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Executive Summary

The Strategic Counsel is pleased to present this report to the Canada Revenue Agency (CRA) measuringthe
experience of first-time applicants for the Canada Child Benefit (CCB).

A. Background and Research Objectives

The CCBis a tax-free monthly payment madeto eligible families to hel p them with the cost of raising a childunder
18 years of age. The CCB may alsoinclude the child disability benefitand any related provincial or territorial
programs.

The initial survey of first-time CCB applicants was conducted in 2000. Additional surveys of GST/HST clients, and
regularrecipients of the CCB wereadded in 2005 and 2006 respectively. All of these surveys were used to gauge
clientawareness andsatisfaction with the programs as well as to populate results against a ‘client satisfaction’
indicatorincluded in the CRA performancereporting.

The purpose of the proposed study of first-time applicants is to support CRA’s continuous service improvement
initiatives, providing an opportunityfor program recipients to offer feedback interms of:

e Their overall clientsatisfaction; and
e Specific aspects of program delivery and service, as defined by the program area.

Results from the surveywill also be used to assist CRAin better understanding benefit and creditapplicants, andto
improve program, services and communications.

B. Methodology

In previous years, the CRAsurveys have been undertaken using both online andtelephone meth odologies. In line

with general trends in the market research industry, declining response rates for client surveys have becomean
issue.

Given the availability of telephone numbers for first-time a pplicants and the ability to take a more targeted
approach, itwas decidedthata telephone methodology remainedthe most appropriate and efficient way of
obtaining feedback from clients.

CRA provided The Strategic Counsel with a list of 10,000 first-time applicants. Lists included the contact’s name,
telephone number, location (i.e., province) andthe method by which they applied forthe CCB. Itshould be noted
thatthelist(and thefinal sample of those surveyed) contains a small percentage (4%) of those who are currently
notinreceiptof CCB payments (i.e., their application had not been approved atthetime the survey was
conducted). As such, thefinal sampleincludes first-time applicants and recipients of the CCB.

Fromthelist, The Strategic Counsel completed surveys with a total of 800clients a cross Canada. Soft quotas were
setto ensurethefinal sample reflected a reasonable proportion across regions and by method of application,
closelyaligned with the proportioninwhich they appearin thelist provided by the CRA. Otherwise, no additional
quotas wereset forgender, age or education of clients. This approach meantthatno additional weighting of the
data was required.

Further details on the methodologycan befoundin alater section of this report. The response rate calculation,
andtheEnglishandFrench surveys areincluded in the Appendix.



C. Key Findings
1. ClientExperience Applyingforand Receivingthe CCB

Based on information provided by the CRAfor clients surveyed, the vast majority (68%) applied forthe CCB at the
time of registering theirnewborn’s birth. Thisis knowninternallyas the Automated Benefits Application (ABA).
One-thirdas many (24%) completed a paper applicationand relativelyfew (8%) filled out an application onlinevia
CRA’'s My Accountsecure portal (BOA).

Correlating this data with theinformation provided by respondents based on theirrecollection of how they applied
shows a discrepancy between the actual methodandwhatthey recall. Further analysisindicates thata higher
proportion of clients in Quebec misstated the method by which they applied (42%). The discrepancyappearsto
stem from some degree of confusion between the Automated Benefits Application process (ABA), at the time of
registering a newborn’s birth, but confused this with the My Account Secure portal (BOA).

Whilethis discrepancy has no bearingon the applicant’s eligibility forthe CCB, it does suggest thatthe options for
applying forthe CCB, and thelabels or terminology usedto describe these options, may be confusing or unclear to
prospective applicants.

Notably, although very few of those surveyed applied throughthe My Account portal, many (64%) are aware of this

option. Even among those who submitted a paperapplication, almost two-thirds (64%) are aware of the optionto
apply onlinethrough the portal.

Interestingly, although respondents whosubmitted a paperapplicationrecallthe application processing time being
longer as compared to those who appliedthrough ABA or BOA (44% of the | atter received a responsein 7 weeks or
less, compared to 63% of those who applied by ABAor BOA), all respondents, regardless of how they applied, are
generallysatisfied. Acrosstheentireclientgroupsurveyed:

e 88%weresatisfied with all aspects of the application process (51% ‘very satisfied’ and 38% ‘somewhat
satisfied’);and

o 84%weresatisfied with the application response time (53% ‘very satisfied’ and 32% ‘somewhat satisfied’).

Itis the case, however, that satisfactionlevels do decline with longer processing times, but the correlation between
satisfaction and processing timeis more clearly evident among those who appliedvia ABA or BOA methods.
Among this group, satisfaction drops off markedly at the 8 or 9 week mark (67%, versus 95% for those who
received a response within 4-5weeks). By contrast, satisfactionlevels among those who submitted a paper
applicationareless affected by response times and remain quite high even forthose who recall receiving a
response 11 weeks afterapplying (80%, versus 97% for those who receiveda response within 4 -5 weeks).

A partial explanation of the relative lack of variabilityin satisfaction according to response time canbefoundin
respondents’ answers to a questionabout whatis mostimportantto themin terms of CCB service. Respondents

focus primarilyon on-time delivery of payments (37%) and paymentaccuracy (23%). They placefar less
importance on application processing time (15%).

2. ClientExperience Updatingand Managing CCB Information

Mostofthose surveyedare currentlyreceiving CCB payments (94 %), but rel atively few among them (24%) have
updated their personal CCB information (slightly higheramong those who applied by BOA or paper). Amongthe
group who have updated theirinformation, the most common ways of doing sowere by calling the 1-800 Benefits
enquiries line or through the My Account option (38%). Satisfactionlevels with all of the means of updating
information were high, withlower satisfaction ratings associated with those who updated information by writing a



letter to their tax centre (78%) and somewhat higher satisfactionlevels forall other options (My Account (84%), 1-
800 Benefits enquiries line (85%), MyCRA App (95%) and MyBenefits CRA App (100%)).

Most clients indicatedthattheir preferred means for updating would be online via My Account, although for those
who submitted a paper application, a significant proportionwould preferto callthe CRA. For thisgroup, the
opportunity to interact with a CRArepresentative holds some value.

Clients expressed high levels of awareness of the ability to update their personalinformationandview their
benefit/credit detailsthrough the My Account portal (83% and 76%, respectively). Awareness of the MyBenefits
CRA mobile app was considerably lower (43%). This accounts forthe factthat very few clients (3%) indicated that
they would likelyusethis method to update their personal information. Clearly thereis a significant opportunity to
raise awareness of the various means for updating and managing clients’ CCB profiles, including the MyCRAand
MyBenefits Apps.

Many clients hearabout the CCB through friends or family (48%) or at the hos pital after their child’s birth (26%).
Very few are hearing aboutitfromthe government, including directly from the CRA.

3. Use of Canada.ca

Over halfof clients have used Canada.ca to search forinformation about the CCB online. Notsurprisingly, thisis
more common among those who applied viathe My Account portal (74%). Clients give Canada.ca high marksin
terms of ease of use:

e Easytounderstandthe CCBinformation (80%);and

e Easytofindthe CCBinformation (76%).

4. Awarenessof Other Facts about the CCB
Most clients are aware that filing theirtaxreturns every yearis required in order to continue to receive the CCB

(84%), althoughthereis some opportunity to boost understanding of this requirementin certain provinces: British
Columbia, Ontario and Alberta where almost one-in-five were unaware of this.

Far fewer clients areaware that by applying for the CCB, the CRA automatically determines their eligibility for

related provincial andterritorial child benefits and credits (56%). Thereis a real opportunity to get this message
outmorebroadlyin virtuallyall regions of the country.

D. Conclusions

Based on theviews andexperiences of clients a number of opportunities surface for the CRA. They tend to fall
within two areas:

Awareness-Raising

e CRA maywishtoreview howitdescribesthevarious options forapplying for the CCB. In particular there
could bea greater distinction made between the ABA and BOA options to clarify this for clients.

e Driving moreclients towards the BOA option (the My Account portal) maylead to greater efficiencies,
including:

o improvingthecurrency of clientinformation/profiles, as those who applied viaBOAare both
moreinclined to update their profiles and to do sothrough the My Account portal, and



o applicationresponse times.

e Actively promoting the various methods for applying for the CCB, and ensuring sponsorship is clearly

linked back to the Government of Canada orthe CRA, may have beneficial effects as manyclients are
generallysatisfied with the application process.

e Additionally, thereare opportunities to encourage CCB recipients to keep their profiles up-to-date and to:
o Ensurethey know they canview theirbenefit/credit details throughthe My Account portal; and

o Makethemawarethatthey candownload the MyBenefits CRA mobile app which will makeit
easier forthemto geta quick view of their benefit/credit details.

e Finally, the messagethat CRAautomatically determines eligibility for related provincial and territorial
benefits should be more actively communicated.

Improving Application Response Times

e Althoughitisnota top priority for clients, improving response times forthose who submita paper
application could improve overall satisfaction.
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