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Executive Summary

· The Canada Border Services Agency commissioned Phoenix SPI to conduct a set of 12 focus groups to explore perceptions of the NEXUS Highway and NEXUS Air programs among Canadian residents that travel frequently to the United States. Focus groups were held in five locations September 19 to October 3, with two groups in each of Montreal (French), Toronto, Windsor, and Niagara Falls, and four groups in Vancouver. This research was qualitative in nature, not quantitative. As such, the results provide an indication of participants’ views about the issues explored, but cannot be generalized to the full population of Canadian residents who travel frequently to the United States, whether by car or plane. 

Context: Border Crossing Patterns & Experience

· Consistent with the research specifications, participants had travelled frequently by car or air into the U.S. during the previous 12 months, with most having done so 10 times or more. While air travellers tended to travel for business purposes, most land travellers visited the U.S. for a variety of personal reasons. Shopping topped the list by a wide margin, followed by a host of leisure activities, such as watching sporting events, taking part in sports tournaments, going to concerts, skiing, golfing and hiking, camping and vacations, and visiting family or friends. 

· Participants had mixed experiences when entering the U.S. by land or air. While many characterised their experiences as quick and trouble-free, many others travelling by land said their experiences varied considerably (i.e. some crossings were quick and easy, others were not). It appeared, however, that most were able to cross the border relatively quickly and trouble-free most, if not all, of the time. Quick land crossings (very common) were generally 15 minutes or less, with longer ones usually 30-45 minutes; ‘bad’ experiences, relatively uncommon, were one hour or more. For air travellers, experiences with customs/security were generally much longer, with some reporting that this could take two or more hours; that said, times of about one hour appeared to be the norm. 

· Most participants think it is more difficult to enter the U.S. than it was five years ago, particularly air travellers. Air travellers pointed to many changes they have seen at airports, viewing security as far stricter compared to pre-9/11. This includes detailed checking/swabbing of electronic items, more extreme body searches, including having to remove shoes, greater restrictions on carry-on items (e.g. confiscation of tweezers, lighters or razors), more extensive customs questioning, and more scrutiny of personal identification. Many land travellers find border crossings to be less predicable in terms of wait times and customs treatment, including increased volume/variety of questions (with children questioned sometimes). There is also a requirement to show I.D. more consistently and to have ‘better’ I.D. (e.g. birth certificate, passport). 

· In terms of returning to Canada from the U.S., most participants felt that this is easier, with the exception of the tax/duties issue. Numerous people described Canadian officials as more laid back, friendlier and more polite.  

· Looking ahead 2-3 years, most think that cross-border travel to the U.S. will become more difficult. There was a pervasive impression that the state of the world has changed substantially in the past few years, resulting in increased importance placed on border security. There was a strong sense that this would continue. As such, most think the challenges they now face in terms of cross-border travel will only escalate, with greater use of enhanced security techniques, including biometrics (fingerprint/iris scans), greater levels of security screening, and increased use of racial profiling. Many think that new technologies will be used, both for land and air travel, and that while over the longer term this has the potential to speed up border crossings, it would likely slow them down before the technologies are perfected. Some pointed to an increased volume in cross-border travel, for a variety of reasons (tourism, business, etc.), suggesting that this alone could result in more congestion and delays.  

· Relatively few participants have ever looked for or obtained information on programs or measures designed to facilitate border crossing between Canada and the U.S. Those that have (typically very frequent cross-border travellers) pointed to a number of motivators, principally facilitating quicker, more convenient crossings, satisfying their curiosity (e.g. seeing others using the NEXUS lanes), and general interest. 
Awareness of NEXUS Programs

· Awareness of the NEXUS programs was decidedly uneven. It was quite limited in Toronto and Montreal (e.g. a minority in every group had heard of it), but was higher in Vancouver, Windsor and Niagara Falls. In terms of Vancouver and the two border cities, higher awareness did not translate into familiarity with program details – the vast majority knew little beyond surface-level details, much of which was either incomplete or even incorrect. 

· In terms of overall perceptions, many, perhaps most, of those aware of NEXUS thought it was for daily (i.e. commuter) or business travellers. They tended to learn about the programs through various means: NEXUS signs at the airport or border crossings, customs officials, friends, colleagues or family members, and the media.  Among those previously aware of NEXUS, only a relatively small number had considered joining, although this was higher in Niagara Falls (where some participants had been CANPASS members). Reasons for not joining included the lengthy application/screening process (seen to be onerous), the cost, a ‘low likelihood’ of being accepted, and that it did not seem worthwhile for those who often had purchases to declare at customs. 

Perceptions of NEXUS Programs

Participants were asked to read a short description of the NEXUS Highway/Air program, which provided a good overview of the program (e.g. how to apply, how it works, etc.). 

· In terms of overall impressions, most participants reacted favourably to NEXUS. While many questioned the utility of it for them personally, they nevertheless offered positive assessments of NEXUS overall. People attributed their positive impressions to the increased efficiency, convenience and ease of border crossing the programs might offer members, the reasonable cost, and perceptions that NEXUS might address congestion by streamlining cross-border travel, and that safety/security were not compromised. 

· Some participants offered neutral-to-negative assessments of NEXUS in terms of overall impressions. The reasons identified most often included the application process (seen to be onerous), the use of biometrics (both fingerprint or retinal), the fact that everyone in the vehicle must be a member, the inclusion of children, the cost, and the limited hours of operation at some border crossings. 

· Most participants thought the programs would provide an effective means to reduce border crossing delays while maintaining safety and security. That said, most of these people offered one or more caveats – that is, the programs should theoretically improve the speed of border crossings; however, the extent to which they ultimately do achieve this target would depend on a number of factors. This includes the number of people enrolled in the program and various operational aspects of the programs (e.g. speed of processing by border officials, speed of kiosk process for air travel, number of officials available for NEXUS lanes, etc.). In short, most participants felt that NEXUS has the potential to reduce congestion while maintaining security, but were not sure if this were actually the case or whether this would be the case in future.  

· In general, NEXUS does not tend to address the issues/concerns that participants have as frequent travellers between Canada and the U.S. Most people did not have a personal need for the program, particularly land travellers. That is, they simply had no significant issues or concerns as frequent travellers that needed to be addressed. As well, the need for all passengers to be NEXUS members, the physical layout of border crossings (e.g. NEXUS lane only available for last 500 feet), and a few other factors limited the utility or value that NEXUS might otherwise have for some participants. 

· Participants identified a variety of advantages or benefits that might flow from joining NEXUS. They were most likely to draw attention to the ease of cross-border travel that might result (e.g. faster, less waiting time, increased convenience, greater efficiency, reduced stress). Such benefits were seen to be most valuable to business travellers (i.e. time is money, so these programs might present a good return on investment). 

· Participants also identified numerous drawbacks to joining NEXUS. These included the application process, program availability, personal security/privacy (the sharing of personal information, risk of identity theft, etc.), use of biometrics (both fingerprinting and iris scan; some wondered whether the latter was safe), the need for everyone in the vehicle to be enrolled, and perceptions that NEXUS Highway does not solve traffic congestion problems due to various limitations (e.g. access roads, number of crossings, number of booths open, lack of personnel, etc.). 

Motivations to Join/Not Join NEXUS 

· The large majority of participants in the NEXUS Highway focus groups – more than three-quarters – said they were unlikely to join the program. Not only were relatively few likely to join, most of those who did express interest tended to be moderately not strongly interested. Those who said they were at least somewhat likely to join the program pointed to time savings/speed, efficiency, convenience and cost. Participants who were not likely to join the program pointed most often to a lack of need (i.e. not inconvenienced enough to need to join). The lack of need was articulated particularly strongly in Toronto, Montreal and Niagara Falls, but was evident in all locations. 

· There was considerably more interest expressed in NEXUS Air – approximately half of the participants said they might be likely to join. Potential enrolees focused on similar issues to those expressed for NEXUS Highway – speed, convenience, efficiency, less hassle, better time management, less interaction with customs officials, and less stress. Those who were not likely to join the program pointed a general lack of need, the costs ($80 for one year), and the fingerprint/iris scan. Few participants would be interested in joining the program until after the pilot stage was over. The enrolment process struck them as too onerous to undertake for a program that might end in April 2006. 

· A range of different aspects or features of the NEXUS programs were reviewed with participants – one at a time – to get a better reading of each. For those who were unlikely to join the program, participants were asked whether each issue was a factor in their decision-making. Those who think they might join the program were asked whether the issue represented an irritant or an area of concern about the program. Many issues emerged as negative factors or concerns, at least among some participants:

· Two-thirds or more said they had no need for the program, while similar numbers expressed concern about the location of the enrolment centres.  

· Approximately half expressed concern about the application/screening process (seen to be onerous), the hours of operation of NEXUS lanes (particularly in Montreal, Vancouver), and the need for all passengers to be NEXUS members (many routinely go with different shopping partners, friends, family members, etc.). 

· Between one-quarter to one-third expressed privacy concerns (for some this was a big issue, for others a non-issue), concerns about the sharing of personal information with the U.S. (e.g. how they would use the information, how long they would keep it), doubts about the effectiveness of NEXUS (both for facilitating crossings and dealing with congestion), concerns about the fingerprint/iris biometrics, and concerns about the potential for decreased security.

· Relatively few expressed concern about the cost of the programs or the border crossings (or airport) where they are offered

· Many participants volunteered that enrolling in NEXUS was like obtaining a second passport, and questioned the need for both. There were numerous calls for combining the processes so that people would only need to apply once – they would like to see harmonization of the different requirements to reduce both the cost and hassles.

Promoting NEXUS Programs

· Participants offered numerous suggestions on how to increase awareness of NEXUS at the border points where it is available. Moreover, the suggestions that were identified were raised with considerable frequency across the various focus groups. Most of the ideas focused on increasing the visibility of NEXUS at border points, such as having customs officials hand out information pamphlets, using billboards or other signage, placing pamphlets/posters in duty free stores, and putting ads on special-purpose radio stations that broadcast information about the conditions at local border crossings. 

· Suggestions identified with some frequency for the promotion of NEXUS Air at the Vancouver airport included placing signage/pamphlets at appropriate locations at the airport (particularly where it will be seen by travellers to the U.S.), placing posters in the washroom in the international travel section, having ticket agents hand out pamphlets at the check-in desk to people destined to the U.S., and having an information kiosk or roving ‘ambassadors’ hand out information/answer questions. 
· There was also considerable frequency in the places where participants would expect to find information about NEXUS beyond the actual border points. Heading the list is passport offices and travel agents (including the CAA), hotels/motels (particularly those at/near airports/border crossings), car rental offices, leisure and travel magazines, outlet/shopping malls near border crossings, business publications, and information with the renewal of drivers licenses (including  kiosks). 

Conclusions and Implications

The research findings suggest that the NEXUS programs are generally well regarded by participants, but are not seen to be personally useful to most of them for various reasons. While participants do have mixed experiences when ‘crossing the border’, this is generally not a problem, particularly for land crossings, less so for air travel. Despite the fact that most participants think that travel delays/border scrutiny have gotten worse compared to pre-9/11, particularly for air travel, the general perception is that things worsened for a period and then essentially returned to how they were before, at least for land crossings. Average wait times for land border crossings are often less than 15 minutes, and travellers have developed strategies to keep the border crossing times low (e.g. cross at non-peak hours/ locations, avoid holidays, dress well, etc.). While wait times are longer for air travel, this is expected by air travellers, and much of it has to do with security screening, which remains essentially unchanged with or without NEXUS. 

As a result, the main reason offered to explain the lack of interest in NEXUS is a lack of need – most participants have not been inconvenienced enough to want to explore/adopt new solutions. This may change in future, since most participants do expect land/air border crossings to become more difficult, primarily due to geopolitical considerations. However, at this point in time, there is limited demand for the programs. In summary, the context in which NEXUS operates is one of a general absence of problems, or at least of significant problems. Consequently, NEXUS is a solution to a problem that does not really exist for many participants, most especially land travellers. 

Interestingly, many, even most, participants viewed NEXUS as being useful for commuters or business travellers, which was seen to mean people who cross the border very frequently – for land, seen to be almost daily or at least weekly. Significantly, those participants who were most interested in NEXUS tended to be really frequently travellers (by land, almost weekly; by air, frequent business trips). 

In addition to the general lack of interest in joining NEXUS, there were numerous irritants or areas of concern with the programs articulated by participants. Principal among them are the location of the enrolment centres (most think these should be in downtown areas, such as passport offices), the application process (widely seen to be burdensome), the hours of operation of some NEXUS lanes (particularly near Montreal, Vancouver), and the need for all passengers to be NEXUS members. Each of these factors had a significant impact on some participants. There were also significant doubts about the effectiveness of NEXUS Highway for facilitating crossings due mainly to delayed access to the NEXUS lanes (i.e. only in the last 500 feet or so, after people may have been waiting in long line-ups). Fewer expressed concerns about privacy, the sharing of personal information with the U.S., and the fingerprint/iris biometrics. That said, these were still factors that led to some discomfort with the programs among some participants. 

It was clear that awareness of NEXUS was mixed, with relatively good awareness in border locations and much lower in cities, particularly Montreal and Toronto. This points to the need to raise awareness, something that is likely best done at the border-crossing locations themselves (which was the focus of most suggestions).

Despite the list of potential negative factors, ‘fixing’ such irritants or raising awareness cannot be expected to have much impact on the take-up rate for NEXUS. While some aspects of the NEXUS programs do warrant consideration and potential modification, each potential change on its own would likely have limited impact, and a more broad set of program changes would still not address the lack-of-demand issue. Ironically, the biggest factor that would impact on enrolment rates is for the cross-border situation to get worse (i.e. more delays, etc.). Combining the application processes for the NEXUS programs and passports might also have a positive impact on membership. In the absence of worsening cross border circumstances, and without harmonizing the enrolment process with passports, one should expect limited impact on enrolment rates even if other measures are taken. 

It is worth noting that the feedback provided by participants was quite consistent, regardless of location or language. It was also largely consistent across the two programs (i.e. NEXUS Air and NEXUS Highway), although interest in the air program was greater than in the land program. This is undoubtedly due, in part, to the time and effort it takes to be approved to enter the U.S., which is proportionately greater when travelling by air. 

Sommaire

· L’Agence des services frontaliers du Canada a retenu les services de Phœnix SPI pour organiser 12 rencontres de discussion visant à connaître les perceptions des résidents canadiens qui se rendent régulièrement aux États-Unis à l’égard des programmes NEXUS Autoroutes et NEXUS Air. Les rencontres de discussion ont eu lieu dans cinq villes, du 19 septembre au 3 octobre : deux rencontres ont eu lieu à Montréal (en français), à Toronto, à Windsor et à Niagara Falls et quatre rencontres ont été tenues à Vancouver. Cette recherche est de nature qualitative et non quantitative. Par conséquent, les résultats représentent les opinions des participants sur les questions traitées et ne peuvent être généralisés à l’ensemble des résidents canadiens qui se rendent régulièrement aux États-Unis en automobile ou en avion. 

Contexte : Expériences et habitudes relatives au passage à la frontière

· Conformément aux exigences de l’étude, les participants s’étaient souvent rendus aux États-Unis, en automobile ou en avion, au cours des 12 mois précédents. La plupart des participants l’avaient fait au moins 10 fois. Bien que les passagers du transport aérien se soient généralement rendus aux États-Unis pour affaires, la plupart des voyageurs routiers l’ont fait pour diverses raisons personnelles. Ils s’y sont rendus, d’abord et avant tout, pour magasiner mais aussi pour faire toutes sortes d’activités de loisir, comme assister à des événements sportifs, participer à des tournois sportifs, assister à des concerts, faire du ski, jouer au golf, faire des randonnées pédestres, faire du camping, y passer leurs vacances ou encore, visiter famille et amis.

· Les participants ont vécu différentes expériences au moment d’entrer aux États-Unis en automobile ou en avion. Bien que les choses se soient passées rapidement et sans anicroche pour plusieurs, certains voyageurs routiers n’ont pas eu la même chance. Il semble, toutefois, que la plupart ont pu passer la frontière relativement rapidement et sans problème, chaque fois ou presque. Les passages rapides à la frontière (très courants), en automobile, se sont généralement faits en 15 minutes ou moins et, les passages plus lents ont requis de 30 à 45 minutes. Les pires délais, plutôt rares, étaient d’une heure ou plus. Chez les passagers du transport aérien, le passage aux douanes ou les vérifications de sécurité ont pris beaucoup plus de temps : certains ont dû patienter deux heures ou plus mais la plupart ont attendu environ une heure.

· La plupart des participants, surtout les passagers du transport aérien, estiment qu’il est plus difficile d’entrer aux États-Unis qu’il y a cinq ans. Les passagers aériens rapportent avoir constaté plusieurs changements à l’aéroport et sont d’avis que la sécurité est beaucoup plus serrée qu’avant les événements tragiques du 11 septembre. On semble vérifier de plus près les articles électroniques, faire des fouilles corporelles plus poussées, exiger aux gens de retirer leurs chaussures, imposer de plus grandes restrictions sur le contenu des bagages à main (p. ex., on confisque les pinces à sourcils, les briquets et les rasoirs), poser plus de questions et vérifier de plus près les papiers d’identité. Plusieurs voyageurs routiers trouvent que le passage à la frontière est moins prévisible qu’avant en ce qui a trait au temps d’attente et aux procédures douanières et qu’on pose un plus grand nombre et une plus grande variété de questions (y compris aux enfants, parfois). On vérifie aussi plus régulièrement les papiers d’identité et on exige de « meilleurs » papiers (comme le certificat de naissance et le passeport).

· La plupart des participants estiment qu’il est plus facile de revenir au Canada, à partir des États-Unis, sauf pour ce qui est de la taxe et des droits de douane. Plusieurs participants décrivent les agents canadiens comme étant plus décontractés, chaleureux et polis.  

· La plupart des participants croient qu’il sera plus difficile de passer la frontière vers les États-Unis dans deux ou trois ans.  Les participants ont fortement l’impression que le monde a changé considérablement au cours des dernières années, entraînant une hausse de l’importance accordée à la sécurité frontalière, et semblent convaincus que cette situation est là pour rester. Ainsi, la plupart des participants sont d’avis que les difficultés auxquelles ils sont confrontés au moment de passer la frontière ne feront qu’augmenter en raison d’un recours accru aux techniques de sécurité de pointe, y compris la biométrie (empreintes digitales ou lecture de l’iris), d’une vérification de sécurité plus approfondie et d’une plus grande utilisation du profilage racial. Plusieurs croient que les nouvelles technologies seront utilisées autant pour contrôler les voyageurs routiers que les passagers du transport aérien et qu’à long terme, après les mises au point nécessaires, celles-ci pourraient accélérer le passage à la frontière mais qu’à court terme, elles sont susceptibles de ralentir les choses. Certains prévoient un plus grand achalandage à la frontière, pour diverses raisons (tourisme, affaires, etc.), et que ce phénomène, à lui seul, pourrait occasionner une plus grande congestion et davantage de retards.

· Relativement peu de participants disent avoir cherché ou obtenu des renseignements sur des programmes ou des mesures visant à faciliter le passage à la frontière entre le Canada et les États-Unis. Ceux qui l’ont fait (il s’agit généralement de personnes qui passent très souvent la frontière) cherchaient un moyen plus facile ou pratique de passer la frontière, voulaient satisfaire leur curiosité (p. ex., après avoir vu d’autres personnes utiliser les voies NEXUS) ou s’intéressaient simplement à la question.
Connaissance des programmes NEXUS

· La notoriété des programmes NEXUS est décidément très inégale. Elle est très faible à Toronto et à Montréal (une minorité dans chaque groupe en avait entendu parler) et plus grande à Vancouver, à Windsor et à Niagara Falls. Cependant, à Vancouver et dans les deux villes frontalières, la plus grande notoriété des programmes ne signifie pas nécessairement une meilleure connaissance de leurs modalités : la vaste majorité des participants n’en possédaient qu’une connaissance assez sommaire, généralement incomplète, voire erronée.

· Plusieurs des participants (et peut-être même la plupart) qui connaissent les programmes NEXUS croient qu’ils sont destinés aux personnes qui passent la frontière chaque jour (les frontaliers) ou aux gens d’affaires. Ils ont appris l’existence de ces programmes de diverses façons : ils ont vu les affiches des programmes NEXUS à l’aéroport ou à un poste frontalier ou en ont entendu parler par un agent des douanes, des amis, des collègues ou des membres de la famille ou dans les médias. Parmi ceux qui avaient déjà entendu parler de NEXUS avant d’être invités à participer à cette étude, seulement quelques-uns avaient pensé s’y inscrire. Les participants de Niagara Falls étaient plus nombreux à avoir pensé le faire (certains ayant été membres de CANPASS). Les participants disent ne pas s’être inscrits pour les raisons suivantes : un processus de demande et de vérification trop long et lourd, les frais exigés, la « faible probabilité » d’être accepté et le fait d’avoir souvent à déclarer des achats aux douanes (on estime qu’il ne vaudrait alors pas la peine d’être inscrit à NEXUS). 

Opinion sur les programmes NEXUS

On a demandé aux participants de lire une courte description des programmes NEXUS Autoroutes ou NEXUS Air, offrant un bon aperçu du programme en question (comment faire une demande, comment il fonctionne, etc.). 

· La plupart des participants ont bien réagi aux programmes NEXUS. Bien que plusieurs aient exprimé des réserves quant à l’utilité de ceux-ci pour eux, personnellement, ils ont néanmoins émis des opinions favorables à l’égard de ces programmes dans leur ensemble. Ils estiment que ceux-ci rendront le passage à la frontière plus efficace, pratique et facile pour leurs membres, que les frais sont raisonnables, que ces programmes pourraient contribuer à réduire la congestion aux postes frontaliers en simplifiant le passage à la frontière, et qu’ils ne compromettent pas la sécurité.

· Certains participants ont émis des opinions mi-neutres, mi-négatives à l’égard des programmes NEXUS dans leur ensemble. Ils critiquent le processus de demande (jugé lourd), le recours à la biométrie (empreintes digitales et lecture de l’iris), le fait que tous les passagers d’un véhicule doivent être membres, l’inclusion des enfants, les frais et les heures d’ouvertures limitées à certains postes frontaliers. 

· La plupart des participants sont d’avis que ces programmes pourraient constituer un moyen efficace pour réduire les délais à la frontière tout en maintenant la sécurité. Ceci étant dit, la plupart d’entre eux ont exprimé une ou plusieurs réserves : les programmes devraient, en principe, accélérer les choses à la frontière; toutefois, cette réussite dépend de plusieurs facteurs. Parmi ceux-ci, le nombre de personnes inscrites aux programmes et divers aspects opérationnels des programmes (p. ex., la rapidité du traitement à la frontière, la rapidité du traitement des passagers du transport aérien au comptoir d’enregistrement, le nombre d’agents affectés aux voies NEXUS, etc.).  Bref, la plupart des participants estiment que NEXUS offre effectivement la possibilité de réduire la congestion tout en maintenant la sécurité mais s’interrogent à savoir si ces programmes produisent effectivement les résultats escomptés et s’ils le feront à l’avenir.

· En général, NEXUS ne rejoint pas les préoccupations des participants, en tant que voyageurs réguliers entre le Canada et les États-Unis. La plupart des participants, particulièrement les voyageurs routiers, n’ont pas besoin personnellement d’un tel programme. Autrement dit, ils n’ont aucune préoccupation majeure, en tant que voyageurs réguliers. De plus, certains facteurs comme la nécessité que tous les passagers soient membres de NEXUS et l’aménagement des postes frontaliers (p. ex., le fait que les voies NEXUS ne soient que de 500 pieds) limitent l’utilité ou la valeur que pourrait avoir NEXUS pour certains participants.

· Les participants voient divers avantages à participer aux programmes NEXUS, avantages se résumant au fait qu’ils facilitent les déplacements nécessitant un passage à la frontière (p. ex., une plus grande rapidité, un temps d’attente moins long, une plus grande commodité, une réduction du stress et une plus grande efficacité). On considère ces avantages comme étant particulièrement intéressants pour les gens d’affaires (étant donné que le temps c’est de l’argent, ces programmes pourraient représenter un investissement rentable).

· Les participants voient aussi de nombreux inconvénients à participer aux programmes NEXUS : le processus de demande, la disponibilité des programmes, la sécurité personnelle ou des renseignements personnels (le partage de renseignements, le risque d’usurpation d’identité, etc.), le recours à la biométrie (empreintes digitales et lecture de l’iris; certains s’interrogent sur l’innocuité de cette dernière), la nécessité que tous les passagers d’un véhicule soient inscrits et enfin, le fait que le programme NEXUS Autoroutes ne règle pas les problèmes de congestion dus à des facteurs comme les routes d’accès, le nombre de postes frontaliers, le nombre de guérites ouvertes, le manque de personnel, etc. 

Raisons de s’inscrire ou de ne pas s’inscrire aux programmes NEXUS 

· La grande majorité des participants aux rencontres de discussion sur le programme NEXUS Autoroutes – plus des trois quarts, en fait – disent qu’il y a peu de chance qu’ils s’inscrivent au programme. Non seulement le nombre d’intéressés est-il relativement faible, mais ceux-ci ont généralement manifesté un intérêt plutôt tiède. Ceux qui ont dit être au moins « plutôt susceptibles » de s’inscrire le feraient pour des raisons d’économie de temps ou de rapidité, d’efficacité, de commodité et de coûts. Les participants qui ne sont pas susceptibles de s’inscrire ont généralement indiqué ne pas avoir besoin d’un tel programme (le dérangement n’est pas assez important pour qu’ils en éprouvent le besoin). L’absence d’un tel besoin a été constatée dans toutes les villes mais est ressortie particulièrement clairement à Toronto, à Montréal et à Niagara Falls.

· On s’intéresse beaucoup plus au programme NEXUS Air : environ la moitié des participants disent qu’ils s’inscriront possiblement à ce programme. Ceux-ci sont attirés par à peu près les mêmes facteurs que ceux mentionnés au sujet du programme NEXUS Autoroutes : la rapidité, la commodité, l’efficacité, les désagréments moins importants, une meilleure gestion du temps, une interaction moins grande avec les agents des douanes et un stress moins important. Les participants qui ne sont pas susceptibles de s’inscrire ont généralement indiqué ne pas avoir besoin d’un tel programme ou qu’ils ne s’y inscriraient pas en raison des coûts (80 $ par année) et de l’exigence relative aux empreintes digitales et à la lecture de l’iris. Peu de participants se sont dits intéressés à s’inscrire au programme avant la fin du projet pilote. Le processus d’inscription leur semble trop lourd pour un programme qui pourrait prendre fin en avril 2006.

· On a discuté de divers aspects des programmes NEXUS, un à un, pour mieux mesurer leur influence. On a demandé aux participants qui n’étaient pas susceptibles de s’inscrire de préciser à quel point ces aspects représentaient des facteurs importants dans leur décision et on a demandé à ceux qui étaient susceptibles de s’inscrire si ces aspects constituaient des irritants ou encore, étaient source de préoccupation. Plusieurs aspects se sont révélés avoir un effet dissuasif ou être à l’origine de préoccupations, au moins chez certains participants :

· Au moins les deux-tiers des participants ont dit ne pas avoir besoin d’un tel programme et une proportion semblable de participants ont exprimé des réserves au sujet de l’emplacement des centres d’inscription.  

· Environ la moitié des participants ont exprimé des réserves concernant le processus de demande ou de vérification (jugé lourd), les heures d’ouverture des voies NEXUS (surtout à Montréal et à Vancouver) et la nécessité que tous les passagers d’un véhicule soient membres de NEXUS (plusieurs se rendent régulièrement aux États-Unis avec des partenaires de magasinage, des amis et des membres de la famille différends d’une fois à l’autre). 

· Le quart ou le tiers des participants ont exprimé des inquiétudes concernant la protection de la vie privée (pour certains, cette question était majeure et pour d’autres, insignifiante) et le partage de renseignements avec les États-Unis (l’utilisation qu’ils en feraient et combien de temps ils les conserveraient). Ceux-ci ont aussi exprimé des doutes à propos de l’efficacité de NEXUS (à faciliter le passage à la frontière et à réduire la congestion), des réserves à l’égard du recours à la biométrie (empreintes digitales et lecture de l’iris) et des inquiétudes relativement au maintien de la sécurité.

· Relativement peu de participants ont trouvé à redire sur les coûts des programmes ou sur les postes frontaliers (ou les aéroports) où le programme est offert.

· Plusieurs participants ont fait remarquer que le fait de s’inscrire à NEXUS était un peu comme obtenir un deuxième passeport et remettent en question la nécessité d’avoir les deux. De nombreux participants ont demandé de combiner ces processus de sorte que les gens n’aient qu’à faire une seule demande. Ils aimeraient donc qu’on procède à une harmonisation des diverses exigences et ainsi, réduire les coûts et les désagréments.

Promotion des programmes NEXUS

· Les participants ont offert de nombreuses suggestions pour mieux faire connaître NEXUS aux postes frontaliers où il est offert. De plus, ces suggestions ont été formulées par plusieurs participants aux diverses rencontres de discussion. La plupart des idées visent à augmenter la visibilité de NEXUS aux postes frontaliers : faire distribuer des dépliants par les agents des douanes, utiliser des panneaux d’affichage ou d’autres genres d’affiches, déposer des dépliants ou apposer des affiches dans les boutiques hors taxes et faire de la publicité à la radio, aux stations qui diffusent de l’information sur les conditions aux postes frontaliers locaux. 

· Les suggestions les plus courantes pour faire la promotion de NEXUS Air, à l’aéroport de Vancouver, sont les suivantes : déposer des dépliants ou apposer des affiches à des endroits clés de l’aéroport (surtout là où ils seront susceptibles d’être vus par les voyageurs en destination des États-Unis), poser des affiches dans les toilettes de la section réservée aux vols internationaux, demander aux préposés au comptoir d’enregistrement de remettre des dépliants aux voyageurs en destination des États-Unis, installer un kiosque de renseignements ou faire circuler des « ambassadeurs » itinérants qui pourraient distribuer des renseignements et répondre aux questions. 

· Les endroits où les participants s’attendraient à trouver des renseignements sur NEXUS, mis à part les postes frontaliers, sont sensiblement les mêmes d’un groupe à l’autre. Les participants ont surtout fait référence aux bureaux des passeports et aux agents de voyages (y compris le CAA), aux hôtels/motels (particulièrement ceux situés près des aéroports et des postes frontaliers), aux agences de location de voitures, aux revues consacrées aux loisirs et aux voyages, aux magasins ou aux centres commerciaux près des postes frontaliers et aux publications d’affaires. Ils s’attendraient aussi à recevoir des renseignements sur NEXUS dans l’enveloppe contenant le formulaire de renouvellement du permis de conduire (ainsi que dans les kiosques).

Conclusions et implications

Les résultats de l’étude suggèrent que les programmes NEXUS sont généralement bien vus par les participants mais que la plupart ne les considèrent pas personnellement utiles, pour diverses raisons. Bien que les participants aient vécu différentes expériences au moment de passer la frontière, la plupart n’ont pas été problématiques, surtout dans le cas des voyageurs routiers. Malgré le fait que la plupart des participants croient que les délais aux douanes se sont allongés et que les vérifications à la frontière sont devenues plus poussées après les événements du 11 septembre, surtout dans le cas du transport aérien, ils semblent être d’avis, en général, que les choses aient empiré pour un certain temps et qu’elles soient ensuite revenues à la normale, du moins aux postes frontaliers terrestres. Les participants rapportent des temps d’attente de moins de 15 minutes, en moyenne, aux postes frontaliers terrestres et ont trouvé des stratégies pour réduire l’attente au minimum (p. ex., ils passent la frontière en dehors des heures de pointe ou se présentent à des postes frontaliers moins achalandés, ils évitent les jours fériés, ils s’habillent convenablement, etc.). Bien que le temps d’attente soit plus long pour les passagers du transport aérien, il s’agit là d’un fait attendu et occasionné par les vérifications de sécurité qui demeurent essentiellement inchangées, avec ou sans NEXUS.

Par conséquent, la principale raison pour laquelle on s’intéresse peu à NEXUS est l’absence de besoin : le dérangement n’est pas assez important, chez la plupart des participants, pour qu’ils éprouvent le besoin d’explorer d’autres voies ou de prendre d’autres mesures. Toutefois, cette situation pourrait changer : la plupart des participants s’attendent à ce que la traversée de la frontière devienne plus difficile en raison, principalement, de facteurs géopolitiques, qu’on voyage en automobile ou en avion. Par contre, à l’heure actuelle, la demande pour ces programmes est faible. En résumé, le contexte dans lequel évolue NEXUS en est un dépourvu de problèmes ou, à tout le moins, de problèmes importants. Par conséquent, NEXUS représente une solution à un problème qui n’existe pas vraiment pour plusieurs participants et surtout, pour les voyageurs routiers.

Fait intéressant, plusieurs participants (voire la plupart) jugent NEXUS utile pour les frontaliers ou les gens d’affaires (autrement dit, les gens qui passent la frontière très souvent) et plus particulièrement pour les voyageurs routiers qui font le trajet presque quotidiennement ou au moins une fois par semaine. Les participants les plus intéressés par NEXUS sont généralement les très grands voyageurs (les voyageurs routiers qui font le trajet presque chaque semaine et les passagers du transport aérien qui font des voyages d’affaires régulièrement).

En plus de ne pas être intéressés à s’inscrire aux programmes, les participants ont signalé de nombreux irritants ou fait part de plusieurs préoccupations à l’égard de ceux-ci. Les principaux sont les suivants : l’emplacement des centres d’inscription (la plupart des participants sont d’avis que ceux-ci devraient être situés au centre-ville, comme les bureaux des passeports), le processus de demande (généralement jugé trop lourd), les heures d’ouverture de certaines voies NEXUS (en particulier près de Montréal et de Vancouver) et la nécessité que tous les passagers d’un véhicule soient membres de NEXUS. Ces facteurs dérangeaient beaucoup certains participants. De plus, on doute beaucoup de l’efficacité du programme NEXUS Autoroutes à faciliter le passage à la frontière en raison, principalement, de l’accès retardé aux voies NEXUS (le fait que les voies NEXUS ne soient que de 500 pieds signifie que les voyageurs routiers doivent faire la file longtemps avant d’y arriver). Bien qu’un moins grand nombre de participants aient exprimé des réserves à l’égard de la protection de la vie privée, du partage de renseignements personnels avec les États-Unis et du recours à l’empreinte biométrique ou à la lecture de l’iris, ces facteurs n’en étaient pas moins source d’inconfort chez certains participants.

Il ressort clairement que la notoriété de NEXUS n’est pas la même partout : elle est relativement bonne près des postes frontaliers mais beaucoup plus faible dans les villes, particulièrement à Montréal et à Toronto. Il est donc nécessaire de mieux faire connaître NEXUS et le meilleur endroit pour le faire serait aux postes frontaliers (suggestion la plus courante).

Malgré les aspects apparemment négatifs de NEXUS, le fait d’apporter des correctifs ou de mieux faire connaître celui-ci n’aurait pas beaucoup d’effet sur le taux de participation. Bien que certains aspects des programmes NEXUS méritent d’être étudiés et peut-être modifiés, chacune des modifications apportées, en soi, n’aurait qu’un effet limité. Même des changements plus importants aux programmes ne règleraient en rien la faible demande pour ces programmes. Ironiquement, le plus important facteur qui pourrait avoir une incidence sur les taux d’inscription est une détérioration de la situation à la frontière (délais accrus, etc.). Le fait de combiner le processus de demande d’un passeport à celui des programmes NEXUS pourrait aussi avoir un effet positif sur l’adhésion. En l’absence d’une détérioration de la situation à la frontière et d’une harmonisation des processus de demande, toute autre mesure ne pourrait avoir qu’un effet limité sur le taux de participation.  

Il convient de noter que les réactions des participants étaient sensiblement les mêmes, peu importe la ville où a eu lieu la rencontre de discussion ou la langue dans laquelle elle s’est déroulée. Elles ont aussi été sensiblement les mêmes pour les deux programmes (NEXUS Air et NEXUS Autoroutes), bien que l’intérêt manifesté à l’égard de NEXUS Air ait été plus grand. Cet intérêt est certainement dû, en partie, au plus grand montant de temps et aux plus grands efforts que doivent consacrer les passagers du transport aérien à obtenir l’approbation d’entrer aux États-Unis. 

Introduction

The Canada Border Services Agency (CBSA) commissioned Phoenix Strategic Perspectives Inc. to undertake a set of focus groups to explore perceptions of the NEXUS Highway and NEXUS Air programs among Canadian residents that travel frequently to the United States. 

Background and Objectives

The Canada Border Services Agency has developed and implemented a variety of Alternate Inspection Service (AIS) programs that facilitate efficient and secure entry into Canada for pre-approved, low-risk travellers. In cooperation with U.S. Customs and Border Protection (CBP), the CBSA has developed and implemented the NEXUS family of programs, which also facilitate efficient and secure entry into Canada and the U.S. for pre-approved, low-risk travellers. These AIS NEXUS programs include:

· NEXUS Air: The NEXUS Air program allows members to meet their border-clearance obligations when entering Canada and/or the U.S. by looking into a camera that recognizes the iris of the eye as proof of identity. The NEXUS Air pilot project will operate until April 30, 2006 and is available at Vancouver International Airport (only) for the duration of the pilot.

· NEXUS Highway: The NEXUS Highway program allows members to use dedicated lanes at various land-border crossings.  These lanes are provided in an effort to reduce traffic congestion and delays at bridge and land crossings, while maintaining a safe and secure border. NEXUS Highway is operational at numerous land-border crossing in British Columbia, Southern Ontario and Quebec.

In the Travellers Program Review, led by the Admissibility Branch of the CBSA, the need to accurately gauge the market for these programs was identified as a priority for the CBSA. As a result of this recommendation, and a suggestion by the Shared Border Accord Coordinating Committee (SBACC), the Design and Development Division (TPDD) of the Travellers Program was tasked with assessing client up-take issues for the AIS NEXUS Air and NEXUS Highway programs. 

The main purpose of this research, therefore, was to provide the CBSA and the U.S.’s CBP with an objective assessment as to why frequent border travellers are not enrolling in the NEXUS programs. The target audience was frequent travellers who use border crossings that provide NEXUS, but who have not joined the NEXUS Highway program, and frequent travellers who use the Vancouver Airport, but who have not joined the NEXUS Air program. 

Specifically, this research was designed to:

· Assess the level of awareness of the NEXUS programs;

· Evaluate travellers’ perceptions of the NEXUS programs, including issues such as biometrics, cost, effectiveness, efficiency, facility (ease of joining/using), risk, security, marketing and other potential concerns that affect decisions to join or not; 

· Better understand why international travellers are not joining NEXUS programs; and

· Obtain suggestions from travellers on how to overcome drawbacks and promote the advantages of these NEXUS programs.

The findings from this research will be used by CBSA to prepare a report identifying the basic ‘stumbling blocks’ preventing clients from enrolling in the NEXUS programs, as well as a draft action plan. 

Research Design

To address the research objectives, a set of focus groups was conducted in five cities across Canada. The following specifications applied to this study:

· A set of 12 focus groups was conducted, with two groups in each of Montreal (French), Toronto, Windsor, and Niagara Falls, and four groups in Vancouver. 
· The groups were conducted with the following audiences:

· All participants were frequent international travellers (travelling eight times per year or more out of the country), and were between the ages of 18-64. 

· Two groups were conducted in Vancouver with frequent international air travellers from the Vancouver area who were not members of the NEXUS Air program. Virtually all of these participants travelled for business reasons most of the time.  
· Two groups were conducted in each of Montreal, Toronto, Windsor, Niagara Falls, and Vancouver with frequent travellers who travel by car into the U.S having used NEXUS-relevant border crossings for most of those trips (see appendix for list of relevant border crossings). Participants were not members of the NEXUS Highway program. The purpose of their trips was for business or personal reasons.    
· The focus groups were allocated as follows:
	
	Toronto
	Vancouver
	Vancouver
	Montreal
	Windsor 
	Niagara Falls 

	
	English
	English
	English
	French
	English
	English

	Date
	Sept. 19
	Sept. 20
	Sept. 21
	Sept. 21
	Sept. 22
	Oct. 3

	6:00 pm
	NEXUS

Highway
	NEXUS

 Air 
	NEXUS

Air
	NEXUS

Highway
	NEXUS

 Highway
	NEXUS

 Highway

	8:00 pm
	NEXUS

 Highway
	NEXUS

 Highway
	NEXUS

 Highway
	NEXUS

 Highway
	NEXUS

Highway
	NEXUS

Highway


· A total of 11 participants were recruited for 7-9 to show per group for the NEXUS Highway focus groups. Ten participants were recruited for 6-8 to show per group for the NEXUS Air groups. Turn-out was excellent, with between 8-10 participants taking part in all groups. 

· All recruitment and field-related activities was be undertaken by Research House, under subcontract to Phoenix. A variety of methods were used for the recruitment, including using business database, and random calling, among others. 

· NEXUS Air participants were paid incentives of $150; NEXUS Highway participants received $75. 
· The focus groups were two hours in length. 
· The groups were conducted in regular focus group facilities (except for Windsor and Niagara Falls), with light refreshments served. In Windsor and Niagara Falls, the groups were conducted in appropriate hotels, using regular meeting rooms. This required rental of an additional hotel meeting room and the set up and operation of audio-visual equipment so that observers could watch the focus group proceedings without being in the same room as participants.
This research was qualitative in nature, not quantitative. As such, the results provide an indication of participants’ views about the issues explored, but cannot be generalized to the full population of Canadian residents who travel frequently to the United States, whether by car or plane. 

Participants’ comments are provided in quotation marks or italics, and are either actual verbatim comments or have been paraphrased to reflect the intent of the remark.  

The principal investigator for this study was Stephen Kiar, who moderated the focus groups in Toronto, Vancouver and Niagara Falls and wrote the final report. Jeannette Bellerose moderated the Montreal and Windsor focus groups and contributed to the report. 

General Note on Findings: The feedback provided by participants was quite consistent, regardless of location or language. It was also largely consistent across the two programs (i.e. NEXUS Air and NEXUS Highway). Where differences did occur, this has been noted.

Appended to this report are the following (in both English/French):

· The recruitment screener

· The moderator’s guides 

· The handouts used to describe the NEXUS Highway and NEXUS Airport programs (the latter is only available in English). 

Context: Border Crossing Patterns & Experiences 

This section presents participant feedback on their travel habits and experience at the border when travelling between Canada and the United States. This includes whether or not they have ever looked for information on programs or measures to facilitate land or air border crossings, and their level of awareness of any programs that might do this. 

Most Land Travellers Visit U.S. for Personal Reasons, Air Travellers for Business

During the past 12 months, participants had travelled frequently by car into the U.S. or by air into another country. Consistent with the target audience and recruitment specifications, everyone had taken at least eight international trips in the last year. While air travellers tended to travel for business purposes, most land travellers visited the U.S. for a variety of personal reasons. Chief among the reasons offered by participants to explain their travels into the U.S. was shopping. In each of the NEXUS Highway focus groups, this recreational activity topped the list of reasons for participants’ trips. Other purposes for visits included a host of recurring leisure activities, such as watching sporting events or taking part in sports tournaments, going to concerts, skiing, golfing and hiking, camping and vacations, and simply to visit family or friends. 

The frequency of cross-border travel was typically highest among participants who live right beside the border – in Windsor and Niagara Falls. It was not unusual for people to have crossed into the U.S. 30 or more times during the previous 12 months. 

Many of these recreational trips were short in duration, with the majority of people crossing the border for day, overnight, or weekend trips. This was particularly true of participants in the border cities of Windsor and Niagara, who often would cross the border for less than a day to purchase gas or other things. Business travellers tended to be away for longer periods of time, but still for no more than three to seven days. Participants that reported longer or extended trips in the U.S. were likely to be on vacation with family or friends. Many participants had one vacation visit to the U.S., typically lasting between 2-3 weeks.

Mixed Experiences When Crossing into the United States, Many Enter Trouble-Free

Participants have had mixed experiences when crossing the border into the U.S. both by land or air. While many characterised their experiences entering the U.S. as quick and trouble-free (e.g. the large majority in Toronto and Niagara Falls), many others travelling by land indicated that their experiences crossing into the U.S. varied considerably (i.e. some crossings were quick and easy, others were not). It appeared, however, that most participants were able to cross the border into the United States relatively quickly and trouble-free most, if not all, of the time.

In terms of land crossings, factors that were seen to influence this experience included which border crossing they used, the time of year they were crossing (with holidays and weekends more likely to be busy), and the value of the Canadian dollar (i.e. the higher the Canadian dollar, the more likely the border crossings are to be busy). Some people reported listening to the radio or checking the Internet for border-crossing traffic information before embarking on their trip.

Travelling by road, the length of time that people reported waiting to enter the U.S. ranged from 15 minutes or less, to 30-45 minutes, with experiences in the ‘bad’ category being one hour or more. As noted, relatively small numbers of NEXUS Highway participants experienced a significant number/proportion of such ‘bad’ or slow/time consuming border crossings. For air travellers, experiences with customs and security when flying into the U.S. were more likely to be described as slow, and notably were much longer, with some reporting that this could take two or more hours; that said, times of about one hour appeared to be the norm. 

Most participants think it is more difficult now to enter the U.S. than it was five years ago, although air travellers were more likely to express a strong and near-unanimous conviction in this regard. Among land travellers, a majority noted that they had seen changes related to their cross-border travels. These participants pointed generally to the perception that border crossing is less predicable now in terms of wait times and customs interrogations, and specifically to the increased amount and variety of questions they face, including the fact that children are questioned by officials. Also, there is now a requirement to show I.D. consistently, and to have ‘better’ I.D. (birth certificate, passport), for every crossing. Some also reported greater use of dogs at the border than in the past. 

A noteworthy minority of land travellers felt that there has been no change in the past five years, and that the ease with which they cross the border into the U.S has remained the same. Some participants, particularly those in Niagara Falls, said that it is quicker crossing into the U.S. than a year ago, saying they experienced significantly longer waits a few years ago than they do now. 

To substantiate their perception that flying into the U.S. is more difficult now than it was five years ago, participants in the NEXUS Air focus groups pointed to the security changes they have seen implemented at airports during their travels. Most notably, they explained that security is far stricter and more prevalent now compared to five years ago. These people have noticed more detailed checking and swabbing of electronic items, more extreme body searches, including having to remove their shoes, greater restrictions placed on allowable carry-on items, with the confiscation of things like tweezers, lighters or razors, and more extensive customs questioning and scrutiny of their personal identification. Virtually none of these participants felt that there have been no changes, or only small changes, in the past five years.

Main Difficulties – Line Ups, Delays, Interrogations

Participants reported a number of difficulties or issues that they encounter when crossing the border into the U.S. Topping the list of difficulties experienced, however, are line ups, delays and interrogations. In terms of issues, the following were identified:

· Line ups and delays. Many people noted that they now face longer lines and wait times to enter the U.S., particularly when travelling by air, but not only. Among land travellers, some explained that there are often not enough booths open or that they are not well-organized or prepared, with one booth available for three lanes of vehicles. As noted, a significant number, particularly in Niagara Falls, felt that wait times have actually decreased in the last few years. 

· Interrogations and searches: Participants noted that they often face more detailed, invasive questioning, including of their children, and that guards often come out of their booths to visually inspect vehicles while interrogating passengers (whereas before they would have remained in their booth). The use of dogs for searches has also increased with respect to both land and air travel. 

· Trips require greater preparation: One cannot just cross the border to get gas, for example, without taking proper identification and knowing exactly what one intends to do, for how long and with whom. Some noted that they mentally prepare a ‘script’ for use with border guards and/or customs agents when travelling by air. Many said they take special care with their appearance, particularly the young and men, making sure that their car is clean (for land crossings) and that they are well-dressed (for air and land travel). 

· Border/customs agents: Direct and highly inquisitive officials were perceived by some as intimating and rude.

· Visible minorities: Participants who were visible minorities, or those who travel with visible minorities, reported lengthier and more harassing questioning when crossing into the U.S. A few indicated that they were stopped and questioned significantly every time they enter the U.S. This appeared to apply to both air and land travel. 

· Business travellers: When travelling by land, they face a greater number of questions and closer scrutiny, including more searches and confiscation of material for those carrying merchandise. When travelling by air into the U.S. there are also more questions so that some air travellers prefer to identify the personal part of a trip to customs officials, and not the business portion, on a combined business-pleasure trip in order to reduce the number of questions and simplify their dealings with customs officials. 

Related observations:

· Crossing was perceived by many as being more difficult for young people than for families or adults.

· Travelling by van or with a camper was perceived as being more difficult than traveling by car. 

· A source of frustration for some people was having their line at the border slowed down by a vehicle in front of them that was being searched (i.e. why not pull this vehicle out of the line). 

· Air travellers noted that they are now permitted to bring fewer items into the U.S.

People who travel by land have responded to these difficulties by trying to be better prepared when crossing into the U.S., both in terms of information and their identification. That is, they prepare their responses to standard questions in advance of their trip, and they always carry the appropriate identification. Some explained that they even carefully consider which border crossing they will use. Most air travellers arrive at airports earlier now in anticipation of security lines, while some report to customs that they are travelling for pleasure not business (as noted), make sure that they are well-dressed, or behave in a friendly, compliant manner when interrogated by officials.

Returning to Canada Generally Seen to be Easier, Except for Tax/Duties Issue

Most participants reported that returning to Canada from the U.S. was an easier experience, with the exception of the tax/duties issue. A number of people characterized Canada Border Services Agency officials as being more laid back, friendlier and more polite compared to their U.S. counterparts. Some even thought that Canadian officials might be too relaxed when it comes to patrolling the border. To highlight the differences between crossing into the U.S. and Canada, many pointed to the fact that the traffic lines to return to Canada were often shorter, that there were typically more booths open to service travellers, and that agents processed vehicles more quickly than when crossing into the U.S. 

A minority of participants felt instead that crossing back into Canada was more difficult, and if anything, could be more intimidating. Air travellers pointed to the fact that line ups were long when going through customs and that Canadian officials, in fact, were less laid back than U.S. officials. A few of these participants thought that they were faced with a more extensive interrogation when they returned to Canada than when they entered the U.S. Among land travellers who felt that returning to Canada was more of an issue, a number of these participants felt that Canadian officials actually do more vehicle searches, and that you now require identification (which was not asked of travellers five years ago).

The main issue participants identified, even by those who thought that returning was generally easier, was bringing purchased goods back into Canada. In this area, many participants felt that Canadian officials were more thorough. People felt that more cars are searched and that declaring goods is a hassle that slows down re-entry into Canada. As some explained, you now need to be organized with all of the receipts and sometimes participants feel that the officials questioning them do not believe their declarations. Also, numerous participants do not always claim all of their purchased items, so there is an increased level of anxiety that goes with that. 

Most Expect Cross-Border Travel to U.S. to Become More Difficult in Future

Looking ahead 2-3 years, most participants think that cross-border travel to the U.S. will become more difficult. When asked why they felt this way, many pointed to the changing face of global affairs and recent international events. There was a pervasive and consistent impression that the state of the world has changed substantially in the past few years, and that a corollary has been the increasing importance placed upon border security. There was a strong sense that this would continue. As such, most participants indicated the challenges they face now in terms of cross-border travel will only escalate. Some expect to see enhanced security techniques introduced, including biometrics (fingerprint and iris scans), and greater levels of security screening when it comes to border crossing. Some also pointed to an increased volume in cross-border travel, for a variety of reasons (tourism, business, etc.), suggesting that the increased volume alone could result in more congestion and delays. 

Many participants think that new technologies will be used, both for land and air travel, and that while over the longer term this has the potential to speed up border crossings, it would likely slow them down before the technologies are perfected. Turning to new issues or challenges, some people pointed to identity theft, greater border congestion, and an increase in the use of racial profiling. 

A few participants, however, felt that there would be no change in terms of cross-border travel or that potential changes would depend on whether there are new terrorist attacks in North America (or even on the foreign policy outlook of the next U.S. president). As noted, some felt that new technologies will improve and help speed up border crossings once the ‘bugs’ have been worked out, and the technologies become more mainstream. 

Few Have Looked for Information on Programs to Facilitate Canada-U.S. Travel

Relatively few participants have ever looked for or obtained information on programs or measures designed to facilitate border crossing between Canada and the U.S. Those that have looked for this type of information pointed to a number of motivators. General reasons offered by people included facilitating quicker, more convenient border crossings, satisfying their curiosity, and general interest. Others had seen people using the NEXUS lane at the border crossing or knew colleagues who used the NEXUS Air program. A few participants pointed to specific personal circumstances that require them to cross the border frequently, such as owning property in the U.S, having family in the U.S. or work-related activity. One participant needed information about transporting food products across the border.  It appeared that people who live in border locations such as Windsor and Niagara Falls were somewhat more likely to have looked for such information.

In terms of where they looked for this information, a number of different sources were identified. These included the Internet – a U.S. customs website or CBSA NEXUS website – border guards, the Vancouver Board of Trade, friends or family members, and colleague who were already enrolled in the NEXUS Air or Highway programs. While most of these participants seemed to find the information they wanted, not everyone considered what they found to be useful, although most did. Some characterized the information as incomplete or even incorrect. A few obtained the NEXUS application, but felt that the fee was too high, particularly for the NEXUS Air program that might end in spring 2006, or that it was too onerous to complete. A few had obtained information about CANPASS and had actually joined the program. 

The vast majority of participants had not looked for or obtained information on programs to facilitate Canada-U.S. travel. A perceived lack of need was the main reason offered by these people to explain why they had not sought out this type of information. As some explained, 

· Their border crossing experiences have not been troublesome enough to warrant looking for information, 

· They believe the system works as it is and simply ‘grin and bear’ any delays they may face, or 

· They do not feel they travel cross-border enough to make it worthwhile.

Others mentioned that they were not aware that programs like this existed or that it would not have occurred to them to ask, that they are too lazy to be bothered to seek out this type of information, or that they just plan for border-crossing delays by arriving early.

Mixed Levels of Awareness of Programs to Facilitate Cross-Border Movement

A minority of participants were aware of any programs or measures designed to facilitate cross-border movement between Canada and the United States before being contacted for this research. That said, many participants were aware of such programs, but mainly in Vancouver and the two border cities – Windsor and Niagara Falls. In the latter two locations, for instance, clear majorities in almost all groups were aware of such programs, with relatively widespread awareness of NEXUS, CANPASS and PACE. In general, those who claimed to be aware of programs to facilitate cross-border movement pointed most often to NEXUS, followed by CANPASS and PACE.  
Awareness of NEXUS Programs 

This section focuses on participants’ awareness of the NEXUS programs, including their prior knowledge of them, whether they considered joining the programs, and their top-of-mind perceptions of the usefulness of the programs.

Uneven Awareness of NEXUS – Low in Montreal & Toronto, Higher in Vancouver & Border Locations

Awareness of the NEXUS programs was decidedly uneven. It was quite limited in Toronto and Montreal (e.g. a minority in every group had heard of it), but was higher in Vancouver, Windsor and Niagara Falls. Many participants had not heard of the program before the focus groups, or only vaguely recalled seeing NEXUS signs at border crossings or at the airport. In terms of Vancouver and the two border cities, higher awareness of NEXUS did not translate into familiarity with program details. In terms of what participants purported to know about the programs, the vast majority knew very little beyond surface-level details, much of which was either incomplete or even incorrect. Few could offer a detailed description or even a broad, cursory understanding of the programs, or specific elements of them, such as enrolment procedures or membership benefits. 

The type of information that people tended to point to included very general conceptions of the programs, as well as vague references to certain aspects or features of the programs. Most information was offered by only one or two participants in a focus group, with few elements mentioned consistently across the groups or with any real frequency.  

In terms of overall perceptions, people identified the belief that NEXUS was designed for daily, business or low-risk travellers, and that it was a ‘fast track’ type of program. Others said that they had heard that the NEXUS lanes are never open, that enrollees are required to document their cross-border purchases and avoid purchasing restricted items, and that all vehicle passengers must be enrolled in the program. A few offered details related to aspects of enrolment, including that it requires an onerous amount of paperwork, a passport, a sizeable annual enrolment fee, or that it takes a considerable amount of time to become a program member. In addition, air travellers referred specifically to retinal scans and FBI investigations as components of the programs, while those in the Windsor area referred to local news coverage of a NEXUS member caught smuggling drugs across the border. Beyond these sketchy and sometimes incoherent details, knowledge of the NEXUS programs tended to be very limited.
A variety of methods were identified when participants were asked how they learned about the programs. The following were mentioned, each identified by a few participants only, customs signage when crossing the border by car, including the NEXUS lanes, NEXUS signs at the airport, friends, colleagues or family members, customs/border officials, and the media, including television and the Internet. Some could not recall how they had come to know of the NEXUS programs. 

Among those who had heard of the NEXUS programs, only a relatively small number had considered joining, although this was somewhat higher in Niagara Falls (where a number of participants had been CANPASS members). To this end, some participants had taken preliminary steps or measures, such as obtaining and reviewing relevant information. While a few thought about enrolling and did nothing because they were discouraged by the lengthy process, the cost or decided that they did not need it, some others had actually researched the programs a bit. The rest had not considered joining the programs and offered a variety of reasons to explain why not. Chief among the reasons was the fact that the process appeared to be quite lengthy or that it seemed onerous with numerous steps and a significant amount of paperwork. Other deterrents that participants pointed to included the cost, a ‘low likelihood’ of being accepted, that the programs seemed elitist, that they were only applicable to business travellers or truckers, and that membership did not seem worthwhile for people who often had purchases that they needed to stop and declare to customs. 

Many of Those Previously Unaware of NEXUS View Programs as Useful

At this point in the discussion group, participants were read descriptions of the NEXUS programs. All feedback from this point forward was informed by their exposure to the following information: 

The NEXUS Highway program is a joint customs and immigration program of the Canadian and American governments. The program is designed to simplify border crossings for pre-approved, low-risk travellers. NEXUS members use dedicated lanes at various border points to speed up the border crossing, and may not be subjected to the usual customs and immigration questioning.

The NEXUS Air program is a joint program of the Canadian and American governments. The program is designed to simplify air border crossings for pre-approved, low-risk travellers. To expedite the border process, NEXUS Air members answer the standard customs questions at self-service kiosks in the Canadian Customs Hall and U.S. pre-clearance areas at the Vancouver International Airport, and NEXUS Air members receive priority access to Vancouver airport’s Fastrack Lane. 

Many participants who were previously unaware of NEXUS thought it sounded like something that would be useful to them. Among the reasons offered to explain why were references to perceptions of time-savings and general convenience. As participants explained, enrolment in the program would save them time by allowing them to by-pass border lines, would decrease their travel time overall (not just at the border) which would save fuel costs, would offer them hassle-free, more convenient cross-border travelling, and would be particularly useful for rush hour travel when border crossings tend to be more congested. 

A few people were more uncertain about the utility of the program to them personally. One person said that it would depend on the enrolment cost versus the membership benefit, while others reasoned that it might be valuable during periods of high traffic, but that membership would likely become meaningless during heightened security alerts.

Those that did not perceive membership to be useful pointed to some of the same reasons identified earlier when participants aware of NEXUS were asked whether they considered joining it, including that they simply did not travel enough to warrant enrolment.
Perceptions of NEXUS Programs

This section describes participant’s perceptions of the NEXUS programs, including their overall impression of the programs and their effectiveness, as well as feedback on possible membership benefits and disadvantages. At this point in the discussion group, a short document that provided information about the NEXUS Highway or NEXUS Air program (depending on the focus group) was distributed to participants (these documents are appended). Participants were asked to read the summary document on their own, with the group discussion continuing once everyone had completed this task.

Summary Documents Seen to Clearly Describe NEXUS Programs

Most participants felt that the documents clearly explained the NEXUS programs and were easy to understand. It should be noted that the intention was not to test the effectiveness of the documents per se, but rather to gauge whether they performed the intended function of providing participants with the necessary background information to offer feedback on the programs. While a few people had questions about some aspects of the programs, the documents were largely seen to work well, providing a clear overview of the programs.  

The questions that participants had generally related to program enrolment and benefits. These included the following:

· Eligibility criteria: A few participants were not clear about whether the program was available to anyone accepted or only to frequent travellers. Other queries in this area were whether children under 18 years of age were interviewed, whether there was any enrolment age limit, and what comprised ‘low risk’.

· Privacy/security concerns: These included who would have access to their biometric information and, should they not be accepted into the program, what would happen to this same information. Similarly, some thought that the cards for the NEXUS Highway program might be easily reproduced or that five years was too long and that some people could become security risks during this period. 

· Cost issues: These related to clarifications about whether the program was free to children under 18 years and what the fees were every five years, in the case of the Highway program. 

· Other things that required clarification or were seen to be missing included: 

· The different steps involved in the application process – i.e. the screening and interviewing. In the case of participants in Montreal, they also wanted to know whether they would be interviewed in French given that this would take place in the U.S.

· Whether the Highway program enrolment was tied to a vehicle or to individuals (i.e. having to show a card for each person in the vehicle might take longer than what currently is required – just the driver’s identification). 

· Whether cross-border shoppers could use the NEXUS lanes if they had purchases to declare. 

Most Have Favourable Overall Impression of NEXUS Programs

Most of the participants had a favourable overall impression of the NEXUS programs. While some questioned the utility of the programs to them personally, they still offered positive assessments of the programs overall. Assessments were often linked to perceptions of the usefulness of the programs, whether to participants personally or in general. Specifically, people attributed their positive impressions to the increased efficiency, convenience and crossing ease the programs might afford members, the idea that they would address congestion by ‘fast tracking’ people or streamlining cross-border travel, the reasonable cost, and the perception of safety and security that the programs offer Canadians.

The rest were more likely to be neutral than to express negative views of the programs, although some were critical of the program, particularly in Vancouver and Niagara Falls. Among those who offered neutral-to-negative assessments, the reasons commonly cited were the enrolment cost, which was seen by a few to be a government ‘cash cow’, the use of biometrics, both fingerprint or retinal, and the inconvenience associated with vehicle travel with different non-member passengers. Others objected to the inclusion of children in the programs, the limited hours of operation at some border crossings, the limited geographic access to the programs, the use of photo identification cards, the application process overall, including having to travel and take a day off work for the interview, and the notion that the NEXUS lanes could become congested too should the Highway program become popular. Numerous participants also commented that the NEXUS lanes, for land border crossings, were often only accessible to travellers in the last 500 or so feet, so that if there were a line up at the border crossing, NEXUS members would be stuck in it for a long time before having access to the NEXUS lanes. This generated significant doubts that the program would reduce congestion.

NEXUS Judged to be Effective in Reducing Delays While Maintaining Security 

Most participants thought that the programs would provide an effective means to reduce border crossing delays while maintaining safety and security. That said, most of these people offered a caveat – that is, the programs should theoretically improve the speed of border crossings. While they have the potential to reduce delays, the extent to which they ultimately do achieve this target would depend on a number of factors. For the Highway program, for instance, it would depend on how many people use the border crossing, the number of people actually enrolled in the program, and whether the lanes require just a quick scan of the identification card. For the Air program, it would depend on how the actual kiosks worked (many were uncertain about this) and how quickly travellers could be processed through them, whether airport staff would be available to help facilitate the process, and whether members’ security clearances were reassessed frequently enough to ensure that program participants had not since become a security threat. In short, most participants felt that the NEXUS programs had the potential to reduce congestion while maintaining security, but were not sure if this were actually the case or whether this would be the case in future.  

Those that did not view the NEXUS programs as effective tended to point to security issues. Some of these participants were not certain that the programs would increase security at the borders (i.e. reduce terrorism, drug trafficking, etc.). Conversely, a few of these people felt the programs might even decrease security by encouraging ‘bad’ people to take advantage of their ease of cross-border movement, either themselves engaging in criminal activity or offering their ‘services’ for a fee to career criminals.  A number of other participants pointed to the NEXUS lanes issue (i.e. being available only for the last 500 feet or so) to explain why they think the program will not be effective. 

NEXUS Programs Do Not Address Concerns of Many 

In general, NEXUS does not tend to address the issues and concerns that participants have as frequent travellers between Canada and the U.S. Most of the NEXUS Highway participants did not feel that they had a personal need for the program. That is, they simply had no significant issues or concerns as frequent travellers that needed to be addressed. 

Some participants felt that the programs do not address their personal concerns. In terms of what was missing, participants pointed to a number of different items, including: 

· NEXUS Highway program: 

· It does not accommodate NEXUS members travelling across the border with different people in their vehicle. Since many do not travel with the same group of passengers, they were concerned that the NEXUS lane would often not be accessible to them. 

· NEXUS would not address traffic congestions at some border crossings unless there is major restructuring of the lanes/highways/bridges/tunnels leading to the certain crossings because the NEXUS lane is often only accessible for the last 500 or so feet, and the congestion and delays start much earlier than this. 

· Some participants did not believe that U.S. border agents would allow them to enter the U.S. with just the NEXUS identification card and felt instead that they would still be subject to extensive, or at least significant, questioning each time. 

· It seems difficult to enrol in the program, requiring considerable time and energy.

· NEXUS Air program:

· It does not address what would be standard customs questions or predictability. People were not sure how long they would have to wait in the kiosk lines.

As noted, a few people felt that NEXUS would not improve border security, and that the programs might even have the opposite effect – that is, to decrease security.

Main Benefits of NEXUS – Speed, Convenience, Reduced Hassle, Security

Participants identified a wide variety of advantages or benefits to be derived from joining NEXUS. While myriad membership benefits were identified, people were most likely to draw attention to the ease of cross-border travel that would result from program enrolment. Many of the advantages mentioned, moreover, were also identified as motivators to join the programs (discussed in the section that follows). Perceived benefits included: 

· Ease of cross-border travel:

· Faster, less delays.

· Less waiting time, both a vehicle crossings and the airport.

· Increased convenience.

· Greater efficiency.

· Reduced stress or aggravation linked to dealing with customs agents. For many people, being questioned by border agents was a source of stress and NEXUS was seen to have the potential to decrease the necessity of speaking with one.

· Commercial benefits: Business travellers can be more productive because they will have less travel time (i.e. time is money, so these programs present a good return on investment). 

· Better security: Some felt that NEXUS would ensure better tracking of visitors to the country which, in turn, would serve to increase national security. The use of biometrics was viewed to be good way to keep undesirable elements out of Canada. 

· Cost: Enrolment was less expensive than some people would have expected for this type of program.

Numerous Disadvantages Attributed to NEXUS Programs

Benefits notwithstanding, participants also identified a host of perceived drawbacks or disadvantages involved in joining NEXUS programs. These included the following:

· Application process:

· In order to be interviewed as part of the enrolment, some people would have to travel a substantial distance (e.g. in Toronto people have to travel to Fort Erie for the screening interview). This was even an irritant in Vancouver, where the enrolment centre was much closer, relatively speaking. 

· The process was considered lengthy, complicated and inconvenient generally.

· Program availability:

· The programs are not available at every crossing or airport, nor 24/7.

· Some questioned what they would do if the lanes were closed in the case of the Highway program.

· Personal security/privacy: 

· The sharing of information with the U.S. government was a drawback for some who did not want to become vulnerable to a foreign state in this way. As well, they were unsure about the length of time the U.S. would be able to keep their private information.  

· The fear of identity theft was cited by some who saw this as creating a new opportunity for identity ‘thieves’. Moreover, since new information would be available through this source, such as fingerprint and/or iris scans, the risk and perhaps consequences of identity theft might be much greater than with other personal information shared. 

· Some pointed out that if you do not meet the enrolment requirements, you do not receive a fee refund and the Canadian and U.S. governments get to retain private information about you, including your fingerprints. 

· The use of biometrics – both the fingerprinting and iris scan: Some wondered whether the iris scan is safe. A few thought that the fingerprinting would be strange for their children. Some simply found the biometric scans to be somewhat invasive.

· Lack of convenience: Everyone in a family needed to be enrolled to utilize the program when travelling as a family cross-border. Similarly, should you want to travel with a guest or a friend who is not enrolled, you would not be able to benefit from NEXUS membership.

· Border security. As noted, some thought that NEXUS might decrease security.

· Cost. This was not a primary drawback, but a number of people did mention it.

· Border crossing congestion: The highway program does not solve traffic congestion problems due to physical limitations (e.g. access roads, number of crossings, number of booths open, lack of personnel, etc.). A few even speculated that the congestion might become worse if too many people join the program.

Most of the drawbacks cited, if not all of them, also represented the main concerns or apprehensions that people had about joining the programs. In short, drawbacks and concerns were inextricably linked in the minds’ of participants. To address or alleviate their concerns would also help to motivate them to join the NEXUS programs. 

Eligibility Rules, Process to Join NEXUS – Clear & Straightforward

Participants felt that the eligibility criteria and what they need to do to join NEXUS are clear and straightforward. Most people did not express concerns nor identify any areas of ambiguity. Conversely, a minority of participants did not think that the eligibility criteria were completely clear. These people wanted to receive more detailed information about the application process itself and the eligibility requirements specifically.

Motivations to Join/Not Join NEXUS Programs 

The section presents participants’ motivations for joining or not joining the NEXUS programs, including exploring in greater detail any concerns they have with the programs, and their perceptions of who would be most likely and least likely to join NEXUS. 

Most Participants Unlikely to Join NEXUS Highway, More Interest in NEXUS AIR 

Following the detailed discussion exploring people’s perceptions of the NEXUS programs, participants were asked how likely they would be to actually join the NEXUS program. 

The large majority of participants in the NEXUS Highway focus groups – more than three-quarters – said they were unlikely to join the program. Interest tended to be low in all locations, although numerous participants in one Montreal and one Vancouver group did express interest in joining the program. However, not only were relatively low numbers likely to join NEXUS Highway, most of those who did express interest tended to be moderately interested. That is, very few said they were very likely to join the program. 

Those who said they were at least somewhat likely to join the program pointed to time savings/speed, efficiency, convenience and price. Those who were not likely to join the program pointed to a lack of need (i.e. not inconvenienced enough now to need to join) most often, including the lack of a substantial gain by joining the program. Also identified were the fact that they tend to visit the U.S. in groups, viewing the application process as onerous or the enrolment centre as too distant, the fact that they already plan their trips to the U.S. for non-peak times or low-volume border points, and concerns about fingerprinting. The lack of need was articulated particularly strongly in Toronto, Montreal and Niagara Falls, but was evident in all locations. 

It is important to note that favourable first impressions of NEXUS Highway did not translate into likelihood of joining the program in most instances.  

There was considerably more interest expressed in the NEXUS Air program – approximately half of the participants said they might be likely to join the program. When asked to explain why, people focused on similar issues to those expressed for its highway counterpart – speed, convenience, efficiency, and less hassle. Also mentioned were an overall happier travel experience, better time management, less interaction with customs officials, and simply less stress. Those who were not likely to join the program pointed a general lack of need, the costs ($80 for one year), and the fingerprint/iris scan.

Note that few participants would be interested in joining the program until after the pilot stage was over. The application/enrolment process struck them as too onerous to undertake for a program that might end in April 2006. As such, they would likely wait to see if the program becomes ‘permanent’ (i.e. no longer pilot status) before considering joining it. 

Many Factors Identified for Not Joining NEXUS, or as Concerns with NEXUS

A range of different aspects or features of the NEXUS programs were reviewed with participants – one at a time – to get a better reading of the extent to which each was a factor in their decision-making about whether to join NEXUS or not. For those who said they were unlikely to join the program, participants were asked about whether each issue was a factor in their decision not to join. Those who said it was likely that they would join the program were still asked this question, but it was framed in such a way as to determine whether the issue represented an irritant or an area of concern about the program. In this way, all participants provided feedback on the various issues evaluated. 

Once again, feedback from participants in both the NEXUS Highway and NEXUS Air focus groups was largely consistent. As such, it is provided grouped together. Where there were differences of opinion, this is identified. 


The features or aspects of the NEXUS program that were individually reviewed included: 

· Screening process/security checks (including enrolment centre interview)

· Location of enrolment centres

· Privacy concerns

· Sharing of information with foreign (U.S.) government

· Doubts about effectiveness of program in facilitating land/air border crossing

· Cost (i.e. $80/five years for NEXUS Highway; $80/year for NEXUS Air)

· Fingerprint biometric (NEXUS Highway); iris biometric (NEXUS Air)

· Border crossings where program is offered (NEXUS Highway) 

· Hours of operation of NEXUS lanes (NEXUS Highway) 

· Available only in Vancouver until 2006 (NEXUS Air)

Many of these features or issues emerged as negative factors or concerns about the program, at least among some participants. In addition, a few other concerns also emerged as noteworthy factors – the lack of need to join the program, the need for everyone in the vehicle to be NEXUS members (for NEXUS Highway) and concerns about the potential for decreased security as a result of NEXUS. For analytical purposes, these issues will be presented in four groupings based on the degree to which participants reacted negatively to them. 

Two-thirds or more of the participants expressed concern with the following issues or cited them as reasons for why they would not join the program:

· Lack of need/not personally relevant: This sentiment was particularly strong in Toronto, Montreal and Niagara Falls, but was also relevant in Vancouver and Windsor. Simply put, the congestion problem was not ‘bad enough’ to require a solution like NEXUS, often because participants have developed ways of dealing with border crossings that, for the most part, work for them (e.g. crossing in off-peak hours, choosing lower-volume border crossings, dressing well to minimize questions, etc.). This was more of a factor for the NEXUS Highway program than for the NEXUS Air program.

· Location of the enrolment centres: This was a significant annoyance for many, and seemed to be so irrespective of the actual distance to the closest enrolment centre. For instance, many in Vancouver and Windsor viewed this as a negative factor, just as many did in Montreal, Toronto and Niagara Falls. Overall, it was a concern or irritant for participants in all locations. There were many calls for enrolment centres to be located in passport offices in the cities themselves. This issue was relevant to the NEXUS Highway program. 

The next set of issues was viewed negatively – as reasons for not joining the program or as concerns about it – by approximately half of the participants, although the proportions varied according to specific focus groups and locations:

· Application/screening process: Many participants, particularly in Toronto, Vancouver and Niagara Falls (less so in Windsor and Montreal), viewed the application and screening process as unduly onerous. In fact, a few participants who had previously requested information about NEXUS did not proceed further because of what they considered to be too much work to complete the process. This issue was routinely volunteered as an irritant, and was relevant to both the NEXUS Highway and Air programs. 

· Hours of operation of NEXUS lanes: Participants in Vancouver and Montreal were most likely to view this as a negative factor, followed by Windsor and Niagara Falls. Few in Toronto expressed concern about the hours of operation. This is somewhat related to the hours of operation of the NEXUS lanes in the area. For instance, in B.C., the Pacific Highway/Blaine crossing NEXUS lanes are open only four hours a day coming into Canada, from 2:00 p.m. to 6:00 p.m., and six hours in the other direction. This was seen to be woefully inadequate. 

· Need for all passengers to be NEXUS members: While this issue was not subject to formal hand counts, many participants nevertheless identified it as a concern with the NEXUS Highway program or as a reason for not joining it. This issue was very much related to people’s travel patterns when visiting the U.S. – many routinely go with different shopping partners, different youth friends, different family members, and/or with other groups, and it was assumed that not everyone in the group would be a NEXUS member. As a result, the NEXUS lanes would not be available to them, and the program would not work for them. By way of example, almost all of the participants in Niagara Falls identified this as a significant irritant. 

The third group of issues were judged to be negative factors by about one-quarter to one-third of participants. These included:

· Privacy concerns: Privacy concerns were a major issue for some and a total non-issue for others. For those who had privacy concerns, it seemed to matter that this information would now be in the hands of people who normally would not have had access to it. As a general rule, the fewer organizations/people that have access to one’s personal information, the better. 

· Sharing of information with U.S. government: Related to the previous issue, it was often the same participants who expressed concern with one of these factors that expressed concern with the other (but not always). However, there tended to be greater distrust in terms of what the U.S. government ‘might do’ with the personal information, a sense that it would remain in American files ‘forever’, and a general desire to limit the extent to which different organizations, and the people who work for them, have access to such information. In summary, while not a key issue for many, there was a general desire to limit the degree to which personal information is distributed to different organizations. A few participants judged this to be a first step in the broader sharing of personal information with governments and police forces in other countries, as part of an ongoing crack down on terrorism, with Interpol mentioned by name.  

· Doubts about the effectiveness of NEXUS programs: Some participants expressed doubts about the effectiveness of the programs, either in terms of facilitating border crossings for them or in terms of dealing with congestion in general. There were numerous reasons for this, including the traffic-lane-funnelling issue (i.e. cannot get to the NEXUS lane until the last 500 feet, and only after waiting in a long line with all other cars), and perceptions that they would still be subject to questions or searches, among other things. A related issue was concern expressed by a few that there might not be enough NEXUS lanes (i.e. that this might become a problem as more people join).

· Fingerprint/iris biometric: Many had no problem with this at all, while others were somewhat discomforted with it, more with respect to iris scans than fingerprint scans. Some participants expressed concern about the safety of the iris scan, and wondered if it posed a health risk. Even if it did not, some felt that it was “intrusive”. The fingerprinting of children was also a source of some concern, even among those who saw the reason for it, and were used to seeing it as part of community safety programs (e.g. where kids are fingerprinted in shopping malls so that records are created to help keep them safe). The foregoing notwithstanding, some participants suggested that there be a scanner at the border rather than a person to scan your card. They saw this as a way to increase security, decrease interaction and possible harassment by ‘rude’ agents, and remove the arbitrariness of the process. 

· Concerns about decreased security: One of the reasons for not wanting to join the program or concerns about it revolved around concern that it might actually decrease border security by allowing criminals or terrorists to get through more easily as members of the program. This concern was most evident in Montreal and Windsor, but was also identified elsewhere. 

Relatively few participants expressed concern about the remaining issues or identified them as factors in their decision not to join the NEXUS program: 

· Cost: Most participants felt that the fee of $80 for five years for the NEXUS Highway program was reasonable, and few pointed to this as a factor for not joining the program or as a concern with the program. However, a number pointed out that with the current strength of the Canadian dollar it was much cheaper to pay in U.S. funds than in Canadian funds (this was seen to be unfair unless people were able to pay in either currency). Nevertheless, a few participants found the fee to be a problem, especially when added to everything else one needed to travel across the border: soon a passport for all family members, birth certificates that need to be purchased to get the passports, toll for the bridge/tunnel in Windsor, etc. Some participants in Niagara Falls who had paid for CANPASS were reluctant to ‘pay again’ for membership in NEXUS – they would have liked to have been able to roll-over membership in the former into the latter (or at least have the registration fee waived). The $80 per year fee for the NEXUS Air program was seen to be quite high, and would represent a potential concern. That said, it was generally expected that this was the cost only because it was a pilot project – once it went mainstream, if the price were the same as the NEXUS Highway cost, this was judged to be reasonable. 

· Border crossings where program is offered: This was a factor for few participants. 

· Available in Vancouver only (NEXUS Air): Few viewed this as a potential concern since all participants live in or near the city. It was, however, seen to limit the effectiveness of the program overall.  

When asked to identify the main factor or reason for not joining the program, there was often no consensus as participant pointed to the various different factors, typically those most relevant to their own personal circumstances and travel patterns. However, in some locations – notably Toronto and Niagara Falls – one factor did emerge as the dominant reasons – a lack of need to join NEXUS. For many others, the need to have everyone in the vehicle be a NEXUS Highway member was a significant factor. This appeared to be most relevant at border locations, where participants were most likely to cross the border frequently and with many different passengers/fellow travellers. 

It is worth noting that many participants volunteered that enrolling in the NEXUS program was like obtaining a second passport, and questioned the need for both. There were numerous calls for combining the processes so that people would only need to apply once, and that by doing so would have access to both the passport and NEXUS benefits. In short, many would like to see harmonization of the different requirements for traveling to reduce both the cost and hassles.

Longer Delays = Greater Need – Main Motivator to Join NEXUS 

The main motivator for joining the program was the congestion and resulting delays in the land border crossing and airport customs clearance procedures. The more that participants were subjected to such delays, the more likely they were to value the benefits of NEXUS and to express interest in joining the program. 

Speed, Convenience, Less Hassle – Main Reasons for Joining NEXUS 

Participants who said they were likely to join the program tended to point to a small set of reasons to explain why – speedier crossings, increased convenience, and less hassles in terms of interrogation by customs officials.

Many Identify Need for Additional Information 

Most participants felt that the documents that were handed out to them to explain the NEXUS programs were relatively complete and effective in providing an overview of the programs. Despite this, there were numerous requests for additional information. 

Calls for additional information or clarification included:

· Information about the process involved in the iris scan, including the safety of the procedure. There was also considerable curiousity about this, since it is new and futuristic to many. As such, some simply wanted to know more about it.

· Information about the NEXUS Air process actually works. For instance, develop a video of the process to provide a clear view of how it actually works (and make the video available on the NEXUS website). This was identified by participants who were not entirely clear about how the process would work (“Show how the parts are all connected”; “How long are the kiosk questions?”). A related suggestion was for an org chart or flow chart to show how the process works at the Vancouver airport. 

· How successful the program has been to date (e.g. number of members, time saved by members because of the program, client satisfaction level among NEXUS members, other success measures). 

· More information about the way that personal information is shared with the U.S. government and others, including what is done with the information and how long it is retained.  

· A few participants wanted to be able to ‘see the program in action’ through more ads and media coverage (in the news specifically). This was seen to increase interest in the program because it would seem ‘more real’ to people. 

· The longevity of the program (e.g. a few participants in Niagara Falls had heard that the program might be ended because of a lack of up-take). 

· The amount of time it takes to complete the registration process. 

· More information about what the security check involves. 

· The success rate of applicants (i.e. the proportion of applicants that are approved).

· What to do if one is a member, but forgot the membership card. 

· What if a 16-year old son has a criminal conviction… would this have a negative impact on how the rest of the family is viewed?

Frequent Travellers, Business Travellers, More Affluent – More Likely to Join 

When asked to identify who they thought would be most likely to join NEXUS, participants pointed with considerable frequency to the same groups – business travellers (might travel frequently and have less time to spare), frequent travellers to the U.S., more affluent Canadians (more likely to travel often, more able to pay the fee), residents of border towns (frequent cross-border travellers), and people with family in the U.S. 

Also mentioned by one or two participants were males (might encounter more problems with customs officials), single people (not need to have family members also be NEXUS members), people who own property in the U.S, truck drivers, commuters, those who experience difficulties crossing the border (e.g. are ‘harassed’ more often than others), Toronto airport users (if NEXUS Air was available there, since it is a congested airport), seniors who travel to the U.S. for medical tests, and cross-border workers (i.e. regular commuters).

Infrequent Travellers, Lower-Income, Seniors, Families, Youth – Less Likely to Join 

In terms of who would be least likely to join NEXUS (within the parameters of eligibility), participants tended to single out a relatively small number of groups – infrequent travellers to the U.S., seniors (who might be less comfortable with the screening technology), lower-income Canadians (less likely to travel often, less able to pay the fee), families (not all family members would probably be NEXUS members), youth (tend to travel in groups, where not all would probably be NEXUS members), and those with criminal records (since they would not likely get through the security screening process).

Also mentioned by one or two participants were less-educated Canadians (who might be intimidated by the application process), those who speak neither English or French (where language might be a barrier in the enrolment process), and ethnic groups, such as Muslims (although others disagreed and thought this program might be of interest to them to reduce the extent to which they are questioned).  

Promoting NEXUS Programs 

This section presents participant feedback and suggestions for the promotion and marketing of the NEXUS programs. 

Suggestions to Increase Awareness of NEXUS Programs at Border Points

Participants offered a number of suggestions on how the federal government could increase awareness of the NEXUS programs at the border points where it is available, both with respect to the land border crossings and the Vancouver airport. Not only were there numerous suggestions, the suggestions that were identified were raised with considerable frequency across the various focus groups. What most of the suggestions have in common is emphasis on increasing the visibility of the NEXUS programs at the border points. 

Suggestions that were identified frequently for the promotion of NEXUS Highway at land border crossings included the following:

· Have the border guards hand out an information pamphlet to each car at the border. For instance, this might be given when the guards return the ID to the driver. This suggestion was offered in virtually every focus group. 
· In Windsor, they get a “scratch card” when they go through the tunnel (maybe also the bridge) to save toll money. A NEXUS Highway pamphlet could be handed out at the same time.

· Use billboards or other signage along the main access roads to the border, including at the border crossings themselves (“We often have lots of time to spare to read these billboards when we’re stuck in traffic”). A related suggestion was to place usage statistics on the billboards (e.g. number of NEXUS members, average amount of time saved by NEXUS members when crossing the border compared to non-members, other ‘success indicators’). 

· Place pamphlets and posters in the duty free stores at border crossings. Many of the participants said they routinely stop in the stores when returning to Canada. 

· Use ads on the special-purpose radio stations that broadcast information about the conditions at local border crossings (i.e. length of delays, etc.). 

A number of other suggestions were identified by smaller numbers, including:

· Place posters and pamphlets in the search areas of the border crossings (i.e. where vehicles are actually searched). 

· Since the licence plate numbers are noted at the border, send information pamphlets to drivers who cross frequently but are not on NEXUS. 

· Place a NEXUS sign at the stop sign that vehicles must stop at immediately before approaching the booth with the border guard, or have a NEXUS sign at the booth itself. 

· Have a pamphlet stand by the booth with the border guards so that travellers can pick up a brochure.
· Places posters in the washroom at the border crossings. 

Suggestions identified with some frequency for the promotion of NEXUS Air at the Vancouver airport included:

· Place signage at appropriate locations at the airport, particularly where it will be seen by travellers to the U.S. This includes placing posters and pamphlets near the U.S. Customs area of the airport and/or the boarding gates for U.S.-destination flights (since travellers are often waiting a considerable amount of time to go through customs or board the plane). 

· Place posters in the washroom at the Vancouver airport, particularly in the international travel section. 

· Have ticket agents hand out pamphlets at the check-in desk (where boarding passes are obtained) to people destined to the U.S. 

· Have an information kiosk at the airport to hand out information and answer questions about NEXUS Air.

· Have roving ‘ambassadors’ for the NEXUS Air program who can provide information to international travellers. Such ambassadors or representatives might hand out information or answer questions where travellers are lined up or waiting to board flights to the U.S. (or to Canada from the U.S.). 

A number of other suggestions were identified by smaller numbers, including:

· Put information on NEXUS Air in the Air Canada Enroute publication. 

· Place ads by the airport parking lots or on cabs that service the airport (perhaps also shuttle buses).

· Hand out pamphlets to lined-up passengers waiting to board a U.S.-destination flight. 

· Have a short ad on NEXUS Air (e.g. 30 seconds) play on the movie monitors of U.S.-Canada flights. 

· Place posters and pamphlets in lounge waiting areas, such as the Maple Leaf lounge. 

· Hand out pamphlets on the plane coming from the U.S. to Canada, along with the customs forms. 

· Put the website address – where people can obtain information on NEXUS – on all posters and pamphlets. 

Passport Offices & Travel Agents – Main Places People Expect to Find NEXUS Info

There was also considerable frequency in the places where participants would expect to find information about the NEXUS programs beyond the actual border points. Since the suggestions identified in the NEXUS Highway and NEXUS Air focus groups were very similar, participant feedback is presented together. 

Heading the list in terms of places where participants would expect to find such information is passport offices and travel agents (e.g. provide a pamphlet with the trip itinerary), including the CAA (the latter particularly for NEXUS Highway, since many people obtain road travel maps/routes from the CAA). These locations tended to be cited in all groups across the country. Also identified with some frequency were hotels, particularly hotels/motels at/near airports or border crossings, car rental offices, leisure and travel magazines, outlet/shopping malls near border crossings (NEXUS Highway), business publications, and information with the renewal of drivers licenses (including  kiosks; related to NEXUS Highway). 

Identified by only one or two participants were ads in corporate office buildings, local community newspapers in border towns, banner ads on websites that people use to purchase tickets, ads on MapQuest, visitor/tourist information centres, trailers in movies in border locations, the ‘customs’ website, the 407 highway office (where people get transponders), ads in washrooms of access roads to the border, trucking magazines/stops, government offices, automobile insurance companies, convention centres, direct mail pieces to Canadians who pay U.S. taxes and vice versa (since they are likely to be frequent travellers), and direct mail to firms that have employees who do a lot of international travel. 

General Suggestions to Increase Awareness of NEXUS Programs

Participants were also asked, in a more general way, what would be the best way(s) to raise awareness of the NEXUS program among Canadian residents that travel frequently to the United States. In response, participants tended to offer general suggestions, such as television, radio and newspaper ads, using the Internet, and sending out information with income tax material. These tend to be the type of awareness-raising suggestions that are heard in focus groups for all manner of topics. 
Some offered more focused suggestions, such as putting information on the back of parking tickets, advertising at sports events, putting ads on multicultural specialty TV stations, translating information into multiple languages (beyond French and English), putting ads/pamphlets at liquor stores, bingo halls, and casinos (Windsor), and having big flashing signs on buildings like the ‘Ouelette’ building in Windsor. It was also suggested that raising awareness through results would be effective – “Relieve congestion and people will want to find out how they can do that.”
While some participants suggested a large awareness campaign, many others thought that marketing/promotion should be targeted at frequent travellers (i.e. not all Canadians). It was seen as a waste of money to have a mass promotion since not everyone travels frequently to the U.S.

Fix Shortcomings, Focus on Successes – Main Ways to Encourage Membership

Participants were also asked what the federal government could do to overcome the drawbacks and promote the advantages of the NEXUS programs in order to encourage membership. In some of the focus groups, feedback was quite thin. In others, participants offered a range of suggestions. Mostly, however, participants suggested that the government address the concerns that had been raised with the programs in the group discussion, such as making it easier to apply for the programs, having enrolment centres in more convenient locations (e.g. passport offices in major cities), having NEXUS Highway lanes start earlier so that travellers do not have to wait in long lines before they get to them, having longer hours when NEXUS Highway lanes are open (a problem in B.C.), and addressing the personal information and privacy/security issues related to that information. 

In terms of communications, suggestions included focusing on the reduced hassles and time savings (with real examples, such as average wait times for NEXUS/non-NEXUS travellers – i.e. focus on program successes), using testimonials from NEXUS members that have benefited from the program, downplaying the technological aspects of the programs (i.e. fingerprint, iris scans) and providing good FAQs on the scanning technology (particularly for iris scans since some are unsure whether this is safe), being proactive in communications, making it easier to access information about NEXUS, and promoting more discussion of the programs in the media (i.e. not just ads, but media coverage/ discussion of the programs themselves). 

Other ideas included providing a package deal for husbands/wives, rolling out the NEXUS Air program to other countries besides the U.S. to make it more attractive to international travellers, combining the NEXUS Air and Highway programs so that one can apply once to enrol in both programs, providing flexibility for when one can do the enrolment interview, and having quicker application reviews/approvals. 

Some participants felt that nothing could be done to promote the program. 

Related comments include: 

· This would be an awesome program if it actually worked.

· Make it easy to sign up for the program at the airport, or at least to start the process. 

· The government needs to follow through with it.

· They need to relieve congestion. It's the congestion that would stop this program from working. People need to be able to get to the NEXUS lane. It's not the last 500 feet, it's getting to the border.

· What about building another bridge under the Ambassador Bridge like in San Francisco, or change the direction of lanes on the to suit traffic flow depending on time of day?


Some additional suggestions for consideration include: 

· Explain the safety measures in place regarding the treatment of personal information. This includes explaining what is shared with the U.S. Government and where the information will reside and for how long.

· Explain the process at the border and the airport (e.g. card with chip to be flashed at a distance, no picture/prints on card, actions needed when purchases, etc.). Numerous participants were unclear how these things would actually work in practice for both the NEXUS Highway and NEXUS Air programs. 

· Identify that the fingerprint and iris scan are complete safe, perhaps even explaining a little bit about the process to reassure people. 

· Clarify the eligibility criteria ahead of time. Some are reluctant to give personal information and fingerprints, and have those on file and shared with the U.S. if they do not know whether they qualify.

· Combine the NEXUS Air and Highway programs to try to increase uptake.

· Anything to simplify the application process would help increase the uptake:

· Combine with passport application, as an option.

· Have more enrolment centres and more on the Canadian side, including in the downtown area in large centres. Have them at passport offices.

· Indicate the hours of operations of the enrolment centres and offer extended hours.

Appendix

Alternate Inspection Service (AIS) Programs Focus Group Study

Recruitment Screener

Profile Characteristics:

· A set of 12 focus groups to be conducted, with two groups in each of Montreal (French), Toronto, Windsor and Niagara Falls, and four groups in Vancouver.
· Groups to be conducted with the following audiences:

· All participants to be frequent international travellers (travelling eight times per year or more out of the country).

· All participants to be between the ages of 18-64 years. 

· Two groups to be conducted in Vancouver with frequent trans-border/international air travellers from the Vancouver area who are not members/enrollees of the NEXUS Air program. At least 70% of these participants must travel for business reasons most of the time.  
· Two groups to be conducted in each of Montreal (Lacolle port), Toronto (Niagara, Fort Erie or Windsor crossings), Windsor (Ambassador Bridge or tunnel), Niagara Falls (Rainbow Bridge or Whirlpool Bridge) and Vancouver (Peace Arch crossing) with frequent travellers who travel by car into the U.S using the relevant border crossings for most of those trips. Participants must not be members/enrollees of the NEXUS Highway program. The purpose of these trips to be for either business or personal reasons.    

· A total of 11 participants to be recruited for 7-9 to show per group for the NEXUS Highway groups, and 10 participants to be recruited for 6-8 to show per group for the NEXUS Air groups. 

· NEXUS Air focus group participants to be paid $150, and NEXUS Highway group participants $75.

· Groups to be two hours in length, conducted in regular focus group facilities, with light refreshments served.

· Groups to be allocated as follows:
	
	Toronto
	Vancouver
	Vancouver
	Montreal
	Windsor 
	Niagara Falls 

	
	English
	English
	English
	French
	English
	English

	Date
	Sept. 19
	Sept. 20
	Sept. 21
	Sept. 21
	Sept. 22
	October 3

	6:00 pm
	NEXUS

Highway
	NEXUS

 Air 
	NEXUS

Air
	NEXUS

Highway
	NEXUS

 Highway
	NEXUS

 Highway

	8:00 pm
	NEXUS

 Highway
	NEXUS

 Highway
	NEXUS

 Highway
	NEXUS

 Highway
	NEXUS

Highway
	NEXUS

Highway


Alternate Inspection Service (AIS) Programs Focus Group Study

Recruitment Screener 

Hello, my name is ____________.  I’m calling on behalf of Phoenix, a public opinion research firm. We’ve been commissioned by the Government of Canada to conduct a series of discussion groups with Canadians to explore issues related to international travel.  

The discussion group will last approximately two hours. People who take part will be paid in cash for their time, and refreshments will be served. Your participation in the research is completely voluntary and your decision on whether or not to participate will not affect any dealings you may have with the Government of Canada. All information collected will be used for research purposes only in accordance with laws designed to protect your privacy.

May I ask you a few questions to see whether you qualify for the discussion group?  
Yes


1  
continue
No   


2
thank and discontinue
if respondent questions validity of the research, invite him/her to call Normand Laframboise of the Canada Border Services Agency (CBSA) or have Normand call the respondent. Normand can be reached at 613-952-7297. 

For NEXUS Air Groups (Vancouver only):

1. During the past 12 months, how many times have you travelled by air outside of Canada?

Less than 8 times

1
THANK AND DISCONTINUE
8-10



2

11-15



3

16-20



4

21+



5

2. Are you currently enrolled in or a participant of, the NEXUS Air program
?

Yes



1 
THANK AND DISCONTINUE
No



2


3. What was the primary reason for most of your trips outside of Canada this past year? Was it mainly for personal or business reasons? ( WATCH QUOTAS FOR AIR GROUPS)

Personal


1

Business


2 
GO TO QUESTION 7
For NEXUS Highway Groups (all cities): 

4. During the past 12 months, how many times have you travelled by car into the United States? (READ LIST)

Less than 8 times

1
THANK AND DISCONTINUE
8-10



2

11-15



3

16-20



4

21+



5

None



6
THANK AND DISCONTINUE
5. Can you please tell me which border crossing you used for most of these trips into the United States?

Border crossing: ________________ 

If not the relevant border crossing(s) for that location – THANK AND DISCONTINUE

If respondent is unclear about the border crossing(s), read relevant crossings from list below.
NOTE: FOR EACH LOCATION, PARTICIPANTS MUST TRAVEL BY CAR INTO THE U.S. USING THE RELEVANT BORDER CROSSINGS MOST OF THE TIME. THESE INCLUDE:

· Montreal: Lacolle port

· Toronto: Niagara, Fort Erie or Windsor

· Windsor: Ambassador Bridge or tunnel

· Vancouver: Peace Arch, Pacific Highway, Boundary Bay

· Niagara Falls: Rainbow Bridge or Whirlpool Bridge 

6. Are you currently enrolled in, or a participant of, the NEXUS Highway program
?

Yes



1 
THANK AND DISCONTINUE
No



2

Ask Everyone:

7. Could you please tell me which of the following age groups you fall into…? (READ LIST; WANT GOOD MIX)

Less than 18


1
THANK AND DISCONTINUE
18-24



2

25-34



3

35-44



4

45-54



5

55-64



6

65+



7 
THANK AND DISCONTINUE
8. Do you, or does any member of your household or immediate family, work in any of the following fields?  (READ LIST) 

Advertising

Market research

The media (radio, television, newspapers, magazines etc.)

Government: federal, provincial

Yes 



1
thank and discontinue
No



2

RECORD GENDER BY OBSERVATION (TRY TO OBTAIN MIX OF GENDERS PER GROUP)

Female



1


Male



2

The discussion group will take place (day of week), September (date), at (time). It will last approximately two hours. As mentioned, people who attend will receive a cash payment of $75 / $150 for their time, and light refreshments will be served. Would you be willing to attend?

Yes 



1

No



2
THANK AND DISCONTINUE
Do you have a pen handy so that I can give you the address where the discussion group will be held? It will be held at ___________.  Please tell people you are there for a focus group. I would like to remind you that the group is at (TIME) on (DATE). If you use glasses for reading, please bring them with you. 
The group will be taped for research purposes and members of the research team will be observing the discussion from an adjoining room. You will be asked to sign a waiver to acknowledge that you will be audio and/or video-taped during the session. All information collected will be used for research purposes only and administered in accordance with laws designed to protect your privacy.  

As we are only inviting a small number of people to attend, your participation is very important to us. If for some reason you are unable to attend, please call so that we can get someone to replace you. You can reach us at ____ at our office. Please ask for ____. Someone will call you the day before to remind you about the discussion group. 

Could I please confirm your name and phone number?

	RESPONDENT'S NAME:  

             
	





	HOME PHONE #:  
	

	FOCUS GROUP TIME/LOCATION:
	


Thank you.

NEXUS Descriptions 

NEXUS Air

The NEXUS Air pilot project is a joint customs and immigration program of the Canada Border Services Agency (CBSA), Citizenship and Immigration Canada (CIC) and U.S. Customs and Border Protection (CBP). When travelling into Canada or the United States through the Vancouver International Airport, the NEXUS Air program expedites air border crossing for pre-approved, low-risk travellers. Members meet their border clearance obligations by looking into a camera that recognizes the iris of the eye as proof of identity, and self-service kiosks guide members through the standard customs and immigration process. 

NEXUS Highway

The NEXUS Highway program is a joint customs and immigration program of the Canadian and American governments. The program is designed to simplify border crossings for pre-approved, low-risk travellers. NEXUS members use dedicated lanes at various border crossings, and may not be regularly subjected to the usual customs and immigration questioning. 

Groupes de discussion sur les Programmes Autres Services d’Inspection (ASI) 

Questionnaire de recrutement 

Caractéristiques du profil:

· 2 groupes de discussion vont être tenus à Montréal (français). 
· La composition des groupes de discussion sera comme suit:  

· Tous les participants doivent être des grands voyageurs à l’étranger (voyageant huit fois ou plus par année à l’extérieur du pays). 

· Tous les participants doivent être âgés entre 18 et 64 ans. 

· 2 groupes vont être tenus à Montréal (port Lacolle) avec des grands voyageurs qui voyage en voiture aux É.-U. en utilisant la plupart du temps le poste frontalier pertinent pour la plupart de leurs voyages.  Les participants ne doivent pas être participant/adhérent du programme de NEXUS Autoroutes. Le but de ces voyages doivent être pour affaires ou pour des raisons personnelles.      

· 11 participants à recruter pour 7 à 9 présences par groupe pour les groupes de NEXUS Autoroutes.  

· Les participants des groupes Nexus Autoroutes vont être payés 75$. 

· Les groupes vont durées deux heures, et seront tenus à l’intérieur de centre de groupes de discussion réguliers.  
· Les groupes vont être attribués comme ceci:

	
	Montréal

	
	Français

	Date
	21 sept. 

	18 h 00
	NEXUS

Autoroutes

	20 h 00
	NEXUS

 Autoroutes


Groupes de discussion sur les Programmes Autres Services d’Inspection (ASI) 

Questionnaire de recrutement 

Bonjour, mon nom est ____________.  Je vous appelle de la part de Phoenix,  une firme de recherche d’opinion publique. Nous avons été mandatés par le Gouvernement du Canada afin de mener une série de groupes de discussion auprès des Canadiens afin d’explorer certaines questions reliées sur les déplacements à l’étranger.    

Le groupe de discussion va durer deux heures. Chacun des participants recevra une somme de 75.00$ en argent comptant pour leur temps et des rafraîchissements seront servis. Votre participation à la recherche est complètement volontaire et votre décision d’y participer ou pas n’affectera en rien les relations que vous pourriez avoir avec le Gouvernement du Canada. Tous les renseignements recueillis ne seront utilisés qu’à des fins de recherche seulement et soumis aux lois instaurées pour protéger votre vie privée.  

Puis-je vous poser quelques questions pour voir si vous vous qualifiez au groupe?  

Oui


1  
(Continuez)
Non   


2
(Remerciez et terminez)
SI LE RÉPONDANT QUESTIONNE LA VALIDITÉ DE LA RECHERCHE, INVITEZ-LE/LA À CONTACTER NORMAND LAFRAMBOISE DES AGENCES DES SERVICES FRONTALIERS DU CANADA(ASFC) OU DEMANDEZ À NORMAND DE CONTACTER LE RÉPONDANT.  NORMAND PEUT ÊTRE CONTACTÉ AU 613-952-7297. 

Pour les groupes ‘NEXUS Autoroutes’ (toutes les villes): 

1. Au cours des 12 derniers mois, combien de fois avez-vous voyagé aux États-Unis en voiture?  (LIRE LA LISTE)

Moins de 8 fois

1
REMERCIEZ ET TERMINEZ 
8 à 10



2

11 à 15



3

16 à 20



4

21+



5

Aucune


6
REMERCIEZ ET TERMINEZ

2. Pourriez-vous me dire quel poste frontalier vous avez utilisé le plus souvent pour vos voyages aux États-Unis?  

Poste frontalier  : ________________________ 

Si pas le poste frontalier pertinent pour ce lieu – REMERCIEZ ET TERMINEZ 

Si répondant est incertain du poste frontalier, lire les postes frontaliers pertinents de la liste ci-dessous.  
NOTE: POUR CHAQUE LIEU, LES PARTICIPANTS DOIVENT VOYAGER AUX É.-U. EN VOITURE EN UTILISANT LE POSTE FRONTALIER PERTINENT LA PLUPART DU TEMPS.  CEUX-CI INCLUS :  
· Montréal: Port Lacolle

· Toronto: Niagara, Fort Erie, ou Windsor

· Windsor: Ambassador Bridge ou tunnel

· Vancouver: Peace Arch, Pacific Highway, Boundary Bay

3. Êtes-vous présentement inscrit dans, ou êtes un participant du programme
 NEXUS Autoroutes?

Oui



1 
REMERCIEZ ET TERMINEZ 
Non



2

Demandez à tous:

4. Pourriez-vous me dire dans quel groupe d’âge vous appartenez …? (lire la liste, obtenez un bon partage)

Moins de 18


1
REMERCIEZ ET TERMINEZ 
18 à 24



2

25 à 34



3

35 à 44



4

45 à 54



5

55 à 64



6

65+



7 
REMERCIEZ ET TERMINEZ

5. Est-ce que vous ou un membre du foyer ou votre famille immédiate travaillez ou avez déjà travaillé dans l’un des domaines suivants?  (LIRE LA LISTE) 

Publicité 

Recherche en marketing 

Les médias (radio, télévision, journaux, magazines ect.)

Gouvernement: fédéral, provincial

Oui 



1
remerciez et terminez 
Non



2

ENREGISTREZ LE SEXE (ASSUREZ UN PARTAGE APPROXIMATIF)

Femme



1


Homme


2

Le groupe de discussion aura lieu le 21 septembre prochain à (HEURE). Il durera à peu près deux heures. Tel que mentionné plus tôt, les participants recevront une somme de 75.00$ en guise de remerciement pour leur participation et des rafraîchissements seront servis. Seriez-vous intéressé à y participer?

Oui 



1

Non



2
(REMERCIEZ ET TERMINEZ)

Avez-vous un crayon à proximité pour que je puisse vous donner l’adresse ou le groupe aura lieu? Il sera tenu à ___________.  S’il vous plaît aviser la réception sur place pour leur dire que vous y êtes pour un groupe de discussion. Je voudrais vous rappeler que le groupe est à (HEURE) le 21 septembre.  Si vous portez des lunettes pour lire, svp les apporter avec vous.  

	
	Montréal

	
	Français

	Date
	21 sept. 

	18 h 00
	NEXUS

Autoroutes

	20 h 00
	NEXUS

 Autoroutes


Le groupe sera enregistré à des fins de recherche et les membres de l’équipe de recherche  observeront la discussion. Vous serez demandé de signer un abandon de recours pour donner votre accord sur le fait que vous serez enregistré sur bande audio ou vidéo durant la session. Toute information recueillie ne sera utilisée qu’à des fins de recherche seulement et régie conformément aux lois concernant la protection de la vie privée. S’il vous plaît arrivez 15 minutes à l’avance. 

Comme nous n’invitons qu’un nombre restreint de participants, votre participation est très importante. Si pour quelque raison que ce soit vous êtes incapable de vous y rendre, nous appeler pour que nous puissions vous remplacer. Vous pouvez nous rejoindre au 514-725-0306 à nos bureaux. S’il vous plaît demandez pour _________. Quelqu’un vous appellera une journée avant le groupe de discussion afin de vous le rappeler. 

Puis-je confirmer votre nom et votre numéro de téléphone?

	NOM DU RÉPONDANT:  

             
	





	# DE TÉLÉPHONE:  
	

	HEURE/LIEU DU GROUPE DE DISCUSSION:  
	


Merci.

 Description NEXUS

NEXUS Autoroutes

NEXUS Autoroute est un programme conjoint des douanes et de l’immigration pour les grands voyageurs que les gouvernements Canadiens et Américains ont mis en oeuvre.  Le programme vise à simplifier le passage à la frontière des voyageurs à faible risque préapprouvés.  En tant que participant au programme NEXUS, vous pouvez emprunter des voies réservées et vous ne serez pas régulièrement soumis à l’interrogatoire habituel des agents des douanes et de l’immigration.  

Canada Border Services Agency:

NEXUS Highway Program Focus Groups 

Moderator's Guide

Introduction (5 minutes)
· Introduce moderator/Phoenix 
· Thanks for attending/value your being here

· Explain general purpose of focus group discussions:

- Gauge opinions about issues/ideas/products 

- Not a knowledge test; no right or wrong answers (interested in opinions)

- Okay to disagree; want people to speak up if hold different view

· Tonight, we’re conducting research on behalf of the Government of Canada to explore issues related to international travel. 
· Looking for candour and honesty; comments treated in confidence; reporting in aggregate form only; observers behind one-way glass; taping for note-taking purposes only. 
· Please turn off cell phones. 

· Any questions? ACCEPT BRIEF QUESTIONS BUT DO NOT LINGER.
· Roundtable introduction: please tell us your first name, your job or occupation, and the type of organization that you work for.

Context: Border Crossing Patterns & Experiences (30 minutes)

I’d like to start by asking you about your travel habits and experience at the border when travelling between Canada and the United States.

1. During the past 12 months, how often have you travelled by car into the United States? What tends to be the primary purpose of your visits?

Probe:

-number of trips, duration, reason (i.e. business vs. pleasure)

2. How would you describe your experience crossing the border into the U.S.? Is it usually quick or slow, or does it vary a lot? Is it easier or more difficult than it used to be, say five years ago? In what way(s), if any, has this changed? Any other changes? 

3. What are the main difficulties or issues you encounter when crossing the border into the U.S.? What, if anything, have you done to respond to these issues or difficulties? Anything else?

Probe:

-detailed list of difficulties (congestion, delays, interrogations, etc.)

4. How about crossing the border from the U.S. to Canada? Is your experience similar? Are the difficulties or issues the same or different when crossing to or from the U.S.? 

Probe:

-similarity/differences in difficulties/issues 

-differences in response to the difficulties/issues

5. Looking ahead 2-3 years, do you think it will become easier or more difficult to travel into the U.S. from Canada, or vice versa? Why do you say that? Will there be new issues and challenges? If so, what do you think they will be? Will there be new solutions to the issues and challenges? If so, what do you think they will be?

6. Have you ever looked for or obtained information on programs or measures designed to help facilitate border crossing between Canada and the U.S.? (HAND COUNT)
IF YES:

7. What motivated you to look for this kind of information? Where did you go to get the information? Were you able to find what you wanted? If not, why not? How useful was the information that you did obtain? 

Probe:

- sources of information

IF NO:

8. Why not? 

9. Before we contacted you for this research, were you aware of any programs or measures designed to facilitate cross-border movement between Canada and the United States (GET HAND COUNT)? If so, which programs are you aware of?
NOTE REFERENCES TO PROGRAMS SUCH AS NEXUS, CANPASS, CUSTOMS-TRADE PARTNERSHIP AGAINST TERRORISM (C-TPAT), PARTNERS IN PROTECTION (PIP), and FREE AND SECURE TRADE (FAST). C-TPAT IS A PROGRAM OF U.S. CUSTOMS AND PIP IS ITS CANADIAN COUNTERPART. FAST IS A JOINT CANADA/U.S. PROGRAM.

Awareness of NEXUS Highway Program (10 minutes)

10. Before we contacted you for this research, had you heard of NEXUS or the NEXUS Highway program? (HAND COUNT)
IF YES:

11. What did you know about the program? Anything else? How did you learn about the program? (NOTE: PROBE FOR SPECIFICS INCLUDING LEVEL OF DETAIL IN KNOWLEDGE OF NEXUS)
12. Did you consider joining the NEXUS Highway program? If so, what steps or measures did you take in this regard? If not, why not? Any other reasons?

The NEXUS Highway program is a joint customs and immigration program of the Canadian and American governments. The program is designed to simplify border crossings for pre-approved, low-risk travellers. NEXUS members use dedicated lanes at various border points to speed up the border crossing, and may not be subjected to the usual customs and immigration questioning.

13. Does the NEXUS Highway program sound like something that would be useful to you? (HAND COUNT) Why/not not?
Perceptions of NEXUS Program (35 minutes)

I’m now going to hand out a short note that provides more information about the NEXUS Highway program. Please read it on your own, in silence, and we’ll talk about it as a group when everyone is finished. As you read the note, please keep in mind that it is not designed to be exhaustive but to provide you with a basic understanding of the program.

HAND OUT DOCUMENT. ONCE PARTICIPANTS HAVE FINISHED READING IT, CONTINUE:

14. Does this document clearly explain the NEXUS Highway program? If not, what is unclear, what questions do you have? (NOTE: PROVIDE BASIC CLARIFICATION IF NEEDED BUT DO NOT LINGER AT THIS POINT)
ASK THOSE WITH PRIOR AWARENESS OF PROGRAM:

15. Does this document provide you with additional information about the program (i.e. information you did not know before)? If so, what?

16. What’s your overall impression of the NEXUS Highway program? Why do you say that?

17. Do you think the program provides an effective means to reduce traffic congestion and delays at border crossings while maintaining safety and security? If not, why not?

18. Does the program address the issues and concerns you have as a frequent traveller between Canada and the U.S.? If not, why not? What is missing?

19. What do you think would be the main advantages or benefits of joining this program? Anything else?

20. Are there any drawbacks or disadvantages involved in joining this program? If so, what are they? How could these be addressed?

Probe:  
-cost/fee



-fingerprint biometric requirement



-screening process/security checks.



-sharing of information with foreign (U.S.) government



-privacy concerns.

21. What concerns or apprehensions, if any, would you have about joining this program?  Are they any risks involved in joining the program? If so, what? What could be done to address or alleviate these concerns?

22. Are the eligibility criteria and what you need to do to join the program clear? If not, what is unclear?

Motivations to Join/Not Join NEXUS Program (30 minutes)

23. How likely are you to join the NEXUS Highway program? (HAND COUNT) Why/why not? (PROBE FOR SPECIFICS, ESPECIALLY FROM THOSE WHO SAY NO)

ASK THOSE NOT LIKELY TO JOIN:

24. I’m going to identify a number of different aspects or features of the NEXUS Highway program. For each one, I’d like to know the extent to which it is an important factor in your reasoning not to join the program. How about…? (READ AND ROTATE LIST. PROBE FOR IMPORTANCE)

· Perceived lack of effectiveness of program in facilitating border crossing.

· Cost/fee (i.e. $80/every five years).

· Fingerprint biometric requirement.

· Application process/ease of application.

· Border crossings where program is offered (i.e. not all crossing points).

· Hours of operation of NEXUS lanes.

· Screening process/security checks (including enrolment centre interview).

· Location on enrolment centres.

· Sharing of information with foreign (U.S.) government.

· Privacy concerns.

25. Which of these factors are most important? Are there any other reasons why you are not likely to join the NEXUS Highway program?

26. What, if anything would encourage or motivate you to join the program? Anything else?

ASK THOSE LIKELY TO JOIN:

27. What is the main reason motivating you to join the program? Anything else?

28. Is there any additional information you would want or need before joining the program? If so, what?

29. Were any of the factors identified and discussed with participants that think they would not be likely to join the NEXUS Highway program of concern to you? If so, which one(s)?

30. Who do you think would be most likely to join this program? Why?

31. Who do you think would be least likely to join this program (i.e. within the parameters of eligibility)? Why?

Promoting NEXUS Program (10 minutes)

32. What would be the best way(s) to raise awareness of this program among Canadian residents that travel frequently to the United States by land?
33. How could the Government increase awareness of this program at the border crossings where it is available? Where else would you expect to find information about this program?
34. What could the Government of Canada do to overcome the drawbacks and promote the advantages of this program in such a way as to encourage membership?

Conclusion

35. Do you have any final comments or suggestions about anything we have discussed tonight?

THANK PARTICIPANTS. COLLECT MATERIAL. 
Agence des services frontaliers du Canada :

Groupes de discussion sur le programme NEXUS 

Guide de l’animateur

Introduction (5 minutes)
· Présenter l’animateur et Phœnix. 
· Remercier les participants de leur présence et souligner l’importance de celle-ci.

· Expliquer le but de ce genre de rencontre de discussion :

- recueillir vos opinions sur les questions, les idées ou les produits présentés; 

- il ne s’agit pas d’évaluer vos connaissances; il n’y a pas de bonnes ou de mauvaises réponses (nous voulons connaître votre opinion);

- vous avez le droit de ne pas être d’accord; n’hésitez pas à exprimer un point de vue différent.

· Ce soir, nous réalisons une étude pour le gouvernement du Canada sur des questions entourant les voyages internationaux.  

· Nous vous demandons d’être francs et honnêtes. Les commentaires seront traités de manière confidentielle. Nous ne rapporterons que l’ensemble des commentaires. Il y a des observateurs derrière le miroir sans tain. L’enregistrement servira uniquement à la préparation du rapport. 
· Veuillez désactiver la sonnerie de votre téléphone cellulaire. 

· Avez-vous des questions ? ACCEPTEZ DE COURTES QUESTIONS MAIS NE VOUS Y ATTARDEZ PAS.
· Présentations par tour de table : veuillez vous présenter par votre prénom, nous indiquer votre titre ou votre occupation ainsi que le genre d’organisation pour laquelle vous travaillez.

Contexte : Expérience et habitudes relatives au passage à la frontière (30 minutes)

J’aimerais commencer par parler de vos habitudes de voyage et de vos expériences à la frontière quand vous voyagez entre le Canada et les États-Unis.

1. Au cours des derniers 12 mois, combien de fois vous êtes-vous rendus aux États-Unis en auto ? Quel est généralement le but de vos visites ?

Sondez :
-nombre de voyages, durée, raison (c.-à-d. voyage d’affaires ou d’agrément)

2. Comment décririez-vous votre expérience quand vous passez à la frontière pour entrer aux États-Unis ? Est-ce habituellement rapide ou lent, ou est-ce que ça varie beaucoup ? Est-ce plus facile ou plus difficile qu’il y a cinq ans, disons ? Qu’est-ce qui a changé, si changement il y a eu ? Autres changements ? 

3. Quelles sont les principales difficultés que vous avez quand vous passez la frontière vers les États-Unis ? Qu’avez-vous fait à propos de ces difficultés ? Autre chose ?

Sondez :
- liste détaillée des difficultés (congestion, retards, interrogations, etc.)

4. Et, quand vous passez la frontière à partir des États-Unis vers le Canada ? Les choses se passent-elles de façon semblable ? Les difficultés sont-elles les mêmes ou diffèrent-elles selon que vous soyez en direction ou en provenance des États-Unis ?  

Sondez :
- similitudes/différences dans les difficultés rencontrées 

- différences dans la réaction aux difficultés

5. Dans 2 ou 3 ans, croyez-vous qu’ils sera plus facile ou plus difficile de voyager du Canada vers les États-Unis, ou vice-versa ? Pourquoi dites-vous cela ? Envisagez-vous de nouvelles difficultés ou de nouveaux défis ? Si oui, que seront-ils, selon vous ? Est-ce que de nouvelles solutions seront mises en œuvre pour résoudre ces difficultés ou composer avec ces défis ? Si oui, que seront-elles, selon vous ?

6. Avez-vous déjà cherché ou obtenu des renseignements sur des programmes ou des mesures visant à faciliter le passage à la frontière entre le Canada et les États-Unis ? (COMPTER)
SI OUI :

7. Qu’est-ce qui vous a poussés à chercher ce genre de renseignements ? Où vous êtes-vous adressés pour obtenir ces renseignements ? Avez-vous trouvé ce que vous cherchiez ? Si non, pourquoi ? À quel point les renseignements que vous avez trouvés étaient-ils utiles ? 

Sondez :
- sources de renseignements

SI NON :

8. Pourquoi pas ? 

9. Avant que nous communiquions avec vous pour cette étude, étiez-vous au courant de programmes ou de mesures visant à faciliter le passage à la frontière entre le Canada et les États-Unis (COMPTER) ? Si oui, de quels programmes étiez-vous au courant ?
NOTEZ LA MENTION DE PROGRAMMES COMME NEXUS, CANPASS, CUSTOMS-TRADE PARTNERSHIP AGAINST TERRORISM (C-TPAT), PARTENAIRES EN PROTECTION (PEP), et le PROGRAMME D'EXPÉDITIONS RAPIDES ET SÉCURITAIRES (EXPRES). C-TPAT EST UN PROGRAMME DES DOUANES AMÉRICAINES ET PEP EST SON ÉQUIVALENT CANADIEN. EXPRES EST UN PROGRAMME CONJOINT CANADA-ÉTATS-UNIS.

Connaissance du programme NEXUS Autoroutes (10 minutes)

10. Avant que nous communiquions avec vous pour cette étude, aviez-vous entendu parler de NEXUS ou du programme NEXUS Autoroutes ? (COMPTER)
SI OUI :

11. Que saviez-vous du programme ? Autre chose ? Comment avez-vous appris l’existence de ce programme ? (NOTA : CHERCHEZ À OBTENIR DES DÉTAILS, Y COMPRIS L’ÉTENDUE DE LA CONNAISSANCE QU’ILS ONT DE NEXUS)
12. Avez-vous pensé à vous inscrire au programme NEXUS Autoroutes ? Si oui, quelles mesures avez-vous prises à cet égard ? Si non, pourquoi pas ? Y avait-il d’autres raisons ?

Le programme NEXUS Autoroutes est un programme conjoint des autorités des douanes et de l’immigration des gouvernements canadien et américain. Le programme vise à simplifier le passage à la frontière de voyageurs à faible risque préapprouvés. Les participants au programme NEXUS peuvent utiliser les voies réservées, aux divers points frontaliers, pour accélérer le passage à la frontière et, généralement, ne font pas l’objet d’interrogation douanière.

13. Est-ce que le programme NEXUS Autoroutes pourrait vous être utile ? (COMPTER) Pourquoi / pourquoi pas ?

Opinions sur le programme NEXUS Autoroutes (35 minutes)

Je vais maintenant vous remettre un texte offrant plus de renseignements sur le programme NEXUS Autoroutes. Veuillez le lire seul et en silence et nous en parlerons une fois que tous et toutes auront fini de le lire. Notez que ce texte n’a pas pour but d’offrir des renseignements complets sur le programme, mais bien de vous permettre de comprendre, essentiellement, de quoi il s’agit.

DISTRIBUEZ LE DOCUMENT. UNE FOIS QUE LES PARTICIPANTS AURONT FINI DE LE LIRE, CONTINUEZ :

14. Ce document explique-t-il clairement le programme NEXUS Autoroutes ? Si non, qu’est-ce qui mériterait d’être précisé ? Quelles sont vos questions ? (NOTA : OFFREZ QUELQUES EXPLICATIONS, AU BESOIN, MAIS NE VOUS ATTARDEZ PAS SUR CE POINT)
POSEZ LA QUESTION SUIVANTE AUX PARTICIPANTS QUI CONNAISSAIENT LE PROGRAMME :

15. Ce document vous donne-t-il des renseignements additionnels sur le programme (c’est-à-dire des renseignements que vous n’aviez pas auparavant) ? Si oui, lesquels ?

16. Dans l'ensemble, que pensez-vous du programme NEXUS Autoroutes ? Pourquoi dites-vous cela ?

17. Pensez-vous que ce programme constitue un moyen efficace pour réduire la congestion et les retards à la frontière tout en maintenant la sécurité ? Si non, pourquoi ?

18. Est-ce que ce programme rejoint les préoccupations que vous avez, en tant que voyageur régulier ou voyageuse régulière entre le Canada et les États-Unis ? Si non, pourquoi ? Que manque-t-il ?

19. Selon vous, quels sont les principaux avantages à participer à ce programme ? Autre chose ?

20. Y a-t-il des inconvénients à participer à ce programme ? Si oui, lesquels ? Que pourrait-on faire à cet égard ?

Sondez :  
- coûts/frais



- exigence relative à l’empreinte biométrique



- processus de vérification / contrôle de sécurité



- partage de renseignements avec un gouvernement étranger (É.-U.)



- préoccupations liées à la protection des renseignements personnels

21. Quelles craintes ou réticences auriez-vous à participer à ce programme ? La participation à ce programme comporte-t-elle des risques ? Si oui, lesquels ? Que pourrait-on faire pour atténuer ou éliminer ces craintes ou ces réticences ?

22. Les critères d’admissibilité et les étapes à suivre pour vous inscrire au programme sont-ils clairs ? Si non, qu’est-ce qui mériterait d’être précisé ?

Raisons de s’inscrire ou de ne pas s’inscrire au programme NEXUS (30 minutes)

23. À quel point êtes-vous susceptibles de vous inscrire au programme NEXUS Autoroutes ? (COMPTER) Pourquoi / pourquoi pas ? (CHERCHEZ À OBTENIR DES DÉTAILS, SURTOUT AUPRÈS DE CEUX QUI NE SONT PAS SUSCEPTIBLES DE S’INSCRIRE)

POSEZ LA QUESTION SUIVANTE À CEUX QUI NE SONT PAS SUSCEPTIBLES DE S’INSCRIRE :

24. Je vais maintenant vous présenter différents aspects du programme NEXUS Autoroutes. Dites-moi à quel point chacun de ces aspects constitue un facteur important dans votre inclinaison à ne pas vous inscrire au programme. Commençons par… (LISEZ LA LISTE ET FAITES LA ROTATION. VÉRIFIEZ L’IMPORTANCE DE CHAQUE ASPECT)

· l’efficacité de ce programme à faciliter le passage à la frontière (vous en doutez);

· les coûts ou les frais (80 $ tous les cinq ans);

· l’exigence relative à l’empreinte biométrique;

· le processus d’inscription ou la facilité de s’inscrire;

· les postes frontaliers où le programme est offert (il n’est pas offert partout);

· les heures d’ouverture des voies NEXUS;

· le processus de vérification ou le contrôle de sécurité (y compris l’entrevue au centre d’inscription);

· l’emplacement des centres d’inscription;

· le partage de renseignements avec un gouvernement étranger (É.-U.);

· vos préoccupations liées à la protection des renseignements personnels.

25. Lesquels de ces facteurs sont les plus importants ? Y a-t-il d’autres raisons pour lesquelles vous n’êtes pas susceptibles de vous inscrire au programme NEXUS Autoroutes ?

26. Qu’est-ce qui pourrait vous encourager ou vous motiver à vous inscrire au programme ? Autre chose ?

POSEZ LA QUESTION SUIVANTE À CEUX QUI SONT SUSCEPTIBLES DE S’INSCRIRE :

27. Quelle est la principale raison qui vous motive à vous inscrire au programme ? Autre chose ?

28. Aimeriez-vous obtenir d’autres renseignements avant de vous inscrire au programme ? Si oui, lesquels ?

29. Certains des facteurs abordés avec les participants, qui ne seraient pas enclins à s’inscrire au programme NEXUS Autoroutes, vous préoccupent-ils aussi ? Si oui, lesquels ?

30. Qui serait le plus susceptible de s’inscrire à ce programme, selon vous ? Pourquoi ?

31. Selon vous, qui serait le moins susceptible de s’inscrire à ce programme (bien qu’admissible) ?

Promotion du programme NEXUS (10 minutes)

32. Quelles seraient les meilleures façons de faire connaître ce programme aux résidents canadiens et résidentes canadiennes qui se rendent souvent aux États-Unis par voie terrestre ?

33. Comment le gouvernement pourrait-il mieux faire connaître ce programme aux postes frontaliers où il est offert ? Quels sont les autres endroits où vous vous attendriez à trouver des renseignements sur ce programme ?

34. Que pourrait faire le gouvernement du Canada pour éliminer les inconvénients et promouvoir les avantages de ce programme de manière à encourager les gens à s’y inscrire ?

Conclusion

35. Avez-vous d’autres commentaires ou suggestions par rapport à ce dont nous avons discuté ce soir ?

REMERCIEZ LES PARTICIPANTS. RECUEILLEZ LE MATÉRIEL. 
Canada Border Services Agency:

NEXUS Air Program Focus Groups 

Moderator's Guide

Introduction (5 minutes)
· Introduce moderator/Phoenix 
· Thanks for attending/value your being here

· Explain general purpose of focus group discussions:

- Gauge opinions about issues/ideas/products 

- Not a knowledge test; no right or wrong answers (interested in opinions)

- Okay to disagree; want people to speak up if hold different view

· Tonight, we’re conducting research on behalf of the Government of Canada to explore issues related to international travel. 
· Looking for candour and honesty; comments treated in confidence; reporting in aggregate form only; observers behind one-way glass; taping for note-taking purposes only. 
· Please turn off cell phones. 

· Any questions? ACCEPT BRIEF QUESTIONS BUT DO NOT LINGER.
· Roundtable introduction: please tell us your first name, your job or occupation, and the type of organization that you work for.

Context: Air Border Crossing Patterns & Experiences (30 minutes)

I’d like to start by asking you about your travel habits and experience at airport customs when travelling between Canada and the United States.

1. During the past 12 months, how often have you travelled by air from Canada to another country? And how often have your travelled by air to the United States? On average, what proportion of your travel is to the U.S. vs. international; that is, other destinations not including the U.S.? What tends to be the primary purpose of your visits?

Probe:

-number of trips, duration, reason (i.e. business vs. pleasure)

2. How would you describe your experience with customs and security when flying into the U.S.? Is it usually quick or slow, or does it vary a lot? Is it easier or more difficult than it used to be, say five years ago? In what way(s), if any, has this changed? Any other changes? 

3. What are the main difficulties or issues you encounter when flying to the U.S.? What, if anything, have you done to respond to these issues or difficulties? Anything else?

Probe:
-detailed list of difficulties (line-ups, delays, interrogations at customs, etc.)

4. How about flying back from the U.S. to Canada? Is your experience similar? Are the difficulties or issues the same or different when flying to or from the U.S.? 

Probe:

-similarity/differences in difficulties/issues 

-differences in response to the difficulties/issues

5. Looking ahead 2-3 years, do you think it will become easier or more difficult to travel by air into the U.S. from Canada, or vice versa? Why do you say that? Will there be new issues and challenges? If so, what do you think they will be? Will there be new solutions to the issues and challenges? If so, what do you think they will be?

6. Have you ever looked for or obtained information on programs or measures designed to facilitate air travel between Canada and the U.S. for frequent travellers? (HAND COUNT)
IF YES:

7. What motivated you to look for this kind of information? Where did you go to get the information? Were you able to find what you wanted? If not, why not? How useful was the information that you did obtain? 

Probe:

- sources of information

IF NO:

8. Why not? 

9. Before we contacted you for this research, were you aware of any programs or measures designed to facilitate air travel between Canada and the United States (GET HAND COUNT)? If so, which programs are you aware of?
NOTE REFERENCES TO PROGRAMS SUCH AS NEXUS, CANPASS, CUSTOMS-TRADE PARTNERSHIP AGAINST TERRORISM (C-TPAT), PARTNERS IN PROTECTION (PIP), and FREE AND SECURE TRADE (FAST). C-TPAT IS A PROGRAM OF U.S. CUSTOMS AND PIP IS ITS CANADIAN COUNTERPART. FAST IS A JOINT CANADA/U.S. PROGRAM.

Awareness of NEXUS Air Program (10 minutes)

10. Before we contacted you for this research, had you heard of NEXUS or the NEXUS Air program? (HAND COUNT)
IF YES:

11. What did you know about the program? Anything else? How did you learn about the program? (NOTE: PROBE FOR SPECIFICS INCLUDING LEVEL OF DETAIL IN KNOWLEDGE OF NEXUS)
12. Did you consider joining the NEXUS Air program? If so, what steps or measures did you take in this regard? If not, why not? Any other reasons?

The NEXUS Air program is a joint program of the Canadian and American governments. The program is designed to simplify air border crossings for pre-approved, low-risk travellers. To expedite the border process, NEXUS Air members answer the standard customs questions at self-service kiosks in the Canadian Customs Hall and U.S. pre-clearance areas at the Vancouver International Airport, and NEXUS Air members receive priority access to Vancouver airport’s Fastrack Lane. 

13. Does the NEXUS Air program sound like something that would be useful to you? (HAND COUNT) Why/not not?
Perceptions of NEXUS Program (35 minutes)

I’m now going to hand out a short note that provides more information about the NEXUS Air program. Please read it on your own, in silence, and we’ll talk about it as a group when everyone is finished. As you read the note, please keep in mind that it is not designed to be exhaustive but to provide you with a basic understanding of the program.

HAND OUT DOCUMENT. ONCE PARTICIPANTS HAVE FINISHED READING IT, CONTINUE:

14. Does this document clearly explain the NEXUS Air program? If not, what is unclear, what questions do you have? (NOTE: PROVIDE BASIC CLARIFICATION IF NEEDED BUT DO NOT LINGER AT THIS POINT)
ASK THOSE WITH PRIOR AWARENESS OF PROGRAM:

15. Does this document provide you with additional information about the program (i.e. information you did not know before)? If so, what?

16. What’s your overall impression of the NEXUS Air program? Why do you say that?

17. Do you think the program provides an effective means to simplify and speed up air border crossing while maintaining safety and security? If not, why not?

18. Does the program address the issues and concerns you have as a frequent air traveller between Canada and the U.S.? If not, why not? What is missing?

19. What do you think would be the main advantages or benefits of joining this program? Anything else?

20. Are there any drawbacks or disadvantages involved in joining this program? If so, what are they? How could these be addressed?

Probe:  
-cost/fee



-iris recognition requirement



-background check/interview.



-sharing of information with foreign (U.S.) government



-privacy concerns.

21. What concerns or apprehensions, if any, would you have about joining this program?  Are they any risks involved in joining the program? If so, what? What could be done to address or alleviate these concerns?

22. Are the eligibility criteria and what you need to do to join the program clear? If not, what is unclear?

Motivations to Join/Not Join NEXUS Program (30 minutes)

23. How likely are you to join the NEXUS Air program? (HAND COUNT) Why/why not? (PROBE FOR SPECIFICS, ESPECIALLY FROM THOSE WHO SAY NO)

ASK THOSE NOT LIKELY TO JOIN:

24. I’m going to identify a number of different aspects or features of the NEXUS Air program. For each one, I’d like to know the extent to which it is an important factor in your reasoning not to join the program. How about…? (READ AND ROTATE LIST. PROBE FOR IMPORTANCE)

· Perceived lack of effectiveness of program in facilitating air travel to U.S.

· Cost/fee (i.e. $80 per/year).

· Iris recognition requirement.

· Application process/ease of application.

· Available only in Vancouver until 2006.

· Screening process/security checks (including enrolment centre interview and fingerprinting).

· Sharing of information with foreign (U.S.) government.

· Privacy concerns.

25. Which of these factors are most important? Are there any other reasons why you are not likely to join the NEXUS Air program?

26. What, if anything would encourage or motivate you to join the program? Anything else?

ASK THOSE LIKELY TO JOIN:

27. What is the main reason motivating you to join the program? Anything else?

Probe: -ability to pay duties/taxes at self-serve kiosk (i.e. electronically).

28. Is there any additional information you would want or need before joining the program? If so, what?

29. Were any of the factors identified and discussed with participants that think they would not be likely to join the NEXUS Air program of concern to you? If so, which one(s)?

30. Who do you think would be most likely to join this program? Why?

31. Who do you think would be least likely to join this program (i.e. within the parameters of eligibility)? Why?

Promoting NEXUS Program (10 minutes)

32. What would be the best way(s) to raise awareness of this program among Canadian residents that travel frequently to the United States by air?
33. How could the Government increase awareness of this program at Vancouver airport? Where else would you expect to find information about this program?
34. What could the Government of Canada do to overcome the drawbacks and promote the advantages of this program in such a way as to encourage membership?

Conclusion

35. Do you have any final comments or suggestions about anything we have discussed tonight?

THANK PARTICIPANTS. COLLECT MATERIAL. 
NEXUS Highway Program 

What is NEXUS Highway?
The NEXUS Highway Program is designed to simplify border crossings for pre-approved, low-risk travellers. It is a joint program implemented by the Canada Border Services Agency and United States Customs and Border Protection.

What are the benefits of NEXUS Highway?
As a NEXUS Highway participant, you will be able to use dedicated lanes at the border and you will not normally be subject to the usual customs and immigration questioning. This will help reduce traffic congestion and delays. NEXUS Highway also allows Canadian and American customs and immigration authorities to concentrate their efforts on potentially higher-risk travellers and goods, thereby upholding security and protection standards at the border.

Where is NEXUS Highway being offered?
NEXUS Highway is now offered at the following border crossings:

British Columbia/Washington
· Pacific Highway/Blaine 

· Douglas/Peace Arch 

· Boundary Bay/Point Roberts 

Southern Ontario/Michigan/New York
· The Bluewater Bridge in Sarnia/Port Huron 

· The Ambassador Bridge in Windsor/Detroit 

· The Peace Bridge in Fort Erie/Buffalo 

· The International Tunnel in Windsor/Detroit 

· The Rainbow Bridge in Niagara Falls, Ontario/Niagara Falls, New York 

· The Whirlpool Bridge in Niagara Falls, Ontario/Niagara Falls, New York 

Quebec/New York/Vermont
· Lacolle, Quebec/Champlain, New York 

· St. Armand-Philipsburg, Quebec/Highgate Springs, Vermont 

When are the NEXUS Highway lanes open?
	Location
	Hours of service into Canada
	Hours of service into the U.S.

	British Columbia/Washington

	Pacific Highway/Blaine
	Seven days a week
2 p.m. to 6 p.m.
	Seven days a week
12 noon to 6 p.m.

	Douglas/Peace Arch
	Seven days a week
10 a.m. to 8 p.m.
	Seven days a week
7 a.m. to 9 p.m.

	Boundary Bay/Point Roberts
	Seven days a week
10 a.m. to 6 p.m.
	Seven days a week
11 a.m. to 7 p.m.

	Southern Ontario/Michigan/New York

	Sarnia/Port Huron
	Monday to Friday
7 a.m. to 8 p.m.
Weekends and holidays
11 a.m. to 7 p.m.
	Monday to Friday
6 a.m. to 6 p.m.
Weekends and holidays
11 a.m. to 7 p.m.

	Windsor/Detroit
Ambassador Bridge
	Monday to Friday
7 a.m. to 9 p.m.
(an additional lane will be open 4 p.m. - 6:30 p.m. Monday to Friday) and
Weekends
11 a.m. to 7 p.m.
	Monday to Friday
5 a.m. to 8 p.m.
(an additional lane will open between the hours of 6 a.m. and 10 a.m. Monday to Friday) and
Weekends
11 a.m. to 7 p.m

	Fort Erie/Buffalo
	Seven days a week
8 a.m. to 8 p.m.
	Monday to Friday
6 a.m. to 10 p.m.
and
Saturday and Sunday
8 a.m. to 10 p.m.

	Windsor/Detroit
International Tunnel
	Monday to Friday
6 a.m. to 9 p.m.
(an additional lane will be open 4 p.m. - 7 p.m Monday to Thursday and 4 p.m. to 7:30 p.m. on Friday) and
 Weekends
11 a.m. to 7 p.m.
	Monday to Friday
5 a.m. to 8 p.m.
(an additional lane will open between the hours of 6 a.m. and 10 a.m. Monday to Friday) and
Weekends
11 a.m. to 7 p.m.

	Rainbow Bridge
Niagara Falls
	Seven days a week
8 a.m. to 8 p.m.
	Monday to Friday
6 a.m. to 10 p.m.
and
Saturday and Sunday
8 a.m. to 10 p.m.

	Whirlpool Bridge
Niagara Falls
	Seven days a week
7 a.m. to 11 p.m.
	Seven days a week
7 a.m. to 11 p.m.

	Quebec/New York/Vermont

	St. Bernard-de-Lacolle, Quebec
Champlain, New York
	Seven days a week
8 a.m. to midnight
	Seven days a week
6:00 a.m. to 8 p.m.

	St. Armand-Philipsburg, Quebec
Highgate Springs, Vermont
	Seven days a week
7 a.m. to 8 a.m.
	Seven days a week
6:30 a.m. to 8:30 a.m.


Is there a fee involved?
Yes. The non-refundable processing fee is CAN$80 or US$50 for applicants who are 18 years of age and older, and is paid once every five years. 

Before your application is approved, you will be subject to security checks by the Canadian and U.S. customs and immigration agencies. Once you pass the security screening process, you will be invited for an interview at the enrolment centre where we will verify documents and take a fingerprint biometric and photograph. You will then be provided with a NEXUS Highway card and an explanation of the features of this program.

What is the purpose of the NEXUS Highway enrolment centre?
At the NEXUS Highway enrolment centre, applicants are invited to present themselves once background security checks have been performed by both Canada and the United States. During this final stage of processing, we will:

· review the information provided on the application form to ensure it is still valid; 

· review original documents such as proof of citizenship, residency, employment authorizations, and/or visas; 

· take a fingerprint biometric; 

· take your photo and give you a NEXUS Highway identification card; and 

· explain client roles and responsibilities in the NEXUS Highway Program. 

Where are the NEXUS Highway enrolment centres located?
Currently, there are five NEXUS Highway enrolment centres:

· Blaine, Washington 

· Fort Erie, Ontario 

· Detroit, Michigan 

· Port Huron, Michigan 

· Champlain, New York 

What is a fingerprint biometric?
This is an electronic print of your two index fingers that is taken at the enrolment centre following your interview. The fingerprint biometric is verified against USINS IDENT database for any American immigration violations.

Does everyone in the vehicle require a NEXUS card, including children? 
Yes. If you are using the NEXUS lane, everyone travelling in your vehicle, including children, must be a participant in the NEXUS Highway program. However, there is no application fee for children under the age of 18. 

Programme NEXUS Autoroutes 

Qu’est que le programme NEXUS Autoroutes ?
Le programme NEXUS Autoroutes vise à simplifier le passage à la frontière de voyageurs à faible risque préapprouvés. Il s'agit d'un programme conjoint de l'Agence des services frontaliers du Canada et du United States Customs and Border Protection.

Quels sont les avantages de NEXUS Autoroutes ?
En tant que participant du programme NEXUS, vous pourrez utiliser les voies réservées à la frontière et vous ne ferez pas l'objet d'interrogation douanière. Ceci diminuera l'encombrement des voies de circulation et les délais. Le programme NEXUS permet aussi aux autorités des douanes et d'immigration du Canada et des États-Unis à concentrer leurs efforts sur les voyageurs et les marchandises à risque élevé. Par ce moyen, les normes de sécurité et de protection à la frontière seront soutenues.

Où est offert NEXUS Autoroutes ?
NEXUS Autoroutes est offert aux postes frontaliers suivants :

Colombie-Britannique/Washington
· Pacific Highway/Blaine 

· Douglas/Peace Arch 

· Boundary Bay/Point Roberts 

Sud de l’Ontario/Michigan/New York
· Pont Bluewater entre Sarnia et Port Huron 

· Pont Ambassador entre Windsor et Detroit 

· Pont Peace entre Fort Erie et Buffalo 

· Tunnel international entre Windsor et Detroit 

· Pont Rainbow à Niagara Falls, Ontario/Niagara Falls, New York 

· Pont Whirlpool à Niagara Falls, Ontario/Niagara Falls, New York 

Québec/New York/Vermont
· Lacolle (Québec)/Champlain (New York) 

· St. Armand-Philipsburg (Québec)/Highgate Springs (Vermont) 

Quelles sont les heures d’ouverture des voies NEXUS Autoroutes ?
	Endroit
	Heures d'ouverture des voies pour entrer au Canada
	Heures d'ouverture des voies pour entrer aux É.-U.

	Colombie-Britannique/Washington

	Pacific Highway/Blaine
	7 jours sur 7 :
de 14 h à 18 h
	7 jours sur 7 :
de 12 h à 18 h

	Douglas/Peace Arch
	7 jours sur 7 :
de 10 h à 20 h
	7 jours sur 7 :
de 7 h à 21 h

	Boundary Bay/Point Roberts
	7 jours sur 7 :
de 10 h à 18 h
	7 jours sur 7 :
de 11 h à 19 h

	Sud de l'Ontario/Michigan/New York

	Sarnia/Port Huron
	Du lundi au vendredi :
de 7 h à 20 h
Week-ends et jours fériés :
de 11 h à 19 h
	Du lundi au vendredi :
de 6 h à 18 h
Week-ends et jours fériés :
de 11 h à 19 h

	Windsor/Detroit
(pont Ambassador)
	Du lundi au vendredi :
de 7 h à 21 h
(une voie additionnelle sera ouverte de 16 h à 18 h 30 lundi à vendredi)
et week-ends : de 11 h à 19 h
	Du lundi au vendredi :
de 5 h à 20 h 
(une voie additionnelle sera ouverte du lundi au vendredi de 6 h à 10 h)
et week-ends : de 11 h à 19 h

	Fort Erie/Buffalo
	7 jours sur 7 :
de 8 h à 20 h
	Du lundi au vendredi :
de 6 h à 20 h
et week-ends : de 8 h à 22 h

	Windsor/Detroit
(tunnel international)
	Du lundi au vendredi :
de 6 h à 21 h
(une voie additionnelle sera ouverte du lundi au jeudi de 16 h à 19 h et le vendredi de 16 h à 19 h 30) 
et week-ends : de 11 h à 19 h
	Du lundi au vendredi :
de 5 h à 20 h
(une voie additionnelle sera ouverte du lundi au vendredi de 6 h à 10 h)
et week-ends : de 11 h à 19 h

	Pont Rainbow
Niagara Falls
	7 jours sur 7 :
de 8 h à 20 h
	Du lundi au vendredi :
de 6 h à 22 h et week-ends :
de 8 h à 22 h

	Pont Whirlpool
Niagara Falls
	7 jours sur 7 :
de 7 h à 23 h
	7 jours sur 7 :
de 7 h à 23 h

	Québec/New York/Vermont

	Lacolle (Québec)
Champlain (New York)
	7 jours sur 7 :
de 8 h à minuit
	7 jours sur 7 :
de 6 h à 20 h

	St. Armand-Philipsburg (Québec)
Highgate Springs (Vermont)
	7 jours sur 7 :
de 7 h à 8 h
	7 jours sur 7 :
de 6 h 30 à 8 h 30


Y a-t-il des frais ?
Oui. Les frais de traitement non remboursables sont de 80 $CAN ou de 50 $US par demandeur âgé de 18 ans et plus et doivent être payés tous les cinq ans. 

Les services des douanes et de l'immigration du Canada et des États-Unis vérifieront vos antécédents et votre niveau de sécurité avant d'approuver votre demande. Si vous réussissez le contrôle de sécurité, vous serez invité à vous rendre au centre d'inscription pour y rencontrer un agent, y faire vérifier vos documents et y faire prendre vos empreintes biométriques et votre photo. L'agent vous remettra ensuite une carte NEXUS Autoroutes et vous expliquera les modalités du programme.
Quel est le rôle du Centre d’inscription NEXUS Autoroutes ?
Les demandeurs sont invités à se rendre au Centre d'inscription NEXUS Autoroutes une fois les vérifications des antécédents et les vérifications de sécurité effectuées par le Canada et les États-Unis. Pendant cette dernière étape du traitement, nous procédons aux activités suivantes :

· nous vérifions si l'information fournie sur votre formulaire de demande est toujours valide; 

· nous examinons vos documents originaux, tels que la preuve de citoyenneté ou de résidence, le permis de travail ou le visa; 

· nous prenons une empreinte biométrique; 

· nous prenons votre photo et vous remettons une carte d'identité NEXUS Autoroutes;
· nous vous expliquons votre rôle et vos responsabilités en tant que participant au programme NEXUS Autoroutes. 

Où sont situés les Centres d’inscription NEXUS Autoroutes ?
À l’heure actuelle, il existe cinq Centres d’inscription NEXUS Autoroutes :

· Blaine (Washington) 

· Fort Erie (Ontario) 

· Detroit (Michigan) 

· Port Huron (Michigan) 

· Champlain (New York) 

Qu’est-ce qu’une empreinte biométrique ?
Il s'agit d'une impression électronique de vos deux index que nous prendrons au Centre d'inscription à l'occasion de votre entrevue. L'empreinte biométrique sera vérifiée dans la base de données USINS IDENT pour déterminer si vous avez déjà enfreint les lois d'immigration des États-Unis.

Est-ce que tous les occupants du véhicule, y compris les enfants, doivent être détenteurs d’une carte NEXUS ? 
Oui. Si vous utilisez la voie NEXUS, toutes les personnes à bord de votre véhicule, y compris les enfants, doivent être inscrites au programme. Notez que l'inscription des personnes de moins de 18 ans est gratuite. 

NEXUS Air Pilot Project 

What is NEXUS Air?

NEXUS Air simplifies and expedites air border crossing for pre-approved, low-risk travellers, while improving the secure flow of travellers into Canada and the United States. NEXUS Air is a joint initiative of the Canada Border Services Agency (CBSA), and U.S. Customs and Border Protection (CBP).

The NEXUS Air pilot project will operate until April 30, 2006 and is available at Vancouver International Airport for the duration of the pilot.

Members must be pre-approved before they can participate in the pilot project. All applicants undergo a rigorous background check and will be interviewed by an officer before they are enrolled in the NEXUS Air pilot project.

To expedite the border process, NEXUS Air members answer the standard customs at self-service kiosks in the Canadian Inspection Services and U.S. Pre-clearance areas at the Vancouver International Airport. NEXUS Air uses iris recognition technology to verify membership in the program.

How does NEXUS Air work?
NEXUS Air members enjoy certain privileges. At the NEXUS Air kiosk, a digital camera will capture an image of your eye. Within seconds, this innovative technology will recognize the iris of your eye as proof of your identity. The interactive kiosk will then guide you through the customs process.

In addition, when entering Canada, Canadian members may use the self-service kiosk to declare goods and have duties or taxes owing charged to their pre-authorized credit card.

NEXUS Air members flying from Vancouver International Airport receive priority access to the airport’s FasTrack Lane. Members are given expedited access to pre-board security screening when they present their membership card and boarding pass to the attendant on duty.

How to apply for NEXUS Air membership?
Print an application form, complete it, sign it and mail it with the non-refundable processing fee and photocopied documents to the following address:

NEXUS Air Pilot Project
28 176th Street
Surrey, BC V3S 9R9
CANADA

The processing fee is CAN$80 or USD$50 payable by VISA, MasterCard, AMEX or by cheque or money order payable to the Receiver General for Canada. Applications will not be processed until the fee has been received. 

While no fee is required for participants under 18 years of age, consent from a parent or legal guardian is required when applying to the NEXUS Air pilot project. Since we cannot capture iris biometrics on children under the age of one, they are not eligible for this program.

Who qualifies for NEXUS Air?
This program is open to citizens of Canada or the United States, resident aliens of the United States, or permanent residents of Canada who have continuously resided in either Canada and/or the United States for the last 3 years.

You may not qualify for NEXUS Air membership if you:

· have not resided in Canada or the U.S. for the past three years; 

· are inadmissible to Canada or the U.S. under applicable immigration laws; 

· provide false or inaccurate information on your application; 

· have been convicted of a criminal offence in any country for which you have not received a pardon; 

· have been found in violation of customs or immigration law; or 

· fail to meet other requirements of the NEXUS Air pilot project.

If you apply to become a member of NEXUS Air and do not meet the eligibility criteria, you will receive a letter notifying you of this decision. Remember, the application fee is a processing fee and will not be reimbursed.

Documents required to apply for NEXUS Air 

You must provide acceptable proof of citizenship or permanent resident status in Canada or the United States. Please send photocopies of your original documents with your application form. These photocopies will not be returned.

Proof of citizenship documents: Please provide one of the following:

· original birth certificate (must be accompanied by photo identification) 

· valid passport 

· citizenship certificate (with photo) or card (Canada) 

· certificate of naturalization (United States) 

A certificate of registration of birth abroad is no longer acceptable.

Proof of Canadian or U.S. permanent residency documents: Please provide one of the following:

· valid U.S. resident alien card 

· valid Canadian permanent resident card 

· original record of landing (Canada) 

Your application form will be checked by Canadian and United States law enforcement agencies to determine if you are eligible for the program. If you meet the eligibility criteria, you will proceed to the second step of the application process – enrolment. You will receive a letter asking you to schedule an interview at the NEXUS Air Enrolment Centre in order to complete the enrolment process.

Finalizing your enrolment
Once you arrive at the enrolment centre, we will review the originals of the documents that you submitted with your application and conduct an interview. Following the interview we will take a digital photograph of your irises, take fingerprints of your two index fingers, a digital photograph of your face for the membership card, and issue you a NEXUS Air membership card. We will also show you how to use the NEXUS Air kiosk. 

� Read short description of NEXUS Air program if needed. Attached at end of screener.


� Read short description of NEXUS Highway program if needed. Attached at end of screener. 


� Si nécessaire, lire la courte description du programme NEXUS Autoroutes. Joint à la fin du questionnaire.  
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