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Executive Summary

Six focus groups were held in Toronto on May 20 and 21 with 62 participants attending.  The objectives of the focus groups were to test, in depth, the perceptions of the GTA public on the response and visibility of the Government of Canada (GOC); to aid individual departments in determining the need to advertise their current services and actions in dealing with SARS and post-SARS implications in the GTA; and to test the depth and significance of any underlying perception among GTA residents of neglect by the Government of Canada. Interestingly, few differences in opinion emerged from the discussions between 416 area code and 905 code residents.  It must also be noted that the groups were held prior to the second outbreak of SARS cases in the GTA.

General Reaction to SARS

Most participants considered that public concern about the threat of SARS from a health perspective was not as intense as it had been earlier in the year.

Participants’ personal reactions to SARS included:

· avoiding visiting the Toronto downtown core in order to seek employment;

· concern that screening at airports was not effective in ensuring that persons entering Canada are not carrying SARS; 

· washing their hands more often;
· wrapping paper towels around the doors of public washrooms;

· wearing masks when visiting the emergency ward of a hospital; 

· staying away from school while experiencing cold symptoms; 

· avoiding crowded places such as bars and restaurants, and in particular, buffet restaurants serving Asian food.

Economic versus Health Risk

Participants generally indicated that SARS is currently more of an economic issue than a health issue.  Some examples of the economic “fall-out” from SARS included the following:

· reduced business for establishments catering to seniors;

· reduced business travel to Toronto from the United States;

· development of SARS contingency plans for large Toronto companies, providing their employees with facilities needed to work from home;

· cancelled conferences slated for November and December;
· reduced pedestrian traffic and tour buses in primary tourist attraction areas;

· reduced traffic in major shopping malls (Yorkdale and Pacific Malls);
· lay offs for large of numbers of hospitality industry (hotel and restaurant workers);

· Participants reported that hotel and restaurant owners are obliged to offer substantial discounts to win back business.

Responsiveness of Various Levels of Government

Generally, participants were more favourable in their comments about the municipal and provincial response to SARS than the Government of Canada’s response. In particular, the Medical Officer of Health was praised for her efforts in providing the public with SARS updates on a daily basis.  The provincial government and, specifically Tony Clement, received good marks for their response to the SARS situation.

While participants praised the GOC for imposing more checks on air passengers entering Canada from countries where SARS is present, they thought that the checks and balances were not stringent enough.  Some said the GOC should have been better informed about the danger of SARS much earlier.  Some participants also said that the Prime Minister’s luncheon in the Mandarin Restaurant in Toronto was a “photo op” which showed the insincerity of a political gesture rather than a genuine concern for how Toronto is coping with SARS. 

Disenfranchisement/Neglect

	The Federal Government has a tendency to leave Toronto to its own devices.  We don’t get any money.  We generate massive amounts of wealth for this country and when it comes right down to it they just leave us hanging.  The SARS incident is just one more nail in the cross as far as I’m concerned. (416 Area Code—Greater Than High School Focus Groups)  


Participants felt that Canadians generally, and the GOC more specifically, tended to disregard Toronto for a number of reasons:

· The GOC regards Toronto as a rich centre that can fund its own solutions to crises such as SARS.

· The GOC takes for granted the revenue generated by Toronto that feeds directly into the Canadian economy.

· A lack of interest shown by the Prime Minister (on vacation at the outbreak of SARS) and the Minister of Health demonstrated that the GOC was uncaring and uninformed about SARS.

· GOC leaflets were viewed as an inadequate response to SARS. 

· The GOC’s reduction in Ontario healthcare budget over the past few years has left the Ontario government with insufficient funds to deal with SARS.  

	(If it were in Quebec), you would see a whole different ball game.  I hate to say it, but that’s how I feel.  (905 Area Code—High School and Less)


Toronto Versus Other Cities

Most participants considered that the Government of Canada treats other cities better than Toronto, citing examples of help provided to other cities in similar situations. They believed that Toronto is not on the radar screen for GOC programs, services and initiatives and that the GOC takes political support for granted.

Recall of Provincial and GOC Ads

Participants were shown two print advertisements, one released by the Government of Ontario on April 16th, and another, released by the Government of Canada on May 10th.  Most knew that the Government of Ontario advertisement was sponsored by the provincial government.  A few participants recalled seeing the advertisement in the Metro and Toronto Star newspapers.  Only one participant recalled seeing the advertisement sponsored by the Government of Canada.

Conclusions and Recommendations

The findings of the six focus groups affirmed Communications Canada’s beliefs about a sense of disenfranchisement amongst GTA residents vis-à-vis the Government of Canada’s activities in the 416 and 905 regions.  Focus group participants perceived a strong lack of concern on the part of the Government of Canada regarding the interests of the GTA community on most issues.  They felt that the Government of Canada does not respect or recognize the GTA’s contributions to the Canadian economy, and does not appreciate the critical role Toronto plays in making Canada a successful country.  

· Communications Canada should quantify the attitudes and opinions of 905 and 416 area code residents concerning their sense of disenfranchisement vis-à-vis the GOC and to identify the most appropriate medium for communicating with GTA residents.  

· The GOC must develop a long-term strategy to improve overall awareness about the wide array of GOC programs and services offered to GTA residents and initiatives that are specifically targeted to the region.  

· Consistent messaging packages should be developed to ensure that all departments’ communications are aligned with the GOC’s overall communications objectives in the region. 

· As an interim measure, the GOC must adopt a new approach to its print advertising on key issues.  Advertisements must be eye catching and specific to the audience of the publication in which the advertisements will be run. 

1.  Background and Objectives

GPC Research understands the importance of conducting research that will ultimately aid Communication Canada (CC) to communicate about Government of Canada (GOC) initiatives with respect to the Severe Acute Respiratory Syndrome (SARS) crisis in the Greater Toronto Area (GTA).

The need for this communication activity has resulted from a perception, held by some GTA residents, that the federal government has not adequately demonstrated its support for the city of Toronto.  There is the potential that the GOC could alienate GTA residents if the numerous initiatives it has undertaken and is slated to undertake with respect to SARS are not communicated effectively with Canadians as a whole, but more specifically with the more than five million GTA residents.  

The GOC is not without its “hard core” critics, in the form of John Barber and Linda Williamson in the Globe and Sun respectively, who have been less than supportive of the GOC in the past on this and other issues.  Political parties, notably Jack Layton, Leader of the federal NDP, have also recently criticized the Government of Canada.

Recent research done by CC has indicated that Toronto residents have had a higher level of dissatisfaction among all respondents with the effectiveness of federal involvement in addressing even the health-related aspects of the issue.

Recent responses to this issue, including moving the April 29th Cabinet meeting to Toronto, the May 2 Prime Minister's Office news release outlining the comprehensive initiatives undertaken by the Government of Canada to address the issues of SARS in Canada and the May 10 advertising campaign by the GOC, are not viewed as significant and did not receive much pick-up in the news media.

In light of the above, CC has engaged the services of GPC Research to conduct a series of focus groups with GTS residents in order to :

· test, in depth, the perceptions of the GTA public on the response and visibility of the Government of Canada; 

· aid individual departments in determining the need to advertise their current services and actions in dealing with SARS and post-SARS implications in the GTA; and 

· test the depth and significance of any underlying perception among GTA residents of neglect by the federal government. 

2.  Methodology

GPC Research conducted six focus groups with a cross-section of the GTA population on May 20 and 21.  A summary of the locations and the participants is as follows (a detailed demographic profile is found in Appendix A):
	Location
	Date
	# of Participants
	Group
	Characteristics

	Toronto


	May 20
	11
	416 area code
	High school and less

	
	
	12
	416 area code
	Greater than high school

	
	
	9
	416 area code
	High school and less

	Toronto
	May 21
	14
	416 area code
	Greater than high school

	
	
	9
	905 area code
	High school and less

	
	
	7
	905 area code
	Greater than high school

	Total
	                 62


GPC Research developed a Recruiting Guide (see Appendix B) in cooperation with the Project Authority in order to recruit participants with a distinct mix of stated characteristics.  Candidates were recruited from the GPC Research field facility, and were chosen based on the following:

· education level

· residents of 416 area code

· residents of 905 area code.

Participants were excluded from the group for the following reasons:

· have attended a focus group, one-on-one or in-depth interview in the previous 12 months;

· currently work in market research, marketing, advertising or media; or

· currently work within the Government of Canada or a Crown Corporation.

A  Moderator’s Guide, developed by GPC Research and the Project Authority, was used to guide each focus group and to identify important topics that needed to be discussed in order to meet the objectives of the research project (see Appendix C).   The focus group sessions were approximately 1.5 hours in length.  

Within each group, the moderator mentioned the following:

· the purpose of the focus group;

· the audio-taping and video-taping of the discussion;

· the confidentiality of their comments;

· the need for open participation and discussion; and

· the presence of a one-way mirror and the presence of observers in the adjacent room.

3. Key Findings

Key findings are detailed in the paragraphs which follow.  Interestingly, few differences in opinions emerged from the discussions between 416 area code and 905 code residents.  It was clear that 905 area code residents considered themselves to be part of Toronto with respect to the ongoing threat of SARS, because many respondents commuted to downtown Toronto to work and others said one of the infected hospitals was in their area.

People from Mississauga go to downtown Toronto to work.  (905 Area Code—Less Than High School Group)

It must also be noted that the groups were held prior to the second outbreaks of SARS cases in the GTA.

3.1 General Reaction to SARS

When asked by the moderator whether or not SARS is still a “hot topic”, most participants considered that public concern about the threat of SARS was not as intense as it had been earlier in the year.

The general public I think is comfortable now with the idea of SARS but I think the medical profession is still very much aware that it’s there and it can pop up at any time. (905 Area Code—Greater Than High School Group)

Some participants noted that, while SARS was still a concern to them, media coverage had lessened considerably in May from the level of coverage in April.  These respondents felt that the media had lost interest in SARS somewhat once several days had elapsed with no new SARS cases being discovered.  With less media attention being paid to SARS, their level of interest or concern also lessened.

The perception came from the fact that whenever a news broadcast was made it was always made in front of a hospital and all the nurses and doctors were all wearing masks.  If they had pointed the camera in the opposite direction you see people walking up and down the street without any masks.  So everywhere around the world all they were seeing was people wearing masks. (905 Area Code—Greater Than High School Group)

The news media seemed to be going after the West Nile Virus so it goes from one to another and we forget so quickly.  (416 Area Code—Lesser Than High School Group)

Participants’ personal reaction to SARS ranged from being sufficiently afraid of SARS to avoid visiting the Toronto downtown core in order to seek employment to being relatively unconcerned.  Some participants were afraid that Canada would never be truly SARS free while other participants were confident that SARS had already been brought under control.

I am (worried about looking for a job downtown).  I don’t think they will ever stop SARS from spreading because people who have SARS and survive they are carrying the germs as a carrier so they will just infect other people. (905 Area Code—Less Than High School Group)

Yes, there’s been some problems but in my own mind I don’t think it’s out of control.  (905 Area Code—Less Than High School Group)
A few participants noted they had not had any doctor’s appointments cancelled due to possibility of contracting SARS.  Between these two extremes were participants who, while being relatively unconcerned by SARS at first, became more concerned as the number of reported cases increases.  One such participant reported that, had the number of Toronto SARS cases increased beyond 150, he would have moved himself and his son into his cottage and worked from there until he was convinced that SARS had been brought under control.

I was this close to packing up my kid and leaving the city.  It was 120 cases reported and if you looked at how that rolled there was 7 and then 14 and then 25 and then 75 and then 100 and around about 100 if you go past 100 you’ve gone into the general population and it doesn’t really matter what they say.  At about 120 it started to level off and die back.  If it had gone around 150 I would have been out of town. (416 Area Code—Greater Than High School Groups)

Some participants noted that they were reminded of the SARS threat when they had occasion to visit a hospital.  Screening procedures such as being required to fill out a form and having ones’ temperature taken were cited as examples of procedures that reminded participants of the SARS hazard.  Participants also noted that, from their observations during hospital visits, nursing staff appeared to be physically exhausted.

I do work in hospitals as a standardized patient and we still go through the rigmarole with sterilizing the hands and signing papers and all that and you do that when you go in and you do that when you come out. (905 Area Code—Greater Than High School Group)

My niece is an intensive care nurse and those people are so exhausted and the hospitals are definitely not back into “normal” whatever that is…I agree with you that in terms of the general population that the bubble has certainly died down. (416 Area Code—Greater Than High School Groups)
Some participants considered that SARS was all the more of a threat because it could not be seen, was highly contagious and antibiotics did not seem to be effective in treating patients who had contracted the virus.  

By the way the two medications that they do give do not do any good.  They first started giving them antibiotics but they don’t make any difference.  (416 Area Code—Less Than High School Groups)

Whenever you see people coughing and stuff like that you kind of get worried yourself.  It's like a weapon that you can’t see but it’s there.  (416 Area Code—Less Than High School Groups)
Other participants also expressed concern that screening at airports was not effective in ensuring that persons entering Canada are not carrying SARS.  One participant cited the example of a relative who had not been screened on entering Canada despite exhibiting obvious cold and flu symptoms.

I know somebody who just went to Los Vegas and she came back.  When she went she was coughing a storm and was really sick with a cold.  Nobody stopped her at the customs.  They saw she was coughing and they let her go.  (905 Area Code—Less Than High School Group)
Participants also noted that their own business contacts were purposely declining to visit Toronto from other countries, and in particular the United States, due to the threat of SARS.  One participant expressed the view that news media had inflated the SARS threat by exaggerating the proportion of SARS cases in the population and the impact of the virus on the city. 

The perception came from the fact that whenever a news broadcast was made it was always made in front of a hospital and all the nurses and doctors were all wearing masks.  (905 Area Code—Greater Than High School Group)
Some participants had also observed that subway riders who coughed were avoided by other passengers who were afraid of possible SARS symptoms.  One Asian participant said that during the “height” of SARS, people avoided sitting next to her on the subway.

When you go on the subway and you have a cold and you even start coughing, you see people running away from you.  (416 Area Code—Less Than High School Group)
Also top-of-mind for some participants was the down-turn in business incurred by airlines and local restaurants, which lost income from European and U.S. tourists who had avoided Toronto as a holiday destination due to the SARS threat.  One participant reported that a relative from Ireland had been advised by the Irish authorities not to visit Toronto due to SARS.  

Another participant reported that a Toronto restaurant manager had personally thanked them for dining in his restaurant.  Similarly, another participant noted that businesses whose customer base was primarily drawn from seniors were particular hard hit.

(There has been) a tremendous impact on the restaurant business.  People simply stopped going out. (905 Area Code—Greater Than High School Group)

We have a neighbour who was expecting a niece from Ireland to visit and the niece was advised not to come to Toronto by the Irish authorities. (905 Area Code—Greater Than High School Group)
Some participants also drew attention to a reduction in the number of business travelers to Toronto from the United States.  These participants mentioned that some large Toronto companies had provided their employees with facilities needed to work from home.

People in the States talk about it all the time and our company and most companies have geared up with a SARS response.  They all work from home and a computer infrastructure has been put in place.  (416 Area Code—Greater Than High School Groups)
Participants said that the economic impact of SARS would probably be felt in Toronto for the next year, because conferences slated for November and December had already been cancelled.

The first part is all of the people that have cancelled and went somewhere else will have an ongoing effect of lowering the tourism probably over the next year however perhaps now as things have calmed down maybe not so many people will be cancelling anymore. (905 Area Code—Greater Than High School Group)
Participants also expressed concern that nurses who were treating SARS patients were increasing the likelihood of spreading the disease by working in several hospitals.

Have the nurses and patients not go from one hospital to another because if it’s not SARS it will be something else.  That way if they work in one hospital you hope to confine it there and you know where it started.  (416 Area Code—Less Than High School Groups)
Some participants expressed concern about inadequate quarantine periods for Asian children who attended school only a few days after arriving from the Far East and in the reduction of emergency service provision in hospitals due to a need to divert resources to the treatment of SARS.

The school I work in we get children from all over the world and we get a lot of students from China and the teachers worry about the screening process at the airport.  (416 Area Code—Greater Than High School Groups)
So the potential for the strain on resources was the big concern and they had to take extreme measures to ensure that all the doctors and nurses were still going to be there in case of all the other normal things that happen in an emergency ward.   (905 Area Code—Greater Than High School Group)
3.1.1 Personal Lifestyle Changes—Reaction to SARS

It was clear that some participants had made specific changes to their daily routines after the introduction of SARS to Toronto.

One participant reported that a friend of his had resigned from a health-related job located in downtown Toronto because he was afraid of contracting SARS. 

One of my friends works in the health industry he didn’t have a full time job but he left the job and went home because he was scared of his own health.  (905 Area Code—Less Than High School Group)
Participants also cited a number of less extreme examples of lifestyle changes they had made in reaction to the SARS outbreak.

Some participants reported washing their hands more often, covering their skin and wrapping paper towels around the doors of public washrooms to avoid touching them with their bare hands.  

It makes you more aware of germ control.  Every time you are out in public, if you touch a doorknob or you hold a handrail inadvertently, you go (heck) until you get it washed you don’t touch your face or anything.  That’s the only difference for me washing my hands. (905 Area Code—Greater Than High School Group)

Other participants had worn masks when visiting the emergency ward of a hospital and had stayed away from school while experiencing cold symptoms when they would not have done so prior to the SARS outbreak.

It wasn’t SARS, it was just a cold and I didn’t want to go to school because of jeopardizing other people and making people feel uncomfortable.  (905 Area Code—Less Than High School Group)

Some participants had also been avoiding crowded places such as bars and restaurants, and in particular, buffet restaurants serving Asian food, where participants expressed concern that food left to stand for extended periods of time may be contaminated with SARS.

I sometimes go out to bars and I thought maybe I’ll just not go this week.  There are hundreds of people that I don’t know what they might have or what they might not have. (905 Area Code—Greater Than High School Group)

I used to love the Mandarin but I don’t even go there now.  I guess what I feel is not many people have gone and I don’t know if the food is stale or whatever.  I figure wait until there is enough people and the food keeps moving.  (416 Area Code—Less Than High School Groups)

3.1.2
SARS and the Role of the Media

During the discussions, participants made a number of comments with regard to the role of the news media concerning SARS.  Some participants considered that news media coverage had grossly exaggerated the risk of contacting SARS.   These participants criticized the television news media for always filming interviewees and members of the public who happened to be wearing surgical masks.  These participants considered that this coverage gave the impression to the outside world that everyone in the Toronto area was wearing masks, hence, projecting an exaggerated impression of Torontonian’s fear of contracting the disease.  They noted that the media had a role to play in the current economic downturn for Toronto.

The perception came from the fact that whenever a news broadcast was made, it was always made in front of a hospital and all the doctors and nurses were wearing masks.  If they (the television news media) had pointed the camera in the opposite direction, you see people walking up and down the street without any masks.  (905 Area Code – Greater than High School)
I think the media has exploded on it and made a hell of a lot more out of it than what it really was.  (416 Area Code – Less than High School Groups)

Other participants expressed the view that the news media had focused intensely on SARS in the past few weeks in order to improve their ratings compared to the competition.  Now that the public was convinced that SARS was under control, the media sensed a reduced public interest in SARS and was moving to other issues such as the West Nile virus.

The media wants to beat the competition or other news that comes out so they are starting to throw it behind with the SARS thing but some of it is still out there.  (905 Area Code – Greater than High School Group)

Some noted that public health officials such as Dr. Sheela Basrur used the media effectively by concentrating her responses to media questions to factual statements in preference to speculation.

To make people aware of what’s happening instead of sensationalizing it.  I think Mrs. Basrur did an excellent job.  (416 Area Code – Greater than High School Groups)

Some participants also considered that excessive media coverage led the public to mentally “switch off” from the SARS issue, either due to “information overload” or because they were afraid to hear bad news about the escalation of SARS.

I kind of tuned out because you heard it day and night and I think that’s a danger too because people don’t pay attention.  (416 Area Code – Less than High School Groups)

I think a lot of it is because you are hearing it so much you get kind of afraid so a lot of times I just turn the T.V. off.  (416 Area Code – Less than High School Groups)

3.2 Economic Versus Health Issue

Overall, participants considered SARS to be both an economic and a health issue.  When asked which issue, economic or health, had the most impact at this time, most participants considered SARS to be an economic issue (the groups were completed before the most recent outbreak of SARS).  

Participants considered that the economic challenges imposed by SARS were greater than the health challenges because the spread of the virus has now been brought under control. 

It becomes economic.  Just to bring some rationale to it, SARS has a four percent mortality rate which is less than the flu which is less than driving in heavy traffic. (416 Area Code—Greater Than High School Groups)

Participants cited a number of examples of the economic impact of SARS on Toronto.

Primary tourist areas such as Yonge Street experienced greatly reduced pedestrian traffic and numbers of tour buses parked in these areas was considerably less than normal (one participant even noted reduced line ups at ice cream vendors)

Vendors were lined up to sell hotdogs and ice cream but yesterday there was not even a single transport coach of people getting off.  (416 Area Code—Less Than High School Groups)

There was greatly reduced traffic in major shopping malls such as Yorkdale Mall and in major Asian shopping malls such as the Pacific Mall in Markham.

A specific mall up in Steeles and Kennedy was virtually empty most of the time.  It's one of the biggest shopping centres in the city, the largest Asian mall in the world and it was empty. (416 Area Code—Greater Than High School Focus Groups)  

Visiting sports teams cancelled games scheduled in Toronto.

You take the ball players they are almost afraid to come to Toronto because of SARS. (416 Area Code—Less Than High School Focus Groups)  

Large of numbers of hotel and restaurant workers and other members of the hospitality industry who worked in downtown Toronto were laid off. 

I felt sorry for the people employed in the big hotels in the hospitality industry downtown who were being laid off and who were not able to earn their income.  416 Area Code—Greater Than High School Focus Groups)  

Participants reported that hotel and restaurant owners are obliged to offer substantial discounts to win back business.

People just stopped going (to the Mandarin).  They actually put out some ads saying we don’t allow any of our people to go back to Hong Kong. (905 Area Code—Greater Than High School Group)

Major business conventions were cancelled for this year.

They had conventions cancel all over the place.  (416 Area Code—Greater Than High School Group)

The World Health Organization (WHO) travel advisory was also blamed by some participants for unnecessarily discouraging tourists from visiting Toronto.

I think it got worse when the World Health Organization put a stamp on it.  I think that was death nail for us.  (416 Area Code—Less Than High School Group)
Some participants also considered that it is the responsibility of Torontonians to patronize businesses in downtown Toronto in order to show the outside world that there is no substantial risk of contracting SARS.  

Nobody is going to be confident to come and visit and stay if we aren’t doing those things ourselves.  Is anyone else going to take a risk if we are living right here and we won’t take a risk?   (905 Area Code—Greater Than High School Group)
At the end of the day, some participants considered that SARS is a health issue that has significant economic implications because an effective vaccine to prevent SARS has not yet been developed.  They considered that SARS will always remain a threat to public health until such an effective vaccine is developed.

There’s not doubt that SARS had an impact on the economy a bad negative impact but I think it is a health issue because it’s still an ongoing health problem.  We haven’t found a vaccine yet, we haven’t found a cure, we haven’t found a quick test for SARS infection and these things have to be done.  That makes it to me a health issue. (905 Area Code—Greater Than High School Group)

These participants also stressed that the potential for the outbreak of other SARS-like diseases remains high.  As well, the possible mortality rate from such diseases would be difficult, if not impossible to predict.  As well, these participants noted that public vulnerability to unknown disease is increased by more frequent international travel.

The Spanish flu killed half the people that got it.  The population has a short memory.  The next one that hits the pavement who knows maybe it will kill thirty-five percent of us.  (416 Area Code—Greater Than High School Groups)

I think realistically it’s obviously a concern for health reasons, the fact that we can now have a disease like this but much more quickly than we had before because it’s easier to travel.  (416 Area Code—Greater Than High School Groups)

3.3 Responsiveness of Various Levels of Government

3.3.1 Municipal Response to SARS

Those participants who were in the high school and less groups praised the Mayor of Toronto (Mel Lastman) for his efforts to promote tourism in Toronto and to assure potential visitors that it is safe to visit the city.   The Mayor’s response to the WHO travel advisory was praised by some participants.  Participants also cited incidents of the Mayor visiting Chinatown on more than one occasion and shaking hands with local store owners as being very positive.  

You take Mayor Mel he walked through the streets, he shook hands with people, and he bought some fruit.  (905 Area Code—Less Than High School Group)
However, those who were in the higher educated groups were not as supportive of the Mayor of Toronto as those in the less educated groups.  They said the interviews the mayor gave in the U.S. were an embarrassment to the citizens of Toronto.  As well, some participants considered that the Mayor and the municipal government had not communicated their response to SARS effectively to the public.

The city representative did not respond and was nowhere to be heard.  Mayor (Lastman) didn’t say a single word and neither did the counsellors.  (416 Area Code—Greater Than High School Group)
I think no matter what municipality you are in the leader of that municipality, so the mayor has to be a really prevalent force and that’s during and after.  If you look at what happened with 9/11 all you ever saw on the T.V. was Mayor Giuliani and he was the mayor and he was down in the trenches.  What did we hear about Mel, he went down and gave a really lousy interview somewhere in the States on CNN. (905 Area Code—Greater Than High School Group)

In particular, the Medical Officer of Health was praised for her efforts in providing the public with SARS updates on a daily basis.

The medical officer of health did her job appropriately.  (416 Area Code—Greater Than High School Group)
Participants who were more critical of the municipal government’s handling of the SARS outbreak criticized the City of Toronto for ignoring SARS when the first cases were reported.  They said the City merely tried to ensure that the public did not panic, but did not commit resources to counteracting the negative economic effects of SARS.

Most participants were unable to state how much money they thought that the municipal government had committed to spending in order to assist Toronto in recovering from the effects of SARS.  Some participants, however, did suggest that the government would raise taxes to finance economic recovery.  Ten million dollars was the figure most often quoted by those that were able to offer a dollar estimate.

Participants had a number of suggestions for action that the municipal government should take going forward and should have taken in the past few months:

Participants suggested that the municipal government take responsibility for requesting that those who exhibit SARS-like symptoms stay at home until it can be determined that they do not have SARS.  They also called on the municipal government to provide information to and educate the public concerning strategies for avoiding SARS, not only in the Toronto area but in other cities.
The mayor should have been at those daily briefings.  Somebody whom we have elected should have taken control and been the face in the news every day giving us updates on SARS.  If not Mel then one of his deputies… (905 Area Code—Greater Than High School Group)

The city is just responsible for the citizens and is really required to get information out to its citizens. (416 Area Code—Greater Than High School Focus Groups)  

Some participants suggested that the City of Toronto should have worked with WHO after the travel advisory was imposed to understand why it was imposed and what steps need to be taken to have it lifted as opposed to challenging the legitimacy of the advisory.

Mayor Lastman was upset when people were told not to come to Toronto.  I don’t think he should have been upset.  He should go along with the health people who know what they are doing.  (416 Area Code—Less Than High School Focus Groups)  

Participants considered that the City of Toronto should advise the world (via the Mayor) that SARS is no longer present in Toronto. Participants strongly cautioned that the mayor must avoid inappropriate remarks to the media and maintain a dignified and, hence, credible image for Torontonians to project to the outside world.

I think there is a role for advertisement that says Toronto is a safe city and show the world that SARS is not dangerous.  (416 Area Code—Greater Than High School Groups)

(The Mayor) had one minor responsibility among the levels of government here and that was to try and maintain a decent image, to try and maintain public relations and he did exactly the opposite.  (416 Area Code—Greater Than High School Groups)

Participants also suggested that the municipal government work with the media to ensure that the media takes a non-sensationalized approach to the reporting of SARS at the local level which concentrates on factual statements and not conjecture.

I think just like keeping people in the constituency informed on the facts instead of just leaving that to the media that has a tendency to blow things out of proportion as they see fit.  (905 Area Code—Less Than High School Group)

Participants also expected the municipal government to provide economic assistance to businesses negatively impacted by SARS such as allowing them to open on public holidays (Victoria Day);

I think the government should in some way reimburse these people. (905 Area Code—Greater Than High School Group)

I think they got the economy going again; stores were opened on Victoria Day and by boosting the morale of people and getting people back to work. (416 Area Code—Less Than High School Groups)

3.3.2 Provincial Response to SARS

Participants’ assessment of the provincial government response to SARS, while mixed, was quite positive overall.  Participants whose assessment was more positive considered that the provincial government had done a good job in ensuring that potential SARS patients were quarantined and that ministers such as Tony Clement had effectively ensured that the public were made aware of the dangers of SARS without exaggerating it.  

The way they (the provincial government) quarantined immediately anybody who came into contact.  I think it was exceptional how quickly it got under control.  (416 Area Code—Greater Than High School Group)

The Ontario Premier’s handling of the SARS outbreak was less well received.  His statement that not all businesses could be compensated financially by the government was interpreted by some as lacking commitment to coping with the economic effects of SARS.

(I just heard) that they couldn’t compensate everybody and every business because it would cost billions.  (416 Area Code—Greater Than High School Group)

Most participants were unable to state how much money they thought that the provincial government had committed to spending in order to assist Toronto in recovering from the effects of SARS.  Once again, ten million was the figure most often quoted by those that were able to offer a dollar estimate.  Some participants also suspected that a sales tax holiday may be granted by the provincial government to encourage spending in Toronto.
Participants had a number of suggestions for action that the provincial government should take going forward and should have taken in the past few months.  They said the Government of Ontario politicians should co-ordinate with health care professionals in cities around Ontario to inform the public about action that is being taken to combat SARS.

They need to coordinate the health efforts of all the health professionals so that everyone is informed starting with the health professionals and extending into the community as the community was at risk and to try to keep all the politicians informed. (416 Area Code—Greater Than High School Focus Groups)

Participants suggested that the Government of Ontario enact legislation to enforce quarantine for those with SARS symptoms or for those who may have come into contact with SARS.

They have to set laws for people that have SARS: if they go against it they can be prosecuted. I don’t want somebody with SARS sitting next to me on a bus because that’s a danger to everybody in the bus.  If I had SARS I would stay home.  (416 Area Code—Less Than High School Groups)

Participants also called on the Government of Ontario to provide financial assistance through the EI system to those who have lost work time and pay as a result of SARS and to compensate businesses for their lost revenue (although some participants were unsure which level of government should be responsible for this latter measure).

I think they have to again assist people and give them more than unemployment insurance and see that they get back to work.  (416 Area Code—Less Than High School Groups)

Some participants suggested that the Government of Ontario develop a long term contingency plan for the outbreak in Ontario of other unknown viruses and ensure that clinics use appropriate and rigorous tests and questions to help identify SARS symptoms. Some participants cited cases of SARS sufferers being sent home by doctors who had incorrectly diagnosed symptoms as those of colds or flu.

I think they should develop a plan.  This is actually surprising that we haven’t been exposed to something like SARS.  We have been too complacent with these kinds of diseases.  (416 Area Code—Greater Than High School Focus Groups)

They (the provincial government) should have made sure that those people who were actually administering whatever tests they gave and whatever questions they gave were a little more vigilant in determining whether these people were (SARS patients or not).  (416 Area Code—Greater Than High School Focus Groups)

3.3.3 Government of Canada Response to SARS

Overall, participants were less positive in their assessment of the Government of Canada’s handling of SARS than in their assessment of the provincial or municipal governments.  Participants praised the Government of Canada for imposing more checks on air passengers entering Canada from countries where SARS is present, for lowering gas prices and for funding the development of a vaccine.

While the GOC was praised for imposing more checks on air passengers, participants thought that the checks were not stringent enough.  They felt that people entering the country should be quarantined or at least submitted to thermal scanning.  One participant gave the example of children from known, SARS-affected areas who are not quarantined for 10 days before starting school.

We would get a child that arrived and three days later they are sitting in our classrooms and this was after the SARS epidemic had started and I said to my principal look she is from one of the hot spots, can’t we say yes you may register but you have to wait for ten days to start school.  (416 Area Code—Greater Than High School Focus Groups)

Some participants considered that the Government of Canada should have been better informed about the danger of SARS much earlier.  One participant reported reading about a SARS-like virus in East Asia in the Chinese language press many months before SARS was transported to Canada.

We’ve got a few Chinese teachers on our staff and they had been reading about this peculiar pneumonia in a Chinese language newspaper for a while and were wondering why.  Well surely at the federal level they might be reading something like that. (416 Area Code—Greater Than High School Focus Groups)

Somewhere along the line the information didn’t get to the front line and it has to start at the federal government ministry of health.  I think they failed terribly there.  It wasn’t until the middle of March that the information started to get out in a clear way and they knew about it probably since the middle of February.  China knew about it since November. (416 Area Code—Greater Than High School Focus Groups)

The luncheon taken by the Prime Minister in the Mandarin Restaurant in Toronto was also poorly received.  Some participants dismissed the lunch as a “photo op” which showed the insincerity of a political gesture rather than a genuine concern for how Toronto is coping with SARS.  Most participants agreed that the Prime Minster should have taken a personal interest in the SARS crisis at a much earlier date. 

 I really felt it was the photo opt. and let’s come and see this….I really feel that politically they should have come out earlier and said o.k. you are doing the best you can, we will give you the resources to do it. (416 Area Code—Greater Than High School Focus Groups)  

Chrétien, I would like to see him come out, where is he throughout this whole thing?  He came and brought his cabinet in for a dinner at Chinatown, big deal.   (905 Area Code—Less Than High School Focus Groups)

Some participants also considered that the Prime Minister should have returned to Canada during his vacation in order to demonstrate a more sincere interest in the SARS outbreak.

It was already out for a couple of weeks and they made a whole welcome because he came back from the Dominican (Republic).  Why didn’t he cut his trip short?  This was a necessary issue.  (905 Area Code—Less Than High School Focus Groups)

Furthermore, some participants expressed the view that the Government of Canada only took a serious interest in the SARS outbreak when the World Health Organization issued the Toronto travel advisory. In the opinion of these participants, SARS only became a key issue for the Government of Canada once it became apparent that Canada’s international reputation was in danger.

When the World Health Organization came out with this warning about Canada there was sure a lot of stink coming out of Ottawa.   They were all complaining about the World Health Organization making this warning about Canada.  (905 Area Code—Less Than High School Focus Groups)
Other participants considered that the Government of Canada showed interest in the SARS outbreak once the economic effects became apparent.

When they reacted is when people said the economy is going down.   (416 Area Code—Greater Than High School Focus Groups)
As well, inconsistent public statements concerning whether or not the Government of Canada would provide additional EI funding to compensate those who have lost pay due to SARS and a lack of response to letters to the Government of Canada by the Ontario Health Minister, Tony Clement, were viewed as examples of lack of commitment to supporting Toronto in coping with the economic effects of SARS.

Tony Clement actually wrote to the federal government and they didn’t think (action against SARS) was necessary.  (416 Area Code—Greater Than High School Focus Groups)
A few participants were, however, more defensive of the Government of Canada’s reaction to the SARS crisis and did not consider that there was much more that the Government of Canada could have done to assist Toronto. 

By contrast, some participants expressed the view that Government of Canada budgets are set a long way in advance.  Given that the magnitude of emergencies such as SARS cannot be predicted, it would have been impossible for the GOC to know how much money would have been need to adequately address the effects of the SARS outbreak.

The fact is the tax dollars are allocated in advance, budgeted towards other things.  Emergencies arise and yes there’s emergency funding for that but define emergency.  (905 Area Code—Greater Than High School Focus Groups)
Another participant considered that the Prime Minister had exercised good judgement for not publicly announcing large scale spending to combat SARS because to do so too early would have alarmed the public unnecessarily.

If I were him (the Prime Minister) I probably would have done the same thing, just waiting to see if it’s just going to die out because me as a Prime Minister comes forward and says we are going to inject three million dollars into this immediately it might start a (panic).  (905 Area Code—Greater Than High School Focus Groups)

Most participants were unable to state how much money they thought that the Government of Canada was planning to invest to help Toronto recover from the effects of SARS.  Some participants mentioned dollar figures of between five and 10 million, which they considered the Government of Canada would mainly devote to advertising Toronto as a safe place to visit or in support of a “free” Rolling Stones concert.

The only money they were willing to spend was for advertising and it was like ten million bucks…but the Feds are going to spend their ten million and the province was going to spend their ten million and the city was going to spend some money and nobody was going to have any concerted effort at actually reclaiming the reputation of a great place to visit because nobody could agree on how the money should be spent in the first place.. (416 Area Code—Greater Than High School Focus Groups)  

Participants had a number of suggestions for action that the Government of Canada should take going forward and should have taken in the past few months.

Participants suggested that the Government use tax dollars to create and maintain a national agency to monitor the development of diseases around the world and ensure that the Government of Canada has the most up-to-date knowledge of diseases that might threaten Canada in the future (The U.S. model was cited by one participant as an example of good practice for Canada to emulate).

I think the means of transporting these kinds of communicable diseases we do need a federal agency that watches and monitors these kinds of things in order to protect their citizens and who pay a lot of taxes for that protection.  (416 Area Code—Greater Than High School Focus Groups)  

Some participants recommended that the Government of Canada provide funding for research into vaccines to combat SARS and ensure that the research efforts of different bodies are co-ordinated to avoid duplication of effort.

They are responsible for the research of SARS tests and perhaps trying to coordinate all the health units so that the all come up with a unified plan all across the country rather than each individual province doing their own thing.  (416 Area Code—Greater Than High School Focus Groups)  

Participants also advised the Government of Canada to maintain consistent “reporting vocabulary”, e.g. ensure that the definitions of what constitutes being “at risk” of SARS are consistent in reports issued to the public.  They should decide to report, actual cases and/or reported cases, and/or probable cases, but not all three,

I think the federal government should come up with a vocabulary for the disease.  I think this probably, suspected, possible… because of different reporting vocabularies we came out on the wrong end of the stick.  (416 Area Code—Greater Than High School Focus Groups
Participants considered that the Government of Canada as responsible for continuing to screen persons entering Canada from the U.S. border and persons entering Canada from major airports. (Some participants considered that the idea of screening may be viewed by some as too time consuming although this was not viewed by most participants as a good enough reason to reject this strategy).

If the Federal Government really wants to step in and do something or seem to be doing something it wouldn’t take that much money, put the scanners in all airports right across the country, bingo, just do it.  (416 Area Code—Greater Than High School Focus Groups)

That would take so much time out of a person’s travel life.  I personally wouldn’t want to do it. If I know for a fact that I had gone to a place where SARS is and I’d have to go through a screening I wouldn’t do it.  (416 Area Code—Greater Than High School Focus Groups)

Some participants recommended that  the Government of Canada use facts and figures to prove to the WHO that Toronto is safe from SARS  and use television and other media to explain to the public the Government of Canada’s plan for combating SARS.

They should have gone on T.V. and said this is what’s going on. Give them the facts and say this is what we are going to do.  (416 Area Code—Less Than High School Focus Groups)

Some participants also called on the Government of Canada to provide funding for additional health care workers to treat SARS patients.

It's a financial emergency, that’s what we needed the bail out for.  We needed something in place to pay for all the health care workers who have been brought in.  (416 Area Code—Greater Than High School Focus Groups)

Participants also considered that the Government of Canada should invest in advertising to attract tourists back to Toronto.  

The other thing is when things start to happen and are happening that they are a little bit more marketing oriented to the rest of the world.  (905 Area Code—Greater Than High School Group)

3.4 Disenfranchisement/Neglect

Participants were read the following paragraphs from two newspaper articles, one from The Toronto Sun and one from The Globe and Mail, which put forward the point of view that the Government of Canada’s treatment of Toronto during the past few weeks with respect to SARS demonstrated a lack of commitment to Canada’s largest and economically most important city.

“Indifference to Toronto a Good Thing”
by John Barber, Globe and Mail, May 2, 2003

…Now it is clear that federal laxity lead to some of the deepest damage.  Pearson Airport is one local institution where the flag still flies, barely (although relief from inept Transport Canada management has finally allowed the airport to blossom); the pathetic leaflet drop federal officials orchestrated in its corridors—Canada’s official response to SARS—epitomizes Ottawa’s indifferent, laissez-faire attitude toward the country’s largest city…

“A Toronto State of Mind

The SARS Crisis Has Made Me Feel at Home Here”
by Linda Williamson, The Toronto Sun, May 1, 2003

…The stigma caused by all those endlessly repeated images of surgical masks being beamed around the world was spreading even faster than SARS.  It was time for Canadians to unite.  And it was time for our political leaders to, well, lead. So Toronto was treated to a rare visit by the federal cabinet, which served little purpose except to remind us just how damn many of the ministers are actually from Toronto—and how that earns this city diddly squat.  In fact, Prime Minister Jean Chretien and his ministers overall showed a breathtaking lack of understanding of either the seriousness of the economic impact of the crisis on Toronto or what it could mean to the rest of the country...

Participants in the focus groups suggested with great vigor that these comments are typical of the Government of Canada’s general neglect of Toronto.  

The Federal Government has a tendency to leave Toronto to its own devices.  We don’t get any money.  We generate massive amounts of wealth for this country and when it comes right down to it they just leave us hanging.  The SARS incident is just one more nail in the cross as far as I’m concerned. (416 Area Code—Greater Than High School Focus Groups)  

These guys are working with our hard earned dollars so we pay them a lot of taxes and I expect them to do better. (416 Area Code—Greater Than High School Focus Groups)  

I read that and applauded when I read it.  (416 Area Code—Greater Than High School Focus Groups)

(If it were in Quebec), you would see a whole different ball game.  I hate to say it, but that’s how I feel.  (905 Area Code—High School and Less)

The majority of participants were outspoken in their agreement with this viewpoint for a number of reasons.  They felt that Canadians generally, and the GOC more specifically, tend to disregard Toronto for a number of reasons.  

I’m probably more negative (towards the GOC than previous to the SARS situation).  I tend to think that …one of the few things that holds Canada together is hating Toronto, except when the Blue Jays win the World Series (of Baseball).  (416 Area Code—High School or Less Focus Groups)

The Government of Canada regards Toronto as a rich centre with a thriving economy, which places it in a strong position to fund its own solutions to crises such as SARS.

I think we pay so much taxes and everything else and we are just being totally ignored because they feel we can take care of ourselves. (905 Area Code—Greater Than High School Focus Groups)

The Government of Canada takes for granted the revenue generated by Toronto that feeds directly into the Canadian economy.

Toronto seems to be neglected and it is a city that generates a lot of money for other parts of Canada which I don’t thing Torontonians mind paying but I think it would be nice to be acknowledged.  (416 Area Code—Less Than High School Focus Groups)

A lack of interest shown by the Prime Minister (on vacation at the outbreak of SARS) and the Minister of Health showed that the Government of Canada was uncaring and uninformed about SARS.

They (GOC) have a pitiful laissez-faire attitude towards Toronto. (905 Area Code—Greater Than High School Focus Groups)

The Minister of Health was notified by the World Health Organization and she ignored it until it was too late.  (416 Area Code—Less Than High School Focus Groups)

The leaflets provided by the Government of Canada were viewed as an inadequate response to SARS.  For some participants, this action only re-enforced their view that the Government of Canada “doesn’t give a darn” and wishes to “sweep it (SARS) under the carpet”.

The federal government just doesn’t give a darn.  They leave it to the provincial and then they toss it down to the municipal and the municipal government here has been trying to do everything they could.  (416 Area Code—Less Than High School Focus Groups)
The Government of Canada has consistently reduced healthcare budgets to Ontario over the past few years leaving the Ontario government with insufficient funding to cope with SARS.  

The Feds cut off the money to the provinces and the provinces cut off the money to the hospitals, and they have a wonderful job of getting out of debt but they did it on the backs of the provinces and municipalities.  (416 Area Code—Greater Than High School Focus Groups)
Interestingly, one participant residing in the “905” area code region was more critical of the provincial government for its handling of amalgamation and the dismantling of the municipalities than he was of the GOC and SARS.  This participant considered this to show that provincial neglect of Toronto was greater than the Government of Canada’s neglect of the city.

I disagree because I think if anyone has been screwing Toronto over the years it’s the provincial government, not the federal government.  This whole amalgamation stuff and everything like that…   (905 Area Code—Greater Than High School Focus Groups)
Other participants called for a “balanced” allocation of funds to Toronto by the Government of Canada based on the proportion of the Toronto area population compared to the population in other regions of the country.

I’m not arguing that we should get more than our share or even that we shouldn’t support the rest of the country.  Somebody used the word (balance).  That’s what we need.  (415 Area Code—Greater Than High School Focus Groups)

3.4.1 Toronto versus other Cities

Most participants considered that the Government of Canada treats other cities better than Toronto for a number of reasons.  They said Toronto is simply not on the radar screen for GOC programs, services and initiatives.

Some participants suggested that the Government of Canada was considerably more supportive of other cities, citing the “instant help” Montreal received during the 1997 ice storm and Winnipeg experience in connection with the flood disaster of a few years ago.  They acknowledged that farmers in the West and fishers in the East benefit from GOC programs and services, but Toronto is simply left to its own devices.

I think we are the forgotten city in Canada… I really do believe if something happens in Quebec it’s major and they react right away. (416 Area Code—Greater Than High School Focus Groups) 

When they had flooding in Winnipeg, they (GOC) had a totally different response, different support, ant the whole country was rallying behind the city.  The same thing with the ice storm.  We didn’t feel that with Toronto at all.  (416 Area Code—High School and Less Focus Groups) 

Participants noted that the perception by the GOC is that Toronto has a stronger economy than other cites and, therefore, has enough money to sustain itself, in its reaction to the SARS outbreak and any other issue, without financial assistance from the Government of Canada.  This sentiment was underlined by some participants who noted that major infrastructure projects in Toronto often receive less Government of Canada funding than other similar infrastructure projects in other Canadian cities.  These participants considered that the level of Government of Canada funding for the Pearson airport in Toronto, for example, was considerably lower than the level of funding support provided for the construction and on-going support of Mirabelle Airport, north of Montreal.

People outside of Toronto think that we have all the money and we have all these resources at our disposal therefore we take care of ourselves, whereas if it happened in Regina or Charlottetown or Halifax everybody would have gone…’oh they don’t have resources there’ and they would have stepped right in. (416 Area Code—Greater Than High School Focus Groups)

I know what the government of Canada put into the Pearson Airport verses what the provinces and the private sector put in verses that white elephant north of Montreal. (416 Area Code—Greater Than High School Focus Groups)

Participants noted that six GOC Cabinet Ministers came from the GTA, therefore, the need to build political support is not as great in the GTA.  They also believed that from a communications perspective, it is much easier for a local Saskatchewan MP to have personal contact with constituents, therefore, communicating more directly about GOC initiatives.

It’s a far more personal issue.  You do contact your member when you are in a small place because you tend to know those people.  (416 Area Code—Greater Than High School Focus Groups)

Similarly, the Government of Canada takes political support in Toronto for granted and sees no political advantage in courting voters in this region.

Toronto takes care of itself.  Any other province well we may lose an election so we better look after them.  (416 Area Code—Less Than High School Focus Groups)

Some suggested that the political risk of taking a more proactive approach in smaller, less populous centres is far less than in larger centres such as Toronto, where all levels of government fall under far greater media scrutiny.  If the Government of Canada adopts a strategy which fails, the risk of strong media criticism from the press is less in smaller centres than it would be in Toronto, thus resulting in the GOC not taking an active role in supporting the GTA with its initiatives, especially in times of crisis.

The Federal Government is much less worried about being a little heavy handed in dealing with things might have as a long term effect from them getting re-elected in Regina verses in Toronto, Vancouver or Montreal.  (416 Area Code—Greater Than High School Focus Groups)

On some levels they would have been faster at it because they would have been less afraid of the political repercussions.  (416 Area Code—Greater Than High School Focus Groups)

Other participants said one of the GOC’s roles would be to quarantine residents in times of infectious outbreaks and offer support funds to compensate for the ramifications of taking such a measure.  They said it is less expensive to quarantine residents of smaller centres compared to more populous centres such as Toronto, suggesting this as one of the reasons the GOC did not take a more visible role in the SARS out break.

In Toronto you’ve got four or five million people, big bucks to spend here to do something.  In Regina you pay everybody to stay home for ten days and you are done.  (416 Area Code—Greater Than High School Focus Groups)

A number of participants suggested that if SARS were a problem in Quebec, the response would have been quicker and more substantial.

Quebec they open their mouth and they give it to them.  (416 Area Code—Less Than High School Focus Groups)

Some participants considered that the Government of Canada would offer greater financial support for rural centres whose healthcare facilities would be less equipped to deal with SARS than larger urban centres.

Some of the small towns have to go quite a distance to get to a hospital.  Toronto has a lot of hospitals here so we wouldn’t need it as much.  (416 Area Code—Less Than High School Focus Groups)

Some participants also considered that the Government of Canada would provide more support to cities in western Canada in the event of an emergency such as SARS in order to increase level of political support.

Certainly they would in Regina or out west because the federal government does not have a lot of support and they want to foster support.  (905 Area Code—Greater Than High School Focus Group)
3.5 Recall of Provincial and GOC Ads

Participants were shown two print advertisements, one released by the Government of Ontario on April 16th, and another, released by the Government of Canada on May 10th.  

Most knew that the Government of Ontario advertisement was sponsored by the provincial government.  A few participants recalled seeing the advertisement. Those who had recalled seeing it quoted the sources as the Metro and Toronto Star newspapers.  

Only one participant recalled seeing the advertisement sponsored by the Government of Canada.

3.6 Specific GOC Initiatives

Participants were handed copies of documents issued from the Prime Minister’s Office which detail specific action that the Government of Canada has taken and will take in reaction to the SARS crisis.  There were clear differences between the groups in their reaction to these documents.  Members of the more highly educated groups (graduated high school or above) were considerably more cynical in their reaction to the measures detailed in the documents.  Many of these participants remained unconvinced that the Government of Canada will deliver on the promises made in the documents.  

Members of the lesser educated groups (less than high school) were considerably less cynical.  Some participants who had been critical of the Government of Canada’s role earlier in the session were visibly embarrassed after reading the documents that were handed out.

3.6.1
General Handout #1

Reactions to the specific sections of this document are as follows.

Some participants were surprised that the Government of Canada was committing $100 million to combat SARS but were not convinced that this funding will actually be used. Other participants were of the opinion that the real dollar figure will likely exceed $100 million by the time SARS is fully brought under control.

I could set aside one hundred bucks for a rainy day. (laughter) Even though it’s raining today I don’t necessarily have to spend it yet.  What’s going to result from this? (416 Area Code—Greater Than High School Focus Groups)

Some participants required more details about the national strategy and exactly how it will be implemented in order to be convinced of the Government of Canada’s commitment to combating SARS.

They are going to have to show where all this money is coming from and we are going to see it at the end of it what’s going to happen.  (905 Area Code—Less Than High School Focus Groups)

Participants were not convinced that the Government of Canada is taking steps to relieve health workers burdened by SARS.  Some participants held this opinion because they thought that healthcare was primarily a provincial responsibility.  Other participants had observed nursing staff being “worked to death.”

What was happening to health care workers in Toronto didn’t indicate that there was any easing of their burden.  They were just worked to death.  (905 Area Code—Greater Than High School Focus Groups)

Participants thought that airport screening such as taking passengers’ temperature was ineffective because someone with a fever would already have passed SARS onto to those with whom they had already been in contact.

If you already have a fever high enough to actually show on an IR scanner you’ve only been exposed to it ten days previously because you’ve already gone through the incubation period. (416 Area Code—Greater Than High School Focus Groups)

3.6.2
Session Handout #2

3.6.2.1Positive Reactions

There were some positive reactions to this document, especially those in the less educated groups.  For example, some participants in the lesser educated groups stated that they had previously supposed that the threat of SARS was inflated by sensational media coverage.  Having read the Government of Canada document however, they now realized that SARS poses a serious threat to public health

Originally I felt that maybe the media was really pushing this too much and scaring people.  Now I read this I’m scared….now this is really serious.  Look at what the government is going to do, this is a serious thing.  (905 Area Code—Less Than High School Focus Groups)

Some participants in these groups were surprised that the amount of funding promised by the Government of Canada was so high although there was some concern as to whether or not further funding would be made available once the initial funds had been spent.

They set aside one hundred million dollars but they haven’t allocated it and decided exactly where it’s going to go and where it’s going to help.  (905 Area Code—Less Than High School Focus Groups)

Participants were surprised that the Government of Canada is providing funding to assist Canadians abroad who have contracted SARS, that the business development bank was making loans available to help businesses recover from the effects of lost revenue, that the Government of Canada is waiving the two week waiting period for received EI payments for those who had lost jobs or been compelled to remain at home in quarantine and that Government of Canada funding has been set aside to research a vaccine for the virus.  These participants approved of these measures.  It should also be noted that many participants thought that EI was a provincial responsibility.

I’m impressed.  It's wonderful, and that’s the truth.  The Toronto media doesn’t tell us what they are doing for Toronto.  (416 Area Code—Less Than High School Focus Groups)

I didn’t know that the business loans form the business development bank was available.  (905 Area Code—Greater Than High School Focus Group)

I didn’t know that they committed five hundred thousand dollars for serious research through the Canadian Institute of Health Research.  That was a good thing.  (416 Area Code—Less Than High School Focus Groups)

3.6.2.1Negative Reactions

Less positive reactions to the document were mainly focused on doubts that the Government of Canada would actually implement the measures detailed in the document.  A number of comments resulted from the lack of precise language used in the GOC handout.

For example, some participants did not consider that the Government of Canada was making any special effort to combat the effect of SARS.  Most of the measures detailed in the handout are measures that the Government of Canada would be compelled to take in order to preserve the health of Canadian citizens.

I don’t see anything in here that’s really over and above, that they would really have made a special effort to do something.  Well heck if you’ve got people coming into the country that are potentially sick of course you set up a screening thing.  (905 Area Code—Greater Than High School Focus Groups)
Some participants simply did not believe the content of the document based largely on an ongoing anti-government bias, supported by the language used in the press release.  In the opinion of these participants, the Government of Canada is “all talk and no action”, especially with regard to Toronto.

I got reading down as far as screening travellers at airports and I was tempted to stop reading because I don’t think they did a good job of that. (416 Area Code—Greater Than High School Focus Groups)  

“At the request of the WHO, sent a team…” rings really badly in here.  Why wasn’t it voluntary? “Begun a production of a SARS information video”—how many months is it going to take before it’s finished? (416 Area Code—Greater Than High School Focus Groups)  

Participants considered that the document read more like a statement of what the Government of Canada is intending to do, rather than a statement of what measures it is taking.  Some participants pinpointed the use of language such as “we have announced our intention” as a phrase deliberately used to allow the Government of Canada to change its mind if needed.

You can just see them sitting in a room about six or seven of them going o.k. we’ve got to say something, what can we say.  “Located 1.5 million surgical masks”, which explains why nobody in Toronto could find one. (416 Area Code—Greater Than High School Focus Groups)  

It reminds me of when I filled out my first resume and I didn’t have any experience so I made up crap. They are bragging about stuff that they thought they might get around to. “ I plan to do this.” (905 Area Code—Greater Than High School Focus Groups)
Participants also called for details of exactly how money will be spent.  A total of $100 million dollars is stated but only $11 million is accounted for elsewhere in the document. These participants wanted more assurance that the money would be spent wisely, with timelines for specific deliverables. 

I’m not sure that the Canadian Government uses all the money wisely so I don’t think they will use this money wisely.  They say machines and research but how far have they gone with that.  (416 Area Code—Less Than High School Focus Groups)  

For some participants, the Government of Canada should spend more money on researching a vaccine for SARS than on advertising Toronto.  They said the $500,000 slated for SARS research was very low, especially in comparison to the $100 million that is slated to be spent on SARS.

I’m no research scientist but I’m thinking five hundred grand isn’t a lot of money. (416 Area Code—Greater Than High School Focus Groups)

(They should provide) support for those affected, support for research.  Five hundred thousand out of that one hundred million is a drop in the bucket.  (905 Area Code—Less Than High School Focus Group)

Participants remarked that awareness of this document was very low (“We in this room seem to be the only people who are aware of the content of this document.”) and suggested that the Government of Canada take steps to improve public awareness and improve the Government of Canada’s image among Torontonians.

What surprises me, periodically we get a publication, a newsletter from our MP, nothing of this is in there.  It's today I did this in Ottawa; I went skating on the river.  This is the kind of thing that I want to read in here. We are probably the only eight people that know about this. (905 Area Code—Greater Than High School Focus Group)

I think they should have made this information more available to people so that people wouldn’t have such a negative image of the federal government.  (416 Area Code—Less Than High School Focus Group)

Before closing the session, the moderator asked participants to imagine they were the Prime Minister of Canada and state what action they would take in reaction to SARS.  

Participants suggested that lowering taxes such as the gasoline tax to stimulate the local economy and provide financial support for Chinese business owners would be a positive step to helping regenerate the Toronto economy.

I think the biggest single thing I saw happening in terms of trying to clean things up was when Imperial Oil dropped the price of gas ten cents a litre and created this huge influx of people coming to Toronto to get gas. (416 Area Code—Greater Than High School Focus Groups)  

Participants were also concerned about SARS from a health perspective.  They suggested that the GOC should enact legislation to govern who will be quarantined in the event of an outbreak of unknown viruses such as SARS and how victims of such diseases will be compensated.

There should be a law passed in the province stating what the responsibilities of the federal and provincial governments have when someone is put into quarantine.  (905 Area Code—Greater Than High School Focus Group)

They also suggested the GOC formulate a joint plan of action for disease prevention which co-ordinates health officials from federal, provincial and municipal levels of government.  This plan would include specific targets and strategies and a timetable for achieving them.

I would say they better come up with some targets and how are they going to achieve and the timeframe.  So they have these ones, how long did it take to implement them, like a year, a month, here is says they will just do it.  (416 Area Code—Greater Than High School Focus Group)

Participants also wanted to see the GOC develop more effective lines of communication between the Government of Canada and healthcare professionals which will provide timely information to healthcare professionals regarding new unknown diseases.  Participants also stated that they would develop strategies for coping with outbreaks of unknown viruses in schools.

Sharpen up the internal information within the federal health department regarding the rest of the world as it relates to the doctors and nurses that are on the front line doing the stuff.   (905 Area Code—Greater Than High School Focus Group)

The scanning equipment at airports permeated the discussions in every groups, with participants suggested that scanning equipment at Canada’s airports should be improved, installed and used at all airports and major points of entry.  They also suggested that adequate hospital equipment should be available to the health care community.

Make sure the hospital equipments are up-to-date.  (416 Area Code—Greater Than High School Focus Group)

SARS-specific initiatives included putting pressure on the World Health Organization to place inspectors in regions such as Canton province in China where similar viruses such as Asian flu have originated historically.

The Asian flu, the Hong Kong Flu and this SARS all started in (Guangdong) province where people live next to their animals.  Well I think the WHO should have inspectors in there and we should push them to put inspectors in there.  (905 Area Code—Greater Than High School Focus Group)

They also said that the GOC should develop strategies for keeping the public informed about SARS, and other potentially infectious diseases, on a daily basis and for educating the public about the disease itself.

You need to focus more on educating people about the specifics of the disease.  I think even in the beginning of this discussion there’s a lot of discrepancy in people’s views and what they knew of the disease.  (905 Area Code—Less Than High School Focus Groups)

Participants said the GOC should exploit television news channels such as CNN to communicate to the Canadian and United States public that Toronto is safe to visit and take a vacation.  

Get the Americans visiting here. The rest of the world pretty much tends to follow what the U.S. does and once America is back on board, it’s like saying it’s safe in Canada.  (905 Area Code—Greater Than High School Focus Groups)
4. Conclusions and Recommendations

The findings of the six focus groups affirmed Communications Canada’s beliefs about a sense of disenfranchisement amongst GTA residents vis-à-vis the Government of Canada’s activities in the 416 and 905 regions.  Focus group participants perceived a strong lack of concern on the part of the federal government regarding the interests of the GTA community on most issues.  They felt that the federal government does not respect or recognize the GTA’s contributions to the Canadian economy, and does not appreciate the critical role Toronto plays in making Canada a successful country.

The focus groups confirmed that these feelings are particularly acute with respect to the federal government’s response to the recent outbreaks of SARS in the region.  

4.1
Conclusions

Several instructive conclusions can be drawn from the remarks of the 72 people who participated in the focus groups.

1. In the 416 and 905 regions, general awareness about the federal government’s role, policies and programs in the GTA is low.  Awareness about the federal government’s specific actions to address SARS is also very low.  This was demonstrated, in part, by the fact that only one of the 72 participants could recall the federal advertisement outlining the federal response to SARS.  Another example indicated that participants were unsure about which level of government is responsible for Employment Insurance, federal or provincial.

2. When participants learned that the Government of Canada was taking specific actions to address SARS and that it had announced $100 million in additional spending, the majority of respondents were surprised.  Most were extremely cynical that the actions announced on May 2 would actually come to fruition.  Participants’ responses to the handouts focused on their perception that the GOC’s announcements lacked specific, clear commitments to action with measurable outcomes.  They found the language tentative, at best, and purposely misleading at worst.

3. Most participants believed that their municipal government and the government of Ontario were taking actions to address SARS and that these levels of government had been abandoned by the Government of Canada.  Participants’ expressed a belief that the GOC had downloaded responsibility to other tiers of government and that their general disinterest in and lack of commitment to the GTA is reflective of a lack of respect for the GTA’s overall contribution to the Canadian economy.

4. Cumulatively, the above conclusions demonstrate that the Government of Canada’s efforts to communicate with residents of the GTA about its programs and services are having a limited impact on this large segment of the Canadian population.  This has resulted in negative consequences for the overall profile of the GOC’s programs and services in the region.  To improve awareness of what the GOC is offering GTA residents, the GOC must counter this negative trend with effective, strategic and sustained communications. 

4.2
Recommendations

The following recommendations are designed to address the above described inefficiencies in the Government of Canada’s communications program for the GTA.

1. Communications Canada should undertake a comprehensive, statistically valid quantitative survey, projected to the population at large in the 905 and 416 area code regions.  The purpose of this survey would be to quantify the attitudes and opinions drawn from the focus group participants concerning residents’ sense of disenfranchisement vis-à-vis the Government of Canada and to identify the most appropriate medium for communicating with GTA residents.  The findings of this survey would inform the strategies proposed in the subsequent recommendations.

2. The Government of Canada must develop a long-term strategy to improve overall awareness about wide array of GOC programs and services offered to GTA residents and initiatives specifically targeted to the region.  A specific objective of this strategy should be to raise awareness of current and on-going initiatives and to counter the feelings of cynicism toward the GOC that appear to be well-entrenched.  This strategy should include a broad-based advertising and outreach programs that utilize all available communications channels in order to firmly establish the GOC’s presence in the GTA.  

3. Consistent messaging packages should be developed to ensure that all departments’ communications are aligned with the government’s overall communications objectives in the region. Messaging should draw heavily on the themes of family values and respect that were identified as priorities for Canadians in the “Canadian Values” research that GPC conducted for Communications Canada.  

4. As an interim measure, the Government of Canada must adopt a new approach to its print advertising on key issues.  Advertisements must be eye catching and specific to the audience of the publication in which the ads will be run.  The government’s specific actions must be highlighted in and stated in affirmative (as opposed to tentative) language.  Time frames and measures of success must be outlined in clear, decisive language. 

Appendix A:  Demographic Profile

Communication Canada

 Post-Survey Focus Groups – Mississauga

Tuesday, May 20, 2003 

   17h00 – 19h00

GPC Research

	
	Background
	Sex
	Age
	Education

	1. 
	Single, high school student, visible minority
	Male
	18-24
	High School or Less

	2. 
	Single, student (business management), visible minority
	Female
	18-24
	High School or Less

	3. 
	Single mother, 2 children
	Female
	25-35
	High School or Less

	4. 
	Single mother, 1 teenager, employed at a financial institution, volunteer fitness instructor , visible minority
	Female
	35-44
	High School or Less

	5. 
	Married, no children, does sewing for animal shelters
	Female
	55-64
	High School or Less

	6. 
	Married, three children, film technician, visible minority
	Male
	55-64
	High School or Less

	7. 
	Married, 1 child, 2 step children, retired
	Female
	65-75
	High School or Less

	8. 
	Married, 1 child, payroll clerk
	Female
	65-75
	High School or Less

	9. 
	Married, 1 child, retired cab driver
	Male
	65-75
	High School or Less

	10. 
	Highschool student, single, business admin.
	Male
	18-24
	High School or Less

	11. 
	Single, university student, psychology
	Male
	18-24
	High School or Less


Communication Canada

 Post-Survey Focus Groups – Mississauga

Tuesday, May 20, 2003 

   20h00 – 22h00

GPC Research

	
	Background
	Sex
	Age
	Education

	1.
	Single, university student (Health Sciences), visible minority
	Female
	18-24
	High School or Less

	2.
	Widow, retired from economic consulting, 3 sons
	Female
	65-75
	High School or Less

	3.
	Retired from clothes manufacturing, 1 child , 1 grandchild, married
	Male
	65-75
	High School or Less

	4.
	Widow, disabled, former waitress
	Female
	55-64
	High School or Less

	5.
	Retired from industrial work, married
	Male
	65-75
	High School or Less

	6.
	Divorced, 2 sons, sells smalls tools to industry
	Female
	55-64
	High School or Less

	7.
	Married, 3 children, hair stylist, visible minority
	Female
	35-44
	High School or Less

	8.
	Married, cleans large containers, visible minority
	Male
	35-44
	High School or Less

	9.
	Disabled, Single, formerly working in accounting
	Female
	45-54
	High School or Less


Communication Canada

 Post-Survey Focus Groups – Mississauga

Tuesday, May 20, 2003 

   18h30 – 20h30

GPC Research

	
	Name
	Sex
	Age
	Education

	1
	Married, self-employed (art), two children, visible minority
	Male
	25-34
	Greater than High School

	2
	Widow, receptionist-scheduler, cartoonist, no children
	Female
	35-44
	Greater than High School

	3
	Married, two children, musician
	Female
	35-44
	Greater than High School

	4
	Architect, married, 1 child
	Female
	35-44
	Greater than High School

	5
	Married, 1 son, accountant, self-employed, visible minority
	Male
	35-44
	Greater than High School

	6
	Divorced, no children, consultant
	Male
	35-44
	Greater than High School

	7
	Single, 1 child, self-employed Internet consultant
	Male
	35-44
	Greater than High School

	8
	Married, 1 daughter, runs 3 businesses (import/export produce)
	Male
	55-64
	Greater than High School

	9
	Divorced, grandmother, 1 daughter, retired as RNA at Sick Kids Hospital
	Female
	55-64
	Greater than High School

	10
	Teacher, two children
	Female
	55-64
	Greater than High School

	11
	Retired teacher, married, 6 grandchildren
	Female
	55-64
	Greater than High School

	12
	Retired teacher, 4 children
	Female
	65-75
	Greater than High School


Communication Canada

 Toronto

Wednesday, May 21, 2003 

   17h00 – 18h30

GPC Research

	
	Background
	Sex
	Age
	Education

	12. 
	57 yrs old mother, 4 children, 7 Grand children, volunteer for the Ontario Cancer Society
	Female
	65-75
	Greater than High school

	13. 
	Married, two daughters, computer programmer.
	Male
	35-44
	Greater than High school

	14. 
	Divorced, engineer, 1 child.
	Male
	35-44
	Greater than High school

	15. 
	2 children,  retired school teacher, mar 41
	Female
	55-64
	Greater than High school

	16. 
	Visible minority, computer programmer, 2 yrs in Canada, separated, no children
	Male
	35-44
	Greater than High school

	17. 
	Married, no children, profession headhunter
	Female
	35-44
	Greater than High school

	18. 
	Single, no children, Student: History Major
	Female
	18-24
	Greater than High school

	19. 
	Donald Married, 5 children, highly educated, business executive
	Male
	65-75
	Greater than High school

	20. 
	Retired, 2 children, 2 grand children
	Male
	65-75
	Greater than High school

	21. 
	Single, retired, no children, church volunteer
	Female
	65-75
	Greater than High school

	22. 
	Married, 2 children, investment banker
	Male
	45-54
	Greater than High school

	23. 
	Single, engineer.
	Male
	35-44
	Greater than High school

	24. 
	Married, 1 child. 
	Male
	35-44
	Greater than High school



	25. 
	College graduate-Network Administration, girlfriend, looking for employment.
	Male
	18-24
	Greater than High school


Communication Canada

 Mississauga

Wednesday, May 21, 2003 

18h30 – 20h00

GPC Research

	
	Name
	Sex
	Age
	Education

	1.
	2 children, Divorced 
	Female
	45-54
	Greater than High School

	2.
	Married, 2 boys, works with TD Trust
	Female
	25-34
	Greater than High School

	3.
	Part-time for Blue Jays and construction, Studied at Humber College
	Male
	18-24
	Greater than High School

	4.
	Divorced student, student, and estimator.
	Male 
	35-44
	Greater than High School

	5.
	2 children, full-time home maker, married
	Female
	45-54
	Greater than High School

	6.
	Grad 12 Student, University, Economics Major, Video Game player
	Male
	18-24
	Greater than High School

	7.
	Administrative assistant, Married, 3 grown children.
	Female
	45-54
	Greater than High School

	10.
	Single, Graduate Student, engineer.
	Male
	35-44
	Greater than High School


Communication Canada

 Mississauga

Wednesday, May 21, 2003 

   20h00 – 21h30

GPC Research

	
	Name
	Sex
	Age
	Education

	1.
	John Retired, 5 children, 15 grand children, business person, TV advertising
	
Male
	65-75
	Greater than High School

	2.
	Married, 4 children, retired teacher/actor.
	Male
	65-75
	Greater than High School

	3.
	Retired tutor/teacher, 4 kids, 10 grand children, single parent
	Female
	65-75
	Greater than High School

	4.
	Insurance, attending law school not married but committed.
	Male
	18-24
	Greater than High School

	5.
	Married, 3 boys, computer systems analyst/web-site design. 
	Male
	55-64
	Greater than High School

	6.
	Married, 1 child.
	Female
	25-34
	Greater than High School

	7.
	Married, no children, insurance, early retirement.
	Female
	25-34
	Greater than High School


Appendix B:  Screening Guide

Communication Canada – Screening/Recruitment Guide

Post-Survey – SARS Focus Group Schedule, May 20-21, 2003

	Location
	Date
	Address
	Timing
	Group
	Characteristics

	Toronto


	May 20
	Research House

1867 Yonge St. Suite 200 

Toronto, ON 

M4S 1Y5 

416-488-2328/800-701-3137

SE corner of Balliol and Yonge St, south of Davisville.
Parkade on Merton St.
subway exit: Davisville station
	5:00 p.m.
	416 area code
	High school and less

	
	
	
	6:30 p.m.
	416 area code
	Greater than high school

	
	
	
	8:00 p.m.
	416 area code
	High school and less

	Toronto
	May 21
	Consumer Vision Ltd.

Forum Room

1255 Bay Street, Suite 300

Toronto, ON

M5R 2A9

416 967-1596

2nd block north of 

Bloor Street on east side of Bay Street.

South east corner of Bay and Yorkville.
	5:00 p.m.
	416 area code
	Greater than high school

	
	
	
	6:30 p.m.
	905 area code
	High school and less

	
	
	
	8:00 p.m.
	905 area code
	Greater than high school


**Recruit 12 for 10 to show.

*4 groups with respondents from 416 area code

*2 groups with respondents from 905 area code

Hello, my name is _________________ of GPC Research, on behalf of the Government of Canada. We are organizing a series of focus group discussions with Canadians. The purpose of the group is to talk about your perceptions of the Government of Canada on various communication issues. 

Would you be interested in attending such a focus group? 

Yes_____ (Continue)

No_____ (Thank & terminate)

In order to get a good mix of people, I need to ask you a few questions to make sure you qualify for the group.

Q1.
Do you or any member of your immediate family work for the media, a market research or advertising firm, or for the Government of Canada/ Provincial Government?

Yes   ___ Thank & Terminate

No    ___ Continue

Q2.
Have you ever attended a focus group or a one-on-one interview for which you received a sum of money?

      
Yes   ___ Go to Q3

      
No    ___ Go to Q4

Q3.

Was the last focus group or one-on-one interview you attended in the past 
12 months?

Yes   ___ Thank & Terminate

No    ___ Continue

Q4.
What is the highest level of education you have received?


Completion of high school and less 


__________




Post secondary (some college to university graduate)  __________ 

  
(A split of education by group, see grid)

Q5.
What is your area code?


416

_____


905

_____


(4 for 416 and 2 for 905, see grid)

Q6.
Could you tell me which of the following categories best describes your 
age?

18-24 ___

25-34         
___

35-44

___

45-54         
___

55-64

___

65-75

___


(A GOOD MIX—two per age category)

Q7.  Gender (Do not ask, just record)

      
Male

____

      
Female 
____


(EQUAL MALE AND FEMALE REPRESENTATION)

THANK RESPONDENTS FOR THEIR TIME AND COOPERATION

Record group (Ask the participant to record the information)

Inform the participant that the discussion will last approximately 2 hours. At the end of the focus group, participants will receive a $60 cash honorarium for their participation. Ask them to show up at least 10 minutes early. Bring reading glasses if necessary.

**If, for any reason they cannot attend, ask them to call Russell at 1-877-245-0520 

Lastly, ask them for their...

Full Name:__________________________________

Home Number:______________________________

Work Number:_______________________________

E-Mail:_____________________________________

Fax Number:
________________________________

Address (if no fax number is available): 

_____________________________

_____________________________

_____________________________

Recruited by: _________________

Time:
________________________

Date:
________________________

Appendix C:  Moderator’s Guide

CC POST-SARS Survey Focus Groups

 MODERATOR'S GUIDE- Final 

A. 
INTRODUCTION (5 Minutes)


1.
Introduce moderator and welcome participants to the focus group.

2.
As we indicated during the recruiting process, we are conducting a focus group research project on perceptions of the Government of Canada on various communication issues. This evening, we will be speaking about what you think about SARS issue in Toronto.

3.
The discussion will last approximately 1.5 hours. Feel free to excuse yourself during the session if necessary.  The session is being audio-taped for analysis purposes, in case we need to double-check the proceedings against our notes. We work on a first name basis during the group, and in analyzing the tapes, we do not attribute comments to specific people. 


Explanation re: one-way mirror/observers. 

4.
Describe how a discussion group functions. Discussion groups are designed to have open and honest discussions. My role as a moderator is to guide the discussion and encourage everyone to participate. Another function of the moderator is to ensure that the discussion stays on topic. Your role is to answer questions and voice your opinions. We are looking for minority as well as majority opinion in a focus group, so don't hold back if you have a comment: there may or may not be others who share your point of view.  Everyone's opinion is important and should be respected.

5.
The moderator is not an employee of the Government of Canada and can not answer questions on its behalf.  

6.
(Moderator introduces herself). Participants should introduce themselves, using their first names, and should briefly provide background information.

B.
INTRODUCTION—GENERAL REACTION TO SARS (15 Minutes)

1. As I explained briefly, tonight we are going to discuss SARS from both a health-related and economic perspective.  My first question to you is how much of a “hot topic” is SARS in Toronto today?  

2. During the last month or so, did you change your “regular” activities as a result of SARS?  Are things “back to normal” now or not?


Probe:

Stopped going to movies, restaurants, sporting events, etc.




Avoided Asian establishments




Took own vehicle to work instead of public transit




Put off going to doctor’s for regular check-up/non-life 




threatening medical matters




Washed hands more




Kept children home more

3. In your opinion, what kind of impact, if any, has SARS had on the local Toronto economy?  Why do you say that?

4. What about tourism in the GTA?  What are the indicators that SARS has had an impact?  How long do you think SARS will impact tourism in Toronto?


Probe:

another month




6 months




1 year




Indefinitely

5. Do you think that the SARS is more of a health care or economic issue? Why do you say that?

C.
RESPONSIVENESS OF GOVERNMENTS RE:  SARS (20 Minutes)

1. Now I’d like to talk about what each level of government has done with respect to SARS.  What, if any, is/was the role of the local government (905—Vaughn, Markham etc.) (i.e. municipal government) in the SARS issue. 

Probe:

Mel Lastman meeting travelers at airport etc.

2. Are you aware of any dollar figure committed to SARS by the City of Toronto?

3. Was there anything that the local authorities did not do over the past few weeks that they should have done?  Why do you say that? 

4. Is there anything more they should be doing now? What would that be?

5. What, if any, is/was the role of the provincial government?  

6. Can you mention anything specific that the Government of Ontario did with respect to SARS?   



Probe:

SARS updates





Prevention notices, etc.

7. Are you aware of any dollar ($118 million) amount committed to SARS by the province of Ontario?

8. Was there anything that the provincial authorities did not do over the past few weeks that they should have done?  Why do you say that?  

9. Is there anything more they should be doing now?  If so, what would that be?

10. What about at the federal level.  What, if any, is/was the role of the Government of Canada regarding the SARS issue in Toronto?  

11. Can you mention anything specific that the GOC did with respect to SARS?



Probe:

Cabinet Meeting in Toronto April 29


(General details of) Prime Minister’s Office news release May 2 on infection control, airport and border initiatives, special EI measures, tax measures (CCRA), mortgage relief (CMHC), etc.





May 10 Advertising Campaign

12. Are you aware of any dollar ($100 million) amount committed to SARS by the GOC?

13. Was there anything that the GOC did not do over the past few weeks regarding the SARS issue that they should have done?  Why do you say that?

14. Is there anything more they should be doing now?  If so, what specifically would that be?

1. DISINFRANCHMENT/NEGLECT (15 MINUTES)

1. What, if anything, have you read in the newspapers/heard on television about the GOC’s support for Toronto during the SARS situation?  

2. Some Toronto-based journalists have been critical of the GOC’s role in the SARS situation.  Globe and Mail journalist John Barber said “            .”  Do you agree or disagree with this statement.  Why do you say that?

3. Toronto Sun journalist and Linda Williamson said “                .”  Do you agree or disagree with this statement?  Why do you say that?
4. Are Torontonians more or less positive towards the GOC than previous to the SARS situation
5. If this kind of an issue/situation were to happen in Regina or Vancouver or Halifax, would they receive the same treatment as the City of Toronto?
E.
Provincial and GOC ADS (5 Minutes)

1. Have you seen this ad before? (Provincial)  Where?  What was it talking about?

2. Do you remember seeing this ad before (GOC Ad) Where?  What was it talking about?

F.
SPECIFIC GOC INITIATIVES (25 Minutes)

1. Now I’d like to focus more specifically on what the GOC has done with respect to the SARS issue in Canada.  Here is an excerpt from a May 2, 2003 press release.  I want you to take a few minutes to review this material and then I would like your reaction to it. (Session Handout #1)
Handout #1

The Government of Canada has set aside a minimum of $100 million this fiscal year for the fight against SARS. Working with the Government of Ontario and the City of Toronto, the Government of Canada provided support to control infection and ease the burden of health care workers. The Government of Canada has also screened travelers in major airports, boosted research efforts in the search for a vaccine, protected the blood supply, and developed a SARS national public health strategy.

On an international level, Canada has been working in active partnership with the World Health Organization and the United States Centers for Disease Control and Prevention to address the challenge SARS poses internationally. The Government of Canada was also part of the successful representation to the World Health Organization to remove the travel advisory for Toronto.


Were you aware of any of these initiatives?  What do you think about 
them?

2. Now I’m going to provide you with some information about the initiatives the GOC is spearheading. I am going to provide you with some information on the specific initiatives the GOC has put forward.  Please take a few minutes to read this information.  We will then discuss some, but not all, of the initiatives.


(Session handout #2).
To control infection, the Government of Canada has:

· Provided detailed clinical guidelines for infection control and recommendations on actions for public health settings; 

· Lent health care professionals and equipment to Toronto's public health authorities; 

· Through our National Microbiology Laboratory, been in the forefront of research into the cause of SARS, and the search for an effective test and the future development of a vaccine; 

· Been cooperating closely with the WHO, the United States Centers for Disease Control and Prevention, and other organizations to share information to control the spread of SARS; 

· Been working in close partnership with the United States Centers for Disease Control and Prevention, including a staff exchange;  

· Located 1.5 million surgical masks to allow the Province of Ontario to increase its supply of this important infection control device;  

· Sent two mobile x-ray machines and processors to Toronto; 

· Directed blood operators to temporarily defer blood donations from people who have had possible exposure to SARS; 

· Accepted the provinces' request to coordinate a strategy to find temporary replacements for front line health care workers; 

· Organized an international conference with experts from around the world to further develop the SARS national public health strategy; 

· Appointed Dr. David Naylor, Dean of the Faculty of Medicine of the University of Toronto to lead a small team of experts to provide ongoing advice and draw lessons learned; 

· Committed $500,000 for SARS research through the Canadian Institutes of Health Research; 

· At the request of the WHO, sent a team of officials to Hong Kong to help investigate the possible environmental transmission of SARS;  

At airports and on the borders, Government of Canada has:

· Stationed quarantine officers and health care professionals to screen passengers at Pearson and other airports; 

· Arranged for the distribution on all direct flights coming from Asia of Health Alert Notices and Traveler Contact Information Forms, which are collected as passengers disembark the aircraft; 

· Planned to introduce heightened screening measures for outgoing international travelers at Toronto Pearson Airport; and additional screening measures for incoming international passengers at all airports across the country where passengers arrive through Canadian Customs locations;  

· Begun production of a SARS information video to be available on all international flights in and out of Canada, as well as a training package to support airline personnel in responding to questions from passengers about SARS; 

· Announced our intention to set up pilots of experimental temperature monitoring equipment at Pearson and Vancouver International airports. This technology will be evaluated to determine its effectiveness in the early identification of SARS. This pilot project involves the contracting and purchase of equipment, and will be in place as quickly as possible; 

On other fronts, the Government of Canada has:

· Issued, through the Treasury Board Secretariat, a notice to staff and news release that the Government of Canada considers it to be business as usual for travel to and from Toronto; 

· Held an unprecedented meeting of the Cabinet in downtown Toronto; 

· Been working, through our missions abroad, to assist Canadians in SARS-affected areas, to monitor and report on the situation in these areas, and to ensure that foreign governments, businesspeople, travelers and media have accurate information about the SARS situation and understand that it is safe to visit Toronto and Canada; 

· Had one of our public health experts participate, by teleconference, at a US Senate hearing on SARS, along with public health experts from Ontario and the CDC; 

· Committed $10 million toward a marketing campaign to promote Toronto as a safe place to visit; 

· Waived the two-week waiting period for Employment Insurance (EI) benefits so that those in imposed quarantine can receive their benefits without delay; 

· Introduced special coverage for part-time and self-employed health workers not covered by EI and unable to work because of SARS; 

· Committed $1.45 million to support the Canadian Tourism Human Resources Council, which is dealing with challenges facing the tourism sector; 

· Through Canada Mortgage and Housing Corporation (CMHC), provided flexible arrangements - such as special payment schedules or temporary deferral of payments - to help people facing difficulties meeting mortgage payments because of SARS; 

· Through the Canada Customs and Revenue Agency (CCRA), offered special measures under the "fairness" provisions of the Income Tax Act, such as extended due dates, flexible payment schedules and waived penalties or interest –– to help individuals and businesses experiencing difficulties in fulfilling their tax obligations because of SARS; 

· Through the Business Development Bank of Canada, offered a four-month postponement of capital payments without penalty, and additional working capital to small business clients affected by the economic impact of SARS; 

· Arranged to host a special SARS briefing session in New York on Monday May 5 at the Canada Media Marketplace, which showcased tourism in Canada to hundreds of US travel journalists; and 

· Arranged for federal, provincial and territorial tourism ministers to meet in Toronto, May 9 and 10, to develop plans to aggressively promote Canada as a destination of choice for business and leisure travelers.

3. Which, if any, of these initiatives have you heard about? What do you think about them?  

4. Did any of these initiatives surprise you?  Which ones?

5. Looking at all of the GOC SARS-related activities, what are the priorities it should focus on? If you could only communicate 5 things the GOC is doing with respect to SARS, from both an economic and communications perspective, which 5 things would you highlight?

F.
CONCLUDING REMARKS (5 MINUTES)

1.
Do you have anything else you would like to add to this discussion?

Thank you!
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