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Background

The Canadian Trade Commissioner Service (TCS) is a network of more than 900 trade professionals working in Canadian embassies, high commissions and consulates located in more than 150 cities around the world and 12 regional offices across Canada.  It is a key service provided to export-ready Canadian businesses by Foreign Affairs and International Trade Canada.
In Canada, trade commissioners working in regional offices provide practical advice on marketing strategies and up-to-date market and sector information to help smooth a Canadian company's path to doing business abroad. Located in every province and territory, the TCS offers four key services in its regional offices:

· One-On-One Export Help

· Market and Industry Information

· Assistance in Export Financing

· Trade Fairs, Missions and Events

Trade commissioners working abroad help Canadian companies in the development of their international business, including investigating market prospects, identifying key contacts and providing relevant advice and market intelligence.  The TCS helps Canadian companies that have researched and selected their target markets and can demonstrate their commitment to succeed in the global marketplace.
The TCS offers six key services to Canadian companies through its offices abroad: 
· Market Prospect 

· Key Contacts Search 

· Visit Information

· Face-to-face Briefing 

· Local Company Information

· Troubleshooting

In addition, clients who wish to access market reports, lists of trade events or reports on the business climate in their target markets can register on the Virtual Trade Commissioner (VTC) at www.infoexport.gc.ca. Once registered, they can submit a service request for any of the above services either through the regional offices of the TCS or through offices abroad.  

Research Objectives
TCS online data reveals that, while as many as 16,000 firms have registered with the VTC, only a small proportion actually make a request for service.  To better understand why this is the case, TCS would like to conduct a comparative analysis between those who have registered with the VTC and requested service, and those who have registered, but have not requested service.

More specifically, the objectives of this research were to:

· Assess if the 16,000 registrants of the VTC who do not request TCS services should become the object of new marketing initiatives;

· Test awareness of the full range of services offered by the TCS;

· Gauge opinions of the online services of the VTC;

· Determine why some users have not  submitted requests to the TCS;

· Obtain feedback on the review of TCS core services; and,

· Ascertain attitudes and perceptions of the TCS services to assist in the development of a renewed marketing strategy.

In addition, this research gathered key operational information from respondents, including:

· Information about the size of the companies interviewed;

· Experience exporting; and,

· Information about exporting experiences. 

The information gained from this research will help the TCS better understand the service preferences of its clients and how targeted marketing initiatives may increase requests for service. 

Methodology

Two phases of research were conducted: a quantitative phase (conducted by telephone) and a qualitative phase (in the form of one-on-one interviews by telephone among members of the target audience). 

Quantitative Research

A telephone survey was conducted among 225 members of the following groups:
· VTC registrants who have made a service request to the Trade Commissioner Service; and,

· VTC registrants  who have never made a service request to the TCS. 

This research was conducted in state-of-the-art Computer Assisted Telephone Interviewing (CATI) facilities. In this research we employed elite interviewers with experience interviewing business audiences. Interviews were conducted in the official language of the respondent’s choice. 

Prior to fielding this research, Ipsos-Reid conducted a pre-test of the final survey instrument among 15 respondents, including 10 interviews conducted in English and 5 conducted in French. 

As per the National Standing Offer, Ipsos-Reid conducted a minimum of eight calls per sample record to obtain a resolution before retiring that sample record. 

Sample Management and Privacy Considerations

During this research Ipsos-Reid received a sample file from the client which contains telephone numbers only, with no other identifying information.  

In terms of managing this information, Ipsos-Reid acknowledges that Canada is bound by the Privacy Act, R.S.C. 1985, c. P-21, with respect to the protection of personal information as defined in that Act. Ipsos-Reid shall keep private and confidential any such personal information collected, created or handled by Ipsos-Reid under the Contract, and shall not use, copy, disclose, dispose of or destroy such personal information except in accordance with this clause and the delivery provisions of the Contract. All such personal information is the property of Canada, and Ipsos-Reid shall have no right in or to that information.  Ipsos-Reid shall deliver to Canada all such personal information in whatever form, including all working papers, notes, memoranda, reports, data in machine-readable format or otherwise, and documentation which have been made or obtained in relation to this Contract, upon the completion or termination of the Contract, or at such earlier time as the Minister may request. Upon delivery of the personal information to Canada, Ipsos-Reid shall have no right to retain that information in any form and shall ensure that no record of the personal information remains in Ipsos-Reid's possession.

Qualitative Research (One-on-One Interviews)

In addition to the quantitative research, a qualitative phase of research was conducted involving 15 one-on-one interviews among VTC registrants who completed a survey during the quantitative phase of research. These interviews took approximately 20 minutes to complete, and will consist largely of open-ended questions designed to more fully explore their attitudes towards the study issues, specifically awareness and views towards the services provided by the TCS. The interviews were be conducted by senior research staff based in Ottawa.  

Methodology

Quantitative 
A telephone survey was conducted between March 19-30 among 225 members of the following groups:

· VTC registrants who have made a service request to the Trade Commissioner Service (n=152); and,

· VTC registrants  who have never made a service request to the TCS (n=73). 

The overall sample of 225 obtains a ±6.5 percentage point margin of error. 

· The sample of 152 registrants who made a service request obtains a margin of error of ±7.9 percentage points, while the sample of 73 registrants who have never made a service request obtains a margin of error of ±11.5 percentage points. 

Interviews were conducted in the official language of the respondent’s choice. 

The sample frame for this research was developed from a database of Virtual Trade Commissioner registrants controlled by the project authority. The sample was divided between registrants known to have made a service request to the Trade Commissioner Service and those where no service request was evident. 

Several terms and abbreviations are used throughout this report, including: 

· “Clients,” used to refer to survey respondents collectively.

· “VTC,” referring to the Virtual Trade Commissioner.

· “TCS,” referring to the Canadian Trade Commissioner Service.
For more information about the quantitative research, see 
Qualitative
Following the quantitative survey, 15 respondents were selected to complete an additional qualitative interview. 

These interviews consisted primarily of open-ended questions and lasted between 15 and 20 minutes each. 

The interviews were conducted concurrently with the quantitative research, between March 19-30. 

Participants in this phase of research were selected to obtain a good mix of those more or less familiar with the VTC and TCS, as well as those more or less positive towards the VTC and TCS.
Executive Summary
The Good News
Many of the findings in this research demonstrate that clients of the VTC and TCS consider these services to provide value and utility in helping them do business abroad. 

This conclusion is supported by the following key findings: 

· Among several different kinds of organizations offering assistance to Canadian companies that do business abroad, the VTC and TCS are considered to be the most useful. 

· Majorities consider the features offered by the VTC and TCS to be useful. 

· Most clients familiar with either the VTC or TCS know they can contact the TCS through the VTC. 

· The most common way of contacting the TCS is either by email or through the TCS. Other means of contact (such as the telephone) are less commonly mentioned.
The Challenges Ahead
There are also findings in this research that point to challenges that must be addressed to improve perceptions of services offered by the Government of Canada to companies doing business abroad. 

In particular, those services that clients identify as the most important are also services where perceived performance lags. Those key issues include: 

· Lists of qualified, foreign business contacts who can help refine clients’ entry strategy; 

· Information about foreign barriers, regulations and certification requirements; and, 

· Assistance with addressing urgent problems that arise when companies do business abroad. 

The need for more and better information, particularly with respect to qualified, reliable business contacts, arises again and again. 

Service issues are also important, particularly with respect to faster response times. 

Another area that business look to government to address relate to business financing and managing the costs and financial hazards of doing business abroad. 

· This relates both to the cost of doing business and also to issues related to financial security, such as dealing with reputable partners and effectively collecting on international debts.
Rapport sommaire
Bonnes nouvelles
De nombreux résultats de la présente étude indiquent que les clients du Délégué commercial virtuel et du Service des délégués commerciaux estiment les services efficaces et utiles pour les aider à faire affaire à l'étranger. 

La conclusion s'appuie sur les faits saillants suivants : 

· Parmi plusieurs organisations offrant de l'aide aux entreprises canadiennes qui font affaire à l'étranger, le Délégué commercial virtuel et le Service des délégués commerciaux sont considérés comme les plus utiles. 

· La majorité des répondants estiment utiles les services offerts par le Délégué commercial virtuel et le Service des délégués commerciaux. 

· La plupart des clients qui connaissent le Délégué commercial virtuel ou le Service des délégués commerciaux savent qu'ils peuvent communiquer avec le Service des délégués commerciaux à l'aide du Délégué commercial virtuel. 

· Le courriel ou le Service des délégués commerciaux sont les modes de communication les plus couramment utilisés. Les autres modes de communication (comme le téléphone) sont moins souvent mentionnés.
Défis à venir

En outre, les résultats de la présente étude cernent des défis à relever pour améliorer la perception des services offerts aux entreprises par le gouvernement du Canada pour faire affaire à l'étranger. 

Plus particulièrement, les services que les clients estiment les plus importants sont ceux qui, à leurs yeux, présentent des problèmes d'efficacité. Les principaux problèmes concernent notamment les services suivants : 

· Liste de personnes-ressources d'affaires qualifiées de l'étranger qui peuvent aider à affiner la stratégie d'entrée sur le marché du client; 

· Renseignements sur les obstacles, lois et conditions d'homologation à l'étranger; et 

· Aide pour régler les problèmes urgents qui surviennent lorsque les entreprises font affaire à l'étranger. 

Le besoin de renseignements plus nombreux et de meilleure qualité, particulièrement en ce qui concerne les relations d'affaires qualifiées et fiables, est constamment évoqué. 

Les problèmes de services sont également importants, surtout en ce qui concerne la réduction des délais de réponse. 

Les entreprises aimeraient également que le gouvernement apporte des améliorations pour ce qui est du financement des entreprises et de la gestion des coûts et des risques financiers liés aux affaires à l'étranger.  

· Cela concerne autant les coûts de fonctionnement que les problèmes de sécurité financière, par exemple faire affaire avec des partenaires de bonne réputation et recouvrer efficacement les créances internationales. 
Challenges and Opportunities
Overview

On an open-ended basis, clients identify the two biggest challenges to conducting business abroad as: 

· The acquisition of foreign connections and contacts; 

· Understanding local business requirements and regulations; and, 

· Issues related to the cost of doing business abroad.

Other key challenges include transportation and logistics, being promoted internationally and border issues. 

Several issues mentioned less often are “knowledge” issues: knowing the international market, knowing the international business culture, knowing the languages spoken internationally. 

What can the Government of Canada do to help? On an open-ended basis, clients most often say that government should…

· Help with contacts and networking; 

· Help with business financing; 

· Promote Canadian business and expertise; and, 

· Provide access to market research and information.
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Qualitative Findings
Biggest Challenges Facing Canadian Companies Doing Business Abroad
Similarly to the quantitative findings, the qualitative component reveals that most respondents are primarily concerned with getting reliable information about foreign markets (including laws and regulations), finding trustworthy business contacts on the ground, and financing.

“To find prospects in foreign countries; to understand and comply with international regulations.”

“The need to find proper contacts – we’ve met tons of people overseas, but it turns out that when we are put in contact with the person who we think is in charge, they’re not…so many crooks out there.”

“Becoming well known to buyers (…) you can get your foot in the door if you are recommended – that’s where the trade commissioner comes in.”

« Bien connaître les lois et la culture du pays. »

« On a pas souvent les moyens d’y parvenir. »
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Most Important Things Government Can do to Help
Overall respondents identify four main need that they feel should be met by the government:

· Provide a database of qualified business contacts;

· Provide both technical (information on laws, etc.) and financial support;

· Promote Canadian business on the ground; and,

· Serve as a liaison between Canadian business and foreign clients.

“Some sort of program to help with initial cost of exploring opportunities, not a grant but interim financing. The government should relax the requirements to access programs that are already available and do something to raise awareness that they exist.”

“The trade advisors in England didn’t have key contacts for us, it would be nice to establish relationships… I would like them to be my presence – the face of my company overseas.”

“Work as a liaison between Canadian businesses and the prospects in the country.”

« De nous donner l’aide technique et financière…plus que le délégué commercial, il faut aller plus loin. »

« Je veux pouvoir rencontrer quelqu’un pour m’expliquer comment m’y prendre. »

« D’avoir une rencontre de personne à personne au moins une fois…une heure pour discuter de ce qui m’importe à moi. »

Importance of and Satisfaction with Core Services
Overview
Clients were read several core services offered to help Canadian companies who wish to do business abroad, and asked to rate both the importance of and perceived performance of the Government of Canada with respect to each. 

The most important services include: 

· Lists of qualified, foreign business contacts who can help refine clients’ entry strategy; 

· Information about foreign barriers, regulations and certification requirements; 

· Information about other companies and trade organizations in foreign markets; and, 

· Assistance with addressing urgent problems. 

The least important services are seen to be: 

· Advice on investment opportunities abroad; 

· Recommendations on specialized service providers available in Canada; and,

· Face-to-face meetings with trade officials at embassies.
Services that clients think that the Government of Canada is doing the best job in delivering include: 

· Recommendations for trade events; 

· Information about other companies and trade organizations in foreign markets; 

· Information about foreign barriers, regulations and certification requirements; and, 

· Face-to-face meetings with trade officials at embassies. 

Services that clients think that the Government of Canada less often doing a good job in delivering include: 

· Advice on investment opportunities abroad; 

· Assistance in addressing urgent problems that arise when doing business abroad; 

· Recommendations on specialized service providers available in Canada; and, 

· Advice in Canada on implementing business strategies abroad.
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Awareness, Use, and Usefulness of Organizations Offering Assistance to Businesses
Overview

Clients are most aware of…

· Export Development Canada; 

· The Virtual Trade Commissioner; 

· The Canadian Trade Commissioner Service; and, 

· Canadian embassies or consulates.

Clients have most often used the services of… 

· The Virtual Trade Commissioner; 

· The Canadian Trade Commissioner Service; and, 

· Canadian embassies or consulates.

Clients consider the most useful organizations offering assistance to business to be…

· The Virtual Trade Commissioner; 

· The Canadian Trade Commissioner Service; 

· Export Development Canada; and, 

· Canadian embassies or consulates.

Local business councils or chambers of commerce, provincial  governments, consulting and law firms register lower in terms of awareness, use of services and usefulness of services. 

How did clients become aware of the VTC in the first place?

· Most often they say it was through surfing the Web. 

· Less commonly they mention hearing about it through person-to-person contact, at trade shows, from a trade commissioner or by word of mouth.
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Qualitative Findings 

How Did You Find Out About The Virtual Trade Commissioner?

Most qualitative respondents found out about the Virtual Trade Commissioner by surfing the web, by word of mouth or through advertising.

“I signed up following the advice of a business advisor.”

“Somebody passed me the Canada Export magazine which lead us to the virtual trade commissioner. Then I went on-line and registered… I also met with a contact at DFAIT.”

« Ca doit être une série de liens qui m’a emmené là. »

« J’ai vu une annonce et j’ai envoyé un courriel… »

Awareness, Use, and Usefulness of VTC Features
Overview
Clients were asked whether they are aware of, have used or consider useful several key services offered by the Virtual Trade Commissioner. 

On this basis, clients are most aware of…

· Trade events; 

· Country and sector information; 

· Being able to get in-person assistance from a trade commissioner through the VTC; and, 

· Business leads. 

Clients are least aware of hotel listings, foreign government tenders and daily news. 

Clients aware of the features have most often used…

· Country and sector information; 

· In-person assistance from a trade commissioner; 

· Trade events; and, 

· Daily news. 

Clients have least often used hotel listings, foreign government tenders and business leads. 

Clients aware of the features consider most useful…

· Country and sector information; 

· Being able to get in-person assistance from a trade commissioner; 

· Trade events; and, 

· Business leads. 

Hotel listings, daily news and foreign government tenders are less often considered to be useful. 
One in three respondents say they would be willing to pay $100 in order to register on the VTC. 

· About one in ten respondents say they would be willing to pay either $500 or $1,000. 
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Qualitative Findings

Usefulness of VTC Features

Most respondents agree that the most useful aspects of the VTC are its informational resources (contacts, sector and industry, laws and regulations, etc.) and the fact that it is very accessible.

“Comes right to my company, it’s user friendly and accessible and has a lot of good contact information.”

“Instead of going to four or five different places to get the information that I need, I just go to the VTC…it takes a lot of bumps out of the road.”

“The ability to have a contact in every major trading country…it’s invaluable.”

“The country and sector information is pretty useful.”

« Ca donne les informations sur les marchés qu’on veut explorer…et si on veut parler avec quelqu’un directement, on peut. »

On the other hand, while most respondents were not able to identify features that are not useful, those who could pointed to difficulty sorting through the material and a lack of detailed, personalized information.

“I wouldn’t say that there is anything that is not useful. I feel it is a useful service.”

“There should be a better, more detailed search engine to narrow down your search, as well as a guide on how to get the most out of the site.”

“The information is often too general, they need to provide for detail.”

« J’en vois pas. »

« Trop de recherche à l’intérieur du site pour trouver ce qu’on cherche…C’est difficile à naviguer. »
Reasons for Registering with The Virtual Trade Commissioner

Qualitative respondents say they registered with the VTC because they needed help understanding a specific market, or because they wanted easier access to information. 

“We needed access to information… We were already getting newsletters from Export Canada. (The VTC) was a useful tool without having to dig through files.”

“We went to a few export seminars put on by the Ontario government. They suggested registering (with the VTC). At the time, we were exploring the Mexican market.”

“I was looking something up related to Guatemala. If I go somewhere, I try to look up something from the Canadian embassy.”

“I was looking for contacts in Asia and one thing led to another…”

“Because I was in need of a third party to help qualify buyers and sellers… The VTC has information on what is required in the countries we want to do business in.”

“We registered for the availability of information and access to trade commissioners.”
Was Registering with The Virtual Trade Commissioner Worthwhile?
Most qualitative respondents say registering with the VTC was worthwhile, despite the lengthy registration process, because the information they received was specific to their needs in a particular market or because it provided business development leads. Some did not consider it to be useful because of the lengthy registration process and because the information was not necessary or specific enough to their needs. 

“Yes… I used to get a newsletter, now I get it by email. It provides good information on foreign markets, trade events and stuff like that.”

“Initially (registering) wasn’t an intuitive process, but I muddled through it. It was worth it in the end because I got information I needed about Mexico. I was able to confirm some cost estimates through the VTC which was satisfying.”

“There was nothing there that I could say that I used. I have a Canadian contact in Guatemala, so I can’t say I really needed anything more than that.”

“It was worth it because of information you get on trade fairs and who’s looking for what… It’s almost like an ebay for Canadian businesses.”

“No, it wasn’t worth it. The information is limited and registration is a very, very lengthy process… I tried to contact Trade Commissioners in various countries, but was told I had to register with  the VTC first.”
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Contacting the TCS
· Most who are aware of the TCS have contacted it for service or information. 

· Among those who contacted the TCS, two in three say they heard back within five days. 

· Most aware of the TCS are also aware that it is possible to request service or information from it.

· Seven in ten who are aware you can contact the TCS through the VTC have used this means of contacting the TCS. 

· More than four in five who have contacted the TCS through the VTC say they would do so again. 

· On the last occasion they contacted the TCS, nearly four in five respondents say they did so by email. 

· One in five respondents aware of the TCS say they are aware of recent advertising about the service. 

[image: image15.emf]Number of Service Requests to TCS

Which of the following reflects how many times you have requested service or information from the Canadian Trade 

Commissioner Service? 

16%

16%

11%

36%

22%

Once

Twice

Three times

More than three times

Never

Base: Aware of the Canadian Trade Commissioner Service (n=194)



[image: image16.emf]Experience With Canadian Trade 

Commissioner Service

How soon after you requested service or information from the Canadian Trade Commissioner Service did you hear back?

66%

18%

5%

5%

4%

2%

Within 5 days

Within two weeks

Within one month

More than one month later

I never heard back

Don't know/Refused

Base: Requested service or information from the TCS (n=152)



[image: image17.emf]Awareness That Service Can Be Requested 

Through VTC

Before today, were you aware that you can request personalized service and information from a Trade Commissioner using 

the Virtual Trade Commissioner web site? 

Base: Aware of the Canadian Trade Commissioner Service (n=194)

Yes

59%

No

41%



[image: image18.emf]Use of VTC to Contact Trade Commissioner

Have you used this web site to contact a Trade Commissioner? 

Base: Aware service or information can be requested through the VTC (n=114)

No

30%

Yes

70%



[image: image19.emf]Willingness to Use VTC Again to Contact a 

Trade Commissioner

Would you use this web site again to contact a Trade Commissioner? 

Base: Have requested service or information through the VTC (n=80)

Yes

85%

No

15%



[image: image20.emf]Means of Contacting the TCS On Last 

Occasion

Thinking about the last time you requested service or information from the Canadian Trade Commissioner Service, which of 

the following means of contact did you use? Did you use any other means of contact on the last occasion? 

78%

41%

36%

23%

4%

By email

Through the Virtual Trade

Commissioner

By telephone

In person

Other

Base: Requested service or information from the TCS (n=152)


Qualitative Findings 
Most Who Requested Service or Information from the TCS Did So by Email
The qualitative component of this study echoes the quantitative portion by revealing that most respondents contact the TCS by e-mail first. However, the qualitative findings also indicate that, while the Internet is often the first method used, respondents prefer when this form of contact is followed with in person or telephone communication. 

“Submitting an on-line request is useful, but I’m the type of person who likes to talk to someone over the phone…that’s the best way.”

“E-mail because of the simplicity and convenience.”

“Always by e-mail first. I have used the phone, but the phone call comes after an e-mail contact – the e-mail allows me to digest the information.”

« Par courriel parce que ça prend moins de temps et l’information est plus précise. »

« Par courriel et par téléphone – c’est les deux moyens que j’utilise le plus souvent – c’est plus facile pour moi. »
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Awareness and Use of TCS Features
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Qualitative Findings 
What is the Value of the TCS
Most qualitative respondents see value in what the TCS does, particularly insofar as it provides reliable local knowledge and a good introduction to given markets abroad. 

“The value of the TCS lies in giving direction to companies looking to export… It’s a useful tool to get a basic knowledge of what you’re getting in to. The Canadian government does a good job of identifying and finding markets for us to export products.”

“The value comes back to introducing Canadian companies to potential clients in foreign countries and assisting Canadian companies to introduce people interested in the same business.”

“They give us current information about what’s going on overseas. It can be better than newspapers in summing up what’s important.”

“I got good on-the-ground information in both countries (Sweden and South Africa).”

“(The TCS) is very, very valuable. It’s only just begun to serve its purpose though. The potential is there, more work needs to be done.”
Ways to Improve the VTC and the TCS
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Qualitative Findings 

Ways to Improve The TCS and The VTS
Most suggestions on how to improve the TCS and the VTC center around increasing efficiency and personalizing the service.

“Rapidity of response. If I get an answer in two weeks vs. two days my perception will change. In other words, the shorter the response time, the more I get the feeling they’re working for me.”

“Should have more detailed and personalized information.”

“There should be more services tailored to small businesses.”

« Recevoir un appel à partir du moment où je suis inscrit; nous rencontrer, nous appeler de temps en temps. »

« Sur le site il y a la limite des cinq régions…ajouter les régions ou la possibilité de regrouper des régions dans notre profil…par exemple, les Etats-Unis au complet et pas uniquement par secteur…à plusieurs niveaux. »
Appendix I. Survey Questionnaire

SCREENING QUESTIONS

QUESTIONS DE RECRUTEMENT

Hello this is ________ calling from Ipsos-Reid, a professional public opinion research firm.  We are conducting a 10-minute survey on behalf of the Government of Canada to assess satisfaction with its Canadian Trade Commissioner Service, and more specifically, its on-line service known as the Virtual Trade Commissioner. To begin with:

Bonjour, ici ________ d’Ipsos-Reid, une firme professionnelle de sondages d’opinion publique. Nous menons actuellement un sondage de 10 minutes pour le compte du gouvernement du Canada pour évaluer la satisfaction à l’égard du Service des délégués commerciaux du Canada, et plus particulièrement à l’égard de son service en ligne connu sous le nom de Délégué commercial virtuel. Tout d’abord :

S1. According to the information we have, <NAMED INDIVIDUAL> at this telephone number registered online with the Virtual Trade Commissioner. Is this you? 

S1. Selon nos renseignements, <NOMMER LA PERSONNE> s’est inscrit(e) en ligne au Délégué commercial virtuel sous ce numéro de téléphone. Est-ce vous? 

Yes [CONTINUE]

Oui [CONTINUER]

No [ASK RESPONDENT IF THE CORRECT INDIVIDUAL WOULD BE AVAILABLE AND ASK TO SPEAK TO THAT PERSON, REPEAT S1] 

Non [DEMANDER AU RÉPONDANT SI LA BONNE PERSONNE SERAIT DISPONIBLE ET DEMANDER À LUI PARLER, RÉPÉTER LA S1] 

[IF APPROPRIATE RESPONDENT NOT AVAILABLE SCHEDULE CALL BACK]

[SI LA BONNE PERSONNE N’EST PAS DISPONIBLE, FIXER UN RAPPEL]

S2. Do any of the following apply to your business? [READ LIST AND CHOOSE ALL THAT APPLY]

S2. Est-ce que l’un ou l’autre des énoncés suivants s’applique à votre entreprise? [LIRE LA LISTE ET CHOISIR TOUT CE QUI S’APPLIQUE]

My business is currently exporting abroad or planning to do so

Mon entreprise exporte actuellement à l’étranger ou prévoit le faire

My business is currently investing abroad or planning to do so

Mon entreprise investit actuellement à l’étranger ou prévoit le faire

My business is currently importing components or design from abroad, or planning to do so

Mon entreprise importe actuellement des composantes ou des modèles de l’étranger ou prévoit le faire

None

Aucun

[IF S2= NONE, THANK AND TERMINATE]

[IF S2= NONE, THANK AND TERMINATE]

TOP PRIORITIES, IMPORTANCE, SATISFACTION AND REQUESTED SERVICES

PRINCIPALES PRIORITÉS, IMPORTANCE, SATISFACTION ET SERVICES DEMANDÉS

I am going to begin by asking you some questions about doing business abroad.

Je vais d’abord vous poser quelques questions sur les affaires à l’étranger.
1. What would you identify as the biggest challenges faced by Canadian companies that wish to do business abroad? [OPEN ACCEPT ALL RESPONSES]

1. Selon vous, quels sont les plus grands défis auxquels sont confrontées les entreprises canadiennes qui souhaitent faire affaire à l’étranger? [QUESTION OUVERTE, ACCEPTER TOUTES LES RÉPONSES]
2. What would be the most important thing that the Government of Canada could do to help Canadian companies that wish to do business abroad? Anything else? [OPEN ACCEPT ALL RESPONSES]

2. Quel serait la chose la plus importante que pourrait faire le gouvernement du Canada pour venir en aide aux entreprises canadiennes qui souhaitent faire affaire à l’étranger? Y a-t-il autre chose? [QUESTION OUVERTE, ACCEPTER TOUTES LES RÉPONSES]
3. I will now read you a list of things that might help Canadian companies do business abroad. I would like you to tell me how important you consider each on a scale of 1 to 7 where 1 is not at all important, 7 is very important and 4 – the mid-point—means neither important nor unimportant. The first/next one is… [READ AND RANDOMIZE]

3. Je vais maintenant vous lire une liste de choses qui pourraient aider les entreprises canadiennes à faire affaire à l’étranger. J’aimerais savoir dans quelle mesure vous estimez que chacune de ces choses est importante, sur une échelle de 1 à 7, où 1 signifie pas du tout importante, 7, très importante, et 4, le point milieu, ni importante ni sans importance. La première/prochaine chose est… [LIRE AU HASARD].

Advice here at home on implementing your business strategy abroad.

Des Conseils ici, au pays, sur la façon de mettre en œuvre votre stratégie d’affaires à l’étranger.

Recommendations on specialized service providers available in Canada.

Recommandations sur les fournisseurs de services spécialisés disponibles au Canada.

Help to develop your business strategy with foreign market intelligence.

Aide à l’élaboration de votre stratégie d’affaires au moyen d’information commerciale de l’étranger.

Recommendations for trade events that match your company’s needs.

Recommandations d’événements d’exportation commerciaux qui correspondent aux besoins de votre entreprise.

Advice on investment opportunities abroad.

Conseils sur les possibilités d’investissement à l’étranger.

Information about foreign barriers, regulations and certification requirements. 

Renseignements sur les obstacles, lois et conditions d’homologation à l’étranger.  

Lists of qualified, foreign business contacts who can help refine your entry strategy.

Liste de personnes-ressources d’affaires qualifiées de l’étranger qui peuvent vous aider à affiner votre stratégie d’entrée sur le marché.

Face-to-face meetings with trade officials at embassies to discuss recent developments in your chosen market.

Rencontres en personne dans les ambassades avec des agents de commerce pour discuter de l’évolution récente du marché que vous avez choisi.

Information about other companies and trade organizations in foreign markets.

Renseignements sur d’autres entreprises et associations corporatives dans les marchés étrangers.

Assistance with addressing urgent problems that arise when trying to do business abroad.

Aide pour régler les problèmes urgents qui surviennent lorsqu’on tente de faire affaire à l’étranger.

4. Considering the same list of things that might help Canadian companies do business abroad, I would like you to tell me whether you think the Government of Canada does a good or bad job at providing assistance in these areas. Please rate your view on a scale of 1 to 7 where 1 means they do a terrible job, 7 means they do an excellent job and 4 – the mid-point—means neither good nor bad. The first/next one is… [READ AND RANDOMIZE ALL; ACCEPT DON’T KNOW RESPONSE WITHOUT PROBE]

4. En tenant compte de la même liste d’énoncés représentant des choses qui pourraient aider les entreprises canadiennes à faire affaire à l’étranger, j’aimerais savoir si vous croyez que le gouvernement du Canada fait un bon ou un mauvais travail pour ce qui est d’offrir de l’aide dans les domaines concernés. Veuillez indiquer votre point de vue sur une échelle de 1 à 7, où 1 signifie un très mauvais travail, 7, un excellent travail, et 4, le point milieu, un travail ni bon ni mauvais. Le premier/prochain est… [LIRE TOUS LES ÉNONCÉS AU HASARD; ACCEPTER LA RÉPONSE NE SAIT PAS SANS SONDER]

Advice here at home on implementing your business strategy abroad.

Des conseils ici, au pays, sur la façon de mettre en œuvre votre stratégie d’affaires à l’étranger.

Recommendations on specialized service providers available in Canada.

Recommandations sur les fournisseurs de services spécialisés disponibles au Canada.

Help to develop your business strategy with foreign market intelligence.

Aide à l’élaboration de votre stratégie d’affaires au moyen d’information commerciale de l’étranger.

Recommendations for trade events that match your company’s needs.

Recommandations d’événements d’exportation qui correspondent aux besoins de votre entreprise.

Advice on investment opportunities abroad.

Conseils sur les possibilités d’investissement à l’étranger.

Information about foreign barriers, regulations and certification requirements. 

Renseignements sur les obstacles, lois et conditions d’homologation à l’étranger.  

Lists of qualified, foreign business contacts who can help refine your entry strategy.

Liste de personnes-ressources d’affaires qualifiées de l’étranger qui peuvent vous aider à affiner votre stratégie d’entrée sur le marché.

Face-to-face meetings with trade officials at embassies to discuss recent developments in your chosen market.

Rencontres en personne dans les ambassades avec des agents de commerce pour discuter de l’évolution récente du marché que vous avez choisi.

Information about other companies and trade organizations in foreign markets.

Renseignements sur d’autres entreprises et associations corporatives des marchés étrangers.

Assistance with addressing urgent problems that arise when trying to do business abroad.

Aide pour régler les problèmes urgents qui surviennent lorsqu’on tente de faire affaire à l’étranger.

AWARENESS AND SATISFACTION WITH ORGANIZATIONS OFFERING ASSISTANCE TO BUSINESSES

CONNAISSANCE DES ORGANISATIONS QUI OFFRENT DE L’AIDE AUX ENTREPRISES ET SATISFACTION À CET ÉGARD

I am now going to ask you about your overall experiences with the provision of services for business people.

Je vais maintenant vous poser des questions sur votre expérience de la prestation de services aux gens d’affaires en général.

5. I would like to know whether or not you are aware of the following organizations or services that help Canadian companies do business abroad. How about…?  [READ AND RANDOMIZE]

5. J’aimerais savoir si vous connaissez ou non les organisations ou services suivants qui aident les entreprises canadiennes à faire affaire à l’étranger. En ce qui concerne… ? [LIRE AU HASARD]

The Canadian Trade Commissioner Service

Le Service des délégués commerciaux du Canada

The Virtual Trade Commissioner 

Le Délégué commercial virtuel 

Canadian embassies or consulates 

Les ambassades ou consulats canadiens 

Export Development Canada

Exportation et développement Canada

Provincial Governments

Les gouvernements provinciaux

Local business councils or chambers of commerce

Les conseils d’entreprises ou chambres de commerce de la région

Law firms

Les cabinets d’avocats

Consulting firms

Les sociétés d’experts-conseils

Other (Are there any other organizations or services you are aware of? Please specify :__________)

Autre (Y a-t-il d’autres organisations ou services que vous connaissez? Veuillez préciser :__________)

Aware

Connaît

Not Aware

Ne connaît pas

Don’t know

Ne sait pas

[IF AWARE TO ANY AT Q5, CONTINUE, ELSE SKIP TO Q8]

[IF AWARE TO ANY AT Q5, CONTINUE, ELSE SKIP TO Q8]
6. I would like to know whether or not you have used services provided by the following organizations or services that help Canadian companies do business abroad. How about…? [READ AND RANDOMIZE]

6. J’aimerais savoir si vous avez recouru ou non aux services offerts par les organisations ou services suivants qui aident les entreprises canadiennes à faire affaire à l’étranger. En ce qui concerne… ? [LIRE AU HASARD]

[INSERT LIST OF ORGANIZATIONS/SERVICES RESPONDENT IS AWARE OF AT Q5]

[INSERT LIST OF ORGANIZATIONS/SERVICES RESPONDENT IS AWARE OF AT Q5]

Yes

Oui

No

Non

Don’t know

Ne sait pas

7. How useful do you consider the following organizations or services to be in helping Canadian businesses access foreign markets? Please rate your view on a scale of 1 to 7, where 1 is not at all useful and 7 is very useful.

7. Dans quelle mesure jugez-vous utiles les organisations ou services suivants pour ce qui est d’aider les entreprises canadiennes à percer les marchés étrangers? Veuillez indiquer votre point de vue sur une échelle de 1 à 7, où 1 signifie pas du tout utile, et 7, très utile.

[INSERT LIST OF ORGANIZATIONS/SERVICES RESPONDENT IS AWARE OF AT Q5]

[INSERT LIST OF ORGANIZATIONS/SERVICES RESPONDENT IS AWARE OF AT Q5]

EXPERIENCE WITH THE VIRTUAL TRADE COMMISSIONER

EXPÉRIENCE AVEC LE DÉLÉGUÉ COMMERCIAL VIRTUEL

[IF AWARE OF VTC AT Q5, CONTINUE, ELSE SKIP TO Q14]

[IF AWARE OF VTC AT Q5, CONTINUE, ELSE SKIP TO Q14]

I am now going to ask you about the Virtual Trade Commissioner, the Government of Canada’s on-line service for helping Canadian companies do business abroad.

Je vais maintenant vous poser des questions sur le Délégué commercial virtuel, le service en ligne du gouvernement du Canada pour aider entreprises canadiennes à faire affaire à l’étranger.

8. How did you find out about the Virtual Trade Commissioner? [DO NOT READ LIST; CHOOSE ALL THAT APPLY]

8. Comment avez-vous entendu parler du Délégué commercial virtuel? [NE PAS LIRE LA LISTE; CHOISIR TOUT CE QUI S’APPLIQUE]

Word of mouth

Bouche à oreille

Direct mail or Email

Publipostage direct ou courriel

Surfing the web

En naviguant sur le Web

At a tradeshow or other event

À une foire commerciale ou un autre événement

From a trade commissioner

Par un délégué commercial

InfoExport web site

Site Web InfoExport

CanadExport newsletter

Bulletin CanadExport

Other (specify)

Autre (préciser)

Don’t know 

Ne sait pas 
9. In your view, what could be done to improve the Virtual Trade Commissioner? [OPEN, ACCEPT ALL RESPONSES]

9. À votre avis, comment pourrait-on améliorer le Délégué commercial virtuel? [QUESTION OUVERTE, ACCEPTER TOUTES LES RÉPONSES]
10. If you were asked to pay [SPLIT SAMPLE: $100 / $500/ $1,000] in order to register on the Virtual Trade Commissioner, would you still register? 

10. Vous inscririez-vous au Délégué commercial virtuel même si on vous demandait de payer [DIVISER L’ÉCHANTILLONNAGE : 100 $/500 $/1 000 $]? 

Yes

Oui

No

Non

Don’t know/ Not sure

Ne sait pas/Incertain

11. I would like to know whether or not you are aware of the following features offered by the Virtual Trade Commissioner. How about…?  [READ AND RANDOMIZE]

11. J’aimerais savoir si vous connaissez ou non les services suivants offerts par le Délégué commercial virtuel. En ce qui concerne…? [LIRE AU HASARD]

Country and sector information

Renseignements sur les pays et les secteurs

Business leads

Occasions d’affaires potentielles

Foreign government tenders

Appels d’offres des gouvernements étrangers

Trade events

Événements commerciaux

Daily news

Actualités quotidiennes

Being able to get in-person assistance from a trade commissioner through the Virtual Trade Commissioner

Possibilité d’obtenir de l’aide en personne de la part d’un délégué commercial à l’aide du Délégué commercial virtuel

Hotel listings

Liste d’hôtels

Aware

Connaît

Not Aware

Ne connaît pas

Don’t know

Ne sait pas

[IF AWARE OF ANY AT Q11, CONTINUE, ELSE SKIP TO Q14]

[IF AWARE OF ANY AT Q11, CONTINUE, ELSE SKIP TO Q14]
12. I would like to know whether or not you have used the following features offered by the Virtual Trade Commissioner. How about…? [READ AND RANDOMIZE]

12. J’aimerais savoir si vous avez recouru ou non aux services suivants offerts par le Délégué commercial virtuel. En ce qui concerne… ? [LIRE AU HASARD]
[INSERT LIST OF ORGANIZATIONS/SERVICES RESPONDENT IS AWARE OF AT Q11]

[INSERT LIST OF ORGANIZATIONS/SERVICES RESPONDENT IS AWARE OF AT Q11]

Yes

Oui

No

Non

Don’t know

Ne sait pas

13. How useful do you consider the following features offered by the Virtual Trade Commissioner to be in helping to do business abroad? Please rate your view on a scale of 1 to 7, where 1 is not at all useful and 7 is very useful.

13. Dans quelle mesure estimez-vous utiles les services suivants offerts par le Délégué commercial virtuel pour ce qui est d’aider à faire affaire à l’étranger? Veuillez indiquer votre point de vue sur une échelle de 1 à 7, où 1 signifie pas du tout utile, et 7, très utile.
[INSERT LIST OF ORGANIZATIONS/SERVICES RESPONDENT IS AWARE OF AT Q11]

[INSERT LIST OF ORGANIZATIONS/SERVICES RESPONDENT IS AWARE OF AT Q11]

EXPERIENCE WITH CANADIAN TRADE COMMISSIONER SERVICE

EXPÉRIENCE AVEC LE SERVICE DES DÉLÉGUÉS COMMERCIAUX DU CANADA

[IF AWARE OF CANADIAN TRADE COMMISSIONER SERVICE AT Q5, CONTINUE, ELSE SKIP TO Q Q25]

[IF AWARE OF CANADIAN TRADE COMMISSIONER SERVICE AT Q5, CONTINUE, ELSE SKIP TO Q25]

I am now going to ask you about the Canadian Trade Commissioner Service.

Je vais maintenant vous poser des questions sur le Service des délégués commerciaux du Canada.

14. Have you seen any advertisements recently about the Canadian Trade Commissioner Service?

14. Avez-vous vu récemment une publicité au sujet du Service des délégués commerciaux du Canada?

Yes

Oui

No

Non

Don’t know

Ne sait pas
15. Which of the following reflects how many times you have requested service or information from the Canadian Trade Commissioner Service? [READ LIST]

15. Quel énoncé parmi les suivants reflète le nombre de fois que vous avez demandé des services ou des renseignements au Service des délégués commerciaux du Canada? [LIRE LA LISTE]

Once

Une fois

Twice

Deux fois

Three times

Trois fois

More than three times 

Plus de trois fois 

Never

Jamais

Don’t know

Ne sait pas

16. Before today, were you aware that you can request personalized service and information from a Trade Commissioner using the Virtual Trade Commissioner web site? 

16. Avant aujourd’hui saviez-vous qu’à l’aide du site Web du Délégué commercial virtuel, vous pouvez demander un service personnalisé et des renseignements à un délégué commercial? 

Yes

Oui

No

Non

Don’t know

Ne sait pas

17. Have you used this web site to contact a Trade Commissioner?

17. Avez-vous déjà utilisé ce site Web pour communiquer avec un délégué commercial?

Yes

Oui

No

Non

Don’t know

Ne sait pas

[IF YES, CONTINUE, OTHERWISE SKIP TO Q 19]

[IF YES, CONTINUE, OTHERWISE SKIP TO Q 19]
18. Would you use this web site again to contact a Trade Commissioner?

18. Utiliseriez-vous de nouveau ce site Web pour communiquer avec un délégué commercial?

Yes

Oui

No

Non

Don’t know

Ne sait pas

[IF Q15=NEVER AND IF Q17=NO/DK SKIP TO Q 21]

[IF Q15=NEVER AND IF Q17=NO/DK SKIP TO Q 21]

19. Thinking about the last time you requested service or information from the Canadian Trade Commissioner Service, which of the following means of contact did you use? Did you use any other means of contact on the last occasion? [READ AND RANDOMIZE; ACCEPT ALL RESPONSES]

19. Veuillez songer à la dernière fois que vous avez demandé des services ou des renseignements au Service des délégués commerciaux du Canada. Quel mode de communication parmi les suivants avez-vous utilisé? Avez-vous utilisé un autre mode de communication la dernière fois? [READ AND RANDOMIZE; ACCEPT ALL RESPONSES]

Through the Virtual Trade Commissioner

À l’aide du Délégué commercial virtuel

By telephone

Par téléphone

By email

Par courrier électronique

In person 

En personne 

Online, not through the Virtual Trade Commissioner (do not read)

En ligne, mais pas à l’aide du Délégué commercial virtuel (ne pas lire)

Other (specify)

Autre (préciser)

20. How soon after you requested service or information from the Canadian Trade Commissioner Service did you hear back? Was it… [DO NOT RANDOMIZE, READ ALL]

20. Combien de temps après avoir demandé des services ou des renseignements au Service des délégués commerciaux du Canada avez-vous obtenu une réponse? Était-ce… [NE PAS LIRE AU HASARD, LIRE TOUS LES ÉNONCÉS]

Within 5 days

5 jours ou moins

Within two weeks

Deux semaines ou moins

Within one month

Un mois ou moins

More than one month later

Plus d’un mois

I never heard back (DO NOT READ)


N’a jamais obtenu de réponse (NE PAS LIRE)


21. In your view, what could be done to improve the Canadian Trade Commissioner Service? [OPEN, ACCEPT ALL RESPONSES] 

21. À votre avis, comment pourrait-on améliorer le Service des délégués commerciaux du Canada? [QUESTION OUVERTE, ACCEPTER TOUTES LES RÉPONSES] 
22. I would like to know whether or not you are aware of the following features offered by the Canadian Trade Commissioner Service. How about…?  [READ AND RANDOMIZE]

22. J’aimerais savoir si vous connaissez ou non les services suivants offerts par le Service des délégués commerciaux du Canada. En ce qui concerne… ? [LIRE AU HASARD]

One-on-one help

Conseils personalisés à l’exportation Aide individuelle
Market and industry information

Informations stratégiques Renseignements sur le marché et l’industrie

Advice on financing

Conseils sur le financement 

Information about trade fairs, missions and events

Renseignements sur les foires, missions et événements commerciaux

Market Prospect 

Aperçu du potentiel de marché 

Key Contact Search 

Recherche de contacts clés 

Local Company Information 

Renseignements sur les entreprises locales de la région 

Visit Information 

Renseignements concernant les visites 

Face to Face Briefing 

Rencontre personnelle 

Troubleshooting

Dépannage

Aware

Connaît

Not Aware

Ne connaît pas

Don’t know

Ne sait pas

[IF AWARE TO ANY AT Q22, CONTINUE, ELSE SKIP TO Q25]

[IF AWARE TO ANY AT Q22, CONTINUE, ELSE SKIP TO Q25]
23. I would like to know whether or not you have used the following features offered by the Canadian Trade Commissioner Service. How about…? [READ AND RANDOMIZE]

23. J’aimerais savoir si vous avez recouru ou non aux services suivants offerts par le Service des délégués commerciaux du Canada. En ce qui concerne… ? [LIRE AU HASARD]

[INSERT LIST OF ORGANIZATIONS/SERVICES RESPONDENT IS AWARE OF AT Q22]

[INSERT LIST OF ORGANIZATIONS/SERVICES RESPONDENT IS AWARE OF AT Q22]

Yes

Oui

No

Non

Don’t know

Ne sait pas

24. How useful do you consider the following features offered by the Canadian Trade Commissioner Service to be in helping to do business abroad? Please rate your view on a scale of 1 to 7, where 1 is not at all useful and 7 is very useful.

24. Dans quelle mesure estimez-vous utiles les services suivants offerts par le Service des délégués commerciaux du Canada pour ce qui est d’aider à faire affaire à l’étranger? Veuillez indiquer votre point de vue sur une échelle de 1 à 7, où 1 signifie pas du tout utile, et 7, très utile.
[INSERT LIST OF ORGANIZATIONS/SERVICES RESPONDENT IS AWARE OF AT Q22]

[INSERT LIST OF ORGANIZATIONS/SERVICES RESPONDENT IS AWARE OF AT Q22]

DEMOGRAPHICS

DONNÉES DÉMOGRAPHIQUES

25. Including yourself, how many employees does your firm currently have, including both full-time and part-time people? [RECORD NUMBER RANGE 1 TO 1,000,000]

25. Y compris vous-même, combien d’employés, à temps plein et à temps partiel, votre entreprise compte-t-elle en ce moment? [RECORD NUMBER RANGE 1 TO 1 000 000]
26. Which of the following best describes your business? 

26. Lequel des énoncés suivants décrit le mieux votre entreprise? 

My business is currently doing business outside Canada

Mon entreprise fait actuellement affaire à l’extérieur du Canada

My business is planning to do business outside Canada 

Mon entreprise prévoit faire affaire à l’extérieur du Canada 

My business is neither doing business outside Canada nor is planning to do so

Mon entreprise ne fait pas affaire à l’extérieur du Canada et ne prévoit pas le faire

Don’t know

Je ne sais pas
27. Which of the following best estimates your company’s annual revenues? [READ LIST]

27. Laquelle des catégories suivantes correspond le mieux au chiffre d’affaires annuel de votre entreprise? [LIRE LA LISTE]

Less than $500,000

Moins de 500 000 $

Between $500,000 and $1,000,000

Entre 500 000 $ et 1 000 000 $

Between $1,000,000 and $5,000,000

Entre 1 000 000 $ et 5 000 000 $

More than $5,000,000

Plus de 5 000 000 $
28. Where do you prefer to obtain information for your business? Anywhere else? [READ LIST AND CHOOSE ALL THAT APPLY]

28. Où préférez-vous obtenir des renseignements pour votre entreprise? Y a-t-il d’autres endroits? [LIRE LA LISTE ET CHOISIR TOUT CE QUI S’APPLIQUE]

Online

Internet

Daily newspapers

Quotidiens

Television

Télévision

Business journals

Revues d’affaires

Business associations

Associations de gens d’affaires

Tradeshows

Foires commerciales

Word of mouth

Bouche à oreille

Email newsletters

Bulletins électroniques

Other- specify [DO NOT READ]

Autre – préciser [NE PAS LIRE]

None [DO NOT READ]

Aucun [NE PAS LIRE]
PERMISSION FOR TELEPHONE INTERVIEW

AUTORISATION POUR ENTREVUE TÉLÉPHONIQUE

29. We would like to interview some of the individuals who have responded to this survey in greater detail during a separate telephone interview. If you are selected to complete this additional interview, we can offer an honorarium of $50 for your time. The interview should take about 20 minutes to complete. Would you like the opportunity to participate in this additional interview?

29. Nous aimerions mener une autre entrevue plus en profondeur au téléphone avec quelques‑unes des personnes qui ont répondu au présent sondage. Si vous êtes choisi pour cette autre entrevue, nous vous offrirons une somme de 50 $ en guise de remerciement. L’entrevue prendrait environ 20 minutes. Aimeriez-vous avoir l’occasion de participer à cette autre entrevue?

Yes [CONTINUE]

Oui [CONTINUER]

No [SKIP TO CLOSE]


Non [PASSER À LA CONCLUSION]


30. Thank you for agreeing to participate in this additional interview. Please note that we may not contact everyone who agrees to participate.  May I have your first and last name?  

30. Nous vous remercions d’avoir accepté de participer à cette autre entrevue. Veuillez noter qu’il est possible que nous ne communiquions pas avec tous les répondants qui acceptent de participer. Pouvez-vous me donner votre prénom et votre nom?  

[TEXT BOXES FOR FIRST, LAST NAME]

[TEXT BOXES FOR FIRST, LAST NAME]

31. And can you tell me the best phone number to reach you during the day?

31. Et pouvez-vous me donner le meilleur numéro pour vous joindre durant la journée?

[TEXT BOXES TELEPHONE NUMBER]

[TEXT BOXES TELEPHONE NUMBER]

32. And what is the best time to reach you during the weekdays?

32. Et quel est le meilleur moment pour vous joindre durant la semaine?

[TEXT BOXES FOR BEST TIME TO CALL]

[TEXT BOXES FOR BEST TIME TO CALL]

Appendix II. Interview Guide

NOTES TO INTERVIEWERS:
1. Purpose of project:  This qualitative research project will help identify which businesses that have registered for the Virtual Trade Commissioner website could be effectively targeted to become active clients of our in-person services.  It will also explore the experiences of our clients with the services of both the VTC and TCS to support ongoing service improvement initiatives.

2. Selection Criteria:  As we are looking for people who would be most likely to use our in-person services, the following are our preferred target groups in descending order of priority (b is almost as important as a, though), based on responses to the quantitative survey:

a. Aware of TCS at Q5 – All participants

b. All respondents rate the government’s performance as at least 4, 5, 6 or 7 for at least three of the 10 statements tested at Q4 – All participants

c. Aware that service request can be made to TCS through VTC (Q16), but has not made request (Q17) – Attempt 4 interviews

d. Aware that service request can be made to TCS through VTC (Q16), has made request (Q17) and would make another request (Q18)– Attempt 4 interviews

e. Aware that service request can be made to TCS through VTC (Q16), has made request (Q17) and would not make another request (Q18)– Attempt 4 interviews

f. Not aware that service request can be made to TCS through VTC (Q16), but has not made request (Q17) – Attempt 4 interviews—Attempt 3 interviews

Hello, may I speak with [INSERT NAME OF INDIVIDUAL]? 

[WHEN DESIGNATED CONTACT AVAILABLE, READ FOLLOWING. IF NOT AVAILABLE, SCHEDULE CALL BACK AND LEAVE YOUR NAME AND NUMBER]. 

Good morning/afternoon/evening, my name is __________________________ and I am calling from Ipsos-Reid. You recently completed a survey by telephone and agreed to complete an additional interview. The Department of Foreign Affairs and International Trade has commissioned us to conduct a series of interviews among individuals representing businesses who are conducting business abroad, or are planning to do so. 

This interview should take about 20 minutes. Please be assured that your responses during this interview will remain completely confidential and will only be reported in the aggregate.

[IF ‘YES’ PROCEED, IF ‘NO’ THANK AND TERMINATE OR ARRANGE CALLBACK]

[IF PARTICIPANT ASKS HOW WE GOT THEIR NAME, REPEAT THAT WE GOT THEIR NAME DURING THE RECENT SURVEY THEY COMPLETED.]  

IF NOT AVAILABLE: ARRANGE CALLBACK
START INTERVIEW – “To begin with...” 

OVERVIEW

1. What would you identify as the biggest challenges faced by Canadian companies that wish to do business abroad? 

2. What would be the most important thing that the Government of Canada could do to help Canadian companies that wish to do business abroad?
VIRTUAL TRADE COMMISSIONER
3. At one point you registered with the Virtual Trade Commissioner. Can you remember what motivated you to do this? 

4. You may recall that it took you some effort to register with the Virtual Trade Commissioner. Was it worth it or not, and why? 

5. Why do you use the Virtual Trade Commissioner web site?  

6. In your view, what are the most useful aspects of the Virtual Trade Commissioner Service? 

7. And, what are the least useful aspects of the Virtual Trade Commissioner?

8. If you could, what are the most important ways you would improve the Virtual Trade Commissioner? 

TRADE COMMISSIONER SERVICE
9. Have you ever requested in-person service or information from a Trade Commissioner?

10. What service or information did you request? 

11. In your own words, what is the value of the Canadian Trade Commissioner Service to Canadian businesses?

12. What was the experience receiving service from a Trade Commissioner like? Positive or negative and why?   Did the experience meet your expectations (PROBE: why/why not)

13. Was it hard or easy to request in-person service or information from a Trade Commissioner? Why? 

14. If you wanted to request in-person service or information from a Trade Commissioner, what would be your preferred method and why?  (PROBE: By phone? Email? By submitting an on-line request through the Virtual Trade Commissioner web site? NOTE:  ask respondents to elaborate on their experience making requests using the VTC…i.e. have you tried it before?  If so, what is your impression.  If not, why not?)

15. If you wanted to promote the services and information offered by the Trade Commissioner Service to business like yours, what would you do? (PROBE: What’s the most important thing businesses should know about the service and information available from the Trade Commissioner Service? 
16. If you could, what are the most important ways you would improve the Trade Commissioner Service? 

17. Finally, do you plan to use the Trade Commissioner Service in the near future?  If we made some of the improvements you mentioned earlier, would that affect your answer?

On behalf of the Department of Foreign Affairs and International Trade and Ipsos-Reid, I would like to thank your for your participation in this study. We will send a check in your name for $50 to thank you for completing this interview. May I have your full name and contact information? 

RECORD NAME AND ADDRESS
Appendix III. Technical Report

Response Rate and Call Dispositions

This table calculates the response rate among the respondents in this research based on the call dispositions achieved during the telephone research. The calculation is based on the empirical calculation standard of the Market Research and Intelligence Association. More information may be located here: http://www.mria-arim.ca/STANDARDS/Response.asp   
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		Total Numbers Attempted   

		2248



		Invalid (NIS, fax/modem, business/non-res.)

		189



		Unresolved (U) (Busy, no answer, answering machine)

		1046



		In-scope - non-responding (IS)

		469



		Language problem

		6



		Illness, incapable, deaf

		3



		Household refusal

		445



		Respondent refusal

		7



		Qualified respondent break-off

		8



		In-scope - Responding units (R)

		544



		Disqualified

		319



		Completed interviews

		225



		Response Rate = R/(U+IS+R)    

		17%






