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Executive Summary

A. Background and Objectives

Since 2000, the Canada Revenue Agency (CRA) has been continuously conducting studies to gauge clientawareness
and satisfaction with the Canada child benefit (CCB). The CCB is a tax-free monthly payment made to eligible families
to help them with the costof raisinga childunder 18 years of age. In 2019-2020, 3.4 million familiesand 5.9 million
children were entitled to receive the CCB, with $24.5 billiondollars paid out.

Over theyears, the survey has transitioned between different methodologies as outlined below.

e Theinitial telephone survey of first-time Canada Child Tax Benefit (CCTB, now CCB) applicants was conducted
in 2000. Additional telephone surveys of GST/HST clients, and regular recipients of the CCB wereadded in
2005 and 2006 respectively.

e In2014, both CCB surveys (first-time and regular recipients) were moved to an online environmentand
clients were mailedinvitations witha URLaddress to access the surveys. The GST/HST credit survey remained
a telephonesurvey.

e 1n2016,the GST/HST credit survey was conducted both via telephone and online. The rationale for keeping
this survey available via telephone was based on the number of res pondents who indicated they did not
haveaccess to theInternet (e.g., seniors).

e In 2018, The Strategic Counsel conducteda CCB survey of first-time applicants, reverting to a telephone
methodology only. Giventhe availability of telephone numbers for first-time applicants and the ability to take
a moretargeted approach,itwas decided that a telephone methodology remained the mostappropriate and
efficient way of obtainingfeedbackfrom clients. Additionally, the number of respondents fromthesamplein
previous years was proving to be too small for the results to be deemed statistically valid.

e [n2020and 2021, the CCBsurvey was again conducted solely by telephone. This survey remained consistent
acrosstheyearsand targeted all current recipients of the CCB, including both first-time and long-time
recipients.

CRA continues to recognize thevaluein collecting recipients’ feedback, in order to provide the Benefit Programs
Directorate (BPD) team with useful data. The main objectives of the survey are to gauge satisfaction with the overall
CCBexperience, as well as various stages and/or components, and to evaluate specific aspects of the delivery of the
program.In 2021, theresearchalso tracked progress against the results of the previous year’s survey with a view to
understanding if CCB recipients’ perceptions have changed over time, and why.

The findings support CRA’s continuous service improvement initiatives and will provide the BPD with a better
understanding of benefitand credit clients and directionto improve programs, services and communications. The
data will also be used to populate results against a ‘client satisfaction’ indicator included in CRA performance reports.

B. Methodology

Consistent with the approach taken in2020, the 2021 surveywas conducted by telephone. This methodology was
deemed to be the mostappropriate and efficient way of obtaining feedback from recipients and allowed for year-
over-yeartracking.

The CRA provided The Strategic Counsel with a list of 25,000 CCB recipients. The list was generated by the CRAusing
the followingprobability-based sampling process, allowing eachrespondent withineach of the two target groups
(e.g., first-time and long-time recipients) to have an equal opportunity to participatein the survey.




e Fromthefull CCB database of 3.4 million CCB recipients, CRApulled all those meeting the criteria for long-
timeand first-timerecipients.

e This subset of thefull database was then sorted intothe specificsubgroups (first-time andlong-time
recipients).

e To providea sample frame of approximately 25,000 long-time andfirst-time CCB recipients, CRAdrew
approximately13,750long-time recipient contacts and 11,250 first-time recipients.

e Withineach of thesubgroupsa randomsortwas undertaken (from a listalphabetically ordered by last
name) to draw every ‘nth’ recipient to generate the required sample frame. For example, iftheinitial pull
generated a list of 47,000 first-time recipients, approximately every 4% contact would be pulled inorderto
generatethelistof 11,250.

The primary list provided by CRAwas further scrubbed by the Strategic Counsel to remove any duplicates and identify
incomplete contact listings. The list was then separated into two contact lists based on thelength of time the
recipient had been receiving payments. Thefirstincluded 10,854 first-time recipients, defined as those who had
received theirfirst CCB payment withinthelast 12 months, and the secondincluded alist of 13,649 long-time
recipients (e.g., thosein receipt of the CCB for morethan 12 months). Each listincluded contactinformation such as
the recipient’s name and phone number(s) whichwas used onlyfor the purposes of contacting the individual, as well
as key demographicandregional information to be used as analytical variables. Afurther sort was performed to
ascertainthe distribution of recipients by region. Acomputer-generated randomization of the list was undertaken
usingthe =RAND function in Excel andthe formulaf=n/Nwas used to draw a simple random sample of the contacts
to be surveyed. As the sample was depleted, the approachwas repeatedas necessary to obtain the final targetn.

In total, The Strategic Counsel completed surveys with 1,150 CCB recipients across Canada (500first-time recipients
and 650 long-time recipients). In accordance with the original sample provided, soft quotas were established to
ensurethefinal sample closely aligned to regional proportions reflected inthe sample provided by CRA. Otherwise,
no additional quotas were set. The telephone surveywas conducted between February 22 and March 9, 2021. The
survey was intended to be no morethan 10 minutes in length and the average durationwas 9 minutes. Inaccordance
with Government of Canada public opinionresearch (POR)accessibility requirements, an alternative PDF format of
the survey was offered. However, no requests were made for this alternative format.

The above noted probability-based sampling protocol means that the final sample has an associated margin of error
of 2.82% ata 95% confidenceinterval. However, because the original sample provided by CRAwas a subset of the
universe of CCB recipients, the results cannot be extrapolated to the total population of those receiving the CCB.
Rather, theresults are representative of first-time and long-time recipients only.

Further details on the methodology can be foundin Section Il of this report. The response rate calculation, andthe
English and Frenchsurveys areincluded in the Appendix (SectionV).

C. Key Findings

1. Satisfaction with CCB Services: Overall and on Specific Service Attributes and Processes

CRA continues to receive high ratings of satisfactionon CCB services, both in terms of the experience overall for
recipients, and acrossspecificservice areas, processes andattributes.

The table below summarizes the ‘net’ satisfaction scores in allareas for which this was measured, showingboth the
total (all recipients) for 2020 and 2021, and the break-out for first-time and long-time recipients for the most recent

survey results. The ‘net’ satisfactionscore combines the percentage of respondents who gave a rating of ‘very’ or
‘somewhatsatisfied’ on the measure being assessed.




Note thatthespecificservicearea orattribute being rated may notapplyto all respondents. As per the asterisks
included throughout the table, only those who hadcontactedthe CRAabout CCB services in thelast 12 months were
asked to assess their satisfaction on certain attributes including how quickly theirissue was resolved or the accuracy
of the response they received. Similarly, onlythose who had contacted the CRA by telephoneregarding CCB services
were asked to rate their level of satisfaction withaspects of the interaction between themselves andthe CRAagent.

The overall satisfactionrating, taking into account various interactions the recipient may have had with the CRA
regarding the CCB, remains very strong and unchanged since 2021, with almost nine-in-ten (87%) reporting they are
satisfied. Just over half (51%) of recipients offered the highest rating of ‘very satisfied’. The results on this measurein
2021 are higher forfirst-time recipients (91%) compared to long-time recipients (84%) suggesting that more recent

applicants were more slightly more satisfied with the level and quality of service from the CRAregarding the CCB,
althoughtheoverall satisfactionscoreis high forboth groups.

Results from 2021 continue to suggest thatthereis still a fairly wide spreadin satisfaction ratings across the key
serviceattributes and processes which were assessed as part of this study. Ratings varied by 16-points with the
highest being forthe professionalism shown by the CRAagent (90%)—asked only of those who had s pecifically
contacted CRA by telephone —and thelowest rating associated with how quickly an issue was resolved (74%) —asked
only among recipients who had contacted CRAabout CCB services in the last 12 months. This was alsothe only area
which received satisfaction ratings below the threshold of 80 percent (which is often set as the goal for many clientor
customer satisfaction programs). Across all service aspects or areas listed below, satisfactionscores did notvary
significantly between first-time and long-time recipientsin 2021.

The 2021 results for ‘net satisfaction’, both overall and on specific service areas are consistent withthose obtained in
2020, with veryminimalchanges in the scores year-over-year.

Net satisfaction with CCB services and key service attributes

2021 2021 2021

. : TOTAL | First-ti Long-ti
Key Service Attribute rstiime | long-tme

recipients recipients

% % %
Professionalism shown by the CRAagent* 90
Satisfaction_ with the overall experience, across all interactions with 87 87 91 84
CRA regarding the CCB
Time it took to receive first CCB payment** 85 86 86 -
Accuracy ofresponse ofthe response received*** 80 85 87 79
Safeguards in place to protect personal and businessinformation*** 85 84 87 78
Way that CRAagent resolved the issue* 77 83 83 82
Ease of understandinginformation on last CCB notice 80 80 80 81
Accuracy ofinformation on CCB notices 79 80 82 78
How quicklyissue was resolved*** 74 74 75 73

Base sizes vary per statement.

*Asked of a sub-set of respondents —those who contacted CRA by telephone

** Asked only of first time respondents

***Asked ofa sub-set of respondents —those who have contacted CRAabout CCB servicesin the last 12 months




2. Contact with CRA Regarding CCB Services: Method and Reason for Contact

Inline withthefindings fromthe 2020survey, a relatively small percentage of those surveyed in 2021 had contacted
CRA within the pastyear about CCB services (19%in 2021;17%in2020). First-timerecipients (27%) remain more
likely to have contacted CRA compared to long-time recipients (10%).

The reasons for contacting CRAarealsorelativelyunchanged from 2020 with the largest proportion of recipients
seekingto update their file (46%), followed by those who are dealing with anapplication (38%) and those addressing

anissuerelated to issuance of payment (21%). The number of recipients who contacted CRAabouta service
complaintremains low (4%) and unchanged from 2020 (5%).

Telephone continues to be the primary method of contact for the vast majority of recipients who interacted with the
CRAinregardstotheCCB(79%in 2021; 78%in2020), followed by online services (26%in 2021;23%in 2020). Very
few recipients contacted CRA by mail (7%in 2021;11%in 2020). Overall, most recipients founditeasyto access CCB
services (62%in 2021;65%in2020). Nevertheless, views on ease of access did varyacross service platforms: higher
among those accessing CCB services online (75%) versus those interactingwith CRA by telephone (58%).

3. Awarenessof CCB Online Services

As noted above, many recipients contact CRAin orderto update theirfile, and thisis especiallythe case forfirst-time

recipients. And, while most continueto contact CRA by telephone, results fromthe 2021 survey highlightan increase
in awareness among recipients of the various features related to managing CCB online and updating their profile:

e Awarenessis highestamong recipients regarding their ability to update personalinformationfor benefitand
credit purposes through My Account (85%, up from 75% in 2020);

e  Whilesomewhat |lower, awareness that recipients can paytheir CCB balances owing using the CRAonline My
Paymentservice or online banking alsoincreased year-over-year (65%, up from 60%); and

e Therehas also been an upward trend in awareness of the My Benefits app which allows recipients a quick
view of their benefit and credit details, and their eligibility i nfformation (60%, up from 54%).

As in 2020, results show that those recipients who have interacted with CRAvia theironline services feel positive

abouttheexperience. As such, CRAshould continue efforts to enhance awareness of its online options and
encourage recipients to access CCB services online.

4. Awarenessof the Needto File a Tax Return

Consistent with 2020 findings, a strong majority of recipients (88%) were aware of the need to filea tax returnin
order to continue receiving CCB benefits, although awareness continues to be higher among long-time recipients

(91%) comparedto first-timerecipients (83%). Inline with the previous year’s survey results, relativel yfew were
unaware of this requirement (12%).

5. Applyingfor CCBin the Future

A slim majority (53%) of recipients, up 4 percentage points from 2020 (49%), indicated that, in future, if they were to
apply forthe CCBfor another child, they woulddo soonline usingthe secure portal ‘My Account.” First-time
applicants (60%) are much more likelyto cite this as their preferred method over registering at the hospital (33%).
This finding, consistent with previous years’ results, continues to suggest thatthereis some momentumamongthe
morerecentcohort of applicants, and thus possiblythose who will be applyingin the nearfuture, to make better use
of CRA’s online platform when accessing CCB services. Again, this underscores the value for CRAin continuing to raise




awareness of thearray of CCB services and information online and the ease of use of this platform both for
registrationas well as ongoing management of the recipient’s profile and account.

Hospitalsarea preferred source by about one-third (36%) of recipients, were they to apply againfor the CCB for
another child, although preference for this method is slightly higher among long-time recipients (38%) compared to

first-time recipients (33%). This findingis perhaps not that surprising given that hospitals and/or birthing centre staff
area common referral source (31%), particularlyfor long-time recipients (37% vs. 24% among first-time recipients).

6. Evaluation of the Child Custody Questionnaire

Fromtimeto time, the CRAsends a questionnaire to CCB recipients requesting that they confirm or correct the
information withregards to child custody arrangements. When askedif they hadreceived this questionnairein the
last 12 months, very few (3%, n=34) recipients representing only halfthe amount compared to the previous year (6%
n=67 in 2020) said they had. This couldsuggest there was less distribution of the custody questionnaire overall in the
pastyearor simply thatrecall has dropped.

Whilethebase of those who responded in the affirmative to this question is quite small, overtwo thirds (68%) saidit
was either ‘somewhat’ or ‘very easy’ to fill out the questionnaire. Only 15%indicated having some difficulty, a drop of
24 points from 2020 (39%), suggesting that some improvements to the questionnaire (such as for clarity,
comprehension, length, etc.) may have been realized.

D. Conclusions

The findings fromthe 2021 survey of both first-time andlong-time CCB recipients present a fairly positive picturein
terms of their awareness of and experience with CCB services. Many continue to report high levels of satisfaction
with theinformationand processes related to obtaining informationabout and maintaining their CCB, as well as
interactingwith the CRAin regards to the CCB.

Thatsaid, therearea number of areas that CRAcouldexploreinmore depth and continue to monitor. The2021
results identify several ongoing opportunities for CRAto improve the experience of CCB recipients, recognizing that,
on the whole, mostare rating CRA quite positively on its current performance:

o  Whilerecipients primarily access CCB services by telephone, there are continued opportunities to
encourage clients to shift to the online platform, especially given the significant differenceinthe perceived
experience of those using online services compared to telephone —the former is viewed as easierto access
relativeto the latter. There has been a marked increaseinawareness of the range of features available
onlineand CRAshould builduponthis success to further enhance awareness among recipients ingeneral,
buttargeting first-timerecipients in particular. Moreover, awareness of the My Benefits CRAweb-based app
could behigher, so a particular marketing effort focused primarily on highlighting this app would be useful.
The survey did not assess clients’ media consumption patterns. Butlarge proportions didindicatethatthey
firstheardaboutthe CCB via friends or family members. Amarketing strategy whichis heavilyfocused on

socialmedia (i.e., Facebook, Twitter, etc.) could continue to | everage and amplify ‘word-of-mouth’ referrals
to the online platform.

o Atthe sametime,thesurvey underscoresthatcontact withthe CRAabout CCB services is predominantly
undertakenover the phone, notablymore soby first-time recipients relative to long-time recipients. Thus,
continuing to improve telephone service remains critical. In this regard, more workneeds to bedoneto
determine whatwould help to makeinteractions by phone easier, as well as what clients’ expectations arein
terms of how quickly issues should be resolved.
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Background and Objectives

A. Background

The Canada childbenefit (CCB) is a tax-free monthly payment made to eligible families to hel pthem with the cost of
raising a child under 18 years of age. The CCB may alsoinclude the child disability benefitandany related provincial or

territorial programs. In2019-2020, 3.4 million families and 5.9 million children were entitled to receive the CCB, with
$24.5 billion dollars paid out.

Since 2000, the Canada Revenue Agency (CRA) has been continuously conducting satisfaction studies to gauge client
awareness and satisfactionwithCCB andits predecessor programs. The CRA continues to recognize thevaluein
collecting recipients’ feedback inorderto provide the Benefit Programs Directorate (BPD) team with useful data.

Over theyears, the survey has transitioned between different methodologies as outlined below.

e Theinitial telephone survey of first-time Canada Child Tax Benefit (CCTB, now CCB) applicants was conducted
in 2000. Additional telephone surveys of GST/HST clients, and regular recipients of the CCB wereadded in
2005 and 2006 respectively.

e In2014, both CCBsurveys (first-time and regular recipients) were moved to an online environmentand
clients were mailedinvitations witha URLaddress to access the surveys. The GST/HST credit survey remained
a telephonesurvey.

e 1n2016,the GST/HST credit survey was conducted both via telephone and online. The rationale for keeping
this survey available via telephone was based on the number of respondents who indicated they did not
haveaccessto theInternet (e.g., seniors).

e In2018, The Strategic Counsel conducteda CCB survey of first-time applicants, reverting to a telephone
methodology only. Giventhe availability of telephone numbers for first-time applicants and the ability to take
a moretargeted approach, it was decided that a telephone methodologyremained the most appropriate and
efficient way of obtainingfeedbackfrom clients. Additionally, the number of respondents fromthesamplein
previous years was proving to be too small for the results to be deemed statistically valid.

e [n2020and2021,the CCBsurvey was again conducted solely by telephone. This survey remained consistent

acrosstheyearsand targeted all current recipients of the CCB, including both first-time and long-time
recipients.

B. Objectives

The purpose of this study is to measure andtrackclient satisfaction with the overall process, from application to
receiptof the CCB payments. The survey provided anopportunity for program recipients to offer feedbackin terms of

their overall satisfaction with the program, their satisfaction at various stages and components of the process and
evaluations of s pecificaspects of program deliveryandservice, as defined by the program area.

The 2021 researchwill also tracking progress relative to the previous survey (2020) with a view to understanding if
CCBrecipients’ perceptions have changed over time, and why.

The findings support CRA’s continuous service improvementinitiatives and will provide the Benefit Programs
Directorate (BPD) with a better understanding of benefitandcredit clients and directionto improve programs,
servicesandcommunications. The data will also be used to populate results against a ‘client satisfaction’ indicator
included in CRA performancereports.
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Methodology

In 2021, a telephone survey of 1,150 CCB recipients, including 500first-time recipients and 650 long-time recipients,
was undertaken utilizing contact lists provided by the Canada Revenue Agency. The questionnaire (see Section V—
Appendix: ResearchInstruments) remained almostidentical to 2020 allowing for trackingdata to be compared
between thetwo years.

A. Sample Design

The CRA provided The Strategic Counsel with a list of 25,000 CCB recipients. The list was generated by the CRAusing
the followingprobability-based sampling process, allowing each respondent within each of the two target groups
(e.g., first-time and long-time recipients) to have an equal opportunity to participatein the survey.

e Fromthefull CCB database of 3.4 million CCB recipients, CRA pulled all those meeting the criteria for long-
timeand first-timerecipients.

e This subset of thefull database was then sorted intothe specificsubgroups (first-time andlong-time
recipients).

e To providea sampleframe of approximately 25,000 long-time andfirst-time CCB recipients, CRAdrew
approximately13,7501ong-time recipient contacts and 11,250 first-time recipients.

e Withineach of thesubgroupsa randomsortwas undertaken (from a listalphabetically ordered by last
name) to draw every ‘nth’ recipient to generate the required sample frame. For example, iftheinitial pull
generated a list of 47,000 first-time recipients, approximately every 4t contact would be pulled inorderto
generatethelistof 11,250.

The primary list provided by CRAwas further scrubbed by the Strategic Counsel to remove any duplicates and i dentify
incomplete contact listings. The contactlist of 24,503 recipients was then separated into two contact lists based on
the length of time therecipient had been receiving payments. Thefirstincluded 10,854 first-time recipients, defined
as thosewho had received theirfirst CCB payment within the last 12 months, andthe secondincludeda list of 13,649
long-timerecipients (e.g., thoseinreceipt of the CCB for more than 12 months). Eachlistincludedinformationsuch
as:

e Recipient’'s name

e Phonenumber(s), includinghome andmobile as applicable, which was used only forthe purposes of
contactingtheindividual

e Gender

o Age

e Province

e Postalcode

o Preferredlanguage

e Year of receiptof first payment

e Typeof recipient

A further sort was performed to ascertainthe distribution of recipients by region. Acomputer-generated
randomization of the list was undertaken using the =RAND functionin Excel and the formula f=n/N was usedto draw
a simplerandom sample of the contacts to be surveyed. As the sample was depleted, the approach was repeated as
necessary to obtain thefinal targetn.

Intotal, The Strategic Counsel completed surveys with 1,150 CCB recipients across Canada (500first-time recipients
and 650 long-time recipients). Quotas were established to ensure the correct distribution of first time recipients

15



(n=500) andlong-time recipients (n=650), consistent with the previous wave. Soft quotas werealso putin placeto
ensurethesampleincluded a representative cross-section by province based on the original sample.

The table below outlines the percentage by type of recipientand provincein the original client list, and the final

completes achieved.

Type of Recipient

First-time recipient

Client List

n=24,503

10,854

Completes
Achieved
%

ClientList Completes
% Achieved
n=1,150

- 500 -

Long-time recipient

13,649

- 650 -

ClientList ClientList Completes ComPIetes

Province % Achieved Ach:;ved
n=24,503 100 n=1,150 100
Alberta 2831 11.6 142 12.3
British Columbia 3227 13.2 148 12.9
Manitoba 880 3.6 48 4.2
New Brunswick 523 2.1 24 2.1
Newfoundland and Labrador 361 1.5 13 1.1
Nova Scotia 640 2.6 35 3.0
Northwest Territories 29 <0.1 2 0.2
Nunavut 24 <0.1 1 0.1
Ontario 9373 38.3 431 37.5
Prince Edward Island 100 0.4 5 0.4
Quebec 5736 233 267 23.2
Saskatchewan 754 3.1 32 2.8
Yukon 25 <0.1 2 0.2

The telephone survey was conducted between February22 and March9, 2021. The survey was intended to be no
morethan 10 minutes in length and the average durationwas 9 minutes, withinterviews ranging from 4 minutesin
length to 28 minutes. In accordance with Government of Canada publicopinionresearch (POR) accessibility
requirements, an alternative PDF format of the survey was offered. However, no requests were made for this format.

The above noted probability-based sampling protocol means thatthe final sample has an associated margin of error
of 2.82%ata 95% confidence interval. However, because the original sample provided by CRAwas a subset of the
universe of CCB recipients, the results cannot be extrapolated to the total population of those receiving the CCB.
Rather, theresults are representative of first-time and long-time recipients only.

In accordance with the Standards forthe Conduct of Government of Canada Public Opinion Research —Telephone
surveys, the contact list provided by the CRA was destroyed upon completion of the fieldwork.

B. Fieldwork and Response Rates

Intotal 1,150 applicants completed the survey, withan overall response rate of 6%. The response rate was calculated
according to the Empirical Method formula of R/ (U+ IS+ R), as follows:
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e The number of in scoperesponding (R) participants (completed, disqualified, and over-quota respondents) =
1,171

DIVIDED BY

o  The sumoftheunresolved (U) numbers (14,800), thein scope non-responding (IS) participants (2,795) +thein
scoperesponding (R) participants (1,171) =18,766

The responserates for each of the two sub-groups was as follows: first-time recipients (7.12%); long-time recipients
(5.57%).

Details on the call dispositions for the total sample, as well as for first-time recipients andlong-time recipients, canbe
foundin Section A of the Appendix.

Respondents were offered anopportunity to answer the survey in their official language of choice, English or French.
Atotal of 886 recipients respondedto the survey inEnglish and 264 in French.

1. Non-Response Bias

Non-response bias occurs when some res pondents included inthe sample do notrespond to the survey. Thisis
typically a result of refusals to participate or aninabilityto reach or connect with respondents during the timeframe
within whichthesurveyisbeingfielded. Abiaswould occur if those who refused or were unable to participatein the
survey were systematically different from those who did participate with respect to the variables measuredin the
survey.

Non-responserates inprobability samples areincreasing worldwide anda non-response bias analysis is particularly
useful when responseratesto a survey arelow, orif thereare other indications that bias may be presentinthesurvey
results. Having saidthis, however, researchstudies have shownthatresponserates alonearean unreliable indicator
of bias. Additionally, non-response bias is typicallya greater concernfor research on highly personal or sensitive
issues and/or where social desirability may playa roleinrespondents’ answers on interviewer-led telephone surveys.
This isa lesserissuefor the 2020-21 Benefits Program Service Standard survey where questions areintended to
assess respondents’ awareness and experiences.

Further, a number of steps have been taken atthe design stage to reduce or mitigate therisk of non-respondent bias,
including:

e Ensuringthesurveyiskeptshortandisaccessible —the survey averaged 9 minutesinlengthand participants

could request an alternate PDF format, according to Government of Canada Public Opinion Research
accessibilityrequirements; and

e Obtaining participants’ feedback on the designor structuring of questions —a pre-test was run(see below) to
assess participants’ experiencein completing the surveyandit was foundto be generally positive.

Common approaches to assessingnon-response bias include: comparing the frame variables forrespondents and
non-respondents; comparing early and late respondents on frame variables and key survey variables; and comparing
estimates from the survey respondents (using non-res ponse-adjusted weights) with estimates from an independent,
external ‘gold-standard’ data source or richsampling frame information.

Therearelimitations on the extentto whicha full and complete non-response analysis can be undertaken of this
dataset. Thisis primarily a factor of the absence of available data on non-responders apart from what was provided
by CRA in the original sample file. However, theimplementation of soft quotas to ensure that the final sample closely
reflects the distribution of first-time and long-time CCB recipients by province will have the effect of reducing, if not
completely eliminating, non-response bias.
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Giventheabove,itisourconsidered view thatany non-response bias is minimal andthatthesurvey results as
reported herearevalid.

2. Pretesting

As per Government of Canada Standards for Public Opinion Research for telephone surveys, pre-testing was
undertakenpriorto launchingthesurvey. Thesurvey was pre-tested by telephoneamong n=20(10in Englishand 10
in French) recipients prior to commencing full fieldin orderto obtainfeedback with respect to length, ease of
completion, and comprehension. Overall, the findings from the pre-test were very positive and The Strategic Counsel
andthe CRAagreed no changes needed to be made priorto the fieldwork.

C. Note to Reader
No weighting procedures were applied to the final data.

Unless otherwise noted, results showninthis reportare expressed as percentages and maynotaddup to 100% due
to rounding and/or multiple responses to a given question.

Throughoutthereport, unless otherwise noted, significanceis indicated atthe 95% confidence level basedon the Z-
Test.
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V.

Detailed Findings from the Survey
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Detailed Findings from the Survey

A. Overall Satisfaction

Asked to rate their overall satisfaction with their interactions with the CRAregarding the CCB (including the
application, notices, and receipt of payments), consistent with the previous year’s results, the vast majority of
recipients indicate they are satisfied (87%). In fact, over half(51%)give the highest rating possible - ‘very satisfied,’
while over one-third (36%)saythey are ‘somewhat satisfied.” Satisfaction ratings are significantly higher for first-time
recipients (91%), compared to long-time recipients (84%).

Similar to 2020, in total just under one-in-ten (9%) recipients are neutral, citing they are ‘neither satisfied nor
dissatisfied, andonly three percent are dissatisfied (3%) with the overall experience.

Satisfaction with overallinteractions with CRA, regarding the CCB

2021 2020
First-time Long-time
Satisfaction recipients | recipients
n=500 n=650
%

NET - SATISFIED
Very satisfied
Somewhat satisfied

Neither satisfied nor dissatisfied 8 9

Somewhat dissatisfied 3 2 2 2
Very dissatisfied 1 1 - 2
NET - DISSATISFIED 4 3 3
Don't know 1 2 1 3

Q16. Thinking about all of your interactions with the CRAregarding the CCB, including the application, notices, receipt of
payments, for example, how satisfied are you with the overall experience? Base: Total sample

Across the country, satisfactionscores continue to remain high in 2021. There are few significant differences to note
between theregions to note, with one exception—a higher proportionresidinginthe Prairies (4%)are more likely to
be dissatisfied withtheiroverall experience.

Satisfaction with overall CCB interactions, by region

2021 2021 2021 2021 2021
Atlantic Ontario | Quebec Prairies | BC/North
n=77 n=431 n=267 n=222 n=153

% % %

2020 TOTAL | 2021 TOTAL

NET - SATISFIED 87 87 86 86
Very satisfied 50 51 53 46
Somewhat satisfied 37 36 33 41
Neither satisfied nor dissatisfied 8 9 5 10 7
Somewhat dissatisfied 3 2 - 2 3
Very dissatisfied 1 1 1 <1 1
NET - DISSATISFIED 4 3 1 5
Don't know 1 2 4 1 2

Q16. Thinking about all of your interactions with the CRAregarding the CCB, including the application, notices, receipt of
payments, for example, how satisfied are you with the overall experience? Base: Total sample
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Overall satisfactionvaries to some extent by age, withyounger recipients (aged 18-34) expressing the highest | evels of
satisfaction with theirinteractions (89%), compared to middle-aged (35-49 years old) and older (aged 50and older)
recipients (85% and 84%, res pectively).

Satisfaction with overall CCB interactions, by age

Age 18-34| Age 35-49| Age 50+

Satisfaction

NET - SATISFIED

Very satisfied

Somewhat satisfied

Neither satisfied nor dissatisfied
Somewhat dissatisfied

Very dissatisfied

NET - DISSATISFIED

Don't know 2

Q16. Thinking about all of your interactions with the CRAregarding the CCB, including the application, notices, receipt of
payments, for example, how satisfied are you with the overall experience? Base: Total sample

Examining overall satisfaction by the language spoken athome, itis notablethatthose who speak a language other
than English or French rate satisfaction with the experience (92%) higher than Francophones (88%) and Anglophones
(84%) do.

Satisfaction with overall CCB interactions, by language spokenat home

2021 2021
. B English French
Satisfaction n=719 | n=265
%

NET - SATISFIED

Very satisfied

Somewhat satisfied

Neither satisfied nor dissatisfied
Somewhat dissatisfied

Very dissatisfied

NET - DISSATISFIED

Don't know

Q16. Thinking about all of your interactions with the CRAregarding the CCB, including the application, notices, receipt of
payments, for example, how satisfied are you with the overall experience? Base: Total sample

Whilethere arelimited differences in satisfaction levelsby educational attainment, results vary somewhat based on
householdincome. In particular, a higher proportionof those in lower income households (earning | ess than $60,000
annually) offer higher overall ratings of satisfaction, comparedto those in middle to higherincomes households
earningbetween $60,000 and $100,000 (82%) or over $100,000 (83%) annually.
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Satisfaction with overall CCB experience, by education andincome

2021 2021 2021 2021 2021 2021
EDUCATION| EDUCATION EDUCATION HOUSEHOLD[HOUSEHOLD|HOUSEHOLD
High school | College/ INCOME INCOME INCOME

or less trades Ur:‘_’;;'ty <$60K | $60K-$99K | $100K+

Satisfaction

n=231 n=349 n=429 n=271 n=309

%
NET - SATISFIED
Very satisfied

Somewhat satisfied

Neither satisfied nor dissatisfied 8 9 7 9 9 13 9
Somewhat dissatisfied 3 2 3 1 2 2 3
Very dissatisfied 1 1 1 1 1 1 1
NET - DISSATISFIED 4 3 4 1 3 3 4
Don't know 1 2 2 2 2 <1 2 4

Q16. Thinking about all of your interactions with the CRAregarding the CCB, including the application, notices, receipt of
payments, for example, how satisfied are you with the overall experience? Base: Total sample

B. Satisfaction with CCB Payments

First-time recipients, defined as those who had been receivingthe CCB for less than 12 months, were asked to rate
their level of satisfactionwith thetimeittook to receive theirfirst CCB payment. Results in 2021 continue to show
thatfirst-time recipients’ satisfactionon this aspectis quite high, with over four-in-five (86%) saying they were
satisfied. In fact, more first-time recipients gave the highest rating of ‘very satisfied’ (56%) in 2021 compared to 2020
(48%)—anincrease of 8 points.

Satisfaction with timeliness of first CCB payment
2020 2021
First-time First-time

Satisfaction recipients recipients
n=500 n=500

NET — SATISFIED

Very satisfied

Somewhat satisfied

Neither satisfied nor dissatisfied
Somewhat dissatisfied

Very dissatisfied

NET - DISSATISFIED

Don't know

Q5A. How satisfied are you with each of the following aspects of the CCB? — “The time it took to get your first CCB payment”.
Base: First-time recipients

ThoselivinginBritish Columbia andthe Territories (93%) are most likely to be satisfied withtimeliness of receiving
their first CCB payment, as arethose who have achieved a university level of educational attainment (90%).

C. satisfaction with and Understanding of CCB Notices

Aseries of questions were posed to all recipients to assess their satisfaction with the accuracy of information on CCB
notices and the relative ease of understanding of theinformation on these notices.

22



1. Satisfaction with Accuracy of Information on CCB Notices

Findings from the current survey continue to indicate thata strong majority of CCB recipients (80%) are satisfied with
the accuracy of information on the last CCB noticed usedto calculate their benefit. Notably, a half of first-time
recipients (50%) provided the highest rating of ‘very satisfied’, compared to only 44% of long-time recipients.

Satisfaction with accuracy ofinformation on last CCB notice

2021 2021

First-time Long-time

Satisfaction recipients | recipients
n=500 n=650

NET — SATISFIED

Very satisfied

Somewhat satisfied

Neither satisfied nor dissatisfied
Somewhat dissatisfied

Very dissatisfied

NET — DISSATISFIED

Don't know

Q5B. How satisfied areyou with each of the following aspects of the CCB? —“The accuracy of the information on the last CCB
notice which was used to calculate your benefit”. Base: Total sample

Satisfaction with the accuracy of information on the last CCB notice varies to some extent by:

e Region-—Levels of satisfactionare significantly higher inQuebec (86%) relative to Ontario (80%), the Prairies
(75%) and BC/North (74%);

e languagespoken athome—Among both first-time and long-time recipients, slightlylower levelsof overall
satisfactionare expressed by Anglophones (76%), compared to Francophones (85%) and those who primarily
speak a language other than English or French at home (85%);

e Age—Younger recipients (83%)report higher satisfaction levels on this aspect compared to those middle-
aged recipients (77%);

e Household income—Those with incomes under $60,000 (84%) or between $60,000-$100,000 (81%) are
moresatisfied thanthosein high income households (earning over $100,000); and

e Education—Inthesamevein, thosewith a highschool education or less tend to offer higherratings (83%)
compared to those with post-secondary education —either college/trades (79%) or university (78%)
educated.

2. Ease of Understanding Last CCB Notice

Eight-in-ten (80%) recipients, both first-time and long-time, find the information on CCB notices ‘easy’ to understand.
In fact, half of long-time recipients (50%)andjust under half of first-time recipients (47%) say the information on their
last CCB notice was ‘very easy’ to understand. About a third (33% of first-time recipients; 30% of long-time recipients)
ratetheinformation as ‘somewhat easy’ and only six percent of all recipients (6%) say it was ‘difficult’ to comprehend
(7% of first-time recipients; 5% of long-time recipients). These results have remained virtually unchanged since 2020.
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Ease of understanding CCB notices

2021 2021
First-time Long-time
Ease of understanding recipients | recipients
n=500 n=650
NET — EASY
Very easy

Somewhat easy

Neither easy nor difficult
Somewhat difficult

Very difficult

NET — DIFFICULT

Don't know

Q6. How easy or difficult was it to understand the information on your last CCB notice? Base: Totalsample

Those morelikely to find the information on their CCB notice more difficult to understand include:
e Recipients who speak alanguage other than English or French athome (11%);
e Thosewho identify as single parents (10%);
e Recipients who identify as part of a minority group (9%); and
e Thosewith lower annual householdincomes (8%).

D. Contact with and Ease of Accessing the CRA for CCB Services

The determinants of client satisfactionare closely related to the frequency and nature of interactions between the
clientand the service provider, the channel used to obtaina service, the relative ease of interactions, as well as the
perceived level and quality of the servicereceived. First-time andlong-time CCB recipients were asked a series of
guestions to assess theirinteractions with the CRAregarding the CCB over thelastyear. They werealso asked about
the reasonsforcontactand how easyor difficultit was to access CCB services.

1. Contact withthe CRA Regarding CCB

Justunder one-in-five CCB recipients (17%) have had to contact the CRA within the past 12 months, roughly the same
proportion aswas reported in2020(19%).

First-time recipients (27%) are much morelikely to saythey have contacted the CRAregarding the CCB as compared to
long-time recipients (10%).

Contacted the CRAin last 12 months regarding CCB

2021 2021
First-time Long-time
Contacted the CRA recipients recipients
n=500 n=650
% %
Yes 19 17 27 10
No 81 83 73 90

Q7. In the past 12 months did you have to contact the CRAregarding the CCB? Base: Total sample
Those morelikely to have contacted CCB withinthelastyearinclude:

e Men (31%)as comparedto women (15%);
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e Recipients who report being separated, divorced or widowed (28%), versus those who are married orin a
common-lawrelationship (16%), orsingle (15%); and

e Thosewith lowerhousehold incomes, under $60,000(23%), relative to those with incomes of $60,000to just
under $100,000 (15%), and those with household incomes over $100,000 (11%).

No regional variations were evident on this question.

The reasons for contacting CRAvaried but were, for the most part, similar to what was cited in2020. Almost half of
CCB recipients mentioned they had contacted CRAto update theirfile (46%in2021;49%in 2020). Justunder two-in-
five had contacted CRAinregards to theirapplication (38%),an 11-pointincrease over 2020 (27%). One-in-five or
fewer had contacted CRAfor other issues, and the proportions doing sowere similarto what had been reported in
2020, including: issuance of payment (21%in 2021;20%in 2020), general information (16%in2021;10%in2020); a

policy ruling or interpretation (6%in 2021;5%in 2020), a service complaint (4%in2021;5%in2020), an appeal (4%
in2021;2%in2020) or foranother matter (1%in2021; lessthan1%in 2020).

Not surprisingly, there were some differences in the reasons for contact between first-time andlong-time recipients.
The majority of first-time recipients (51%)were more likely to have contacted CRAabout theirapplication, compared
to justover one-in-ten (12%) long-time recipients. By contrast, mostlong-timerecipients (58%) had contacted CRA
aboutupdating their file. Asmaller, but still significant proportion of first-time recipients (40%)also cited an update
to their fileas a reasonfor contacting CRA. Apartfromthesetwo differences, the patternforfirst-timeand long-time
recipients was similarinterms of the other reasons givenfor contacting CRA.

Reasons for contact (multi-mention)

2021 2021
First-time Long-time
Reasons for contact recipients | recipients

n=134 n=67

% %

An update to your file

Your application

Issuance of payment

General information (specify)
Policy, rulingand interpretation
Service complaint

Appeal

Other

Q8. Why did you contact the CRA?
Base: Those who have contacted the CRAin past 12 months

The reasons for contact varied to some extent by region and bygender, age and language.

An updateto your file:

e Older (80%)andmiddle-aged recipients (54%) were more likely to cite updatingtheirfile, comparedto
younger recipients, aged 18-34 (32%).

Your application:

e Regionally, recipients residing in Ontario (54%)were morelikely to cite theirapplication as areason for
contacting CRA, relative to thoseresiding elsewhere.
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e Thoserecipients who indicated they speak a language other than English or Frenchathome (61%) were also
more likely to have contacted CRA about theirapplication, compared to Anglophones (33%) or Francophones

(22%).
e Younger recipients,aged 18 to 34 (54%) were alsomore likely to have contacted CCB inregards to their
application.
Issuance of payment:

e Men (25%)weremorelikelyto have contacted CRAabouttheissuance of a payment, compared to women
(8%).

Telephoneremains the primary service channel for CCB recipients who have had to contact CRAwithinthelastyear,
and thisis unchanged from the results of the previous year’s survey (79%in 2021; 78%in 2020). Amuch smaller
proportion of recipients, about one-quarter (26%) contacted CRA online, similar to 2020(23%). Very few (7%)
contacted CRAby mail, againunchangedfrom 2020(11%).

Therewas no differenceinthe choice or use of channels to interact with CRAamong first-time or long-time recipients,
and both client groups relied mainly ontelephoneinabout equal numbers. The majority of first-time (81%) and long-
timerecipients (75%) said they had contacted CRA about the CCB by telephone, while about one-quarterdidso using
CRA onlineservices (26% first-time recipients; 25% long-time recipients) and under one-in-ten interacted with CRA by
mail (9% first-time recipients; 3% long-time recipients).

Method of contact (multi-mention)

2021 2021

First-time Long-time

Method of contact recipients | recipients
n=134 n=67

Telephone
Online services
Mail

Q9. How did you contact the CRA?
Base: Those who have contacted the CRAin past 12 months

A significant majority across all demographic sub-groups and regions cited tel ephone as the means by which they had
contacted CRA. While there were few variations of note, older recipients, aged 50andover (100%) were much more
likely to have contacted CRA by telephone, compared to those who are younger (79%) and middle-aged (77%). And,
the use of different channels alsovaried to some extent based on the reason for contact as those seeking a policy
ruling or interpretation (100%) were more likely to have contacted CRA by telephone, as were those followingup on
anissue pertaining to theissuance of payment (88%).

2. Ease of Accessing CCB Services

Respondents continue to rate access to CCB services positively. Most (62%) saidthat, based on theirlast experience,
itwas ‘easy’ to access CCB services, with one-third (32%) ratingitas ‘very easy,’ and similar numbers (30%) sayingit
was ‘somewhat easy.” These results align closely withthe findings from 2020 (65% rating access as ‘easy,” with35%

giving a rating of ‘very easy and 30% a rating of ‘somewhat easy’). Nevertheless, justunder one-third of CCB
recipients surveyedsaid that accessing CCB services was difficult (29%in 2021 compared to 23%in2020).

First-timeandlong-time CCB recipients reported similar experiences, with most describing access to CCB services as
‘easy’ (63% among first-time recipients; 61%among long-time recipients).
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Ease of accessing CCB services based on last experience

2021 2021
First-time Long-time
Ease of access recipients recipients
n=134 n=67
% %
NET — EASY 65 62 63 61
Very easy 35 32 34 27
Somewhat easy 30 30 28 34
Neither easy nor difficult 12 7 7 7
Somewhat difficult 13 14 14 13
Very difficult 10 15 14 18
NET — DIFFICULT 23 29 28 31
Don't know 1 1 1 -

Q10. Thinking about your last experience with the CRA/CCB service, how easy or difficult wasit to access CCB services ?
Base: Those who have contacted the CRAin past 12 months

There were no differences across regions or demographic sub-groups on this question.

Rather, perceptions regarding ease of access to CCB services didvary slightly by method of contact, although a
majority in each caseindicatedit was ‘easy regardless of the channel they had used.

As noted in thetable below, those recipients who had contacted CCB services online (75%) were more likely to rate
accesstotheservices as ‘easy,’ compared to those who hadcontacted CCB services by telephone (58%). Indeed,
almosthalfof those who accessed CCB services online (48%) described itas ‘very easy,’ comparedto just over one-
quarter who had accessed services by telephone (27%). Dueto the small numbers of recipients who had contacted
CCBservices by mail, no significant differences were evident for this channel relative to the others.

Ease of accessing CCB services, by method of contact

2021 2021
Ease of access Online Telephone
n=52 n=158
% %

NET - EASY 65 62 75 58 64
Very easy 35 32 48 27 29
Somewhat easy 30 30 27 31 36
Neither easy nor difficult 12 7 6 8 7
Somewhat difficult 13 14 8 15 21
Very difficult 10 15 12 18 7
NET - DIFFICULT 23 29 19 33 29
Don't know 1 1 - 1 -

Q10. Thinking about your last experience with the CRA/CCB service, how easy or difficult wasit to access CCB services?
Base: Those who have contacted the CRAin past 12 months
c Caution, small base

Ratings regarding ease of access did not vary significantly based on the reasonfor contact, as detailed inthetable
below. Regardless of thereason,a majorityinall cases said it was ‘easy’ to access CCB services.
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Ease of accessing CCB services, by reasons of contact

2021
2021 2021 2021 2021 Policy/ 2021
Your Update to |Issuance of| Service ruling/ General
Ease of access application | your file | payment | complaint interpret- [information
n=76 n=93 n=42 n=9c¢ ation n=32
% % % % n=13c %
%
NET — EASY 65 62 67 60 52 56 56 54 59
Very easy 35 32 36 31 24 - 11 15 28
Somewhat easy 30 30 32 29 29 56 44 38 31
Neither easy nor difficult 12 7 8 10 10 11 22 15 3
Somewhat difficult 13 14 12 15 19 - - 15 16
Very difficult 10 15 12 15 19 33 22 15 19
NET - DIFFICULT 23 29 24 30 38 33 22 31 34
Don't know 1 1 1 - - - - - 3

Q10. Thinking about your last experience with the CRA/CCB service, how easy or difficult wasit to access CCB services ?
Base: Those who have contacted the CRAin past 12 months
¢ Caution, small base size

E. Satisfaction and Experience with CCB Online Services

1. Satisfaction with CCB Online Services

Recipients who had contacted CRA regarding CCB services within the last 12 months, by any method and fora range
of reasons, were asked to rate theirsatisfaction with respect to three areas of service:

e Thesafeguardsin placeto protecttheir privacy (i.e. personalandbusiness information);
e The accuracy of theresponse they received; and
e Howquicklytheissuewasresolved.

The table below shows results across the three service areas for ‘net satisfaction,’ thatis the combined percentage of
thosewho say they were either ‘somewhat’ or ‘very satisfied.” Similarlyto 2020, the highest satisfactionratings relate
tothe accuracyoftheresponsereceived (85%)andthe safeguardsin placeto protect personal and business
information (84%). Notably, although not significant, satisfactionaroundthe accuracyof theresponsereceived
increased by 5 points since 2020. Ratings for first-time and long-time recipients do not vary significantly on these two
measures.

Satisfaction levels regarding how quickly theissue was resolved are lower comparedto the other two service aspects

noted above. Overall, three quarters (74%) are satisfied with the timeliness of resolution, thesameasin2020.
However, satisfaction ratings between first-time and long-time recipients show little variability.
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Net satisfaction: timeliness, privacy safeguards, accuracy ofinformation

2021 2021
Net satisfaction Zrcsl;f;”; tz:;z:::
(Top 2 box scores: ‘very’ and ‘somewhat satisfied” combined) n=134 =67

% %

The accuracy of the response you received
The safeguards in placeto protect your personal and businessinformation

How quickly issue was resolved

Q11. And, how satisfied were you with each of the following service aspects?
Base: Those who have contacted the CRAin past 12 months

The detailed findings on each of these measures are displayedin the charts that follow.

As noted, overall ratings for satisfaction with the accuracy of information provided to recipients are quite strong
(85%). Although only significant at the 90% confidence level, ratings for those who were ‘very satisfied’ with this
measuredid increase by 9 pointsin 2021 (59%) from 2020 (50%). Over half of recipients in each group offer the most
positive rating of ‘very satisfied’ (60% for first-time recipients and 55% for long-time recipients), contributing to the
increaseinthis measurefor 2021.

Satisfaction with accuracy ofthe response provided

2021 2021
. . First-time Long-time
Satisfaction recipients recipients
n=134 n=67
NET - SATISFIED
Very satisfied
Somewhat satisfied
Neither satisfied nor dissatisfied 8 6 5 9
Somewhat dissatisfied 3 2 4
Very dissatisfied 6 4 4 4
NET - DISSATISFIED 10 7 6 9
Don't know 2 2 1 3

Q11C. And, how satisfied were you with each of the following service aspects ? —“The accuracy of the response you received”.
Base: Those who have contacted the CRAin past 12 months

Across key demographic groups, those more likely to give higher satisfactionratings with respect to the accuracy of
the response provided are as follows:

e Thosewhotend to speak a language other than English or French athome (72%) are most likely to give the
highestrating of ‘very satisfied.’

e Younger recipients (71%), aged 18-34 are more likely to give a rating of ‘very satisfied’ comparedto
recipients who are middle-aged or older (53% and 30%, respectively).

Satisfaction with privacy safeguards remains high (84%), with first-time recipients (87%) slightly more likely to say they
are ‘satisfied’ as comparedto long-time recipients (78%). In fact, over halfof recipients (56%) say they were ‘very
satisfied’ with the safeguards putinplaceto protect their personal and business i nformation. Similarly, very few

respondents overall (2%) express any degree of dissatisfaction withthis measure. Results do notvarymarkedly
between 2021 and 2020.
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Satisfaction with privacy safeguards

2021 2021
First-time Long-time
recipients recipients

n=134 n=67

Satisfaction

NET - SATISFIED

Very satisfied

Somewhat satisfied

Neither satisfied nor dissatisfied
Somewhat dissatisfied

Very dissatisfied

NET - DISSATISFIED

Don't know

Q11B. And, how satisfied were you with each of the following service aspects ? —“The safeguards thatwere in place to protect your
personal and business information”.
Base: Those who have contacted the CRAin past 12 months

There were several variations to note across regions and demographicgroupsinresponse to this question. Higher
‘very satisfied’ ratings on this measure are offered by:

e RecipientsresidinginOntario (61%) orthe Prairies (60%) compared to Quebec (39%);

e Recipientsthatare married/ina common-lawrelationship (61%) or separated/divorced/widowed (61%)
comparedto those who aresingle (29%);

e Anglophones (59%) orthose who speak another language other than Englishor Frenchathome (58%)
comparedto Francophones (39%).

The followingtable highlights that satisfaction levels with respect to timeliness of resolution have remained steady
from 2020 to 2021. There are no significant differences among first-time andlong-time recipients on this rating.

Satisfaction with timeliness of resolution

2021 2021
Satisfaction e

n=134 n=67

% %

NET - SATISFIED 74 74 75 73
Very satisfied 45 41 40 45
Somewhat satisfied 29 33 35 28
Neither satisfied nor dissatisfied 5 4 5 3
Somewhat dissatisfied 10 10 9 12
Very dissatisfied 10 7 7 9
NET - DISSATISFIED 20 17 16 21
Don't know 2 4 4 3

Q11A. And, how satisfied were you with each of the following service aspects? —“How quickly your issue wasresolved”.
Base: Those who have contacted the CRAin past 12 months

In terms of other variations across sub-groups, Francophones (84%) and those who tend to speak a language other
than English or French athome (82%) offer higher satisfactionratings on this measure compared to Anglophones
(67%).
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2. Ratings of CRA’s Online Services

Recipients who had contacted CRA through online services within the last 12 months were asked to rate the
information interms of helpfulness, completeness orthoroughness, accessibility, and ease of comprehension.

Results summarized inthetable belowindicate that overall, three-quarters or more of recipients rate the helpfulness,
completeness, andaccessibility of information on CRA’s online services as ‘good’ or ‘very good.’

Similarlyto 2020, seven-in-ten recipients (71%) foundthe information on CRA’s online services easy to understand,
which was thelowest ranked aspect overall. Of the four aspects, first-time recipients (69%) are somewhat | ess likely to
ratetheeaseof comprehensionas ‘very good’ or ‘good’ compared to |ong-time recipients (76%).

Positiveratings of ‘very good’ or ‘good’ across all four aspects of CRA’s online services did not varysignificantly
between 2020 and 2021.

Ratings of CCB online information

2021 2021
First-time Long-time
% Good/Very Good recipients | recipients
n=35c n=17c
% %
Helpfulness 75 83 86 76
Completeness or thoroughness 82 79 83 71
Accessibility 76 75 77 71
How easy it was to understand 75 71 69 76

Q12. How would you rate the information on CRA’s onlineservices in terms of each of the following aspects?
Base: Those who contacted the CRAthrough online services in the past12 months
c Caution, small base size

Given therelativelysmall proportion of recipients who indicated they had used CRA’s onlineservices in thelast 12
months, the results for these measures have not been analysed further eitherin terms of breaking outtheresults
from ‘very good’ to ‘poor’ or across demographicsub-groups and regions.

F. Satisfaction with CCB Telephone Services

Those who had contacted CRA by telephone were asked to rate theirsatisfaction with two key service aspects
associated with the professionalism of the CRAagentand the wayin which the CRAagentresolvedtheirissue.

Satisfaction with the professionalism the CRAagent remains very high (90%) in 2021, consistent with results from
2020. Strongratings of satisfaction are displayed across both categories of res pondents, first-time recipients (92%)

and long-timerecipients (86%). Infact, the majority of recipients are ‘very satisfied’ with this aspect, including almost
two-thirds of first-time recipients (64%) and over one halfof long-time recipients (54%).

Ratings for the professionalism of the CRA agent, whether positive or negative, did not vary significantly overthe last
year.

31



Satisfaction with professionalism of agent

2021 2021

First-time Long-time

Satisfaction recipients | recipients
n=108 n=50

NET - SATISFIED

Very satisfied

Somewhat satisfied

Neither satisfied nor dissatisfied
Somewhat dissatisfied

Very dissatisfied

NET - DISSATISFIED

Don't know

Q11D. And, how satisfied were you with each of the following service aspects? —“The professionalism thatthe CRAagent showed”.
Base: Those who have contacted the CRA by telephone

Thereareseveral differences to note on this questions both geographically and among key demographic groups.
Thosewho are moresatisfied (either ‘somewhat’ or ‘very’) include:

e Thoseresidinginthe Atlantic (100%), comparedthosein Ontario (89%)and Quebec (90%) - however, caution
should be applied given the small sample sizeinthe Atlantic (n=12);

e Men (97%), compared to women (88%); and
e Younger recipients (95%), compared to those who are middle-aged (86%).

In 2021, satisfactionratings regarding howthe CRAagentresolved theissue continue to be lower, by comparison to

ratings on theagent’s professional demeanour. Althoughlower, these ratings are still strong overall (83%) and across
both types of recipients. Onlyone-in ten (9%) are dissatisfied with the way the agent resolved theirissue.

The findings below showa slight, 5-pointincrease, in 2021 (83%) satisfactionlevels over 2020 (77%) however, results
do notvary significantly by year.

Satisfaction with way agentresolvedtheissue

2021 2021
First-time Long-time
Satisfaction recipients | recipients
n=108 n=50
%
NET — SATISFIED 77 83 83 82
Very satisfied 51 53 54 50
Somewhat satisfied 26 30 30 32
Neither satisfied nor dissatisfied 4 4 6
Somewhat dissatisfied 6 5 6 4
Very dissatisfied 7 4 5 4
NET — DISSATISFIED 13 9 10 8
Don't know 1 3 3 4

Q11E. And, how satisfied were you with each of the following service aspects? —“The way the CRAagent resolved yourissue”.
Base: Those who have contacted the CRA by telephone
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Significant variations insatisfaction on this measure by region and across key demographic sub-groups are outlined
below. Those who are more satisfied with the way the CRA Agent resolved their concernare:

e Thoseresidinginthe Atlantic(100%) comparedto thoseinthe Prairies (75%), Ontario (82%) and Quebec
(85%) - however, caution should be applied given the small samplesizein the Atlantic (n=12);

e Younger recipients (90%) versus those who are middle aged (78%);

e Francophonerecipients (91%) andthose who speak a language other than French or English athome (88%)
comparedto Anglophones (75%); and

e Recipients who identify as single (90%) or married/in acommon-law relationship (86%) compared to those
who aredivorced, separated or widowed (68%).

G. Awareness of Online Options to Manage CCB

All respondents were asked whether they were aware of three s pecific features for managing or updating their CCB
profileonline.

Awareness levels of online options to manage one’s CCB hadincreased significantly in 2021.

e Thevastmajority (85%) continue to be aware thatthey can update their personal information throughthe
My Account portal, increasing by 7 points overthelast year.

e Awarenessthat CCB recipients can pay any CCB balances owed using the CRA online My Payment service or
online bankingalso increasedfrom 60%to 65%in2021.

e Awareness of the MyBenefits CRA web-based app to obtaina quick view of payment details and eligibility

information alsoremained high with six-in-ten (60%) of res pondents saying they were aware of these
features, compared to 54%in 2020.

There were no significant differences to note regarding awareness of these online features between first-timeand
long-time recipients.

Awareness of managing CCB profile online

2021 2021
First-time Long-time
% “Yes, aware” recipients | recipients

n=500 n=650
% %

That you can update your personalinformation for benefit andcreditpurposes

online through My Account. This includes changesto your address, marital 78 85 84 86
status, caregiver status and direct deposit information

That you can pay any CCB balances owed using the CRAonline My Payment
service or online banking

That you can use the MyBenefits CRAweb-based app to get a quick view of your
benefit and credit paymentdetails, and your eligibility information

60 65 63 67
54 60 57 62

Q18.1I'm goingtoread you a list of features related to managing your CCB online and updating your profile. Please tellme whether
or not you are aware of each? Base: Totalsample
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Awareness varied minimally acrossthe country as follows:

e Awareness that CCBrecipients can pay any CCB balances owed using the CRA online My Payment service or

online banking is highestamong those residing in Ontario (69%) and BC/North (68%) compared to Quebec
residents (57%)where awarenessis lower.

e Recipients who resideinOntario (63%) have higher awareness regarding using the MyBenefits CRA web-
based appto geta quickview of their benefit and credit payment details, and eligibility information than
thosein Quebec (55%).

Inlinewithregionalawareness levels, awareness that CCB recipients could payany CCB balances owed using the CRA
online My Payment service or online banking is higher among Anglophones (69%) compared to those who spoke
languages athome other than English or French (63%)and Francophones (56%). Income also played a rolein
awareness, with those earning between $60,000-$100,000 in annual householdincome (69%) being more aware than
high income earners (60%) earning over $100,000. Finally, younger recipients (68%) are also more aware of this online
feature than middle-aged recipients (62%).

Looking across key demographics, awareness that CCB recipients could use the MyBenefits CRA web-based app to get
a quick view of their benefit and credit payment details, and eligibility i nformation was significantly higher among:

e Recipients who identified as single (68%), compared to those who were married orhad common-law
partners (58%);

e Thosewith lowerlevels of education attainment —including high school or less (65%) or college/trade school
(63%) —comparedto those with a university degree (55%);

e Recipientswith household income under $60,000 (64%), comparedto those with household incomes of
$100,000 or more (54%);

e Anglophones (62%) versus Francophones (54%) —evident from the regional breaks mentioned above; and

e Women (61%), compared to men (52%).

H. Awareness of the Requirement to File a Tax Return

Consistent with 2020 findings, the vast majority (88%) of recipients are aware that they must file theirannual tax
returns inorder to continue receivingCCB payments. Awareness continues to be higher amonglong-time recipients
(91% saying ‘yes’), compared to first-time recipients (83%). The fact that 17% of first-time recipients were unaware of
this requirement maysuggest an opportunityfor the CRAto improve its communication on this aspect of the CCB
with new recipients.

Awareness of requirement to file tax return

2021 2021

First-time Long-time
Awareness recipients | recipients
n=500 n=650
% %
Yes 88 88 83 91

No 12 12 17 9

Q17.Did you know that you, and ifapplicable, your spouse or common-law partner, must file a tax return every year to continue
receiving CCB payments? Base: Total sample

34



Awareness levels on this requirement did not vary significantly across the regions in Canada, however there were
some key differences by demographicsubgroups.

Inlinewithdifferences bytype of recipient, itis not surprising that older (94%)and middle-aged (89%) recipients have
a greater awareness of the requirement to file their annual taxreturnsinorder to continue receiving CCB payments
thanyounger (85%) recipients do. Those with a college/trades education (92%) report a higher awareness compared
to those with a universitydegree (85%). And, those with lower household income levels (under $60,000 per year)
(90%) are also more aware than higher income recipients (83%) earning over $100,000 annually.

|. Referralsto CCB and Future Method of Application

1. Referral Source for the CCB

To better assess how recipients first become aware of the CCB, respondents were provided a list of choices and were
asked to select how they initially heard about the program.

Results for this question were |argely consistent across waves. Equal numbers continue to reportfirst hearing about
the CCB fromthe hospital or birthing centre (31%) or from a friend or family member (31%). Long-time recipients
were more likely (37%) than their first-time counterparts (24%) to have heard about the CCB from the hospital.
Whereas first-time recipients were much more likely to hearabout the CCB from a friend or a family member (42% vs.
23% of long-time recipients).

While no other referral source came close to either the hospital/birthingcentre or through friends/family, smaller
proportions of respondents attributed theirintroductionto the CCB to the CRAwebsite (7%) —higher for first-time
recipients (10%) - or to another professional, like an accountant (5%) —higher forlong-time recipients (6%). One-in-
ten heard aboutthe CCB through other means not listed.

Referralsource for the CCB (multi-mention)

2021 2021
First-time Long-time
Referral source recipients | recipients

n=500 n=650

%

From hospital or birthing centre staff
From a friend or a family member

By visitingthe CRAweb site 6 7 10 6
From a professional, like an Accountant 5 5 6
By mail from the CRA 2 3 4
From your provincial social services office 3 2 1
From social media (i.e. Facebook, Twitter) 2 2 1
By visiting another federal government office 2 1 <1 1
From a free tax clinic hosted by the Community Income Tax Program 1 1 1 1
By other means 9 10 10 10
Don't remember 8 7 3 10

Q4. How did you first hear about the CCB? Base: Total sample

Thoselivinginthe Atlantic region (40%) and in the Prairies (39%) are most likelyto recall hearing about the CCB from
a hospital/birthing centre comparedto thoseinOntario (28%) and Quebec (27%). Quebecresidents, on the other
hand, are mostlikely to recall a friend/family member as theirreferral source (41%) than thoseresidinginanyother
region.

Referral sources vary across key demographics as follows:
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e Younger recipients (40%) were most likely cite their friends/family members as their primary referral source.
Whilenota commonsource, younger (9%) and middle-aged (7%) recipients were more likely to visitthe CRA
websiteto learnaboutthe CCBthan olderrecipients (1%).

e Thosewith both mid-range (40%) and lowerincomes (32%) were more likely to cite a friend/ family member
as their referral source than those earning over $100,000 annually (24%).

e Inlinewiththeregionaldifferences noted above, Anglophones (35%)were mostlikelyto recallhearing
aboutthe CCB from a hospital/birthing centre compared to Francophones (27%) and those who did not
speak either Englishnor Frenchathome (22%). In the samevein, Francophones (39%) were more likelythan
to reference friend/family member as theirreferral source.

e GivenhowtheCCBis referredtoindividuals ata hospital/birthing centreitis notsurprising that women
(33%), were most likelyto learn about the CCB through this method thanmen (21%). Men, on the other
hand, noted ‘other means’ as a key CCB referral method (17%).

2. Method of Applyingfor CCB in the Future

Thereareseveral ways inwhichindividuals may apply forthe CCBincluding throughthe CRA ‘My Account’ secure
online portal, atthe hospital when registering the birth of a newborn with the province or by completing a paper
application (Form RC66, the Canada Child Benefits Application).

While only seven percent of recipients became aware of the CCB throughthe CRAwebsite (as per findings to the
previous question), a slim-majority (53%) saythat they will go online to the secure ‘My Account’ portal to apply for
the CCBinthefuture, anincrease from2020(49%). This method of application was particularly popular with first-
timerecipients (60%). Although only significant at the 90% confidence level, long-term recipients (38%) are slightly
more likely than first-time recipients (33%) to apply at the hospitalin the future.

Applying for the CCB using the paper Form RC66is still the | east cited method (3%)andtrends suggest this method is
declining (down 4 points from 2020).

Method of applying for CCB in the future

2021 2021
First-time Long-time
Method recipients | recipients
n=500 n=650
%
Online: using the secure portal 'My Account' 49 53 60 48
At the hospital: giving consent on the provincial birthregistration 35 36 33 38
By paper: Form RC66 7 3 2 4
Other 3 1 1 2
Don't know 3 2 2 2
Not applicable 4 5 2 7

Q19. In the future, if you were to apply for the CCB for another child, how would you apply ? Base: Total sample

Applying onlinein thefutureis the preferred method for BC/North (67%)and Ontario residents (64%), andalso
somewhat popular among Quebecresidents (51%). Those residing in Atlantic Canada andthe Prairies are the most
likely to opt for applyingatthe hospital for the CCBin the future (62% and 50%res pectively).

In terms of age, younger recipients (58%) cite their intent to reapply onlinein the future more so thanthose aged 35
and older. Older recipients (aged 50+) are the | east likelyto note any future application method, as ‘notapplicable’is
a more popularanswer (18%) for this age group.
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Those with a college/trade (55%) or university level education (55%) were alsomorelikely to opt for anonline
method of reapplication compared those with an attainment high school of less (45%).

J. Evaluation of the Child Custody Arrangement Questionnaire

CRA may, fromtime to time, send a questionnaire to CCB recipients to confirm the Agency has the mostcorrectand
up-to-dateinformation withregards to the child’s custodyarrangements. Thisis to ensure each CCB recipientis
receiving the correctamount of benefits and credits.

Inthesurvey, respondents were asked if they received a questionnaire from CRAin the last twelve months, asking to
provetheir custodyarrangement. Overall recall was lowerin2021 with onlythree percent (3 %) reporting having
received the questionnaire, compared to six percent (6%) in 2020. Still, the vast majority (95%) of respondents had
notreceived the questionnaireand a verysmall proportion (2%) ‘didn’t remember’.

There were no significant differences to note by type of recipientinterms of theirrecall of receiving a questionnaire.

Recall receiving child custody questionnaire in last 12 months

2021 2021
First-time Long-time
Recall recipients recipients
n=500 n=650
Yes
No
Don’t remember 3 2 2 2

Q13. In the past 12 months, have you received a questionnaire from the CRA asking you to prove your child’s custody
arrangement? Base: Totalsample

1. Ease of Completing Questionnaire

Thoserespondents whoreported having received a questionnaire (n=34) were then asked a follow-up question
regarding how easyor difficultitwas to complete.

Over two-thirds (68%) of recipients who had received the custody questionnaire foundit easy to complete, with
almosthalf(47%)statingthatitwas ‘very easy’ and just over one-in-five (21%) stating it was at least ‘somewhat easy.’
The percentage of those who found the survey ‘difficult’ to complete, dropped significantly by 24 percentage points
from2020and 2021.

The table below shows the breakout by type of recipient. However, as the sample sizes for this and other
regional/demographic breaks are quite small this data should be considered directional only.
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Ease of completing questionnaire

2021 2021
First-time Long-time
Ease of completing questionnaire recipients | recipients
n=16c¢ n=18c
% %
NET - EASY
Very easy

Somewhat easy

Neither easy nor difficult
Somewhat difficult

Very difficult

NET - DIFFICULT

Don't know

Q14. How easy or difficult was it to complete the questionnaire you received ?
Base: Those who have received the questionnaire
c Caution, small base size

2. Suggestions for Improving Questionnaire

Thosewho responded anythingother than ‘very easy to the previous question (n=16) were asked to provide
suggestionsasto whatcouldbeimprovedon the custody questionnaire.

Recipients recommendations centered on two specific areas:

e Rewritingtheinformation or instructionincluded in the questionnaire (44%), which rose to the top of the list
in2021;and

e Reducingthelengthofthesurveyandthe number of questions (38%).

A quarter (25%) alsosuggested changing the format of the questionnaire, while just under one-third (31%) offered
other miscellaneous suggestions.

Note thatdueto the small basesize of respondents answering this question, the above results should be interpreted
with caution. Similarly, this precludes any further sub-level analysis of regional or demographicvariations.

Suggestions forimproving questionnaire (multi-mention)

2021 2021
First-time Long-time

Suggestions recipients | recipients
n=7c n=9c¢c
% %
44 43
38 14
The format of the notice or the size of the print be adjusted 25 14
Other 31 29
Don't know 9 13 29 -

The information orinstructions be rewritten
The number of questions be reduced

Q15. Which aspects of the questionnaire could be improved?
Base: Those who said it was ‘very difficult’, ‘somewhat difficult’, ‘neither, or ‘somewhat easy’ to complete the questionnaire
c Caution, small base size
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V.

Appendix: Research Instruments
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Research Instruments

A. Response Rate Calculation

The responserate forthetelephone survey was 6 percent. Details are shownbelow.

1. Call Dispositions—Total Sample

Call dispositions N

Total numbers attempted 20,943
UNRESOLVED NUMBERS (U) 14,800
Busy /No answer/ Voicemail

RESOLVED NUMBERS (Total minus U) 6,143
OUT OF SCOPE (invalid/non-eligible) 2,182

Not-in-service (NIS)/Non-resi/business/ Fax/modem/
Cell/pager/ Duplicates

IN SCOPE NON-RESPONDING (IS) 2,795
Refusals/ break-offs/language barrier/callback
missed/respondent not available/illness/incapable

IN SCOPE RESPONDING (R) 1,171
Disqualified/Quote filled 21
Completed 1,150

RESPONSE RATE [R/ (U + 1S +R)] 6.24%

The response rate was calculated according to the standard Empirical Method, as follows:

e The number of in scope respondingparticipants (completed, disqualified, and over-quota respondents) =1,171

DIVIDED BY

e The sumoftheunresolved numbers (14800) the in scope non-responding participants (2795)+thein scope
responding participants (1171) =18,766
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2. Call Dispositions—First-Time Recipients

Call dispositions —First-Time Recipients N
Total numbers attempted 7767
UNRESOLVED NUMBERS (U) 5613
Busy /No answer/ Voicemail

RESOLVED NUMBERS (Total minus U) 2154
OUT OF SCOPE (invalid/non-eligible) 694

Not-in-service (NIS)/Non-resi/business/ Fax/modem/
Cell/pager/ Duplicates

IN SCOPE NON-RESPONDING (IS) 1092
Refusals/ break-offs/language barrier/callback
missed/respondent not available/illness/incapable

IN SCOPE RESPONDING (R) 514
Disqualified/Quotefilled 14
Completed 500

RESPONSE RATE [R/ (U + IS +R)] 7.12%

The response rate was calculated according to the standard Empirical Method, as follows:
e The number ofin scope respondingparticipants (completed, disqualified, and over-quota respondents) =514

DIVIDED BY

e The sumoftheunresolved numbers (5613) thein scope non-responding participants (1092) +thein scope
responding participants (514)=7,219

3. Call Dispositions—Long-Time Recipients

Call dispositions —Long-Time Recipients N
Total numbers attempted 13176
UNRESOLVED NUMBERS (U) 9187
Busy /No answer/ Voicemail

RESOLVED NUMBERS (Total minus U) 3989
OUT OF SCOPE (invalid/non-eligible) 1488

Not-in-service (NIS)/Non-resi/business/ Fax/modem/
Cell/pager/ Duplicates

IN SCOPE NON-RESPONDING (IS) 1945
Refusals/ break-offs/language barrier/callback
missed/respondent not available/illness/incapable

IN SCOPE RESPONDING (R) 657
Disqualified/Quote filled 7
Completed 650

RESPONSERATE [R/ (U + IS +R)] 5.57%




The response rate was calculated according to the standard Empirical Method, as follows:
e The number of in scope respondingparticipants (completed, disqualified, and over-quota respondents) =657

DIVIDED BY

e The sumoftheunresolved numbers (9187) thein scope non-responding participants (1945) +thein scope
responding participants (657)=11,789
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B. English Questionnaires

1. English Questionnaire for Telephone

Benefit Programs Telephone Survey

[DO NOT READ] Introduction

Hello/Bonjour, my nameis fromthe Strategic Counsel, a professional public opinionresearch company.
Would you preferthat| continuein English or French? Préférez-vous continuer en francais ou en Anglais?

IF FRENCH, CONTINUE IN FRENCH OR ARRANGE A CALLBACK WITH A FRENCH INTERVIEWER:
Nous vous rappellerons pour mener cette entrevue de recherche en francais. Merci. Au revoir.

[RECORD LANGUAGE]

IF ENGLISH, CONTINUE:

On behalf of the Government of Canada, we are conducting a voluntaryand confidential surveyabout the Canada
childbenefit, the tax-free monthly payment made to eligible families to hel p them with the cost of raising children
under 18 years of age. It will take about 10 minutes to complete and your answers will remain anonymous. May |
continue? IFUNABLE TO READ ENTIRE INTRODUCTION, INTERVIEWER MUST PROVIDE LENGTH OF INTERVIEW TO
EVERY RESPONDENT.

IF NO, NOTE REASON. IF REASON IS DISABILITY, OFFER ALTERNATE FORMAT (ONLINE QUESTIONNAIRE OR PDF VIA
EMAIL), WHERE APPROPRIATE. IF ACCEPTED, TAKE RESPONDENT EMAIL ADDRESS

IF YES, QUALIFY AND CONTINUE:
| would like to speak withthe personwho receives or has received the Canada child benefit. Would thatbeyou or
someoneelseinyourhousehold?

IF IT IS THE RECIPIENT:
Beforel begin, please note this callmay be monitored orrecorded for quality control purposes. Also, throughout this

survey | will bereferring to the Canada child benefitas the CCB. [PROCEED TO Q11].

IF IT IS NOTTHE RECIPIENT, BUT SOMEONE ELSE AT THIS NUMBER, ASK:
May | speakwith that person, please?

IF YOU ARE REFERRED TO ANOTHER PERSON, START FROM THE TOP.
IF THAT PERSON IS NOTAVAILABLE, END THE CALL.

IF THE ANSWER ISDON’T KNOW, END THE CALL.
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NOTES TO INTERVIEWERS
Somerespondents may have concerns dueto recent CRAscams.

ASSURE THEM THAT:
The purpose of thissurvey is to get your feedback on the CCB, and| will not be asking you forany personal tax
information.

IF ASKED WHICH DEPARTMENT IS SPONSORING THE STUDY:

This research is being sponsored by the Canada Revenue Agency. Your participation will remaincompletely
confidential and it will not affect your dealings with the Government of Canada, or the Canada Revenue Agency,
inany way.

IF ASKED ABOUT THE TSC:

The StrategicCounsel is a professional research company hired by the Government of Canada to conduct this
survey.

IF ASKED FORA CONTACTTO VERIFY IF THE SURVEY IS LEGITIMATE:
You may contact Angela Muma, Public Opinion Research Officer, Canada Revenue Agency at 613-407-6202, or
visit www.canada.ca/por-crato verify the legitimacy of this survey.

[Do not read] General
1. [RECORD FROM CRA DATABASE] Respondent has been receiving CRA payments for ...

O Lessthan 12 months
O Morethan 12 months

2. Inwhich province/territorydo you live? [READ LIST. STOP ONCE RESPONDENT CONFIRMS CATEGORY.
ACCEPTONERESPONSE ONLY]

Alberta

British Columbia
Manitoba

New Brunswick
NewfoundlandandLabrador
Northwest Territories
Nova Scotia

Nunavut

Ontario

Prince EdwardIsland
Quebec
Saskatchewan

Yukon

ooo0O0o0O00OooOooOoo

3. Mayl havethefirst3 letters of your postal code? [RECORD]
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4. Howdidyoufirsthear aboutthe CCB? [READ LIST. STOP ONCE RESPONDENT CONFIRMS CATEGORY.
ACCEPTONERESPONSE ONLY]

OO0o0O0O0O0OoOooOoaa

from hospital or birthing centre staff

by visitingthe CRAweb site

by mail fromthe CRA

froma freetax clinic hosted by the Community Volunteer Income Tax Program
fromyour provincial social services office
froma professional, likean Accountant

by visiting another federal government office
froma friend or afamily member
fromsocial media (i.e. Facebook, Twitter)

by other means

[DO NOTREAD] Don’tremember

[DO NOT READ] Satisfaction with timeliness and accuracy
How satisfiedare youwith each of the following aspects of the CCB? [READ AND ROTATE Q.5a-b. ACCEPT
ONE RESPONSE ONLY] Areyou ...

5.

6.

Q

Very satisfied

Somewhat satisfied

Neither satisfied nor dissatisfied
Somewhat dissatisfied

Very dissatisfied

[DO NOTREAD] Don’t know

The timeittook to get your first CCB payment. [ONLY ASKIF Q1 IS LESS THAN 12 MONTHS]
The accuracy of theinformationon thelast CCB notice whichwas used to calculate your benefit.

How easy or difficult was it to understand the information on your last CCB notice? Wasit... [READ LIST.
ONE RESPONSE ONLY]

ooooaono

Very easy

Somewhateasy

Neither easy nordifficult
Somewhatdifficult

Very difficult

[DO NOTREAD] Don’t know

[DO NOT READ] Satisfaction with service quality

7.

Inthe past12 monthsdid you have to contact the CRAregarding the CCB?

O
a

Yes
No [GO TO Q.13]

8. Whydidyou contactthe CRA? Wasitregarding ... [READ LIST. ACCEPT MORE THAN ONE RESPONSE]
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Your application
An updateto your file (i.e. change of address, marital status, custodyarrangement)
Issuance of payment

Service complaint

Appeal

Policy, ruling and interpretation
General information. Please s pecify
[VOLUNTEERED] Other: Please specify

ooooooano

How did you contactthe CRA? Wasitthrough ... [READ LIST. ACCEPT MORE THAN ONE RESPONSE]

[0 Onlineservices, such as:
e secureportals (i.e. My Account, My Benefits)
e general web
e socialmedia
e mobileapps

] Telephone

O Mail

[ [VOLUNTEERED] Other: Please specify

Accordingto you, yourlastinteractionwas mainly through [INSERT RESPONSE FROM Q.9].
Itwas regarding [INSERT RESPONSE FROM Q.8].

[DO NOT READ] Process quality

10. Thinking aboutyour last experience with the CRA/CCB service, how easy or difficult was it to access CCB

11.

services? Wasit...[READ LIST. ACCEPTONE RESPONSE ONLY]

Very easy

Somewhateasy

Neither easy nordifficult
Somewhatdifficult

Very difficult

[DO NOTREAD] Don’t know

OOo0Ooono

And, how satisfied were you with each of the following service aspects? [READ AND ROTATEQ.11a-e.
ACCEPTONERESPONSE ONLY. REPEAT SCALE AS NECESSARY] Areyou ...

Very satisfied

Somewhat satisfied

Neither satisfied nor dissatisfied
Somewhat dissatisfied

Very dissatisfied

[DO NOTREAD] Don’tknow

a. Howquicklyyourissuewas resolved

46



b. The safeguardsthatwerein placeto protectyourpersonal and business information
[DO NOT READ] Information quality

c. Theaccuracyoftheresponseyou received
[DO NOT READ] Inter-personal quality
[ONLY ASKQ.11D ANDE, IF Q.9 = TELEPHONE]

d. The professionalismthatthe CRAagentshowed
e. ThewaytheCRAagentresolvedyourissue

[ONLY ASKQ.12,IF Q.9 =ONLINE]
12. Howwould you ratetheinformation on CRA’s online services interms of each of the following aspects? The

firstoneis [READ AND ROTATE ITEMS A-D]. Wouldyou sayitwasvery poor, poor, fair, good or very good?

a. Howeasyitwastounderstand
b. Completeness or thoroughness
c. Accessibility
d. Helpfulness

[DO NOT READ] Fairness
13. Inthepast12 months, haveyou receiveda questionnaire fromthe CRAasking you to prove yourchild’s
custody arrangement?

O Yes
0 No[GO TOQ.16]
[0 [VOLUNTEERED]Don’tremember [GO TO Q.16]

14. [ONLY ASKIF Q.13 =YES] How easy or difficult was itto complete the questionnaire you received?

Very easy

Somewhateasy

Neither easy nordifficult
Somewhatdifficult

Very difficult

[DO NOTREAD] Don’t know

OoOooOood

15. [ONLY ASKIF Q.14 =SOMEWHAT EASY, NEITHER, SOMEWHAT DIFFICULT OR VERY DIFFICULT] Which
aspects of the questionnaire could beimproved? Should ... [READ LIST. ACCEPT AS MANY RESPONSES AS
APPLY]

] Theinformationor instructions be rewritten
O The number of questions bereduced

O The formatofthenoticeor thesize of the printbe adjusted
0 Other: Pleasespecify
[l [DONOTREAD]Don’tknow

47



[DO NOT READ] Overall satisfaction with the experience

16. Thinkingaboutallof your interactions withthe CRAregarding the CCB, including the application, notices,
receipt of payments, for example, how satisfied are you with the overall experience? Areyou...

Very satisfied
Somewhatsatisfied

Neither satisfied nordissatisfied
Somewhat dissatisfied

Very dissatisfied

[DO NOTREAD] Don’tknow

OO0oOoono

[DO NOT READ] General information/Enquiry

17. Did you knowthatyou, and ifapplicable, yourspouse or common-law partner, must filea taxreturnevery
year to continue receiving CCB payments?

O Yes
O No

18. I’'mgoingtoread you a list of features related to managing your CCB online and updating your profile.
Pleasetell mewhether or notyou areaware of each. Thefirstis... [READ AND ROTATE STATEMENTS 18.A-
cl

Yes
No
[DO NOT READ] Not sure

a. Thatyoucanupdateyourpersonal informationfor benefitand credit purposes online through My

Account. Thisincludes changesto youraddress, marital status, caregiver status and direct deposit
information.

b. Thatyoucan usethe MyBenefits CRAweb-basedappto geta quick view of your benefitand credit
payment details, and your eligibility information.

c. ThatyoucanpayanyCCB balances owed using the CRAonline My Payment service or online banking.

19. Inthefuture,if you wereto apply for the CCB for another child, how would youapply? [READ LIST. ACCEPT
ONE RESPONSE ONLY]

At the hospital: givingconsent on the provincial birth registration [NOTE TO ANALYSTS: ABA]
Online:usingthesecure portal ‘My Account’ [NOTE TO ANALYSTS: BOA]

By paper: FormRC66
Other: Pleasespecify
[DO NOTREAD] Don’tknow
[DO NOT READ] Not applicable

[DO NOT READ] GBA+ analysis

OoOooood
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Thesefinal few questions are for statistical purposes onlyandwill help us to classify yourresponses. Please be
assuredthatall of your responses are confidential.
[DO NOT READ] Socio-demographic factors

20. Inwhatyear wereyou born?

21.

22.

23.

24,

INTERVIEWER: RECORD YEAR [DO NOT READ]
Refused/ Prefernotto answer [ASK Q.21]

[ONLY ASKIF PREFERNOTTO ANSWERAT Q.20] Would yoube willing to tell mein which of the following
agecategories you belong?

oooOooo

18t034

35to49

50to54

55to 64

65 orolder?

[DO NOT READ] Prefer notto answer

Whatisthe highestlevel of formal educationthatyouhave completed? [DO NOTREAD LIST. ACCEPTONE
RESPONSE ONLY]

OoOoOdOooooOoaaa

Grade8orless

Some high school

High school diploma or equivalent

Registered Apprenticeship or other trades certificate or diploma
College, CEGEP or other non-university certificate or diploma
University certificate or diploma belowbachelor's | evel
Bachelor'sdegree

Postgraduate degree above bachelor's level

[DO NOTREAD] Prefer notto answer

Which of the following best describes your total household income? Thatis, the total income of all persons

inyour household combined, before taxes? Please stop me when | havereached the correct response.
[READ LIST. STOP ONCE RESPONDENT CONFIRMS CATEGORY. ACCEPT ONLY ONE RESPONSE]

oooOooooad

Under $20,000

$20,000to under $40,000
$40,000to under $60,000
$60,000to under $80,000
$80,000to under $100,000
$100,000to under $150,000
$150,000andover

[DO NOT READ] Prefer notto answer

Whatisyourmarital status? [READ LIST. ACCEPT ONE RESPONSE ONLY]

a

Married
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Common-law

Separated / divorced

Widowed

Single

[DO NOT READ] Prefer notto answer

ooooad

[DO NOT READ] Socio-cultural factors

25.

26.

27.

28.

29.

[ONLY ASKIF Q.1 = ALBERTA, BRITISH COLUMBIA, MANITOBA, NOVASCOTIA, ONTARIO, QUEBEC OR
SASKATCHEWAN] Dovyou livein a prescribed northern zone?

O Yes
O No
[0 [DONOTREAD]Don’tknow

Whatlanguage do you speakmost often athome? [READ LIST. ACCEPT ALL THAT APPLY]

] English

[ French

O oOther

[0 [DONOTREAD] Prefer nottoanswer

Are you ... [READ LIST]

Yes
No
[DO NOT READ] Prefer notto answer

a. AnlIndigenous person

b. A member of a visible minority
A person with a disability [READ ONLY IF RESPONDENT UNCERTAIN] for example, vision, hearing,
mobility, flexibility, dexterity, pain, learning, developmental, memory or mental-related impairment
issues]

Whatisyourgender? [READ LIST. ACCEPT ONE RESPONSE ONLY]

O Male

O Female

O oOther

[0 [DO NOTREAD]Prefer nottoanswer

RECORD LANGUAGE OF INTERVIEW [NOT ASKED]

] English
O French

Thank you for your time. These are all the questions that I have for you.
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PRETEST EVALUATION

PQ.1 We'd like to get your feedback on your experience completing this survey. Pleaseindicate yourlevel of
agreement with each of the following statements.

reasonable.

RANDOMIZE STATEMENTS Strongly Agree SomewhatAgree | Somewhat Strongly
Disagree Disagree

This surveywas easyto o o i i

complete.

The questions asked were | | | O

straightforward and easy to

understand.

The length of the survey was o | | O

PQ.2 Do you have any other comments about this survey or your experience completing the survey? [PN: OPEN-END]

o No other comments
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2. Accessible PDF English Questionnaire — First-time Recipients

Canada Revenue Agency (CRA)
Canada Child Benefit (CCB) Satisfaction Survey

INTRODUCTION

This surveyis being conducted by The Strategic Counsel, a professional publicopinionresearch
company, on behalf of the Government of Canada.

The questionnaire is about the Canada child benefit (CCB), a tax-free monthly payment made to
eligible families to help them with the cost of raising children under 18 years of age. The purpose
is to obtain your feedback on the CCB.

Your participationis completely voluntary. It will take about 10 minutesto complete and your
answers will be kept confidential and anonymous. The information you provide will be
administered according to the requirements of the Privacy Act, the Access to Information Act, and
any other pertinentlegislation.

Should you have any questions about the survey you may contact Angela Muma, PublicOpinion
Research Officer, Canada Revenue Agency at 613-407-6202, or visit www.canada.ca/por-crato
verify the legitimacy of thissurvey.

Please complete the survey on an individual basis.

PART A

1. In which province/territory doyou live? (Please select only one response)

O Alberta
02 British Columbia
13 Manitoba

0*  New Brunswick

[*  Newfoundland and Labrador
LI*  NorthwestTerritories

[0’  Nova Scotia

¥ Nunavut

0°  Ontario

L Prince Edward Island

0™ Quebec

02 Saskatchewan

L Yukon
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2. Pleaserecord the firstthree (3) characters of your postal code.

3. How did you firsthear about the CCB? (Please selectone response only)
0 From hospital or birthing centre staff
0> By visitingthe CRA website
[* By mail from the CRA
0% From a free tax clinichosted by the Community Volunteer Income Tax Program
0> From your provincial social services office
0®  From a professional, like an Accountant
07 By visitinganother federal government office
0*  From a friend or a family member
0°  From social media(i.e. Facebook, Twitter)
L1 By other means
0 Don’t remember

PART B

4. How satisfied are you with each of the followingaspects of the CCB?

Very Somewhat Neither Somewhat Very
. . satisfied satisfied satisfied dissatisfied | dissatisfied
Satisfaction
nor
dissatisfied

The time it took to get your first
CCB payment

The accuracy of the information
on the last CCB notice, which was
used to calculate your benefit

5. How easy or difficult wasit to understand the information on your last CCB notice?
0 Veryeasy
[ Somewhateasy
L*  Neithereasy nor difficult
0* Somewhat difficult
0> Verydifficult
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PART C

6. Inthe past 12 months, did you have to contact the CRA regarding the CCB?
O Yes
> No - Please skipto Q.12

7. Why did you contact the CRA? Was it regarding... (Please selectall that apply)
' Your application
00> An update to your file (i.e. change of address, marital status, custody arrangement)
L* Issuance of payment
0% Service complaint
0°  Appeal
0®  Policy, ruling, and interpretation
L7  General information, please specify:

LI®  Other, please specify:

8. How did you contact the CRA? (Please selectall that apply)
L' Online services, such as secure portals (i.e. My Account, My Benefits), general web,
social mediaor mobile apps
02 Telephone
0 Mail
0% Other, please specify:

9. Thinkingabout your last experience with the CRA/CCB service, how easy or difficult was it
to access CCB services?
O Veryeasy
02 Somewhateasy
[1* Neithereasy nor difficult
0% Somewhatdifficult
0> Verydifficult

10. And, how satisfied were you with each of the following service aspects?

Very Somewhat Neither Somewhat Very
. . satisfied satisfied satisfied dissatisfied | dissatisfied
Satisfaction
nor
dissatisfied
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How quickly your issue was
resolved

The safeguards that werein
place to protect your personal
and business information

The accuracy of the response you
received

If you answered ‘TELEPHONE’ at Q.8, please answer the following:

Very Somewhat Neither Somewhat Very
. . satisfied satisfied satisfied dissatisfied | dissatisfied
Satisfaction
nor
dissatisfied
The professionalism thatthe CRA
agent showed
The way the CRA agent resolved
your issue

If you answered ‘ONLINE’ at Q.8 please answer Q.11, otherwise skip to Q.12.

11. How would you rate the information on CRA’s online servicesinterms of each of the
following aspects?

very Poor Fair Good Very

Satisfaction Poor Good

How easy it was to understand

Completeness or thoroughness

Accessibility

Helpfulness

PARTD

12. In the past 12 months, have you received a questionnaire fromthe CRA asking you to
prove your child’s custody arrangement?
O' Yes
[)> No - Please skipto Q.15
L* Don’t remember > Please skipto Q.15

13. How easy or difficult wasit to complete the questionnaire you received?
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O' Veryeasy = Please skipto Q.15

0> Somewhateasy

[1*  Neithereasy nor difficult

0* Somewhatdifficult

0> Verydifficult

14. Which aspects of the questionnaire could be improved? Should ... (Please selectall that

apply)

L' The information or instructions be rewritten

0?  The number of questions be reduced

[* The format of the notice or the size of the print be adjusted

0% Other, please specify:

PARTE

15. Thinkingabout all of your interactions with the CRA regarding the CCB, includingthe
application, notices, receipt of payments, for example, how satisfied are you with the overall

experience?

O'  Verysatisfied

[0 Somewhatsatisfied

[0* Neithersatisfied nordissatisfied

O* Somewhatdissatisfied

0° Verydissatisfied

PART F

16. Did you know that you, and if applicable, your spouse or common-law partner, must file a tax

return everyyear to continue receiving CCB payments?

O Yes

02 No

17. The followingare a list of features related to managing your CCB online and updating your

profile. Please record whetheror not you are aware of each.

Feature

Yes

No

That you can update your personal information for benefit and credit
purposes online through My Account. This includes changesto your
address, marital status, caregiver status and direct deposit
information




That you can use the MyBenefits CRA web-based app to get a quick

view of your benefit and credit payment details, and your eligibility
information

That you can pay any CCB balances owed using the CRA online My
Payment service or online banking

18. In the future, if you were to apply for the CCB for another child, how would you apply?
(Please selectone response only)

L' At the hospital: giving consent on the provincial birth registration

02 Online:usingthe secure portal ‘My Account’

L* By paper: Form RC66

0*  Other, please specify:

PART G

These final few questions are for statistical purposes only and will help us to classify your
responses. Please be assured that all of your responses are confidential.

19. In what year were you born?

[J* Prefer notto answer

20. What is the highestlevel of formal education that you have completed? (Please selectone
response only)

0O* Grade 8 orless

0> Some high school

[*  High school diplomaor equivalent

L1* Registered Apprenticeship orother trades certificate or diploma

L°  University certificate or diploma below bachelor’s level

[0 Bachelor’s degree

07 Post graduate degree above bachelor’slevel

0®  Prefernotto answer

21. Which of the following best describes yourtotal householdincome? That is, the total income
of all persons in your household combined, before taxes? (Please select one response only)
' Under $20,000

[0 $20,000 to under $40,000

[1*  $40,000 to under $60,000
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0O* $60,000 to under $80,000

[1*> $80,000 to under $100,000

01*  $100,000 to under$150,000

00’ $150,000 and over

L®  Prefernotto answer

22. What is your marital status?

O Married

02 Common-law

[* Separated/Divorced

04 Widowed

0> Single

¢ Prefernotto answer

If you live in Alberta, British Columbia, Manitoba, Nova Scotia, Ontario, Quebec or
Saskatchewan please answer Q.23. Otherwise, please skip to Q.24.

23. Do you liveina prescribed northern zone?

' Yes

02 No

[0* Don’t know

24. What language do you speak most often at home? (Please selectall that apply)

0 English

02 French

13 Other

O* Prefernotto answer

25. Do you identifyas...

Do you identifyas ... Yes No

Prefer not to
answer

An Indigenous person

A member of a visible minority

A person with a disability
e A person with a disability is a person
who has a long-term or recurring
impairment (such as vision, hearing,
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mobility, flexibility, dexterity, pain,
learning, developmental, memory or
mental health-related) which limits
their daily activities inside or outside
the home (such as at school, work,
or in the community in general)

26. What is your gender? (Please select one response only)

Dl

Male

DZ

Female

DS

Other

D4

Prefernot to answer

Thank you for your participation
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3. Accessible PDF English Questionnaire — Long-time Recipients

Canada Revenue Agency (CRA)

Canada Child Benefit (CCB) Satisfaction Survey
INTRODUCTION

This surveyis being conducted by The Strategic Counsel, a professional publicopinionresearch
company, on behalf of the Government of Canada.

The questionnaire is about the Canada child benefit (CCB), a tax-free monthly payment made to
eligible families to help them with the cost of raisingchildren under 18 years of age. The purpose
is to obtain your feedback on the CCB.

Your participationis completely voluntary. It will take about 10 minutesto complete and your
answers will be kept confidential and anonymous. The information you provide will be
administered according to the requirements of the Privacy Act, the Access to Information Act, and
any other pertinentlegislation.

Should you have any questions about the survey you may contact AngelaMuma, PublicOpinion
Research Officer, Canada Revenue Agency at 613-407-6202, or visit www.canada.ca/por-crato
verify the legitimacy of thissurvey.

Please complete the survey on an individual basis.

PART A

1. Inwhich province/territory doyou live? (Please select only one response)

O  Alberta
12 British Columbia
3 Manitoba

0%  New Brunswick

0° Newfoundland and Labrador
LI*  NorthwestTerritories

0’  Nova Scotia

¥ Nunavut

0°  Ontario

0 Prince Edward Island

0™ Quebec

02 Saskatchewan

L Yukon
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2. Pleaserecord the firstthree (3) characters of your postal code.

3. How did you firsthear about the CCB? (Please selectone response only)
0 From hospital or birthing centre staff
0> By visitingthe CRA website
[* By mail from the CRA
0% From a free tax clinichosted by the Community Volunteer Income Tax Program
0> From your provincial social services office
0®  From a professional, like an Accountant
07 By visitinganother federal government office
0*  From a friend or a family member
0°  From social media(i.e. Facebook, Twitter)
L1 By other means
0 Don’t remember

PART B

4. How satisfied are you with the followingaspect of the CCB?

Very Somewhat Neither Somewhat Very
. . satisfied satisfied satisfied dissatisfied | dissatisfied
Satisfaction
nor
dissatisfied

The accuracy of the information
on the last CCB notice, which was
used to calculate your benefit

5. How easy or difficult wasit to understand the information on your last CCB notice?
0 Veryeasy
0? Somewhateasy
[*  Neithereasy nor difficult
0*  Somewhat difficult
0 Verydifficult
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PART C

6. Inthe past 12 months, did you have to contact the CRA regarding the CCB?
O Yes
> No - Please skipto Q.12

7. Why did you contact the CRA? Was it regarding... (Please selectall that apply)
' Your application
[ An update to your file (i.e. change of address, marital status, custody arrangement)
L* Issuance of payment
0% Service complaint
0°  Appeal
0®  Policy, ruling, and interpretation
L7  General information, please specify:

LI®  Other, please specify:

8. How did you contact the CRA? (Please selectall that apply)
' Online services, such as secure portals (i.e. My Account, My Benefits), general web,
social mediaor mobile apps
02 Telephone
0 Mail
0% Other, please specify:

9. Thinkingabout your last experience with the CRA/CCB service, how easy or difficult was it
to access CCB services?
O Veryeasy
02 Somewhateasy
[1* Neithereasy nor difficult
0% Somewhatdifficult
0> Verydifficult
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10. And, how satisfied were you with each of the following service aspects?

Very Somewhat Neither Somewhat Very
. . satisfied satisfied satisfied dissatisfied | dissatisfied
Satisfaction
nor
dissatisfied
How quickly your issue was
resolved
The safeguards that werein
place to protect your personal
and business information
The accuracy of the response you
received
If you answered ‘TELEPHONE’ at Q.8, please answer the following:
Very Somewhat Neither Somewhat Very
. . satisfied satisfied satisfied dissatisfied | dissatisfied
Satisfaction
nor
dissatisfied

The professionalism thatthe CRA
agent showed

The way the CRA agent resolved
your issue

If you answered ‘ONLINE’ at Q.8 please answer Q.11, otherwise skip to Q.12.

11. How would you rate the information on CRA’s online servicesinterms of each of the

followingaspects?

Satisfaction

Very
Poor

Poor

Fair

Good

Very
Good

How easy it was to understand

Completeness or thoroughness

Accessibility

Helpfulness
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PARTD

12. In the past 12 months, have you received a questionnaire fromthe CRA asking you to
prove your child’s custody arrangement?
' Yes
00> No = Please skipto Q.15
L* Don’t remember > Please skipto Q.15

13. How easy or difficult wasit to complete the questionnaire you received?
' Veryeasy 2 Please skipto Q.15

0> Somewhateasy

L*  Neithereasy nor difficult

0% Somewhatdifficult

0> Verydifficult

14. Which aspects of the questionnaire could be improved? Should ... (Please selectall that
apply)
' The information or instructions be rewritten
0?  The number of questions be reduced
[*  The format of the notice or the size of the print be adjusted
0% Other, please specify:

PARTE

15. Thinkingabout all of your interactions with the CRA regarding the CCB, includingthe
application, notices, receipt of payments, for example, how satisfied are you with the overall
experience?

O' Verysatisfied

02 Somewhatsatisfied

[1* Neithersatisfied nordissatisfied
L% Somewhatdissatisfied

[° Verydissatisfied
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PART F

16. Did you know that you, and if applicable, your spouse or common-law partner, must file a tax
return everyyear to continue receiving CCB payments?
' Yes
02 No

17. The followingare a list of features related to managing your CCB online and updatingyour
profile. Please record whetheror not you are aware of each.

Feature Yes No
That you can update your personal information for benefit and credit
purposes online through My Account. This includes changesto your

address, marital status, caregiver status and direct deposit
information

That you can use the MyBenefits CRA web-based app to get a quick

view of your benefit and credit payment details, and your eligibility
information

That you can pay any CCB balances owed using the CRA online My
Payment service or online banking

18. In the future, if you were to apply for the CCB for another child, how would you apply?
(Please selectone response only)

L' At the hospital: giving consent on the provincial birth registration

02 Online:usingthe secure portal ‘My Account’

[* By paper: Form RC66

0% Other, please specify:

PART G

These final few questions are for statistical purposes only and will help us to classify your
responses. Please be assured that all of your responses are confidential.

19. In what year were you born?

[J* Prefer notto answer
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20. What is the highestlevel of formal education that you have completed? (Please selectone
response only)

' Grade 8 orless

0> Some high school

[1*  High school diplomaor equivalent

L1* Registered Apprenticeship orother trades certificate or diploma

L°  University certificate or diploma below bachelor’s level

L1® Bachelor’s degree

07 Post graduate degree above bachelor’slevel

01®  Prefernotto answer

21. Which of the following best describes yourtotal householdincome? That is, the total income
of all persons in your household combined, before taxes? (Please selectone response only)
' Under $20,000

00> $20,000 to under $40,000

[1*  $40,000 to under $60,000

0*  $60,000 to under $80,000

[1* $80,000 to under $100,000

[1¢  $100,000 to under $150,000

007 $150,000 and over

0*  Prefernotto answer

22. What is your marital status?
0 Married

02 Common-law

[* Separated/Divorced
0% Widowed

0> Single

0*  Prefernotto answer

If you live in Alberta, British Columbia, Manitoba, Nova Scotia, Ontario, Quebec or
Saskatchewan please answer Q.23. Otherwise, please skip to Q.24.

23. Do you liveina prescribed northern zone?
O Yes

02 No

0* Don’t know
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24. What language do you speak most often at home? (Please selectall that apply)

Dl

English

DZ

French

DS

Other

D4

Prefernot to answer

25. Do you identifyas...

Do you identifyas ...

Yes

No

Prefer not to
answer

An Indigenous person

A member of a visible minority

A person with a disability

A person with a disability is a person
who has along-term or recurring
impairment (such as vision, hearing,
mobility, flexibility, dexterity, pain,
learning, developmental, memory or
mental health-related) which limits
their daily activities inside or outside
the home (such as at school, work,
or in the community in general)

26. What is your gender? (Please select one response only)

Dl

Male

DZ

Female

D3

Other

D4

Prefernot to answer

Thank you for your participation
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