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Grants & Contributions CX Survey — Results at a Glance

1,549 SURVEYS CONDUCTED

OVERALL SERVICE EXPERIENCE
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METHODOLOGY: ONLINE SURVEY

FIELDWORK: December 7 2020 to January 8, 2021
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Key Findings
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As a baseline, 70% of applicants were satisfied with the service experience applying for Grants & Contributions
program. Overall ratings for ease (74%) and smooth movement through all steps (70%) were also reasonably high.

« Satisfaction was highest for EAF (77%), NHSP (73%) and UT&IP (73%), while ratings were lowest for SL/CF, CSC and
EL&CCI (all at 60%) and SDPP (53%).

« Higher delivery-complexity programs generally required greater time and effort on the part of the applicant and lead to
lower satisfaction with the service experience.

* Notably, sample sizes varied considerably across programs.

Email support from a program officer during the application process was by far the most positively received
service channel. Ratings were comparatively lower for any form of telephone support.

« Service Canada is provided the highest ratings for provision of service in their choice of official language, confidence in
security of their personal information and that completing steps online made the process easier.

« Aspects of service with lower ratings included the amount of time it took to complete, that it was clear what would
happen next and when, ease of getting help when needed, having to explain their situation only once and that it was
clear what to do if they had a problem or question.



Key Findings
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Higher complexity programs generally require a greater number of contacts with Service Canada.

« The level of satisfaction with the service experience declines by the number of times the client contacted Service
Canada and was notably lower among those who had 10 or more contacts during the client journey.

« Overall, 41% of applicants were in contact with Service Canada 10 or more times during their experience.

« Applicants of higher delivery-complexity programs and in particular SL/CF, OFPwD and CSC were more likely to
have been in contact 10 times or more.

Satisfaction with the service experience is also influenced by whether the applicant was approved for funding.
While a limited proportion of applicants were not approved, those that were not had considerably lower
satisfaction and few felt the decision was well-explained.

« Of the 10% of applicants denied funding, only 41% were satisfied with their experience.

« Half of those denied were not provided an explanation why and of those who were few were satisfied with the
reasons provided.



Key Findings

The Government of Canada website was widely-used to learn about Gs&Cs programs and in preparing the
application. Applicants found it easy to use and find the information they were looking for.

* Most applicants also communicated by email directly with the funding program while learning about the program.

« Applicants of higher delivery-complexity programs generally had more difficultly navigating the Government of
Canada website (SDPP and OFPwD applicants in particular) and were less likely to have been in contact with the
funding program by email.

Program web portals were the most commonly used method for applying. Applicants appreciated being able to
complete steps online and generally found the process easy.

« The vast majority of CSJ and SL/CF applicants submitted their application online using the program’s web portal,
while applicants of all remaining programs were much more likely to download the application documents and
submit them by email.

« EAF applicants were more likely to have found the process to submit their application online through the web portal
easy, while NHSP applicants were less likely.

« Of those applicants who encountered issues during their experience, among the more common issues were that the
web portal was confusing.
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Key Findings

Overall, applicants found most aspects of the application process easy. However, they experienced more
difficultly completing the narrative questions and budget document and ratings for the amount of time it took
were notably softer than other measures.

« Applicants of higher complexity programs generally experienced more difficulty with the application process of which
the most common challenges were related to completing the project timeline and budget document.

« The vast majority of CSJ applicants completed their application in one week, while most applicants of all other
programs took at least two weeks to complete their application.

« Overall, 65% of applicants found the amount of time it took reasonable. The proportion of applicants who felt the
amount of time was reasonable declines the longer the application took to complete with a noticeable drop among
those who took three weeks or longer.

Generally speaking, completing the different project close-out tasks were found to be easy; however, experiences
differed greatly by program.

» Higher complexity programs experienced more challenges with most aspects of project close-out.
« NHSP and UT&IP applicants were less likely to find it easy to complete or submit the final project report.

«  OFPwD, CSC and SDPP applicants were less likely to find it easy to complete and submit both the final project report
and budget.

« EAF applicants were less likely to find it easy to complete the final report.

10— © Ipsos @
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Background: Gs&Cs Client Experience Research

Employment and Social Development Canada (ESDC) has developed a Gs&Cs Client Experience (CX) Performance
Measurement Framework that will guide the research on service delivery as experienced by applicants. The data
collected through the implementation of the framework along with qualitative and quantitative research will provide key
information on client experience to help:

Q « Better understand the needs of organizations;
« Identify obstacles and challenges from the perspective of the organization;

+ ldentify opportunities to improve the client experience;

« Assess the extent to which clients’ expectations are being met;

» Identify and prioritize resources and opportunities tied to CX improvements;
« Assess the impact of improvements made to the CX over time; and

« Explore how employees can play an important role in creating a positive CX.

12 - © Ipsos @



Research Objectives- Qualitative Research

Prior to measuring the quality of the client experience through a survey, a qualitative phase of research was conducted
through focus group discussions and in-depth interviews. The purpose of the qualitative phase was to help us better
understand:

+ Client needs and expectations: Explore the aspects that make it easy for clients as well as the
obstacles/barriers they face when going through the client experience, the impact of potential changes, and
aspects that could transform the experience into a simpler process.

+ Service dimensions: Assess which service dimensions hold greater or lesser value for clients with respect to
accessing service, given the complexity of the services and clients’ capacity to effectively use online services.
This would allow us to validate themes to be covered in our survey.

 Low capacity organizations: Determine and understand barriers and challenges faced by low capacity
organizations serving vulnerable populations that were unsuccessful in obtaining funding, as well understand
reasons why these organizations did not re-apply for funding.

« Note to reader: It should be noted that qualitative research findings were exploratory and directional in nature.
Consequently, all qualitative findings cannot and should not be extrapolated to the Canadian population, rather, they
should be valued for uncovering the depth and range of opinions in the population on the issues.

« The findings from the qualitative phase helped hone in on key areas of inquiry for the quantitative survey. Results of
the qualitative phase are available in the appendix of this report.

13- ©lIpsos @



Methodology — Qualitative Research
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The qualitative component of the CX study took place between November 4 and November 10, 2020. All sessions were
conducted by Ipsos on behalf of ESDC and moved to an online format due to COVID restrictions. The participation was as
follows:

« 1online focus group conducted nationally in English on November 4, 2020, with funded applicants to any program. (7
respondents participated)

« 1online focus group conducted in Quebec in French on November 5, 2020, with funded applicants to any program. (7
respondents participated)

« 1 online focus group conducted nationally in English on November 9, 2020, with unfunded applicants to any program.
(8 respondents participated)

 1lonline focus group conducted in Quebec in French on November 10, 2020, with unfunded applicants to any
program. (7 respondents participated)

« In addition, Ipsos conducted 33 in-depth interviews with funded and unfunded respondents who were from urban,
suburban and rural areas.



Research Objectives — Quantitative Research

The Grants and Contributions Client Experience (CX) Survey provides a baseline measure of satisfaction with the
service experience among applicants to Service Canada programs. The 2020-21 survey is the first wave of the survey
and it is intended future waves will be conducted to track the client experience over time.

The specific research objectives were to:

« Measure service satisfaction, ease, and effectiveness of the end-to-end client experience, taking into account
the CX with the service channels;

» Provide diagnostic insights regarding the opportunities for improvement; and

« Assess how potential changes in service delivery might affect the CX.

15— © Ipsos a



Methodology — Quantitative Research

3%
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An online survey was conducted with 1,549 Service Canada applicants across 9 programs (detailed breakdown by
program provided below). The survey was live from December 7, 2020, to January 8, 2021, and the survey took on
average approximately 13 minutes to complete. The survey sample size has a margin of error of +/-2.47%.

Applicants were defined as organizations that applied for grants and contributions funding (including both funded and
unfunded) between 2017-2018 to 2019-2020. A sampling of organizations that applied to CSJ were included, while all
organizations for remaining programs were included. Applicants were first contacted by Service Canada to obtain
consent for contact information to be shared with Ipsos for survey execution.

In total, 3,210 applicant organizations consented to have their information shared and were invited to participate in the
survey. The response rate was 48% (number of completed surveys divided by the total number of invitations) which is
considered a strong response rate for an online survey among this audience.

Sample sizes below n=30 are considered small and below n=10 considered very small. Results of small sample sizes
should be interpreted with caution and findings viewed as directional in nature.

Abbreviation Program Cgmsg[sed
EAF Enabling Accessibility Fund 56
NHSP New Horizons for Seniors Program 431
CSJ Canada Summer Jobs 942
SL/CF Skills Link / Career Focus 25
OFPwD Opportunities Fund for Persons with Disabilities 22
CsC Canada Service Corps 25
UT&IP Union Training and Innovation Program 26
EL&CCI Early Learning and Child Care Innovation 5
SDPP Social Development Partnerships Program 17

Total 1549 @



Calibration of the Data — Quantitative Approach

Weighting adjustments were made to bring the sample into proportion with the universe by program volume based on
2018-2019 figures.

The final data was weighted by the number of respondents in each program in proportion to the total number of clients as
detailed below. The universe proportions used to develop the targets were based on figures provided by ESDC.

Abbreviation Program cl#iﬁe(r)]fts % of total

EAF Enabling Accessibility Fund 2725 2.8%
NHSP New Horizons for Seniors Program 8350 8.7%
CSJ Canada Summer Jobs 83175 86.3%
SL/CF Skills Link / Career Focus 550 0.6%
OFPWD gizzct))ﬁ[il:igi;ies Fund for Persons with 305 0.3%
CsC Canada Service Corps 525 0.5%
UT&IP Union Training and Innovation Program 150 0.2%
EL&CCI Early Learning and Child Care Innovation 150 0.2%
SDPP Social Development Partnerships Program 400 0.4%
Total 96350 100%

17 - © Ipsos @



Note regarding program complexity

For the purpose of this study, program complexity has been defined by length of time to complete the review of an
application. The following table provides details for low, moderate, and high complexity programs.

Program complexity level Description (program examples)

Grant programs in the 112 days/16 week review period (e.g.,
Enabling Accessibility Fund, New Horizons for Seniors Program)

Low complexity programs

Contribution streams in the 126 days/18 week review period (e.g.,
Moderate delivery-complexity Canada Service Corps, Skills Link/Career Focus (Youth Employment
programs and Skills Strategy (YESS)), Union Training and Innovation Program,
Social Development Partnerships Program)

Contribution streams in the 154 days/22 week review period (e.qg.,
Early Learning and Child Care Innovation, Opportunities Fund for
Persons with Disabilities)

High-delivery complexity
programs

18— © Ipsos



Note on Reporting Conventions- Quantitative Data

Throughout the report, subgroup results have been compared to average of all applicants (i.e., total) and
statistically significant differences at the 95% confidence level noted using green and red boxes.

Where subgroup results are statistically higher than the total a green box has been used and where results are
statistically lower than the total a red box has been used.

|:| |:| Significantly higher/ lower than total

19 - © Ipsos



Response Rate Calculation

In total, 3,210 applicant organizations consented to have their information shared and were invited to participate in the
survey of which n=1878 opened the survey and n=1549 fully completed.

Overall, the response rate was 48% (number of completed surveys divided by the total number of invitations) which is
considered a strong response rate for an online survey among this audience.

TOTAL

Invited to participate 3210
Click-Through 1878
Partial Completes 329
Terminates 0

Over Quota 0

Completed Surveys 1549
Participation Rate 48%
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ESDC’s Gs&Cs CX Survey Measurement Model

ESDC’s Gs&Cs model is inspired by the CX measurement model developed by the ESDC’s Citizen Services Branch. It details the
service dimensions, service attributes and the client journey that are assed to evaluate the overall client experience and satisfaction-

Service
Dimensions

EFFECTIVENESS g

[
— [ Clarity
il

Service Attributes

Simplicity

Convenience

Availability

Timeliness

Consistency

EMOTION

Efficiency

AWARE

Seek general

information

Overall Experience

L\

APPLY FOLLOW-UP

Submit Seek/receive/
Application
application

submitted

provide info.re:

DECISION

Receive service
outcome
(funding
decision)

Respectful Treatment

MONITORING
(Contributions

only)

CLOSE-OUT

Post
Receive service engagement
outcome and file
(Relationship closure
Management)

Confidence
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Service Canada CX Survey Measurement Model: Service Attributes

The following was the full set of detailed service attributes in the model that guided the development of the baseline questionnaire.

CLIENT

- Service/information is easy to find when needed PERCEPTION
» Clients tell story/input personal info only once

» Information is easy to complete and understand
* Process is easy to determine (e.g., how to get assistance, steps to follow, documents required) Satisfaction
with overall
service
experience

» Can get to the required information easily (e.g., in-person, online)

* Receive relevant information without asking (e.g., proactive service, bundling)

» Able to get help when needed (e.g., information available, agent available)
AVAILABILITY + Service in official language of choice/documents available in official language of choice
* Providing feedback is easy

* Process/stage/status are transparent

TIMELINESS Reasonable amount of time to access the service, complete service task, wait to receive
information/service/product, or resolve issue

_ - Consistent information received from multiple Service Canada sources (e.g., two separate call

CONSISTENCY centre agents)

0
0
L
pa
i
=
|_
O
i
LL
LL
i

* Process is easy to follow to complete task (i.e., procedures are straight-forward)
* Able to get tasks completed/issues resolved with few contacts

* Clients know what to do if they run into a problem

» Always moving forward (e.g., not stuck, bounced around or caught in a loop)

Would speak
positively to
others about
service
experience

EFFICIENCY

RESPECTFUL » The interaction with service agents is respectful, courteous and helpful
TREATMENT + The service agents demonstrate understanding and ability to address client’s concerns/urgencies

+ Client’s personal information is protected
CONFIDENCE » Client confident that they are following the right steps (i.e., not concerned about the process)
+ Client knows when information/decision will be received or the next step will be completed

EMOTION
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Overall Performance
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Overall, a strong majority of applicants were satisfied with the service experience for the Grants & Contributions
program they applied for, felt the process was easy and effective, and trusted Service Canada to deliver services
effectively to Canadians.

Seven in ten (70%) applicants were satisfied with the service experience, two in ten (18%) provided a neutral rating and
around one in ten (12%) were dissatisfied.

Approximately three quarters of EAF applicants were satisfied (77%), slightly fewer NHSP (73%) and UT&IP applicants
(73%), seven in ten CSJ (69%) and OFPwD applicants (68%), six in ten (60%) SL/CF, CSC and EL&CCI applicants, and
closer to half of SDPP applicants (53%).

Notably, applicants for all programs other than EAF, NHSP and CSJ were generally less likely to have been satisfied with
the service experience compared to all applicants.

Overall ratings for ease (74%) and smooth movement through all steps (70%) were also reasonably high.

At more than eight in ten (83%), the vast majority of applicants trust Service Canada and ESDC to deliver services
effectively to Canadians. This measure is strongly correlated to overall satisfaction.

Trust in Service Canada is consistent by program, except for OFPwD applicants who express lower levels of trust.

Applicants provided the highest ratings for provision of service in choice of official language, confidence in
security of their personal information and that completing steps online made the process easier.

Virtually all applicants (96%) were provided service in their choice of English or French or found it easy to access service
in a language they could understand (95%). Nine in ten were confident their personal information was protected (88%o)
and eight in ten (82%) felt that being able to complete steps online made the process easier.



Overall Performance

Aspects of service with lower ratings included the amount of time it took to complete an application, that it was
clear what would happen next and when, ease of getting help when needed, having to explain their situation
once and that it was clear what to do if they had a problem or question.

« Approximately six in ten applicants needed to only explain their situation once (62%), thought it was clear what to do
if they had a problem or question (62%), it was easy to get help when needed (61%), it was clear what would
happen next and when (58%) and that the amount of time it took to complete was reasonable (56%).

There were notable differences in performance across service attributes by program.

» Generally speaking, applicants to programs other than EAF, NHSP and CSJ were less likely to provide positive
ratings across most aspects of service related to the ease and effectiveness of their experience.

« UT&IP applicants were less likely to feel it was easy to access service in a language they could understand well or
that they were provided service in their choice of English or French and that overall it was easy to apply.

« SDPP applicants were less likely to feel it was easy to access service in a language they could understand well or
that completing steps online made the process easier.

« EL&CCI applicants were less likely to feel it was easy to access service in a language they could understand well.

* NHSP applicants were more likely to need to explain their situation only once, that it was easy to get help when
needed, that it was clear what would happen next and when, that it was clear what to do if they had a problem or
guestion and to have confidence in issue resolution. However, they were more likely to have trouble completing
steps online (i.e., less likely to feel completing steps online made the process easier).
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Satisfaction with Service Experience

» Overall, seven in ten (70%) applicants were satisfied with the service experience, two in ten (18%) provided a neutral rating and around one in ten (12%) were dissatisfied.
» Applicants for programs other than EAF, NHSP and CSJ were less likely to have been satisfied with the service experience compared to all applicants.

How satisfied or dissatisfied were you with the overall service you received from Service Canada from getting information about [PROGRAM] to receiving a funding decision?

B s-verysatisrep 4 3 2 | 1-very DissaTisFiED ] DON'T KNOW

T2B (% RATED 4/5)

Total EAF NHSP CSJ SL/CF OFPwD CSC UT&IP EL&CCI SDPP All but EAF,
NHSP, CSJ
(n=1549) (n=56) (n=431) (n=942) (n=25%) (n=22%) (n=25%) (n=26%) (n=5**) (n=17%) (n=120)

Q31. On a scale from 1 to 5, where 1 means very dissatisfied and 5 means very satisfied, how satisfied or dissatisfied were you with the overall service you received from Service Canada from getting information about [INSERT
PROGRAM] to receiving a funding decision?

Base: All respondents

28 — © Ipsos
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Ease of End-to-End Journey

 Virtually all applicants (95%) found it easy to access service in a language they could understand, eight in ten (82%) said that being able to complete steps online made the
process easier and three-quarters (74%) thought that overall it was easy to apply. Closer to six in ten needed to only explain their situation once (62%), thought it was easy to get

help when needed (61%) and that it was clear what would happen next and when (58%).

* NHSP applicants were more likely to need to explain their situation only once, that it was easy to get help when needed and that it was clear what would happen next and when
and were less likely to feel completing steps online made the process easier. Applicants for all programs other than EAF, NHSP and CSJ were generally less likely to find most

aspects of the end-to-end journey easy.
[ s-sroneLy acree 4 3

It was easy to access service in a
language | could speak and
understand well

Being able to complete steps online
made the process easier for me.

Overall, it was easy for me to apply

| needed to explain my situation only
once.

It was easy to get help when |
needed it.

Throughout the process it was clear
what would happen next and when it
would happen.

Q30. Thinking about the overall service you received, from getting information about [INSERT PROGRAM] to receiving funding decision, how much do you agree or disagree with the following statements, using a 5-point scale

TOTAL

(n=1549)

2 [} 1-stronGLY Disacree [ poN'T kNOW

73%

(n=1067, applicants who used online channel)

46%

(n=1549)

36%

34%

31%

37%

38%

29%

30%

25%

33%

where 1 means strongly disagree and 5 means strongly agree.
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22% 3 95%
H 82%
ia% 74%

MS% 61%
58%

EAF
(n=56)

96%

(n=30)

90%

(n=56)

84%

63%

63%

71%

NHSP
(n=431)

94%

(n=175)

(n=431)

71%

CSJ

(n=942)

95%

(n=802)

83%

(n=942)

74%

62%

61%

57%

TOP2BOX (% RATED 4/5)

SL/CF OFPWD

(n=25%)

96%

(n=24%)

71%

(n=25%)

76%

48%

60%

52%

(n=22%)

96%

(n=11%)

91%

(n=22%)

59%

50%

55%

55%

CSC

(n=25%)

88%

(n=9*)

67%

(n=25%)

64%

60%

72%

44%

All but
EAF, HSP,

UT&IP EL&CCI SDPP Cs3
(n=26%) (n=5*) (n=17%) (n=120)
[85%] [60%] [82%] [ 88%]
(n=10%) (n=1¥) (n=5*) (n=60)
70% 100% | 60% ]| | 73%]
(n=26%) (n=5**) (n=17%) (n=120)
60% 59%
62% 40% 41%
62% 40% 65% 62%
46% 60% 53% 51%

*values less than 3% not labelled *small sample size **very small sample size I:l I:I Significantly higher/ lower than total @



Effectiveness of End-to-End Journey

» Seven in ten applicants agreed that they received consistent information (72%) or that they were able to move smoothly through all steps (70%), while six in ten were confident any
issues would have been resolved (63%) or thought it was clear what to do if they had a problem or question (62%). Comparatively, ratings were lower for the amount of time it took

to complete the client journey (56%) and among those who visited a Service Canada office that they travelled a reasonable distance.

* NHSP applicants were more likely to have confidence in issue resolution or to feel it was clear what to do if they had a problem or question. As with measures related to ease of the
process, applicants for all programs other than EAF, NHSP and CSJ were generally less likely to find most aspects of the end-to-end journey effective.

[ s-sroneLy acree [ 4 3
TOTAL
(n=1549)
| received consistent information 36%

| was able to move smoothly through
all of the steps related to the
application.

| was confident that any issues or
problems would have been easily
resolved.

It was clear what to do if | had a
problem or question.

The amount of time it took, from
when | started gathering information
to when | got a decision on my
application, was reasonable.

| travelled a reasonable distance to
access the Service Canada Office

Q30. Thinking about the overall service you received, from getting information about [INSERT PROGRAM] to receiving funding decision, how much do you agree or disagree with the following statements, using a 5-point scale

30%

29%

25%

2 [} 1-stronGLY Disacree [ poN'T knOW

35%

33%

33%

32%

E

(n=64, applicants who used in-person channel)

33%

22%

where 1 means strongly disagree and 5 means strongly agree.
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72%

IS% 70%
M&’% 63%
ﬁ 62%
56%

EAF
(n=56)

79%

79%

75%

70%

68%

(n=2*%*)

NHSP
(n=431)

76%

74%

59%
(n=24*)

58%

CSJ
(n=942)

71%

69%

62%

61%

56%

(n=33)

58%

TOP2BOX (% RATED 4/5)

SL/CF OFPWD

(n=25%)

72%

68%

48%

68%

48%

(n=0)

(n=22%)

59%

55%

55%

50%

36%

(n=3**)

67%

CSC
(n=25%)

60%

60%

56%

60%

56%

(n=1*)

UT&IP EL&CCI

(n=26%)

62%

62%

58%

69%

58%

(n=0)

(n=5")

40%

40%

40%

60%

(n=1*)

SDPP

(n=17%)

59%

65%

41%

71%

53%

(n=0)

All but
EAF,
NHSP, CSJ

(n=120)

63%

46%
(n=5**)

*values less than 3% not labelled  *small sample size **very small sample size I:' I:I Significantly higher/ lower than total @



Emotion of End-to-End Journey

+ Virtually all applicants (96%) were provided service in their choice of English or French, while nine in ten were confident their personal information was protected (88%). Closer to
seven in ten felt that the Service Canada in-person (73%) or phone representatives (72%) were helped.

» Applicants for all programs other than EAF, NHSP and CSJ were less likely to have been provided service in their choice of English or French and in particular UT&IP applicants.

[ s-sroneLy acree [ 4 3 2 [} 1-stronGLY Disacree [ poN'T knOW
TOP2BOX (% RATED 4/5)
All but
TOTAL EAF  NHSP CSJ SL/ICF OFPWD CSC UT&IP EL&CCI SDPP  wsp sy
(n=1549) (n=56) (n=431) (n=942) (n=25%) (n=22%) (n=25%) (n=26%) (n=5+) (n=17%) (n=120)

| was provided with service in my
aoite of English or Fronch, 79% 17% I 96% 93% 96% 96% 96% 91% 92% 80% 94%

| was confident that my personal
information was protected. 57% 31% I4°/( 88% 86% 88% 88% 88% 96% 88% 81% 80% 88% 88%

(n=64, applicants who used in-person channel) (n=2**) (n=24%) (n=33) (n=0) (n=3**) (n=1**) (n=0) (n=1**) (n=0) (n=5**)
Service Canada representatives that ;
| dealt with in person were helpful 55% 18% @6% 73% 100% 79% 3% - 33% 100% - - - 38%
(n=324, applicants who used phone channel) (n=18%) (n=92) (n=183) (n=12%) (n=9**) (n=5**) (n=3**) (n=0) (n=2**) (n=31)
Service Canada phone
representatives were helpful 43% 29% 99 72% 67% 78% 72% 58% 67% 80% 100% - 100% 69%

Q30. Thinking about the overall service you received, from getting information about [INSERT PROGRAM] to receiving funding decision, how much do you agree or disagree with the following statements, using a 5-point scale
where 1 means strongly disagree and 5 means strongly agree.

31— ©lpsos *values less than 3% not labelled  *small sample size **very small sample size [:] I:I Significantly higher/ lower than total @



Profile of Applicants Who Were Not Satisfied

Overall Satisfaction (% Rated 1/2) * Applicants Who were not satisfied With. their ex.perience were more likely to repgrt encountering
problems or issues, to have been denied funding and not provided an explanation why, and to report

having a greater number of contacts with Service Canada.

I 2 % » They were also more likely to operate in Ontario and to be a private sector organization.

Prominent differences among those not satisfied

Higher incidence of problems (67%)

Denied funding approval (24%)

Among those denied, not provided an explanation why (62% of those denied)

Higher number of contacts with Service Canada (54% were in contact 10 times or more)

More likely to be solely responsible for the application (53%)

More likely to operate in Ontario (39%)

[oRas: XsWol o

Applicant organization more likely to be in the private sector (28%)



Profile of Applicants- Funded and Not Funded

» Applicants who were approved for funding were more likely to be satisfied with their experience overall and with most Service Canada channels and were more likely to have
received an email from the funding program directly when learning about the program.

+ Applicants who were approved for funding were also more likely provide high ratings across several service attributes of which the largest gaps were for that they received
consistent information, the amount of time it took was reasonable, it was easy to get help when needed, overall it was easy to apply, they needed to explain their situation only
once, they had confidence any issues or problems would be easily resolved and that it was clear what would happen next and when.

Overall Satisfaction (% Rated 4/5)

74% 41%

Funded Not Funded

Experienced a Problem Funded Fu’::%ted Widest Gap in Service Attributes (% Rated 4/5 vs. Total) Funded

% Yes 34% 36% | received consistent information. 75% 45%

Service Channel Satisfaction The amount of time it took, from when | started gathering information to when | got a 60% 31%

Government of Canada website 67% 5206 decision on my application, was reasonable.

Email support from SC office 68% 44% It was easy to get help when | needed it. 65% 36%

Email support from program officer 82% 58% Overall, it was easy for me to apply for [program]. 77% 49%

Online web portal 68% 50% | needed to explain my situation only once. 66% 38%
| was confident that any issues or problems would have been easily resolved. 66% 39%

Received an email from the funding 5306 36% Throughout the process it was clear what would happen next and when it would 61% 35%

program directly happen.
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Profile of Applicants- Funded and Not Funded

» Applicants who were approved for funding were no more likely to have been contacted by Service Canada to provide additional information than those who were not. However,
among those who were contacted, applicants who were not approved for funding were more likely to have been contacted to provide missing documents or information or to be
informed that their organization was not eligible.

* Applicants who were approved for funding were more likely to have been in the not-for-profit sector, while applicants who were not approved for funding were more likely to have
been in the private sector.

» Applicants who were approved for funding were more likely to have applied several times before, while those who were not approved for funding were more likely to have been first
time applicants. Applicants who were not approved for funding were also more likely to indicate that their organization is heavily dependent on volunteers.

Contacted by Service Canadato _ .~ nNot | Application frequency Funded Not Funded

provide additional information Funded

First application 12% 24%
% Yes 42% 35% Applied once or twice before 19% 25%
Why were you contacted? Applied several times before 27% 18%
Clarify information in my application 53% 47%  Apply for the same program on an annual basis 42% 34%
Miss‘ing.documents or information in my 20% 34% Role in application
application

o | am solely responsible 44% 44%

Budget template needed modifications 7% 9%

| am part of a team of employees 28% 25%
My organization or project was not eligible 1% 14%

| am part of a team of both employees and volunteers 13% 7%
Other reason 31% 16% . :

Our organization is heavily dependent on volunteers 15% 23%

Not . )

Sector SLUCCEREET| | am not personally involved although | oversee this, or have some awareness 0.3% 1%
Not-for-profit (NET) 79% 71%
Public Sector (NET) 14% 18%
Private Sector (NET) 18% 25%
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Trust in Service Canada

* At more than eight in ten (83%), the vast majority of applicants trust Service Canada and ESDC to deliver services effectively to Canadians.
» This measure is strongly correlated to overall satisfaction.
» Applicants for all programs other than EAF, NHSP and CSJ were less likely to express trust in Service Canada/ESDC, in particular OFPwD applicants.

How much would you say you trust or distrust Service Canada and Department of Employment and Social Development Canada (ESDC) to deliver services effectively to Canadians?

B s-rusTAGREATDEAL [ 4 3 2 [ 1-ponoTTRUSTATALL [ DON'T KNOW

T2B (% RATED 4/5)

Total EAF NHSP CSJ SL/CF OFPwD CSC UT&IP EL&CCI SDPP All but EAF,
NHSP, CSJ
(n=1549) (n=56) (n=431) (n=942) (n=25%) (n=22%) (n=25%) (n=26%) (n=5*) (n=17%) (n=120)

There was a strong correlation between trust in Service Canada and overall satisfaction (0.62).

Q32. On a scale from 1 to 5, where 1 means do not trust at all and 5 means trust a great deal, how much would you say you trust or distrust Service Canada and Department of Employment and Social Development Canada
(ESDC) to deliver services effectively to Canadians?
Base: All respondents
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Service Channel Assessments

37— © lIpsos

Satisfaction is by far the highest for email support from a program officer, followed by the program web portal, in-
person service at a Service Canada office, the Government of Canada website and email support form a Service
Canada office.

Eight in ten (80%) applicants were satisfied with email support from a program officer, while two-thirds were satisfied
with the program web portal (67%), in-person service at a Service Canada office (66%), the Government of Canada
website (66%) and email support form a Service Canada office (65%).

Closer to six in ten were satisfied with the mail channel (63%) and telephone support from a Service Canada office
(61%), while satisfaction is lowest for the 1 800 OCanada phone line (49%), however, few applicants used this
channel.

SDPP applicants were less satisfied with the Government of Canada website or email support from a Service Canada
office, OFPwD applicants were less satisfied with email support from a program officer and EL&CCI were less satisfied
with email support from a Service Canada office.

The number of times an applicant was in contact with Service Canada differs significantly by the channel used
and the program they applied for. Those with a higher number of contacts had lower satisfaction.

Applicants who used the in-person or mail channels were more likely to have been in contact once during their
experience, while those who emailed directly with a program officer, used the program’s online web portal or went
online to the GoC website were much more likely to have used the channel 5 times or more.

Across all channels, four in ten (41%) applicants were in contact with Service Canada 10 or more times, two in ten
(19%) 4-6 times and around one in ten either 1-3 times (12%) or 7-9 times (15%). Satisfaction with the service
experience declines by the number of times the applicant contacted Service Canada and was notably lower among
those who had 10 or more contacts through any channel.

NHSP applicants report being in contact with Service Canada fewer times during their experience, while SL/CF,
OFPwD and CSC applicants report being in contact a greater number of times (specifically 10 times or more). @



Satisfaction with Service Channels

» At eight in ten, applicants were most satisfied with email support from a program officer, followed by the program web portal, in-person service at a Service Canada office, the
Government of Canada website and email support form a Service Canada office. Satisfaction is lowest for the 1 800 OCanada phone line and to a lesser extent telephone support
from a Service Canada office.

* OFPwD applicants were less satisfied with email support from a program officer, EL&CCI and SDPP for email support from a Service Canada office, while SDPP were also less

satisfied with the Government of Canada website.

How satisfied or dissatisfied were you with the overall quality of service you received from each of the following?

-

[ 5 - verv saTisFiED

Email support from a
program officer (n=445)

Ko

EiaN

o — Web portal (n=1070)
ﬁ Service Canada office

il (n=64)

AR Government of Canada

NS5 website (n=1159)

@ Email support from a Service
Canada office (n=1243)

Mail (n=138)

Telephone support from a
SC office (n=286)

1 800 OCanada phone line
(n=72)

Q26. On a scale from 1 to 5, where 1 means very dissatisfied and 5 means very satisfied. How satisfied or dissatisfied were you with the overall quality of service you received from each of the following?

3 2 [} 1 - vErRY DIssATISFIED

TOTAL
53% 28%
25% 42%
42% 24%
22% 43%

35% 30%

(=]
H . s
o (=]
S B " S o

36% 27%

34% 27%

20% 29%

Base: Used channel at aware, apply or follow-up stage
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017%

o
>
(=}

9

b%

©
N

15%

[l oon'T know

T2B

80%

67%

66%

66%

65%

63%

61%

49%

EAF

83%

77%

50%

76%

68%

100%

65%

NHSP

81%

67%

71%

70%

2%

56%

68%

68%

CSJ

80%

66%

67%

65%

64%

65%

60%

48%

TOP2BOX (% RATED 4/5)

SL/ICF OFPWD CSC
78% 90%
75% 64% 78%

- 33% 100%
56% 60% 52%
60% 57% 71%
50% 100% -
50% 63% 80%

- 100% -

UT&IP EL&CCI

100%

70%

60%

64%

67%

All but
SDPP  EAF, NHSP,
CSsJ
- 75% 76%
100% 80% 75%

- - 38%
50%  [33% | | 51%)]
- - 30%

- 100% 63%

- - 100%

*values less than 3% not labelled ~ *small sample size **very small sample size I:I I:I Significantly higher/ lower than total @



Number of Contacts with Service Channels

* The number of contacts differs significantly by channel.

» Applicants who used the in person or mail channels were more likely to have been in contact with Service Canada once during their experience, while those who emailed directly
with a program officer, used the program’s online web portal or went online to the Government of Canada website were much more likely to have used the channel 5 times or more.

Thinking about your overall experience, how many times did you use each of the following?

B :ove [ 2mves 3 TIMES amives [} s+ ves JJj pon'T know

Go to a Service Canada office (n=64) 42% 6% WELRETZ 1% 41%

ﬁ
H ¢
|

Communicate by mail with the Government of Canada (n=138) 42% 11% %4 4% 35%

Call a Service Canada office directly (n=286) 25% 18% 10% 4% 20% 24%

Call 1800 O-Canada (n=72) 23% 18% 9% 5% LT 31%

>,//B®@>

)@l

| >~ Email a Service Canada Office (n=1243) 19% PN 11% 6% 22% 30%

ZARN ) .

Go online to the Government of Canada website (n=1159) 18% 15% 9% 6% 28% 25%

E Go online to the [program] web portal (h=1070) L% VL0 10% 7% 37% 21%
(@) Email a Program Officer directly (n=445) [0 22% 16% 9% 37% 7%
X

Q25. Thinking about your overall experience, how many times did you [IF MULTIPLE SOURCES ‘use each of the following’ IF ONLY ONE SOURCE ‘use the following’]? Please provide one response per item.
Base: Used channel at aware, apply or follow-up stage
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Number of Contacts by Program

» Across all service channels, four in ten (41%) applicants were in contact with Service Canada 10 or more times, two in ten (19%) 4-6 times and around one in ten either 1-3 times
(12%) or 7-9 times (15%).

* The level of satisfaction with the service experience declines by the number of times the client contacted Service Canada. Satisfaction was notably lower among those who had 10
or more contacts with Service Canada through any channel during the client journey.

* NHSP applicants are more likely to report being in contact with Service Canada between 1-6 times during their experience, while SL/CF, OFPwD and CSC applicants are more
likely to have been in contact 10 times or more.

Thinking about your overall experience, how many times did you use each of the following?

NUMBER OF CONTACTS BY PROGRAM

TOTAL # OF TIMES OVERALL EAF  NHSP CSJ SLICF OFPWD CSC UT&IP EL&CCI SDPP ‘hep.css
SATISFACTION (%T2B) NHSP, CSJ
(n=1547) (n=56) (n=430) (n=942) (n=25%) (n=21*) (n=25%) (n=26*) (n=5**) (n=17%) (n=119)
L3 times I 12% 79% 14% 12% 8% . 8% 8% 20%  12% 8%

4-6 times

19% 75% 18% 19% 8% 5% 8% 12% . 129%
15% 75% 14%  16%  15% [ - | 1w0% [ - | 8 - 12%

7-9 times

10+ times 41% 62% 36% 42% [72% | [67%| |68w | 35% 60% 41% 61%

Don't know [ 13% 69% 18% 15% 12% 12% 19% 16% 20% 24% 19%

Q25. Thinking about your overall experience, how many times did you [IF MULTIPLE SOURCES ‘use each of the following’ IF ONLY ONE SOURCE ‘use the following’]? Please provide one response per item.
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Barriers and Issue Resolution

One-third of applicants experienced a problem or issue during the application process primarily related to
delays in receiving funding approval or an update on the status of their application. Among those who
experienced an issue relatively few felt it was easily resolved.

« Overall, approximately one-third of applicants (35%) experienced a problem or issue during the application

process. There were no statistically significant differences by program, however, problem existence tends to be
somewhat higher among SDPP applicants (47%).

« Among those who experienced a problem or issue, only one-quarter (26%) felt it was easily resolved.

« The most common problems or issues were that it took too long to receive a funding decision (43%) or an update
on their application (37%), that the online application portal was confusing (30%) or that the application form was
too long/complicated (25%).

 EAF, NHSP and OFPwD applicants were more likely to mention the application requirements were difficult to
understand, NHSP were also more likely to say the application form was too long/complicated.

+ OFPwD applicants were also more likely to mention that the information on the program was difficult to
understand, the program website was confusing, that staff were not knowledgeable or that it took too long to get
an update on their application.

« SL/CF applicants were more likely to mention it took too long to get an update on their application.

« CSC applicants were more likely to say that they received different answers from different program officers or
that staff were not knowledgeable.
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Encountered a Problem

» Approximately one-third of applicants (35%) encountered a problem or issue during their experience getting information and applying.
* There are no statistically significant differences by program.

Thinking about your overall experience getting information and applying for PROGRAM], did you experience any problems or issues during this process?

RS NO

53%
66% ; 68% 65% 64% 68% 69%
77% 80% 81% 80%

35% 32% 35% 36% 31%

Total EAF NHSP CSJ SL/CF OFPwD CSC UT&IP EL&CCI SDPP  All but EAF,
NHSP, CSJ

(n=1549) (n=56) (n=431) (n=942) (n=25%) (n=22%) (n=25%) (n=26%) (n=5**) (n=17%) (n=120)

Q27. Thinking about your overall experience getting information and applying for [INSERT PROGRAM], did you experience any problems or issues during this process?

Base: All respondents
43— O©lpsos *small sample size **very small sample size l:] I:I Significantly higher/ lower than total @



Explanation of Problem or Issue

» The most common problems or issues were that it took too long to receive a funding decision or an update on their application, that the online application portal was confusing or
that the application form was too long/complicated.

+ EAF, NHSP and OFPwD applicants were more likely to mention the application requirements were difficult to understand, NHSP were also more likely to say the application form
was too long/complicated. OFPwD applicants were also more likely to mention that the information on the program was difficult to understand, the program website was confusing,
that staff were not knowledgeable or a lack of status updates. SL/CF applicants were more likely to mention it took too long to get an update on their application, while CSC
applicants were more likely to say that they received different answers from different program officers or that staff were not knowledgeable.

How would you describe the problem or issue you experienced?

TOTAL EAF NHSP CSJ SL/ICF OFPWD CSC UT&IP EL&CCI SDPP ﬁLgl;’t Iég'.:l

(n=517) (n=13%) (n=137) (n=332) (n=5%) (n=8%) (n=8%) (n=5%) (n=1%) (n=8%) (n=35)

Took too long to receive a funding decision || N ]I 43% 39% 39% 43% 60% 50% 63% 20% - 25% 44%

Took too long to receive an update on my application || NN 37% 31% 38% [80% | |_-_| 63% 20% - 38% 42%

Online application portal was confusing [l 30% 39% 34% 30% 20% 50% 25% 40% 100% 50% 40%

Application form was too long / complicated [ 25% 31% 24% - 50% 25% 60% 100% 13% 27%
| received different answers from different Program Officers [l 22% 15% 18% 2204 20% 38% - , 25%
Application requirements were difficult to understand [l 16% [46% | [ 31%] 14% 20% 2504 20% - R 2204
Information on the program was difficult to understand [l 16% 31% 20% 15% 20% 38% 20% 100% 13%
Telephone lines were busy [l 16% 23% 10% 16% 40% - - 20% - 13% 11%

Program website information was confusing [JJll 15% 23% 14% 15% - 2504 - - 13% 19%
Staff were not knowledgeable / could not answer my questions [JJl| 13% 8% 9% 13% _ | 38% | | 50% | 20% 100% _

Poor communication/ lack of follow up/ long to receive response . 7% 8% 6% 8% _ _ _ _ _ _ 0%

Changes due to Covid ] 6% _ 204 6% - - - - - - 0%

Lack of updates/ notifications/ feedback | 4% 8% 204 4% R R - - - 504

Lack of clarity/ confusion I 3% _ 1% 3% _ _ _ _ _ _ 0%

Issues submitting/ uploading documents/ information l 3% _ 204 3% _ _ _ _ _ _ 0%

Problems with forms/ documents | 3% ) m 204 _ _ _ B _ _ 0%

Q28. How would you describe the problem or issue you experienced?
Base: Experienced problem or issue

44— ©lpsos *small sample size **very small sample size [ ] I:I Significantly higher/ lower than total @



Ease of Issue Resolution

* Among those who experienced a problem or issue, one-quarter (26%) felt it was easily resolved.
* There are no statistically significant differences by program.

How much would you agree or disagree that the problem or issue was easily resolved?

[l 5 -stronGLY AGREE [ 4 3 2 | 1- STRONGLY DISAGREE

T2B (% RATED 4/5)

25%

30%

16%
10% .
0% 0% '
Total EAF NHSP CSJ SL/CF OFPwD CsC UT&IP EL&CCI SDPP All but EAF,
NHSP, CSJ
(n=517) (n=13*) (n=137) (n=332) (n=5**) (n=8**) (n=8**) (N=5**) (n=1**) (n=8+) (n=35)

Q29. On a scale from 1 to 5, where 1 is strongly disagree and 5 is strongly agree, how much would you agree or disagree that the problem or issue was easily resolved?
Base: Experienced problem or issue
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Drivers of Satisfaction

The primary driver of satisfaction in the service experience is the amount of time it took from start to finish was
reasonable followed by the helpfulness of Service Canada phone representatives and the overall ease of

applying.

+ Other prominent drivers include the ease of finding information about the program, needing to only explain their
situation once, that it was clear what would happen next and the ease of completing the project timeline.

Overall, the greatest opportunities to improve the service experience are improving the timeliness of service and
the helpfulness of Service Canada phone reps.

* In order to summarize what potential changes could result in an increase in overall satisfaction, the service attributes
that most strongly drive satisfaction for Service Canada clients are determined and compared to Service Canada’s
performance against these attributes.

* The resulting analysis found that common areas for potential improvement include improving the timeliness of service
and the helpfulness of Service Canada phone reps. The most prominent secondary areas for improvement include
improving clarity of process (i.e., what would happen next and when) and the ease of getting assistance.

« The provision of service in either official language, protection of personal information, ease of finding information about
the program and the ease gained from completing steps online are relative strengths for the organization and areas
that should be maintained.
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Drivers of Satisfaction

» The primary driver of satisfaction in the service experience is the amount of time it took from start to finish was reasonable followed by the helpfulness of Service

Canada phone representatives and the overall ease of applying.
» The strength of the drivers’ analysis is strong and has an R? of 0.63.

The amount of time it took was reasonable.

Service Canada phone representatives were helpful

Overall, it was easy for me to apply for [program]

Find general information about [program]

| needed to explain my situation only once.

Throughout the process it was clear what would happen next and when it would happen.
Completing the project timeline

Meeting the requirements of the application

Being able to complete steps online made the process easier for me.

Received approval for funding

| was able to move smoothly through all of the steps related to the [program] application.
| received consistent information

It was easy to get help when | needed it.

| was confident that my personal information was protected.

| was provided with service in my choice of English or French.

It was clear what to do if | had a problem or question.

I was confident that any issues or problems would have been easily resolved.
Completing the narrative questions (i.e. funding objectives, description of project, scope
The application took a reasonable amount of time to complete.

Determine if your organization is eligible for [program] funding

Find out what information you need to provide when applying for [program]

Determine the steps to apply for funding

Understand the information about [program]

Completing the budget document

Understanding the requirements of the application

Putting together the information you needed to apply for [program]

It was easy to access service in a language | could speak and understand well
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PROGRAM LEVEL-HIGHLIGHTS

ENABLING ACCESSIBILITY FUND (EAF) SERVICE ATTRIBUTE PERFORMANCE

STRENGTHS
SATISFACTION WITH SERVICE CHANNELS
77% []6 E Completing steps onllr_le 90%
83% ==| made the process easier
Satisfaction 76% 77% o _ _
OVERALL SERVICE EXPERIENCE 65% 68% - -] Finding generalinformation .,
Q =] aboutthe program
Qo prog
. 5 -
) = = — Determining the steps to 0
e é é g T Ee apply for funding 87%
z = 3 8 E
84% = T T = 2 Confident personal
2 £ £ o @ | p 86%
T L W = = information protected
Ease
OVERALL, IT WAS EASY FOR ME pny ~ N AREAS FOR IMPROVEMENT
TO APPLY ) (@) ) o=
@ XN & =
Needed to explain situation 0
only once 63%
79% = ) rocsy oo
Effecti 66% © 23% /A |
ectiveness o _ Putting together the
| WAS ABLE TO MOVE SMOOTHLY Complete application Experienced a @' information you needed to 61%
THROUGH ALL OF THE STEPS in reasonable time problem

apply

50 - © Ipsos Base: EAF applicants (n=56) [:] l:l Significantly higher/ lower than total E



PROGRAM LEVEL-HIGHLIGHTS

NEW HORIZONS FOR SENIORS PROGRAM (NHSP)

SATISFACTION WITH SERVICE CHANNELS SERVICE ATTRIBUTE PERFORMANCE

73% D@ STRENGTHS

81%

Satisfaction 71%
OVERALL SERVICE EXPERIENCE

12%

68% 0%  68% 67% @] Confident personal 86%

information protected

M 56%
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PROGRAM LEVEL-HIGHLIGHTS
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PROGRAM LEVEL-HIGHLIGHTS
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PROGRAM LEVEL-HIGHLIGHTS

OPPORTUNITIES FUND FOR PERSONS WITH DISABILITIES (OFPwD)
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