1. Canada Revenue Agency

This edition of Rethinking Government also contained a number of questions examining views on the Canada Revenue Agency (CRA).

Focus of the CRA

Canadians were first asked whether they felt the focus of the CRA was on enforcing tax laws or providing services to Canadians to help them meet tax obligations. Results reveal that those siding with the generally more stereotypical view of the agency as an enforcement body (44 per cent) are almost equally matched by those who believe CRA provides services to Canadians to assist them in meeting their tax obligations (39 per cent). A further eight per cent volunteered that the CRA is focussed on both, and eight per cent were unsure.
· The perception that CRA provides services to assist Canadians is highest among Quebec residents (44 per cent), and those under 25 years of age (47 per cent). Conversely, Ontario residents (47 per cent), and those 45 to 64 years of age (49 per cent) are more likely to see the focus of the CRA as enforcing tax laws.

The survey went on to examine public perceptions of both these aspects of the CRA (i.e., enforcement and service delivery).
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Tax Cheating


The so-called “underground economy” (in which taxable income goes unreported) has been estimated at $100 billion
. Despite the fact that Canadian taxpayers must make up shortfalls in tax revenue to compensate for tax cheating, relatively few Canadians are aware of what CRA is doing to deal with this issue: 30 per cent say they are somewhat aware of CRA efforts to curb tax cheating, and only seven per cent are very aware. Six in ten of Canadians (62 per cent) are either not very or not at all aware of CRA efforts to deal with tax cheating.
· Claimed awareness of what the CRA is doing to deal with tax cheating is highest among those 45 to 64 years of age (44 per cent), and those with university education (44 per cent). Conversely, those in Quebec (74 per cent), those under 25 years of age (78 per cent) and those earning less than $20,000 per year (70 per cent) are most likely to be unaware of these efforts.


Despite limited awareness of CRA efforts to deal with tax cheating, a majority (63 per cent) of those who are aware of these efforts believe they are either somewhat (55 per cent) or very (eight per cent) effective. Only one in three feel CRA efforts to curb tax cheating are ineffective (24 per cent not very effective, and eight per cent not at all effective).
· Atlantic Province Canadians (79 per cent), those between 25 and 44 years of age (71 per cent), and those earning more than $100,000 annually (73 per cent) are particularly likely to feel CRA efforts to deal with tax cheating are effective.

Survey results also indicate that Canadians clearly desire more information about this issue. More than four in five Canadians (86 per cent) say they would like information about what CRA is doing to address tax cheating. 

· Desire for additional information reaches a regional high of 93 per cent in Atlantic Canada.

· Interest in more information declines with level of education.


[image: image2.emf]{Base: All Canadians}

1%

28%

34%

30%

7%

0% 20% 40% 60% 80%

Awareness of CRA’s Approach to Tax Cheating

“Would you say that you are very aware, 

somewhat aware, not very aware, or not at all 

aware of what the CRA is doing to deal with 

tax cheating?”
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If somewhat or very aware: “In your opinion, 

would you say the CRA’s approach for 

dealing with tax cheating is…?”
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Addressing Tax Cheating

“Do you believe that more information should be made available to Canadians 

about what the CRA is doing to address tax cheating?”

Alberta

B.C.



The desire for more information may be driven in part by the perception held by a large number of Canadians that tax cheating is on the rise: the plurality of Canadians (41 per cent) believe the number of people who cheat on taxes is increasing. Just under two in five (38 per cent) believe tax cheating is staying about the same, and virtually no one (three per cent) holds the view that this practice is on the decline (although almost one in five – 18 per cent – are unsure whether tax cheating is increasing, decreasing or staying about the same).

· Residents of Quebec (55 per cent), those between 45 and 64 years of age (45 per cent), and those without university education (45 per cent) are most likely to believe the number of people who cheat on their taxes is on the rise.
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“In your view, is the number of people who cheat on taxes increasing, 

decreasing or staying about the same?”

Decreasing
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Perceptions of Cheating Trends 


Contact with CRA


Moving from enforcement and tax cheating to CRA service delivery, survey results reveal that the preferred method of contact with CRA depends greatly on the type of information sought. When asked how they would most prefer to contact the CRA for general information regarding taxes or benefits, telephone topped the list (at 44 per cent), and visiting the CRA website was a close second (at 36 per cent). One in ten (12 per cent) preferred visiting a CRA office to get this type of information, and all other responses were mentioned by five per cent or fewer Canadians.

· Atlantic Province residents (55 per cent), women (50 per cent), and those over 65 years of age (57 per cent) are particularly likely to prefer contacting the CRA by telephone.

· Those with university education (46 per cent), and those under 25 years of age (49 per cent) are more likely to prefer contacting the CRA via the website.

· Income also has an impact on the preferred method of contacting the CRA: 21 per cent of households earning less than $20,000 per year would prefer to access general tax information online, compared to 57 per cent of households earning $100,000 or more per year.


However, Canadians clearly prefer traditional channels when looking for direct assistance or when they believe sensitive information may need to be communicated. In seeking assistance with a personal tax and/or benefit matter, 64 per cent of Canadians prefer to contact the CRA by telephone, and an additional one in five (20 per cent) prefer to visit a CRA tax service office in-person. Only 11 per cent would elect to visit the CRA website for this type of transaction. 

· There are few sub-group differences exhibited across this question: a consistent majority prefer telephone contact for this type of information.
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Survey results also reveal that the majority of Canadians (70 per cent) prefer to receive information from the CRA regarding their personal taxes or benefits by mail. Only 16 per cent prefer to receive this type of information electronically, even when informed it would be sent through a secure electronic service on the CRA website. A further one in ten (13 per cent) prefer receiving this type of information by telephone. 

· Mail is particularly strongly endorsed by Prairie residents (79 per cent), women (74 per cent), and those 65 years of age and older (77 per cent).

· Quebec residents are significantly more likely than other Canadians to prefer the telephone (27 per cent).


Looking at this issue in another way, survey results indicate that more than three in four Canadians (76 per cent) say they would still want to receive their tax and benefit information by mail, even if they had access to this information through CRA’s secure online service (My Account).


Previous work by EKOS Research has shown that while an increasing number of Canadians pay household bills online (42 per cent in 2005), the majority still prefer to receive hardcopy bills through the mail (75 per cent).
 Explanations for this seeming inconsistency often conclude that there is simply a visceral desire by clients to have a hardcopy in hand.

It appears that until more is understood as to why Canadians prefer hardcopies of private sector billing and public sector tax and benefit information this will continue to be a facet of today’s multi- channel service environment. 

· Preference for receiving tax and benefit information by mail is particularly strong among those 65 years of age and older (82 per cent), and those with high school education or less (82 per cent).
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Receiving Personal Information from the CRA

“How would you prefer to receive information from the CRA 

regarding your personal taxes or benefits?”
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Online vs. Paper Tax and Benefit Information

“The CRA has a secure online service called My Account where people can 

register and have access to their personal tax and benefit information. If you were 

registered for such a service, would you still want to receive your tax and benefit 

information by mail as well?”
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Sustainable Development and the CRA

Entering the public debate in the late 1980’s, sustainable development argues that the success of future generations depends both on the continued growth of the economy and environmental protection. Despite its common use, results from this edition of Rethinking Government suggest that Canadians do not have a clear understanding of sustainable development. When asked, unprompted, what the term sustainable development means, four in ten Canadians (39 per cent) are unable to provide a response. Among those able to give an answer, no one response dominates. A slight plurality (17 per cent) believe it involves a balance between the needs of the economy and the environment. Other popular responses include steady economic growth (11 per cent), renewable resources (eight per cent) and smart development (eight per cent).

· British Columbia residents (23 per cent), those with higher incomes, and those with higher educational attainment are most likely to define sustainable development as a balance between the economy and the environment.

· Canadians under 25 years of age (52 per cent), those with high school education or less (52 per cent), and those with household income of less than $20,000 per year (52 per cent) are particularly likely to say they do not know what sustainable development means.


As one of the Government of Canada’s largest agencies, the CRA is integrating sustainable development principles and practices into their operations and approach to service delivery. As part of this year’s Rethinking Government, Canadians were asked a number of questions about CRA’s sustainable development initiatives (after being provided with a definition of sustainable development
). Results reveal that Canadians would like to be better informed about CRA’s sustainable development activities: eight in ten agree that the CRA should do more to inform Canadians of its sustainable development initiatives, and only 10 per cent disagree. However, perhaps due to a lack of information about these initiatives, we find much lower support for the other ideas tested. Fewer than half (although still a plurality) agree that the CRA is doing a good job of promoting paper-saving options, and just over four in ten (though again a plurality) agree that the CRA is committed to sustainable development though environmentally responsible operations and service delivery.

· Interestingly, Quebec residents are consistently and significantly more likely to report agreement on the three indicators described above;

· 84 per cent agree CRA should do more to inform Canadians of its sustainable development initiatives;

· 65 per cent agree CRA does a good job promoting its paper-saving options to taxpayers; and

· 52 per cent agree CRA is committed to pursuing sustainable development through environmentally responsible operations and service delivery.


[image: image8.emf]{Base: All Canadians}

Perceptions of Sustainable Development

“What does the term ‘sustainable development’ mean to you?”
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“To what extent do you agree or disagree with the following statements?”

I believe the CRA is committed to pursuing sustainable development through 

environmentally responsible operations and service delivery

I believe the CRA does a good job of promoting its paper-saving options for taxpayers

I believe the CRA should do more to inform Canadians of its sustainable development 

initiatives


� 	“Tax Cheaters Cost Canadian $100 Billion This Year”, The Vancouver Province, March 27, 2005.


� 	“Trends in Personal Banking”. The Rethinking the Information Highway Syndicated Study 2004-05, EKOS Research Associates Inc. 


� 	Respondent were told “While there are a number of possible definitions for “sustainable development”, for our purposes “sustainable development” refers to social and economic development that does not use natural resources beyond the capacity of the environment to support them.
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