE À L’ÉCRAN AFIN QU’ILS PUISSENT LA VOIRE CLAIREMENT.

Quand vous auriez accès, en tant que professionnels, à Mon Dossier AAC, voici la page d’accueil que vous verriez.  Il y aurait une liste de tous les clients qui vous ont autorisé dans le coin supérieur droit.  À partir de là, vous auriez accès à l’information de ce client.

· Quelle est votre réaction?  Est-ce que c’est quelque chose à quoi vous souhaiteriez avoir accès?  Est-ce que vos clients seraient prêts à vous y autoriser?

· Comment l’utiliseriez-vous?  Qu’est-ce qui serait le plus important pour vous?

Comme l’accès aux tiers ne serait pas disponible tout de suite, je vais vous montrer les pages destinées aux producteurs.  Veuillez garder en tête que la plupart de l’information à laquelle les producteurs auraient accès serait la même que celle à laquelle vous, comme représentants, auriez accès.

ANIMATEUR:  (Cliquer sur ProducerPage.html afin d’afficher la page d’accueil Mon dossier PCSRA des producteurs), ET PROJETER LA PAGE À L’ÉCRAN DE MANIÈRE À CE QUE TOUS PUISSENT LA VOIR.

DISTRIBUER UNE COPIE PAPIER DE LA PAGE AFIN QU’ILS PUISSENT LA VOIR CLAIREMENT.

Maintenant, faisons comme si John Smith avait reçu son code d’activation et qu’il avait complété la procédure qui permet d’accéder à mon dossier AAC. Voici la page à laquelle il accéderait.  Prenez une minute pour la consulter. Si cela vous semble plus facile, lisez la copie papier et nous en discuterons ensuite.

Page d’accueil:

· Maintenant, parlons un peu de cette page. Quelle est votre première impression à la vue de cette page? Veuillez s’il vous plaît l’évaluer sur une échelle de 1 à 10 pour me dire à quel point vous la trouvez conviviale. Une note de 10 signifie que vous l’avez trouvée très conviviale tandis qu’une note de 1 signifie qu’elle vous est apparue comme étant très peu conviviale.  Pourquoi lui accordez-vous une telle note?

· À qui s’adresse une telle page? 

· Cette page correspond-t-elle à ce que vous vous attendiez à voir? Contient-elle l’information que vous pensiez y trouver? Manque-t-il de l’information? Quelle autre information aimeriez-vous voir sur cette page?

· Cette page vous permet-elle de faire ce que vous pensiez pouvoir y effectuer? Y a-t-il autre chose que vous aimeriez pouvoir faire à l’aide de cette page?

· Regardons maintenant la page en détail. En particulier, passons en revue tous les en-têtes de section de la page.  (ANIMATEUR:  REVOIR LES ITEMS QUI N’ONT PAS FAIT L’OBJET D’UNE DISCUSSION CI-DESSUS SEULEMENT)
Menu de gauche:  Que pensez-vous trouver en cliquant sur:


-
Renseignements



-
Recherche avancée



-
Parcourir tous les sujets de A à Z 



-
Publications



-
Foire aux questions (cliquer pour afficher des FAQ)


-
Événements d’affaires et de la vie 


-
Transactions en ligne



-
Changement d’adresse



-
S’inscrire en ligne



-
Programmes et Services



-
Mon PCSRA



-
Mes Avances de fonds



-
Mon SCEAC


-
Collectivité



-
Service de dépannage virtuel



-
Babillards

Menu de droite:  Et que pensez-vous trouver en cliquant sur …


-
Mes prestations



-
Résumé de mes prestations (cliquer)



-
Mon PCSRA



-
Mes Avances de fonds



-
Mon SCEAC


-
Ajouter un programme


-
Gestion du remplaçant


-
Analyse comparative


-
Outils de gestion

Se concentrer sur les items sélectionnés dans le menu de droite

L’information relative aux Avances de fonds sera la seule information disponible lors du lancement de la première version de Mon dossier AAC, tel qu’on peut le voir sous 'Mes prestations'.  Laissez-moi vous montrer ce que vous pouvez vous attendre à voir.

· Retourner à la page d’accueil. Cliquer sur 'Ajouter un programme'  Cette page de la démonstration indique que John Smith s’est inscrit et qu’il n’est autorisé qu’à afficher Mes Avances de fonds)
· La page donne-t-elle assez d’explications? Avez-vous d’autres questions au sujet de cette page?

· (cliquer sur 'Avances de fonds'.  Cliquer sur 'Ajouter')

· (À propos de la page 'Bienvenue John Smith') Comprenez-vous à quoi sert cette page? Avez-vous des questions?  
· (inscrire un numéro et une date de naissance.  Cliquer sur 'Soumettre')

· (À propos de la page 'Bienvenue: Modalités et conditions d’utilisation) Comprenez-vous à quoi sert cette page? Avez-vous des questions?
· (cliquer sur 'J’accepte')

· Une fois que John a fait tout cela, aura-t-il immédiatement accès au programme?

· Vous ne pouvez ajouter qu’un seul programme à la fois. Que pensez-vous du fait de devoir passer à travers ce processus à chaque fois que vous voulez afficher des informations liées à un autre programme?

· Gestion du remplaçant (disponible plus tard en phase II)  Cette fonction permet à un producteur d’autoriser quelqu’un d’autre comme vous à accéder à ses informations à l’aide de Mon dossier.

· Cliquer sur 'Analyse comparative'  (Distribuer une copie de la page) 

· Êtes-vous familier avec cet outil? L’utilisez-vous présentement?  Est-ce que vos clients le font?

· La principale différence entre l’outil actuel et cette version est que si vous êtes enregistré avec Mon dossier, le système téléchargera les données personnelles de vos clients automatiquement dans l’état des résultats. Vous devez pour l’instant inscrire cette information vous-même. Est-ce que cette fonction rend l’outil d’analyse comparative plus ou moins attrayant à vos yeux? Pourquoi?

Se concentrer sur les liens sélectionnés dans le menu de gauche 

Les liens que vous voyez dans le menu de gauche font aussi partie d’une perspective à long terme de Mon dossier et ne seront pas disponibles lors du premier lancement. Jetons tout de même un coup d’œil à certains d’entre eux.


-
Renseignements



-
Parcourir tous les sujets de A à Z (cliquer pour afficher des sujets)



-
Foire aux questions (cliquer pour afficher des FAQ)


-
Événements d’affaires et de la vie (cliquer pour afficher des sujets)


-
Transactions en ligne



-
Changement d’adresse (cliquer pour afficher une démonstration)


-
Programmes et Services



-
PCSRA (cliquer pour afficher une démonstration)


-
Collectivité



-
Service de dépannage virtuel (cliquer)  (permet d’avoir une conversation en temps réel avec un ou une préposé(e) du service de dépannage)



-
Babillards (cliquer)  (fonctionne comme n’importe quel autre babillard)

-
Animateur:  à mesure que vous cliquez sur chacun des liens ci-dessus, demandez…

-
l’information correspond-elle à ce que vous pensiez trouver?  


-
Que pensez-vous de ce que vous voyez?


-
Est-ce utile?


-
Si vous aviez le choix, dans quel ordre placeriez-vous les liens? Autrement dit, lequel sélectionneriez-vous en premier, en deuxième, etc.?

S’IL RESTE ASSEZ DE TEMPS: Montrer le lien de personnalisation au haut du menu et personnaliser en se basant sur l’exemple de la météo

· Que pensez-vous du fait de pouvoir personnaliser l’apparence de la page? D’être en mesure de personnaliser l’information que vous pouvez obtenir?

7.
Appréciation globale de Mon dossier AAC (10 minutes)
· Quelle est votre appréciation globale de Mon dossier AAC? Maintenant que vous avez vu ce à quoi ce dernier pourrait ressembler, pensez-vous que le concept est bon ou non? Pourquoi?

· Vous attendiez-vous à voir ce genre d’outil? Contient-il l’information et les services auxquels vous vous attendiez et auxquels vous pensiez pouvoir accéder? Dans la négative, que manque-t-il?

· Veuillez s’il vous plaît évaluer l’outil sur une échelle de 1 à 10 pour me dire à quel point vous le trouvez convivial. Une note de 10 signifie que vous l’avez trouvé très convivial tandis qu’une note de 1 signifie qu’il vous a semblé très peu convivial. Pourquoi l’avez-vous évalué de la sorte?

· Quelle est votre appréciation de la mise en page en général ou de la façon dont les pages sont organisées? Cela fait-il du sens à vos yeux? Pourquoi/pourquoi pas?

8.
Sommaire (5 minutes)
· Utiliseriez-vous le service une fois celui-ci disponible en ligne? Pourquoi/pourquoi pas?

MERCI BIEN D’AVOIR PARTICIPÉ
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Notice to Industry: Update on Fed Cattle Auction Sale
Measures to Assist Industry in Response to BSE
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Chicken Farms of Canada become first group to complete
new food safety program.
‘Owners of Hanmer, Ont. Maple Sugar farm celebrate!
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