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1. SUMMARY RESULTS

1. Background

· The Canada Pavilion is one of many initiatives undertaken by Communication Canada in order to enhance the awareness of Government of Canada programs and services.

· It consists of a giant GoC Pavilion that travels to 22 special events throughout the country. The Pavilion is divided into sections that represent various departments, regrouped in three main clusters, with a central reception area.

· This report presents the findings of an exit survey among visitors of the Canada Pavilion at the Festival of Lights (Charlottetown, PEI – June 28 to July 1st, 2002).

2. Introduction and Methodology

· One hundred sixty-eight (168) face-to-face interviews were completed between June 28 and July 1st, 2002 among visitors of the Festival of Lights.

· The objectives of the survey were as follows:

· to determine how visitors learned about the Canada Pavilion

· to determine whether visitors asked or received any information on programs and services and from which GoC booths they received it

· to assess the usefulness and clarity of information given by booth representatives

· to determine visitors’ appreciation of the Canada Pavilion on a series of features

· to determine the overall support for this initiative

· to assess awareness of other methods for getting information on Government of Canada programs and services

· to learn about other general likes, dislikes, and difficulties while visiting a booth as well as obtain suggestions for improvement

· to rate the performance of the GoC on service delivery

· to assess the anticipated evolution of contacts with the GoC 

· All interviews were completed on site. The interviewers were fully briefed on selection criteria, the questionnaire and on how to approach potential respondents. The interviewers were identified by nametags.

· The interviews were conducted with respondents who had visited, at least in part, the Canada Pavilion.  Potential respondents were asked some screening questions before qualifying for the full interview.  Screening criteria included the following:

· 15 years of age or older 

· respondent or family member must not work in/for marketing research, advertising, federal/provincial government, the media or a company related to exhibitions or fairs

· must have visited, at least in part, the Canada Pavilion

· A total of 360 potential respondents were approached and 268 (74.4%) agreed to participate in the survey.  Overall, 174 visitors qualified to complete the survey. Ninety-eight potential respondents were disqualified because of age, their work or because they had just arrived at the pavilion.  Two potential respondents were screened out because of language barriers.  Six of the visitors who had qualified for the survey did not complete the full interview, leaving 168 survey respondents.

· Completions by day were as follows:

	Day
	N

	June 28
	9

	June 29
	17

	June 30
	38

	July 1
	85

	Na
	19

	
	

	Total:
	168


· Most interviews (73%) were completed in the afternoon before 6:00 p.m.  Nineteen percent were completed between 6:00 p.m. and 8:00 p.m., and 8 percent after 8:00 p.m.

· All Festival of Lights data presented in this report and summary tables are unweighted. Weights could not be applied because there are no available figures on the characteristics of all visitors of the Canada Pavilion.  

· All 11 shows evaluated in 2001-2002 and 8 shows evaluated in the previous year (2000-2001) were pooled to produce averages which are used as benchmarks against the results of this show.  To compute the pooled averages, data from each year’s shows was weighted in order to give each exhibition equal representation regardless of its respective number of survey respondents. 

· The sample sizes for each show and the proportion each one represents in the overall benchmark samples of last years’ shows are as follows:

	BENCHMARK 2000-2001

POOLED SHOWS
	N
	Unweighted %
	Weighted

%

	June 2000 to March 2001

	1. Red River Exhibition
	321
	11.0
	12.5

	2. Calgary Stampede
	504
	17.3
	12.5

	3. Expo-Quebec
	562
	19.3
	12.5

	4. CNE (Toronto)
	615
	21.2
	12.5

	5. PNE (Vancouver)
	530
	18.2
	12.5

	6. Shearwater Air Show
	62
	2.1
	12.5

	7. PEI Provincial Home Show
	159
	5.5
	12.5

	8. Atlantic National Home Show
	152
	5.2
	12.5

	Total June 2000 – March 2001
	2,905
	100
	100

	June 2001 to March 2002

	1. Red River Exhibition 
	502
	9.9
	9.1

	2. Calgary Stampede
	585
	11.6
	9.1

	3. Canada Games (London) 
	563
	11.2
	9.1

	4. Expo-Quebec
	614
	12.2
	9.1

	5. CNE (Toronto)
	658
	13.0
	9.1

	6. PNE (Vancouver)
	646
	12.8
	9.1

	7. Maritime Fall Fair (Halifax) 
	584
	11.6
	9.1

	8. Canadian Western Agribition (Regina) 
	117
	2.3
	9.1

	9. Salon national de l’habitation
	403
	8.0
	9.1

	10. Moncton Home Show
	167
	3.3
	9.1

	11. Expo-Habitat Mauricie
	207
	4.1
	9.1

	Total June 2001 – March 2002
	5,046
	100
	100


3. Margin of Error

· Since results from this survey are based on intercept interviews with respondents having an unknown probability of being selected (not a probabilistic sample), one cannot compute any type of error attributable to sampling and other random effects.  However, in practice, a margin of error is in fact calculated as if this type of convenience sample would closely approximate a random sample, for the sole purpose of providing a rough indication.  In this case, the margin of error based on the total would be plus or minus 7.6 percentage points, 19 times out of 20.  In addition, question wording, translation, context of the interview and practical difficulties in conducting intercept surveys can introduce error or bias into the findings.  So caution is recommended, especially in comparing results with the benchmark pooled shows.

Profile of Sample

See Table 1 of Summary Tables
· In this sample, slightly more female (54%) than male visitors (46%) answered which is comparable to benchmark data.

· The visitors included a cross-section of all age ranges.  Nineteen percent were under the age of 25 years, 15 percent aged 25 to 34 years, 32 percent aged 35 to 44 years, 15 percent aged 45 to 54 years and 19 percent aged 55 or older. Compared to benchmark data:

· Respondents under 25 years of age (19% vs 11%) and 35 to 44 (32% vs 24%) were over-represented;

· Respondents over 45 years of age (34% vs 49%) were under-represented.  

· Most visitors (63%) were from regions outside the Charlottetown Metropolitan area. Compared to benchmark data, fewer visitors came from the metropolitan area where the event was held (36% vs. 67%).  

· As was generally the case in last year’s shows, the visitors were well educated.  Nearly all visitors (88%) had completed high school or more, roughly 6 out of 10 of visitors (57%) had completed community college or university.

· Sixty-two percent of visitors were currently employed (average last year’s shows: 67%) while only 4 percent were actively seeking employment.  Also, 10 percent were students and 7 percent were full-time homemakers.  The remaining visitors (14%) were not actively looking for work.

· On average, the visitors surveyed visited 3.9 booths, which is comparable to last year’s shows (3.7).

4. Awareness of Canada Pavilion

See Table 2 of Summary Tables
· More visitors than usual learned that the Government of Canada was participating in the exhibition before coming to the Festival (77% vs. 64%).  Twenty-three percent had heard about the Canada Pavilion through word of mouth and 21 percent through newspapers advertising (respectively 6% and 7% on average last year). 

5. Booth Contacted for Information

See Table 3 of Summary Tables
· The following table summarises the topics on which visitors were given information on programs and services (based on those who visited at least one booth). The visitors contacted an average of 0.8 booth representative, slightly less than last year’s average (1.0).

· Six out of ten respondents (60%) said they received information on a program or service, especially female respondents (67%) and more among people aged 55 or older (72%).

· The Indian and Northern Affairs Canada (37%) was by far the booth that received the highest number of requests, followed by the Agriculture and Agri-Food Canada (18%) and the Communication Canada (17%) booths. The only other booth that received requests from more than 5% of visitors was Veteran Affairs Canada (6%).

	Festival of Lights 

Base:  Visited at least one booth
	Asked or Received 

Information

(N = 168)

%

	· Indian and Northern Affairs Canada
	37

	· Agriculture and Agri-Food Canada
	18

	· Communication Canada
	17

	· Veteran Affairs
	6


	· Asked or received information on one or more topics
	60


· Visitors who received information on a program or service were satisfied with the response received. They gave the information an average score of 8.5 out of 10 on a scale from 1 to 10, where 1 meant very poor and 10 meant excellent. Seventy-four percent of the visitors rated the information as an 8 or higher out of 10 (less than in last year’s shows).  Only 3 percent of visitors gave a rating of 5 or lower. In last year’s shows, the average score was 8.6 and 83% rated the information as an 8 or higher.

· Half of the visitors said they learned something that would be useful to them in the future. In fact, 54 percent (71 percent of those who received information) said it was very likely or somewhat likely that they could use the information they received at the Canada Pavilion, 40 percent said it was unlikely and 6 percent did not know.  In last year’s events, about the same number of respondents (58%) learned something that would be useful to them in the future.

· Of those who said they received useful information, the most frequently mentioned topics were information on Indian and Native Affairs (22%), on the Web site address (15%), on facts about Canadian agriculture (11%), on the toll-free number (10%), on different services and programs available to Canadians (10%), on Canadian history (7%), on children services (5%) and on National Defence (5%).

6. Likes and Dislikes

See Table 4 of Summary Tables
· More visitors (90% vs. average last year’s shows: 80%) were able to think of at least one thing they particularly liked about their visit to Government of Canada booths. The Native booth was really appreciated, 52 percent mentioned it. The free pins and pamphlets (10%) was the only other aspect to receive at least 10% of the mentions. The layout / decor of the Pavilion (4%), the friendliness of representatives (7% vs. 16% on average last year), the quality and quantity of information (1% vs. 11% on average last year) were less mentioned than in last year’s shows (25%).

· Fifteen percent of the visitors (average last year’s shows: 7%) said there was something they particularly disliked while visiting or passing by the Government of Canada booths, and there was no consistency in visitor complaints.

· Practically all visitors (90%) felt that the Government of Canada’s participation in public events like the one at the Festival of Lights helps them to be more aware of the services available from the government, which was similar to what was observed at last year’s events (93%).

7. Aided Evaluation of Features

See Table 5 of Summary Tables
· The visitors were asked to rate the Canada Pavilion on a range of attributes using a scale where 1 was very poor and 10 was excellent.  Some of the key results are displayed in the table on the next page.  We also present the mean ratings of all last year’s shows for comparison purposes, where applicable.

· Overall, ratings of the Festival of Lights were similar than last year’s averages. 

· However, the easiness to move around and find the booths received a much lower rating (7.9) compared to benchmark data (9.1).

· The main strengths of the Pavilion at this event were the politeness of representatives (mean of 9.4 – at level equivalent to last year’s events), the “Rally for National Pride” (9.2), the tattoos (9.0), the reception counter (8.9), and the availability of representatives (8.9).

· The lowest ratings went to the relevance to visitors of the exhibits in the Canada Pavilion (mean of 7.3​​​ vs. 7.7 in last year’s events) and the easiness to move around (mean of 7.9 vs. 9.1 in last year’s events). No other item received a mean rating lower than 8.0.

· The overall support for this kind of government initiative was very high, with visitors giving an average rating of 8.9 on a scale from 1 to 10 where 1 meant very low support and 10 meant very high support, which was statistically identical to the overall average of last year’s shows (8.7). Eighty-four percent of the visitors gave a high rating of 8 or more, while only 4 percent gave a rating of 4 or less.

· The kids’ activity (0.46), the reception counter (0.37) and the tattoos (0.37) were the features most correlated with overall support for this kind of government initiative. 

· The table below also shows the percentage of visitors who were able to provide a rating on each aspect.  This percentage gives an approximate contact rate for the various zones/ activities at the Canada Pavilion (tattoos, reception counter, kids’ activities, totem pole). The “Rally for National Pride” was rated by 90 percent of visitors, the tattoos by 74 percent, the colouring area by 64 percent and the kids’ activities by 50 percent. The “Rally for National Pride“ (totem pole) received the highest mean rating (9.2) of all activities, followed by the tattoos (9.0), the colouring area (8.7) and the kids activities (8.4).

	ATTRIBUTES / FEATURES
	Mean Rating

June 2000 to March 2001 Shows

(1-10 scale)

(2,905)
	Mean Rating

June 2001 to March 2002 Shows

(1-10 scale)

(5,046)
	Festival of Lights 

 (N = 168)

	
	
	
	Mean rating

(1-10 scale)
	Percentage who gave a rating

%

	a) The relevance to you of the exhibits in the Canada Pavilion
	7.5
	7.7
	7.3
	97

	b) The quality of information that can be received from Government of Canada booths
	8.5
	8.6
	8.3
	92

	c) The availability of representatives of the Government of Canada booths
	9.0
	9.0
	8.9
	93

	d) The politeness of representatives of the Government of Canada booths
	9.4
	9.4
	9.4
	95

	e) The overall look of the Canada Pavilion
	8.9
	9.0
	8.7
	96

	f) The colouring area
	8.9
	8.9
	8.7
	64

	g) The spotter cards – tattoo 
	8.9
	8.7
	9.0
	74

	h) Activity “Rally for National Pride” (Totem Pole)
	
	
	9.2
	90

	i) The reception counter
	
	8.7
	8.9
	85

	j) The easiness to move around and to find the booths that interest you
	
	9.1
	7.9
	97

	k) Kids’ activities 
	8.6
	8.9
	8.4
	50

	Your support for this kind of governmental initiative
	8.6
	8.7
	8.9
	99


	
	Not rated
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8. Awareness of How to Get More Information

See Table 6 of Summary Tables
· The awareness of three means of getting further information on Government of Canada services was evaluated: the toll-free number 1-800 O-CANADA, the Government of Canada website www.canada.gc.ca and the Service Canada Access Centres. The website (80%) was almost as well known as the toll-free number (76%). Awareness of Service Canada Access Centres was lower (69%). For all three means, awareness was higher than last year’s average, particularly the Service Canada Access Centres (69% vs. 39% on average last year).

· As observed in previous years, awareness of SCAC varies greatly according to the region where the event is held.

Visitor Suggestions

See Table 7 of Summary Tables
· The survey respondents were asked if they had any other suggestions or comments to help the Government of Canada ensure that its services, as well as its presence, at events like the Festival of Lights meet their expectations.  Three in ten visitors (27%) provided at least one suggestion or comment with little consistency in their responses. A follow-up qualitative phase is planned and will probe suggestions for improvement.

9. Level of Satisfaction with GoC Service Delivery

See Table 8 of Summary Tables

· Respondents were asked to rate the performance of the GoC on four dimensions related to service delivery:

· Being innovative and being reliable received the lowest ratings on the 10-point scale used (both 6.9)

· Being respectful and accessible received the highest rating (7.7 and 7.6 respectively)

· It should be noted that this new set of questions was asked at the end of the interview, after the various features of the Canada Pavilion were rated.

10. Methods of Contacting the GoC

See Table 9 of Summary Tables
· Finally, another new question was introduced concerning the level of contact respondents anticipated to have with the GoC through various methods of contact.

· By far, the Internet is the mean that should have the largest increase in use (+ 42%), while mail (- 12%) and in-person contact (+ 2%) were the methods that showed the least potential of increase. These trends also compare to what was observed during the same period in Red River.

	
	More contact

%
	Less  contact

%
	Trend

%

	1) The telephone
	32
	13
	+ 19

	2) The Internet
	49
	7
	+ 42

	3) 1-800 numbers
	35
	12
	+ 23

	4) In person services outlets
	23
	21
	+ 2

	5) Mail
	17
	29
	-12

	6) Computerized kiosks
	35
	17
	+ 18


Distinctive Strengths and Weaknesses

· Overall, the Canada Pavilion at the Festival of Lights received high ratings and was very appreciated, as was the case in all other events evaluated so far. 

· I should be noted that the surveyed respondents were significantly younger compared to benchmark data.

· Compared to benchmark data:

· This event was better advertised.  Twenty-one percent said they learned that the Government of Canada was participating in the exhibition through newspaper advertising, which is significantly higher than in last year’s events (7%).

· The Native booth captured a lot of attention at this event (52% mentioned liking it, 37% asked or received information at this booth).

· Awareness of each of the three means of getting further details on GoC services was higher than in last year’s events and the tendency observed in previous events -Easterners are much more aware of Service Canada Access Centres, was confirmed.

· The easiness to move around was a weakness at this event.

· Note that the totem pole (a new activity) was well noticed and very positively rated.

2. SUMMARY TABLES

TABLE 1
PROFILE OF SAMPLE

	DEMOGRAPHICS
	Average 

June 2000 to March 2001 Shows

(N = 2,905)

100%
	Average 

June 2001 to March 2002 Shows

(N = 5,046)

100%
	Festival of Lights

(N = 168)

100%

	Age

· 15-17 years old

· 18-19 years old

· 20-24 years old

· 25-34 years old

· 35-44 years old

· 45-54 years old

· 55-64 years old

· 65+ years old

· NA
	5

3

8

21

23

20

13

6

1
	3

2

6

16

24

23

16

10

0
	8

4

7

15

32

15

12

7

0

	Gender

· Male

· Female
	53

47
	47

53
	46

54

	Education

· Elementary or less

· Some high school

· Completed high school

· Some community college

· Completed community college

· Some university

· Completed university

· Completed post-graduate studies

· Other

· Refusal / Na
	1

9

22

7

18

10

23

8

1

2
	1

10

24

7

18

10

22

7

0

1
	1

10

25

5

15

7

23

12

1

1

	Occupation

· Currently employed

· Actively seeking employment

· Student

· Full-time homemaker

· Not looking for work

· Dk/Na
	63

4

11

6

13

2
	67

2

8

8

13

2
	62

4

10

7

14

5

	Visited the Canada Pavilion

· In part

· Entirely

· Average number of booths visited
	---

---

---
	72

28

3.7
	45

55

3.9

	City

· Charlottetown (Metropolitan area)

· Other

· Dk/Na
	72

27

1
	67

32

1
	36

63

1


TABLE 2
AWARENESS OF CANADA PAVILION

	
	Average 

June 2000 to March 2001 Shows

(N = 2,905)

%
	Average 

June 2001 to March 2002 Shows

(N = 5,046)

%
	Festival of Lights

(N = 168)

%

	Q2
How did you learn that the Government of Canada was participating in this exhibition? (Do not read / record all mentions)

	· Newspapers
	6
	7
	21

	· Signs / posters
	2
	2
	8

	· Word of mouth
	9
	6
	23

	· Promotion on site / walking by
	9
	17
	36

	· There every year
	3
	6
	1

	· Other sources
	6
	3
	12

	· Didn’t know / found out by accident
	66
	60
	23


TABLE 3
BOOTH CONTACTED FOR EXPLANATIONS


(Base:  visited at least one booth)
	Festival of Lights (N = 168)
	Received information

Visited at least one booth

% 1

	· Indian and Northern Affairs Canada
	37

	· Agriculture and Agri-Food Canada
	18

	· Communication Canada
	17

	· Veteran Affairs Canada
	6

	· Others
	3

	

	Average number of mentions
	1.3
	1.0
	0.8

	

	% at least one mention
	61
	60
	60


	Information learned

will be useful

(very or somewhat likely)

Total % 2
	

	Rating of information received 3
Sub-total (received information)

	
	
	Average score

(1-10)
	% top-3 boxes

	57
	58
	54
	
	8.5
	8.6
	8.5
	82
	83
	74


1
Q4a
While visiting these Government of Canada booths, did you ask for or did you receive explanations on their programs or services?

Q4b
From which Government of Canada booths did you receive explanations on their programs or services?

2
Q6a
After visiting or passing by Government of Canada booths, did you learn anything that will be useful to you in the future?  

3
Q5
Now, using a scale from 1 to 10, where 1 means “very poor” and where 10 means “excellent”, how would you rate the explanations you received on Government of Canada programs or services?  Figures based on those who received explanations.

	
	= Average June 2000 to March 2001 shows (N = 2,905)


	
	= Average June 2001 to March 2002 Shows (N = 5,046)


	
	= This event


TABLE 4
LIKES AND DISLIKES ABOUT CANADA PAVILION

	UNAIDED LIKES1
	Average

June 2000 to March 2001 Shows

(N = 2,905)

%
	Average

June 2001 to March 2002 Shows
(N = 5,046)

%
	Festival of Lights

(N = 168)

%
	UNAIDED DISLIKES2
	Average

June 2000 to March 2001 Shows

(N = 2,905)

%
	Average

June 2001 to March 2002 Shows
(N = 5,046)

%
	Festival of Lights

(N = 168)

%

	· At least one mention
	89
	80
	90
	· At least one mention
	12
	7
	15

	· Average number of mentions
	1.4
	1.1
	1.1
	· Average number of mentions
	0.13
	0.08
	0.16

	Main mentions
	Main mentions

	1. Layout, decor
	35
	25
	4
	1. Layout, decor
	2
	1
	1

	2. Nice, friendly people  
	29
	16
	7
	2. Lack of specific booths
	1
	---
	---

	3. Quality, quantity of   information
	19
	11
	1
	3. Representatives not very helpful
	---
	1
	1

	4. Computers/Internet
	9
	7
	1
	4. Information only in French
	---
	---
	---

	5. Free pins, pamphlets, etc.
	11
	8
	10
	5. Too much staff
	---
	---
	---

	6. Children’s area
	7
	8
	6
	6. Seemed expensive
	---
	---
	---

	7. Nice floor, the red carpet
	5
	5
	1
	
	
	
	

	8. Native booth
	---
	---
	52
	
	
	
	

	
	
	
	
	
	

	· Helps you to better know GOC services3
	93
	93
	90
	· Difficulties encountered4
	4
	2
	5


1
Q7
Were there things that you particularly liked while visiting or passing near Government of Canada booths?

2
Q8
Were there things that you particularly disliked while visiting or passing near Government of Canada booths? 

3
Q11
Would you say that the government of Canada participation in public events like the one held today helps you to better know the services it has available?


4
Q9
Did you encounter difficulties while visiting a Government of Canada booth? 
TABLE 5
AIDED EVALUATION OF CANADA PAVILION FEATURES

Q10
Using a scale from 1 to 10, 1 meaning “very poor” and 10 means “excellent”, what score would you give to...?
	ATTRIBUTES / FEATURES
	Mean Rating 

June 2000 to March 2001 Shows*

(Scale 1-10)

(N = 2,905)
	Mean Rating 

June 2001 to March 2002 Shows*

(Scale 1-10)

(N = 5,046)
	Festival of Lights 

(N = 168)
	
	Correlation with support for initiative

	
	
	
	
	
	

	
	
	
	 Mean rating

(Scale 1-10)

Total*
	Top-3-boxes

Total %*
	
	

	a) The relevance to you of the exhibits in the Canada Pavilion
	7.5
	7.7
	7.3
	53
	
	0.33

	b) The quality of information that can be received from Government of Canada booths
	8.5
	8.6
	8.3
	77
	
	0.22

	c) The availability of representatives of the Government of Canada booths
	9.0
	9.0
	8.9
	86
	
	0.24

	d) The politeness of representatives of the Government of Canada booths
	9.4
	9.4
	9.4
	93
	
	0.28

	e) The overall look of the Canada Pavilion
	8.9
	9.0
	8.7
	82
	
	0.22

	f) The colouring area
	8.9
	8.9
	8.7
	80
	
	0.25

	g) The spotter cards – tattoo 
	8.9
	8.7
	9.0
	87
	
	0.37

	h) Activity “Rally for National Pride” (Totem Pole)
	
	
	9.2
	90
	
	0.06

	i) The reception counter
	
	8.7
	8.9
	88
	
	0.37

	j) The easiness to move around and to find the booths that interest you
	
	9.1
	7.9
	70
	
	0.29

	k) Kids’ activities
	8.6
	8.9
	8.4
	79
	
	0.46

	
	
	
	
	
	

	Overall average score (a-e)**
	8.7
	8.7
	8.5
	78
	
	

	
	
	
	
	

	Your support for this kind of governmental initiative
	8.6
	8.7
	8.9
	84
	
	


*
Excluding Dk-Na

**
Activities (f-k) not counted in the overall score
TABLE 6
AWARENESS OF HOW TO GET FURTHER DETAILS


ON GOC SERVICES

Q12
Did you know that you can get further details on government of Canada services by (read)...
	
	Average 

June 2000 to March 2001 Shows

(N = 2,905)

%
	Average 

June 2001 to March 2002 Shows
(N = 5,046)

%
	Festival of Lights

(N = 168)

%

	· dialing the toll-free number 1-800 O‑CANADA
	46
	58
	76

	· visiting the Government of Canada Web site www.canada.gc.ca
	70
	70
	80

	· visiting the Service Canada Access centre nearest you
	65
	39
	69


TABLE 7
LIST OF SUGGESTIONS FROM RESPONDENTS

Q14
Do you have any suggestions or comments to help the Government of Canada ensure that its services, as well as its presence at events like the one held today meet your expectations?  (If yes, record)
	
	Average 

June 2000 to March 2001 Shows

(N = 2,905)

%
	Average 

June 2001 to March 2002 Shows
(N = 5,046)

%
	Festival of Lights

(N = 168)

%

	· At least one mention
	32
	28
	27

	· Average number of mentions
	0.4
	0.3
	0.3

	· Main suggestions

	· Better advertisement
	7
	5
	2

	· Make it more fun and interactive
	2
	1
	1

	· More information / brochures
	4
	4
	3

	· Better location
	3
	1
	3

	· Bigger signs
	2
	2
	0

	· Staff more dynamic and informed
	1
	1
	0

	· Others
	17
	17
	21


TABLE 8
RATING OF GOC SERVICE DELIVERY PERFORMANCE

Q15
How would you rate the Government of Canada on the following dimensions of service delivery?  Please use a 10-point scale from 1 to 10 where 1 means poor and 10 means excellent, and the mid-point 5 means neither poor nor excellent.

	
	Mean rating 

(scale 1-10)
	Top-3-boxes

Total*

%
	Gave a rating 

%

	1) Being innovative
	6.9
	46
	95

	2) Being reliable
	6.9
	42
	95

	3) Being accessible
	7.6
	63
	95

	4) Being respectful
	7.7
	66
	95


*
Excluding Dk/Na.

TABLE 9
ANTICIPATED EVOLUTION OF CONTACTS WITH THE GOC
Q16
In the future, do you think you will have more contact, less contact, or about the same amount of contact with the Government of Canada using…

	
	More 

Contact

%
	Less 

Contact

%
	The same amount

of contact

%
	Dk/Na

%

	1) The telephone
	32
	13
	53
	2

	2) The Internet
	49
	7
	38
	7

	3) 1-800 numbers
	35
	12
	49
	4

	4) In person services outlets
	23
	21
	46
	10

	5) Mail
	17
	29
	47
	7

	6) Computerized kiosks
	35
	17
	38
	11


APPENDIX  -  QUESTIONNAIRE
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SELECTION
Final version

*  FESTIVAL OF LIGHTS  *

June 28 to July 1st, 2002

CHARLOTTETOWN (PEI)
Hello / Good evening.  My name is _____________ from ______________, an independent research firm.  We are conducting a survey on behalf of the Government of Canada to gather visitors’ opinions on the Canada Pavilion.

Participation in this survey is completely voluntary and is not related to your eligibility to one or the other of the government programs and services highlighted during this event.

All your answers will remain confidential and will be combined with those of other respondents in order to get a global picture. Surveys such as this one help the Government of Canada ensure that its services and programs as well as its presence at public events meet the expectations of Canadians.

Qa
The interview will last only 5 minutes.  May I take a moment of your time to ask you some qualifying questions in order to verify if you are eligible to answer our survey?

· If respondent accepts
(
CONTINUE 
· If respondent refuses
(
DO NOT INSIST.  Thank respondent and go to another candidate
· If the respondent is part of a group (2 or more), choose the person with the nearest birthday

Qb
Can you tell me if you or a member of your family works for...?

	
	NO
	YES
	

	List of jobs / incompatible activities

	1.
A marketing research firm or advertising agency

	(   )
	(   )
	THANK AND CONCLUDE

	2.
The federal or provincial government

	(   )
	(   )
	

	3.
A firm related to exhibitions or fairs

	(   )
	(   )
	

	4.
The media, such as TV, radio or newspaper

	(   )
	(   )
	


Qc
Did you have the time to visit the Canada Pavilion, even if only quickly?

	· YES

	(   )
	· NO

	(   )
	THANK AND INVITE TO ANSWER LATER ON


Qd
What is your age group?  (Read / If not in the group targeted [15 +], CONCLUDE)
	· 15-17 years old
 (   )
	· 25-34 years old
 (   )
	· 55-64 years old
 (   )

	· 18-19 years old
 (   )
	· 35-44 years old
 (   )
	· 65 years old +
 (   )

	· 20-24 years old
 (   )
	· 45-54 years old
 (   )
	


We would like you to participate in our survey.  The interview will last approximately 5 minutes.

· Direct the respondent to the appropriate area to administer the interview.

· If the respondent is accompanied : We would like the answers to be truthful and personal.  This is why it would be preferable for us to be alone for a few minutes.
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QUESTIONNAIRE
Final version

*  FESTIVAL OF LIGHTS  *

June 28 to July 1st, 2002

CHARLOTTETOWN (PEI)
Q1
Have you just arrived or have you visited the Canada Pavilion in part or almost entirely?

	· Just arrived

	(   )1
	THANK AND TERMINATE

	· Visited in part

	(   )2
	

	· Visited entirely

	(   )3
	


Q2
How did you learn that the Government of Canada was participating in this exhibition?  (DO NOT READ / RECORD ALL MENTIONS)
	· Newspapers

	(   )1

	· Signs

	(   )2

	· Word of mouth

	(   )3

	· Promotion on site

	(   )4

	· Other sources (specify:  _____________________________) 
	(   )8

	· Didn’t know / found out by accident

	(   )9


Q3
In the Canada Pavilion, how many booths have you visited today (whether or not you spoke to a representative)?

	RECORD:
	
	IF NONE VISITED, GO TO Q6a


Q4a
If at least one visited, ASK:  While visiting Government of Canada booths, did you ask or receive any explanations on their programs or services?

	· Yes

	(   )1
	

	· No

	(   )2
	GO TO Q6a

	· Dk/Na

	(   )9
	


Q4b
From which Government of Canada booths did you receive explanations on their programs or services?  (Record all mentions)
1.
_____________________________________________________________________________________

2.
_____________________________________________________________________________________

3.
_____________________________________________________________________________________

4.
_____________________________________________________________________________________

5.
_____________________________________________________________________________________

6.
_____________________________________________________________________________________

7.
_____________________________________________________________________________________

8.
_____________________________________________________________________________________

Q5
Now, using a scale from 1 to 10, where 1 means “very poor” and 10 means “excellent”, how would you rate the explanations you received on Government of Canada programs or services?

	Very poor
Excellent

	1
	2
	3
	4
	5
	6
	7
	8
	9
	10


Q6a
After visiting or passing by Government of Canada booths, did you learn anything that would (READ) be useful to you in the future?  

	· Very likely

	(   )1
	Q6b
If yes, what did you learn?  (Record)

_________________________________________



	· Somewhat likely

	(   )2
	

	· Somewhat unlikely

	(   )3
	

	· Very unlikely

	(   )4
	

	· Dk/Na

	(   )9
	


Q7
Were there things that you particularly liked while visiting or passing near Government of Canada booths?  (Probe and record)
	

	


Q8
Were there things that you particularly disliked while visiting or passing near Government of Canada booths?  (Probe and record)
	

	


Q9
Did you encounter difficulties while visiting a Government of Canada booth?  (If yes, record)
RECORD:  ________________________________________________________________________

      ________________________________________________________________________

	· No

	(   )8

	· Dk/Na

	(   )9


Q10
Using a scale from 1 to 10, where 1 means “very poor” and 10 means “excellent”, what score would you give to...? (READ IN ROTATION)
	READ IN ROTATION
	RECORD

(Score from 1 to 10)
	Dk/Na

	a) The relevance to you of the exhibits in the Canada Pavilion
	
	(

	b) The quality of information that can be received from Government of Canada booths
	
	(

	c) The availability of representatives of the Government of Canada booths
	
	(

	d) The politeness of representatives of the Government of Canada booths
	
	(

	e) The overall look of the Canada Pavilion
	
	(

	f) The colouring area
	
	(

	g) The spotter cards – tattoo
	
	(

	h) Activity “Rally for National Pride” (Totem pole)
	
	(

	i) The reception counter
	
	(

	j) The easiness to move around and to find the booths that interest you
	
	(

	k) Kids’ activities 
	
	(


Q10l)
And using a scale from 1 to 10, where 1 means “very low” and 10 means “very high”, what is...? 

	· Your support for this kind of governmental initiative
	
	(


Q11
Would you say that the Government of Canada’s participation in public events like the one held today helps you to better know the services it has available?

	· Yes

	(   )1  

	· No

	(   )2

	· Dk/Na

	(   )9


Q12
Did you know that you can get further details on Government of Canada services by (read)...

	
	Yes
	No
	Dk/Na

	· dialing the toll-free number 1-800 O-CANADA
	(   )1
	(   )2
	(   )9

	· visiting the Government of Canada Web site www.canada.gc.ca
	(   )1
	(   )2
	(   )9

	· visiting the Service Canada Access Centre nearest you
	(   )1
	(   )2
	(   )9


Q13a
Do you recall having seen an advertisement in your local newspaper on the presence of the Canada Pavilion at the Festival of Lights?

	· Yes

	(   )1  
	

	· No

	(   )2
	GO TO Q14

	· Dk/Na

	(   )9
	


Q13b
Did this advertisement encourage you to come and visit the Canada Pavilion?  (Read)
	· A lot

	(   )1  

	· Somewhat

	(   )2

	· Not at all

	(   )3

	· Dk/Na

	(   )9


Q14
Do you have any suggestions or comments to help the Government of Canada ensure that its services, as well as its presence at events like the one held today meet your expectations?  (If yes, record)
RECORD:  _________________________________________________________________________________

     __________________________________________________________________________________

	· No

	(   )8

	· Dk/Na

	(   )9


The following two questions ask about your opinion on service delivery by the government of Canada, in general.
Q15
How would you rate the Government of Canada on the following dimensions of service delivery?  Please use a 10-point scale from 1 to 10 where 1 means poor and 10 means excellent, and the mid-point 5 means neither poor nor excellent.

	
	Poor
Neither
Excellent
	Dk/Na

	1) Being innovative
	(   )1
	(   )2
	(   )3
	(   )4
	(   )5
	(   )6
	(   )7
	(   )8
	(   )9
	(   )10
	(   )99

	2) Being reliable
	(   )1
	(   )2
	(   )3
	(   )4
	(   )5
	(   )6
	(   )7
	(   )8
	(   )9
	(   )10
	(   )99

	3) Being accessible
	(   )1
	(   )2
	(   )3
	(   )4
	(   )5
	(   )6
	(   )7
	(   )8
	(   )9
	(   )10
	(   )99

	4) Being respectful
	(   )1
	(   )2
	(   )3
	(   )4
	(   )5
	(   )6
	(   )7
	(   )8
	(   )9
	(   )10
	(   )99


Q16
In the future, do you think you will have more contact, less contact, or about the same amount of contact with the Government of Canada using…

	
	More contact
	Less contact
	The same amount

of contact
	Dk/Na

	1) The telephone
	(   )1
	(   )2
	(   )3
	(   )9

	2) The Internet
	(   )1
	(   )2
	(   )3
	(   )9

	3) 1-800 numbers
	(   )1
	(   )2
	(   )3
	(   )9

	4) In person services outlets
	(   )1
	(   )2
	(   )3
	(   )9

	5) Mail
	(   )1
	(   )2
	(   )3
	(   )9

	6) Computerized kiosks
	(   )1
	(   )2
	(   )3
	(   )9


I WOULD NOW LIKE TO ASK YOU A FEW QUESTIONS FOR STATISTICAL PURPOSES...
Q17
What is the highest level of schooling that you have achieved?  (READ)
	· Elementary or less

	(   )01

	· Some high school

	(   )02

	· Completed high school

	(   )03

	· Some community college

	(   )04

	· Completed community college

	(   )05

	· Some university

	(   )06

	· Completed university

	(   )07

	· Completed post-graduate studies

	(   )08

	· Other (specify) ____________________________
	(   )90

	· Refusal / Na

	(   )99


Q18
If you are currently employed, what is your primary occupation?

RECORD:  ___________________________________________

	· Actively seeking employment

	(   )1

	· Student

	(   )2

	· Full-time homemaker

	(   )3

	· Not looking for work

	(   )4

	· Dk/Na

	(   )9


Q19
In which city do you live?

RECORD:  ______________________

Q20
Record gender:

	· Male

	(   )1

	· Female

	(   )2


	In order for my work as an interviewer to be verified, may I have your first name and a telephone number where you can be reached.  This optional information, like your answers to this questionnaire, will solely be used for the purpose of this study and will remain confidential.
First name: ______________   Telephone:  _______________   Day:  ___________
Time:  ________


Interviewer (signature):  ________________________




	
THANK YOU VERY MUCH!  YOUR PARTICIPATION IS HIGHLY APPRECIATED!



SÉLECTION
Version finale

*  FESTIVAL OF LIGHTS  *

28 juin au 1er juillet 2002

CHARLOTTETOWN (IPE)
Bonjour / Bonsoir.  Je suis _____________ de ______________, une firme indépendante de sondages.  Nous avons été mandatés par le gouvernement du Canada pour recueillir les points de vue des visiteurs sur le Pavillon du Canada.

La participation à ce sondage est tout à fait volontaire et n’a aucun lien avec votre admissibilité à l’un ou l’autre des programmes et services gouvernementaux mis de l’avant au cours de cet événement.

Toutes vos réponses demeureront confidentielles et seront combinées à celles des autres répondants afin d’avoir un portrait d’ensemble.  Des sondages comme celui-ci aident le gouvernement du Canada à s’assurer que ses services et programmes ainsi que sa présence à des événements publics satisfont aux attentes des Canadiens.

Qa
L’entrevue ne dure que 5 minutes.  Puis-je prendre une minute de votre temps pour vous poser quelques questions afin de vérifier si vous pouvez répondre à notre sondage?

· Si le répondant accepte
(
CONTINUEZ
· Si le répondant refuse
(
NE PAS INSISTER.  Remerciez et passez à un autre candidat
· Si le répondant fait partie d’un groupe (2 ou plus), choisir le répondant parmi ce groupe dont l’anniversaire à venir est le plus rapproché d’aujourd’hui

Qb
Pourriez-vous me dire si vous ou un membre de votre famille travaillez pour...?

	
	NON
	OUI
	

	Liste des emplois / activités incompatibles

	1.
Une agence de recherche de marketing, publicité

	(   )
	(   )
	REMERCIER ET TERMINER

	2.
Le gouvernement fédéral ou provincial

	(   )
	(   )
	

	3.
Une firme reliée aux expositions ou aux foires

	(   )
	(   )
	

	4.
Un média tel que TV, radio ou journal

	(   )
	(   )
	


Qc
Avez-vous eu le temps de visiter le Pavillon du Canada, ne serait-ce que rapidement?

	· OUI

	(   )
	· NON

	(   )
	REMERCIER ET INVITER À RÉPONDRE PLUS TARD


Qd
Quel est votre groupe d’âge?  (Lire / Si non dans le groupe ciblé [15 +], TERMINER)
	· 15-17 ans
 (   )
	· 25-34 ans
 (   )
	· 55-64 ans
 (   )

	· 18-19 ans
 (   )
	· 35-44 ans
 (   )
	· 65 ans +
 (   )

	· 20-24 ans
 (   )
	· 45-54 ans
 (   )
	


Nous aimerions que vous participiez à notre sondage.  L’entrevue durera environ 5 minutes.

· Amener le répondant à l’endroit approprié pour administrer l’entrevue.

· Si le répondant est accompagné : Nous aimerions que les réponses soient franches et personnelles.  C’est pourquoi il serait préférable que vous soyez seul pour quelques minutes.


QUESTIONNAIRE
Version finale

*  FESTIVAL OF LIGHTS  *

28 juin au 1er juillet 2002

CHARLOTTETOWN (IPE)
Q1
Venez-vous juste d’arriver ou avez-vous visité le Pavillon du Canada en partie ou presque au complet?

	· Juste d’arriver

	(   )1
	REMERCIER ET TERMINER

	· Visité en partie

	(   )2
	
	

	· Visité au complet

	(   )3
	
	


Q2
Comment avez-vous appris que le gouvernement du Canada participait à cette exposition?  (NE PAS LIRE / ENREGISTRER TOUTES LES MENTIONS)
	· Journaux

	(   )1

	· Signalisation

	(   )2

	· Bouche à oreille

	(   )3

	· Promotion sur les lieux

	(   )4

	· Autres sources (préciser : ____________________________) 
	(   )8

	· Ne le savait pas / découvert par hasard

	(   )9


Q3
Combien de stands dans ce Pavillon du Canada avez-vous visité aujourd’hui (que vous ayez parlé ou non avec un représentant)?

	INSCRIRE :
	
	SI AUCUN VISITÉ, PAQ 6a


Q4a
Si au moins un visité, demander : En visitant des stands du gouvernement du Canada, avez-vous demandé ou reçu des explications sur leurs programmes ou leurs services?

	· Oui

	(   )1
	

	· Non

	(   )2
	PAQ 6a

	· Nsp/Nrp

	(   )9
	


Q4b
Auprès de quels stands du gouvernement du Canada avez-vous obtenu des explications sur leurs programmes ou services?  (Inscrire toutes les réponses)
1.
_____________________________________________________________________________________

2.
_____________________________________________________________________________________

3.
_____________________________________________________________________________________

4.
_____________________________________________________________________________________

5.
_____________________________________________________________________________________

6.
_____________________________________________________________________________________

7.
_____________________________________________________________________________________

8.
_____________________________________________________________________________________

Q5
Maintenant, quelle note de 1 à 10, 1 voulant dire « très mauvais » et 10 « excellent », donnez-vous aux explications que vous avez reçues sur des programmes ou des services du gouvernement du Canada?

	Très mauvais
Excellent

	1
	2
	3
	4
	5
	6
	7
	8
	9
	10


Q6a
En visitant ou en passant près des stands des ministères et agences du gouvernement du Canada, avez-vous appris des choses qui vous seraient (LIRE) utiles à l’avenir? 

	· Très probablement

	(   )1
	Q6b
Si oui, qu’avez-vous appris?  (Inscrire)
_________________________________________



	· Assez probablement

	(   )2
	

	· Plutôt improbablement

	(   )3
	

	· Très improbablement

	(   )4
	

	· Nsp/Nrp

	(   )9
	


Q7
Y a-t-il des choses qui vous ont particulièrement plu en visitant ou en passant près des stands du gouvernement du Canada?  (Sonder et inscrire)
	

	


Q8
Y a-t-il des choses qui vous ont particulièrement déplu en visitant ou en passant près des stands du gouvernement du Canada?  (Sonder et inscrire)
	

	


Q9
Avez-vous rencontré des difficultés lors de votre visite à un stand du gouvernement du Canada?  (Si oui, inscrire)
INSCRIRE : _________________________________________________________________________________

        _________________________________________________________________________________

	· Non

	(   )8

	· Nsp/Nrp

	(   )9


Q10
En utilisant une échelle de 1 à 10, 1 voulant dire « très mauvais » et 10 « excellent », quelle note donnez-vous à...?  (LIRE EN ROTATION)
	LIRE EN ROTATION
	INSCRIRE

(Note de 1 à 10)
	Nsp/Nrp

	a) La pertinence des stands dans le Pavillon du Canada
	
	(

	b) La qualité de l’information qu’on peut obtenir aux stands du gouvernement du Canada
	
	(

	c) La disponibilité des représentants aux stands du gouvernement du Canada
	
	(

	d) La courtoisie des représentants aux stands du gouvernement du Canada
	
	(

	e) L’apparence visuelle générale du Pavillon du Canada
	
	(

	f) L’aire de coloriage
	
	(

	g) Les cartes-tatouages
	
	(

	h) Activité « Un appel à la fierté » (Mât totémique)
	
	(

	i) Le comptoir d’accueil
	
	(

	j) La facilité à circuler et à repérer les stands qui vous intéressent
	
	(

	k) Les activités pour les enfants
	
	(


Q10l)
Et en utilisant une échelle de 1 à 10, 1 voulant dire « très faible » et 10 « très élevé », quel est...

	· Votre appui à ce genre d’initiative gouvernementale
	
	(


Q11
Diriez-vous que la participation du gouvernement du Canada à des événements publics comme celui d’aujourd’hui vous aide à mieux connaître ses services offerts à la population?

	· Oui

	(   )1  

	· Non

	(   )2

	· Nsp/Nrp

	(   )9


Q12 
Saviez-vous que vous pouvez obtenir plus de détails sur les services du gouvernement du Canada en (lire)...

	
	Oui
	Non
	Nsp/Nrp

	· composant le numéro sans frais 1-800 O-CANADA
	(   )1
	(   )2
	(   )9

	· en visitant le site Web du gouvernement du Canada site www.canada.gc.ca
	(   )1
	(   )2
	(   )9

	· en visitant le Centre d’accès Service Canada le plus près
	(   )1
	(   )2
	(   )9


Q13a
Vous souvenez-vous d’avoir vu une annonce publicitaire dans votre journal local sur la présence du Pavillon du Canada au Festival of Lights?

	· Oui

	(   )1  
	

	· Non

	(   )2
	PAQ 14

	· Nsp/Nrp

	(   )9
	


Q13b
Est-ce que l’annonce publicitaire vous a incité à venir visiter le Pavillon du Canada?  (LIRE)
	· Beaucoup

	(   )1  

	· Un peu

	(   )2

	· Pas du tout

	(   )3

	· Nsp/Nrp

	(   )9


Q14
Avez-vous des suggestions ou des remarques pour aider le gouvernement du Canada à s’assurer que ses services ainsi que sa présence à des événements comme celui d’aujourd’hui répondent à vos attentes?  (Si oui, inscrire)
INSCRIRE : ________________________________________________________________________

        _________________________________________________________________________

	· Non

	(   )8

	· Nsp/Nrp

	(   )9


Les deux questions qui suivent concernent la prestation des services du gouvernement du Canada, en général.
Q15
Sur une échelle de 1 à 10 (1 représentant la note la plus faible, 5 la note médiane et 10 la note la plus élevée), diriez-vous que pour ce qui touche à la prestation des services, le gouvernement du Canada se montre…

	
	Faible
Médiane
Élevée
	Nsp/Nrp

	1) Novateur
	(   )1
	(   )2
	(   )3
	(   )4
	(   )5
	(   )6
	(   )7
	(   )8
	(   )9
	(   )10
	(   )99

	2) Sérieux
	(   )1
	(   )2
	(   )3
	(   )4
	(   )5
	(   )6
	(   )7
	(   )8
	(   )9
	(   )10
	(   )99

	3) Accessible
	(   )1
	(   )2
	(   )3
	(   )4
	(   )5
	(   )6
	(   )7
	(   )8
	(   )9
	(   )10
	(   )99

	4) Respectueux
	(   )1
	(   )2
	(   )3
	(   )4
	(   )5
	(   )6
	(   )7
	(   )8
	(   )9
	(   )10
	(   )99


Q16
Pour vos communications futures avec le gouvernement du Canada, recourrez-vous dorénavant davantage, moins ou à peu près autant…

	
	Davantage
	Moins
	À peu près autant
	Nsp/Nrp

	1) Au téléphone
	(   )1
	(   )2
	(   )3
	(   )9

	2) À l’Internet
	(   )1
	(   )2
	(   )3
	(   )9

	3) Aux numéros 1-800
	(   )1
	(   )2
	(   )3
	(   )9

	4) Aux centres de services
	(   )1
	(   )2
	(   )3
	(   )9

	5) À la poste
	(   )1
	(   )2
	(   )3
	(   )9

	6) Aux comptoirs de service informatisés
	(   )1
	(   )2
	(   )3
	(   )9


ENFIN POUR TERMINER ET NOUS AIDER À COMPLÉTER NOS STATISTIQUES...
Q17
Quel est le niveau de scolarité le plus élevé que vous ayez atteint?  (LIRE)
	· Élémentaire ou moins

	(   )01

	· Partie secondaire

	(   )02

	· Secondaire complété

	(   )03

	· Partie collège / cégep

	(   )04

	· Collège / cégep complété

	(   )05

	· Partie universitaire

	(   )06

	· Université complétée

	(   )07

	· Études post-universitaires complétées

	(   )08

	· Autre (préciser) ___________________________
	(   )90

	· Refus / Nrp

	(   )99


Q18
Quelle est votre occupation principale en ce moment, si vous occupez un emploi?

INSCRIRE : ___________________________________________

	· À la recherche active d’un emploi

	(   )1

	· Étudiant

	(   )2

	· À la maison à temps plein

	(   )3

	· Ne recherche pas un emploi

	(   )4

	· Nsp/Nrp

	(   )9


Q19
Dans quelle ville habitez-vous?

INSCRIRE : ______________________

Q20
Enregistrer le sexe :

	· Homme

	(   )1

	· Femme

	(   )2


	Afin qu’on puisse vérifier mon travail d’intervieweur, pourrais-je avoir votre prénom et le numéro de téléphone où vous rejoindre.  Ces renseignements facultatifs, tout comme vos réponses à ce questionnaire, ne seront utilisés qu’aux fins de cette recherche et demeureront confidentiels.
Prénom : _________________   Téléphone : _______________   Jour : ___________
Heure : ________


Intervieweur (signature) : ________________________




	
MERCI BEAUCOUP!  VOTRE PARTICIPATION EST TRÈS APPRÉCIÉE!
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