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Executive Summary

Delta Media was retained by Industry Canada to undertake a series of depth interviews with business owners and those intending to start a business. The objective of the study was to determine how best to merge the interfaces currently used to help businesses access government information and services on two principal Web portals: the national site of the Canada Business Service Centres and BusinessGateway. Now that both portals are coming under the management of a single entity, there is an opportunity to retain the best features of each, possibly introduce new features and develop a new, better interface for business users.

Delta Media utilized a depth interview methodology for this study, conducting each interview independently, while observed from behind a two-way mirror by the client. In addition, computer software and wireless networking were used to capture the movement of all participants through the various prototype sites and to allow observers to follow the movement live on a computer in the observation room. All interviews were audio recorded and lasted approximately 60 minutes.

We tested three prototypes for this study. The first was the current BusinessGateway interface, modified to incorporate the colour scheme of the new brand for the site – Canada Business. The second prototype tested was a modified version of the existing CBSC national site (again, with the Canada Business branding and colour scheme). The third prototype was a new design built around the different stages in the business lifecycle. Participants reviewed each prototype (in rotating order so that each prototype had an equal chance of being seen first by an equal number of participants) and used them to find information on specific topics assigned to them by the moderator (see the moderator’s guide in the appendix to this document). 

The results of this study suggest some important differences in the needs and expectations of new businesses (intenders and those in the start-up phase) and their more experienced counterparts. Generally speaking, more seasoned participants in the study had a much clearer sense of what different departments and agencies had to offer and had much more sophisticated and precise needs for information. Topics related to the management and growth of a business (i.e. HR management, tax and the impact of legislative changes) were more of interest to experienced business owners. Newer business owners, on the other hand, expressed more of a need for government funding assistance and basic start-up information. 

Beyond these differences, however, there was strong consistency in the answers and experiences of all participants in this study. The need for different methods to access information and services quickly and intuitively is universal. Time is money for business owners, as participants mentioned repeatedly. In this respect, the expectations of participants were largely met by all three prototypes we tested. The initial reactions to what participants saw on the screen was generally constructive and focused on both the advantages and disadvantages of the particular approach to design and architecture. 

Participants in the study expressed a preference for the first prototype (modified BusinessGateway). They cited the clarity and rapidity of navigating by the key words used in the topics and sub-topics. The terms used on this main menu are the result of extensive testing and their relevance to a diverse group of business people was confirmed in this study. 

The other two prototypes did secure the support of many participants, however, suggesting that elements of these could be incorporated into the first prototype to improve the experience for users. In particular, the notion of streaming users by the stage of the business lifecycle they are at was well supported. In addition, links from the CBSC site such as Business Info Guides and Government Programs and Services seemed to meet the expectations of many users and should be considered for the new interface.

This study also revealed important design considerations to bear in mind as the new interface is developed. Business users avoid scrolling, look for search engine windows on the main page and have declining patience for complex menu structures. Users appreciate aesthetically pleasing sites but are wary of complex graphics that slow down the page without offering any information or direction. 

Finally, we ended each interview by asking questions related to the promotion and positioning of the Canada Business portal. Participants were often split on these questions but did converge on the term “entrepreneur” over “business” and “resource” over “information.” A more dynamic slogan that captures the essence of quick and easy access or “connection” to information was recommended. 

1.0
Introduction

1.1
About the Study

This report summarizes and analyses the findings from a series of 14 depth interviews undertaken by Delta Media with business owners and operators in the National Capital Region in March of 2005. The interviews were designed to explore the needs for business information and the reaction to three prototypes of a common user interface proposed for the merged content of the Business Gateway and the national Canada Business Service Centre site. 

The three prototypes that were tested were as follows:

A – A redesigned version of the existing Business Gateway interface, with information grouped under broad topics and sub-topics.

B – A new interface in which information is grouped into various stages of a business lifecycle, from “thinking about” to eventually transitioning or selling the business, and with the major topics from the Business Gateway set in a left hand menu.

C – A redesigned version of the existing CBSC national site, with information grouped by type of content, and with the major topics from the Business Gateway set in a left hand menu.

1.2
Methodology

A total of fourteen in-depth usability interviews were conducted over a three-day period in the National Capital region (March 23, 24 and 28, 2005).  Care was taken to ensure that participants reflected three important business types – intenders, start-ups and established SME and micros.  Of the fourteen interviews, a total of 9 interviews were conducted in English and 5 were conducted in French.

Our experienced moderator, Bernard Gauthier, led participants through a discussion using an approved moderator’s guide.  Interviews lasted approximately 90 minutes and participants were offered an incentive of $100.00 for their participation.

All sessions were audio-recorded based on participant consent and in some cases, interviews were observed via a two-way mirror.  Throughout the recruitment and interview processes, all participant information was kept strictly confidential, in keeping with PIPEDA guidelines.

1.3
About this Report

This report is divided into three broad sections, representing the three broad classes of entrepreneurs we interviewed:

Intenders – people now planning to devote themselves full-time to the process of starting a business

Start-Ups – owners and operators of newly established businesses (within 5 years) 

Established – owners and operators of businesses with fewer than 250 employees and in operation for more than 5 years.

For each audience, we review and summarize the responses of participants to each question and provide some analysis of those responses where warranted.

2.0
Findings

A.
Intenders

2.0
Introductory Questions

2.1 Information needs

· Grants, financing

· Resources for my clients

· Financing, contracts with government, help with planning, information on importing

· Basic start-up information and support

· Laws on importing plants, taxes, demographic information

2.2 Next 12 months…

· More financing assistance

· Ideas and support – how to grow

· Forms for importing, contacts

· More information on services for my clients

· Licenses and forms for importing, financing assistance

Analysis: Most of the information currently needed is traditional “start-up” information, though many are also looking ahead to their actual business practices and the needs of their clients. In a sense, they are looking ahead to the next stage in their development. Looking ahead 12 months, participants see themselves past the start-up logistics and to the actual operation of their business. They understand already that there will be forms to complete and an imperative to grow. This suggests that any interface to meet the needs of these emerging entrepreneurs has to look beyond start-up logistics and guide them to the more specific regulatory and marketing information they will need to succeed. 

2.3 How have you gone about getting this information?

· Primarily the Web

· Web

· In-person and via Web

· YMCA support group for new entrepreneurs

· Web

Analysis: The Web seems to be a favoured medium with these participants, with some also opting for in-person channels. Interestingly, none identified the phone as a service window for them.

2.4 Web sites you have used?

· Canadian Council for the Arts, Industry Canada

· HRDC, Industry Canada, EDC, Strategis

· MERX, BDC, EDC, Canada.gc.ca

· CCRA

· StatsCan, Agriculture and Agri-Food, CCRA and Dog Pile search engine

Analysis: There is a wide range of sites, reflecting a wide range of business types and needs. This diversity certainly supports the gateway concept for business. It also suggests that these are fairly sophisticated Web users who have successfully navigated the maze of government Web sites to get at the information they need. 

Overall Observations from Section 2.0

The information needs expressed here are for both start-up information and for information and services to run an expanding business. Participants seem to have a good sense of what their needs would be in the future and a solid grasp of where to find the information they need on the Web.

3.0
Main Page

3.1 Expectations

· I would expect the standard government look, the Canadian flag and a bilingual site. Topics covered include: financing, start-up programs, case studies, FAQs and general information

· Financial support. Where to start, operations and a panel discussion with real entrepreneurs

· The Canada logo, tools to filter down (i.e. Are you planning to start a business?), Contact Us, FAQs, information for different types of industries

· Clear and evident page, lots of numbers, what is expected by type of business, taxes, provincial information

· Regulations and contact information

3.2 How to organize?

· Major topics and a search engine

· Broad categories to give you a good picture of it and get you there without too many clicks

· By industry type – high level, then more precise

· By province

· Not sure

Analysis of Expectations

It’s clear these people have experience with Government of Canada Web sites. Their expectations are very much in line with what is on the three prototypes. No gaps between expectations and the actual sites appear here. No convergence around a single way to organize the site emerged from this question. It is also clear that some method of starting with broad choices and moving to more specific information is in order, however.

3.3 What about by topics?

· So long as topics are in alphabetical order

· That could work.

· Kind of what I had in mind. It would allow us to filter down. Should also include a phone number to connect with someone who can guide you to the information you need.

· Makes sense, as long as the terms are clear. A good search engine is important too.

· This is better than using a search engine – you get to see things you hadn’t thought of.

3.4 What about by stage in the lifecycle of a business?

· This provides a point of reference. You get information and advice on what you should be considering. People can also look ahead to the next stage.

· I like it – building blocks, a graduated approach.

· That could be the top level. 

· Is any business that together? How would you know where you are?

· No. I’m already thinking ahead to the future.

3.5 What about by type of content?

· This could allow people to get to what they need more directly. The disadvantage is it could be too vague.

· You would have to read a lot and need to know your way around. This would have to be structured.

· No, not related to what we need.

· This is better. But how specific would it be?

· Not at all. You’d have to search for half an hour.

Analysis of the 3 Options

Reaction to the first concept (by topic) was cautiously optimistic. Support was usually dependent on the list being clear, complete and well presented. There was mixed response to the lifecycle approach, with some lauding its logic while others questioned the relevance of the approach to the real experience of running a business. Finally, reaction was mixed though more negative to the third concept (by type of content). The major concern is with the time it might take to navigate in this way. All participants were clear that the main page MUST allow them to narrow down their search quickly, from general to very specific information. 

4.0
Assessing the Prototypes

Prototype A

· First Impressions: Better, I like the flags in a table, the search engine is more evident and there is more information on each topic. This may be less evident, however.

· Attracted to: Starting a Business

· Links that don’t belong: None

· Found info (Franchise): Yes

· Path: BC, Starting a Business (“How is this different from the last page?”), Choosing a business structure, franchising

· Recommendations: Keep the flags – they work.

· First Impressions: This is the standard form and headings. There’s a gap between start-up and the rest of the information.

· Attracted to: Business Start-Up 

· Links that don’t belong: Exporting – not for me.

· Found info (Tax deadline): No

· Path: Taxes, Corporate Taxes, Tax Returns, BACK, Payments

· Recommendations: Too much to look at on the second page. State it up front.

· First Impressions: I like how the left hand menu is broken into two sections. I like the graphic used for Talk to Us. The flags are wasted space. 

· Attracted to: Business Start-Up and Financing. Also Business Stats and Innovation.

· Links that don’t belong: Not sure what the Communities link is or Key Resources. There are more important things to cover.

· Found info (Franchise): Yes

· Path: Search “Franchise + BC,” Franchise Directory and Tips on Buying a Franchise (Alberta CBSC)

· Recommendations: Show the government results on the search engine first and identify the private sector results (i.e. different colour). The left hand menu seems irrelevant. This approach is more helpful for those starting out.

· First Impressions: This is better. My eyes are drawn down the page. Where’s the search engine?

· Attracted to: HR and Taxes

· Links that don’t belong: Communities? What is that? Interesting.

· Found info (Indian paper): No

· Path: Importing, Preparing to Import, BACK, NB, InfoGuide table of contents…

· Recommendations: Make the search engine more evident and rename “Communities.”

· First Impressions: I like the provinces at the right instead of at the bottom. The page is too crowded but the topics are good. The sub-topics give me an idea of what I need to know.

· Attracted to: Importing, HR

· Links that don’t belong: None

· Found info (Indian paper): No

· Path: NB, InfoGuide for Importers, didn’t see content below introductory text, followed a link in the introduction and got lost

· Recommendations: I like the links to the provincial CBSCs. The InfoGuide pages are too long and should be broken up so you don’t have to print out the whole thing.

Analysis of Prototype A

Reaction was favourable (especially to the use of relevant topics and sub-topics), though with many cautions about design of the search engine window, provincial flags and overall page. The use of the page varied greatly and included direct links to topics, accessing provincial information and the search engine. This underscores the need to always allow multiple pathways through a site. 

Prototype B

· First Impressions: No graphics here, more sterile. I question some of the titles used. This would be less efficient.

· Attracted to: Thinking of starting a business

· Links that don’t belong: I can’t find statistics. The clock graphics aren’t related to the topic.

· Found info (Indian paper): No

· Path: Import (left hand menu), Sources (“There are too many choices.”), search engine…

· Recommendations: There are too many choices to make here. And I end up at a document for the Yukon. I would go to Google.

· First Impressions: This is cleaner, more attractive and easier. Good categories. 

· Attracted to: Thinking, Starting and Managing

· Links that don’t belong: “Other Information” on the left and the right hand graphics seem out of place.

· Found info (Franchise): No

· Path: Starting a Business, Business planning for small business, Buying a business…

· Recommendations: Add Franchise as an option, especially under Buying a business. I didn’t notice the search engine and the right hand graphics are distracting.

· First Impressions: This is ugly. The grayish boxes look forced. I don’t like the look of the clocks and the layout and colours on the left. It is a helpful way to organize the site, though.

· Attracted to:  First two stages

· Links that don’t belong: The final stage

· Found info (Indian paper): Possibly

· Path: Import (left hand menu, Import regulations, BACK, Search engine, “import duties), CBSC InfoGuide for Importers

· Recommendations: Have them click on a province, not enter a postal code. Don’t take me to another Web site right away (ImportSource). Have an intermediary page first so I can get to the right section of the other Web site.

· First Impressions: This is a standard Government of Canada menu. Too much white space. The information seems to be here. This is clear but not attractive.

· Attracted to: Managing

· Links that don’t belong: None

· Found info (Tax deadline): Yes

· Path: Tax (left hand menu), Corporate Tax Returns, When to File…

· Recommendations: I don’t think the clock graphic works

· First Impressions: Reminds me of a course I took at college. This is good for starting out.

· Attracted to: Thinking about

· Links that don’t belong: None

· Found info (Tax deadline): Yes

· Path: Managing a business, CBSC Credit and Collections, BACK, tax (left hand menu), Important dates for 2005

· Recommendations: Add some colour to the page to catch the eye. It says taxes under Managing a Business but it wasn’t there when I clicked on it.

Analysis of Prototype B

Reaction was quite mixed to both the concept and design of this page. Some praised the concept for its relationship to the way they learned about business and for its clean design. Others questioned the titles and the look of the page. Overall, the concept won higher praise than the design of the page. Participants were able to move quickly from this page to a second-level page, though many ran into difficulty once on those second pages. 

Prototype C

· First Impressions: Less amateurish, good aesthetics, compact, government colours. I like the left hand menu but it should be in alphabetical order.

· Attracted to: Starting a Business (left hand menu). 

· Links that don’t belong: None

· Found info (tax deadline): Yes

· Path: Taxes (left hand menu), “D” for dates

· Recommendations: The search engine window should be bigger here. Two clicks to get what I wanted is good.

· First Impressions: Looks familiar. I don’t mind it; it’s visually easy. The flags are better here and the search is more visible.

· Attracted to: Business Answers

· Links that don’t belong: The left hand menu. Get me here some other way.

· Found info (Indian paper): Most likely

· Path: NB, Business Info Guides, Importing (Note: Missed the content below the introductory text at first – did not scroll down and got caught in circular links for a while). 

· Recommendations: The flags worked well and the InfoGuides are the best of the lot so far.

· First Impressions: Looks nice, good colours, the flags are good here

· Attracted to: Business Start-Up on the left hand menu

· Links that don’t belong: Why is Tax so close to Business Start-Up? Why is the Aboriginal Business link so prominent? 

· Found info (Tax deadline): Yes

· Path: Taxes (left hand menu), important dates

· Recommendations: The search window is too small. Make Talk to Us more prominent.

· First Impressions: I like this a bit better. It’s easier to read and looks less scattered. The information is there but not as clear, though.

· Attracted to: Popular Business Topics – “Go see what’s in there.”

· Links that don’t belong: Aboriginal Business – “What about other groups?”

· Found info (Franchise): No

· Path: BC, looking for franchising in top menu, Business Start-Up, FAQs, Business Start-Up Assistant, looking for search engine…

· Recommendations: Put the search engine right there on the first page.

· First Impressions: There’s more colour here, especially at the left – right away my eye is drawn there. Popular Business Topics could be anything – it’s a vast topic. Show me subtitles to help me out.

· Attracted to: Provinces – the rest is too vague

· Links that don’t belong: Aboriginal Business – what is that?

· Found info (Franchise): Yes

· Path: Federal/provincial services and information, Quebec, Search, Checklist for Franchises

· Recommendations: No trouble finding it.

Analysis of Prototype C

Reaction to the design of this page was largely favourable, with many noting the relative simplicity of the layout and the smaller, less intrusive use of provincial flags. Reaction to the actual links on the page was not as favourable, however, with some questioning the precision of the topics. Here again, use of the site was varied, including the left hand menu, links in the middle of the page and provincial flags. These three pathways to information were able to meet the needs of five diverse users. 

5.0
The Wildcard Scenario

In this section of the questionnaire, participants were invited to identify a specific need for information they currently have and choose any of the three prototypes to fill that need. The comments and findings are summarized below. 

· Topic: Subsidies available for producers

· Path: A, search engine “grants for small business,” Business Start-Up Assistance, BACK, search engine, “grants,” Canadian Council of the Arts

· Found info: Yes

· Comments: Should have e-mail and telephone information for CCA contacts.

· Topic: Find a reputable firm in another city I can refer a client to.

· Path: A, Alberta, Search “Careers management”, PMAC site, BACK, Search “careers coaching,” ABJOBS.com

· Found info: Optimistic that yes

· Comments: I’d probably be inclined to look at business information by sector.

· Topic: First Nations Corporations

· Path: C, Aboriginal Business Network, BACK. A, Talk to Us.

· Found info: No but confident Talk to Us would work

· Comments: I really like that it shows subtopics and I find the question section to be a valuable option.

· Topic: Hiring a new employee

· Path: B, Managing a Business. Employing people (“What about hiring?”). A, HR, Hiring, “Yes, all that would be here.”

· Found info:  Yes

· Comments: Make the sub-titles actual links on A

· Topic: Importing Plants

· Path: A, Importing, Preparing to Import

· Found info: Not sure

· Comments: You should be able to identify the product you want to import on the ImportSource page.

Analysis of Wildcard Scenario

The group was split on which of the three prototypes seemed the most promising to them, though, in the end, A emerged as the most popular with the five participants. Here again, we saw evidence of the importance of catering to different navigating styles, with participants using provincial flags, topics and the search engine to find the information they need. 

6.0 Wrap-Up Questions

6.1 Favourite prototypes and why?

· Prefer to have the major topics at the left but overall I prefer the graphic design in A

· C – it worked for me and I don’t mind the headings

· A – because of the important topics and sub-topics, plus Talk to Us is visible and so are the provinces

· A – B is simple and straightforward but not as efficient as A

· A – for the topics and sub-topics

6.2 Elements to integrate?

· Bring in the precise types of content from C and include recent information in the middle as well

· The cleanliness of B

· Small flags from C

· The simplicity and cleanliness of B and the small flags of C

· No

6.4 How to promote?

· N/A

· Newspapers and business TV shows 

· Economic development agencies, trade fairs, career fairs – don’t use spam or TV

· Through CCRA – a brochure you get with the forms

· Through CCRA – a brochure you get with the forms

6.5 How to describe?

·  SEQ CHAPTER \h \r 1Un bagage d’information et de pistes pour trouver d’information.
· A one-stop shop for Canadian business – all the information you need

·  SEQ CHAPTER \h \r 1Un site qui donne les outils et les moyens pour les entreprises.
· A starting point for information to set-up and run a business

· L’information importante du gouvernement que ça prend pour commencer une entreprise.

6.6 Favourite Slogan

· Services gouvernementaux pour les entrepreneurs

· Connecting entrepreneurs to information (government is not necessary)

· Government services for entrepreneurs

· Connecting business with government resources

· Brancher les entreprises aux ressources gouvernementales 

B.
Start-Ups

2.0
Introductory Questions

2.1 Information needs

· CCRA, Export information, NRC, DND

· Companies wanting to buy from Canada, BDC venture program, city regulations

· RFPs, find clients

· Not really, did look for what funding programs are available, MERX for business opportunities

2.2 Next 12 months…

· Same

· More import and export opportunities and finding Canadian suppliers

· More of the same – more business opportunities to sell to government

· Look for individuals responsible for buying our product

Analysis: Surprisingly few were looking for traditional “start-up” information. Most were already clearly looking for business opportunities. Here again, information to drive sales seems key with these businesses.

2.3 How have you gone about getting this information?

· Web first and foremost – “it’s all there.”

· Mostly through my personal network

· I call Info Canada go through MERX

· The Internet first, then the telephone directory if that doesn’t work

2.4 Web sites you have used?

· Canada.gc.ca

· Industry Canada

· Parliament site and Canadian Heritage 

· MERX

Analysis: Clearly, the Web is a principal source of information for these busy entrepreneurs. The depth of information and time savings are key reasons.

Participants presented a range of sites, closely related to the kinds of information needed. It is interesting that none mentioned Businessgateway.ca specifically, though the person who mentioned Canada.gc.ca would later specify this gateway as the source.

Analysis of Section 2

These entrepreneurs have surprisingly advanced needs for information – less process and more revenue generation. These can’t be extrapolated but they do suggest that this kind of information could be part of an offering for start-ups. They have no books of business yet so acquiring clients is a top priority.

3.0
Main Page

3.1 Expectations

· FAQs, What is Industry Canada, Import/Export information, financial assistance and business statistics

· Import/export information, industry sectors, regulation, services offered by government

· All the services the Minister can offer me

· The appropriate departments that serve specific sectors, financial assistance and application date

3.2 How to organize?

· Categories and sub-categories of information

· Narrow down the search by breaking the information down by sector

· Break it down by type of business

· Have broad categories of information and break it down by type of business or profession

Analysis of Expectations

Overall, participants’ expectations were quite in line with what the site actually offers, though the emphasis on services and financial assistance suggests that expectations are high. As for organizing the site, there is an interesting convergence on the option of breaking down information by the type of business the individual is starting up. For example, there is a clear sense that information needs vary between restaurants, high tech and construction.

3.3 What about by topics?

· It’s general and logical

· Fits with what I expected – a systematic way to eliminate the information I don’t want

· It would help get me directly to the information I need, so long as the topics are concrete and clear. It could save me time.

· It’s a classic approach but it should depend on what stage of developing a business we are at – you need a separate menu for those who are starting out

3.4 What about by stage in the lifecycle of a business?

· Sounds great, this is logical and would seem useful.

· Perhaps, but how honest are businesses in assessing what stage they are at? Could be more effective at start-up but after that it gets muddy.

· This is necessary – we need information from A to Z, at every level.

· This is a good way – intelligent. The demands for information are not the same for the first three years.

3.5 What about by type of content?

· This is more appealing to me, especially if you can blend in the lifecycle approach.

· Use this as a sub-directory in your topic areas. That way, I won’t have to search rules and regulations for all areas.

· This is very good. The advantage is that we know what we’re looking for and this helps us zero in on it quickly.

· There is so much information out there; I don’t see how this approach could answer everyone’s needs.

Analysis of 3 Options

Overall, reaction was more favourable for option A (by topic), though with some concerns about how clear and meaningful the topics are. Reaction was positive for the lifecycle option as well, though, here again, we see an acknowledgement that information needs differ for start-ups. Overall, the third option (by type of content) earned a less enthusiastic response, though the idea of integrating this approach with one of the first two appealed to some.

4.0
Assessing the Prototypes

Prototype A

· First Impressions: I like this. It’s not too cluttered. It’s standard and what I expected. There are lots of words on the page, however.

· Attracted to: Tax, Statistics, R&D, Export and Financing

· Links that don’t belong: None

· Found info (Indian paper): No

· Path: Importing, import controls, EICS, Justice…

· Recommendations: Improve the second page so we can see information relating to one country.

· First Impressions: This is the same as by type of content, only with a different layout.

· Attracted to: Business info by sector, exporting

· Links that don’t belong: The problem is not with the topics – it’s with the way they lay out the Tax page

· Found info (Franchising ): No – scrolled right by it on the BSA

· Path: BSA, stuck

· Recommendations: I would contact the restaurant itself. What would the government know about franchising anyways?

· First Impressions: This looks too confusing. It would be better in alphabetical order. The page is not big enough (i.e. too much white space).

· Attracted to: Information by sector and Financing

· Links that don’t belong: None

· Found info (Tax deadlines): No

· Path: Impots et taxes, “D” and “declaration of revenues

· Recommendations: I should have read the information more carefully!

· First Impressions: Attractive – we need a site like this: a little more complex but still clear. Why not start with a stage in the lifecycle and then get to this page? 

· Attracted to: many – especially information by sector and provincial flags

· Links that don’t belong: The topics are clear but the left hand menu is incoherent.

· Found info (Indian paper): Very close

· Path: Import, Regulations, Duty info systems – found a phone number to call 

· Recommendations: None

Assessing Prototype A

Participants immediately found an appropriate link to follow from the main page. Interestingly, however, none of the participants found the information they were looking for. Perhaps this reflects their level of experience. Certainly, it reflects design challenges with the second-level pages.

Prototype B

· First Impressions: This is pretty good, clean. I’m glad to find Export under Managing a business

· Attracted to: Events and selling (left hand menu)

· Links that don’t belong: No

· Found info (Tax deadlines): No

· Path: Tax from left hand menu, hiring…

· Recommendations: The second level page is not promising – not specific enough

· First Impressions: This might be interesting but I don’t imagine I would ask government about these questions

· Attracted to: None – I can just pick up the phone and make an appointment

· Links that don’t belong: N/A

· Found info (Indian paper): No – stuck at CBSC Infoguide

· Path: Import (left hand menu), preparing to import, InfoGuides, stuck at intro text and links back to the same page

· Recommendations: Put the table of contents for the InfoGuides in the left hand menu to reduce scrolling: “This is tedious.”

· First Impressions: We need more information than this to start a business. The path looks good but, once inside, how much information will there be?

· Attracted to: Expansion and Transition

· Links that don’t belong: None

· Found info (Franchising): No

· Path: Thinking of Starting, Types of businesses…

· Recommendations: There should be a section here on franchising. I have to look everywhere because I don’t see it on this page. This is a waste of time.

· First Impressions: The items here are too general and we get lost – the lines are too small.

· Attracted to: Expansion

· Links that don’t belong: Get rid of everything below the search engine (left hand menu)

· Found info ( ): DID NOT ATTEMPT FOR LACK OF TIME

Assessing Prototype B

This prototype faired very poorly with start-up participants. Most failed to find a link that really engaged them. In addition, the connection between the main section and left hand menu was not at all clear. Interestingly, as one participant had predicted, participants who identified themselves as “start-ups” in the screening interviews were more interested in other, more advanced sections. Interestingly, three of the four participants opted first for an item in the left hand menu (the topics from prototype A).

Prototype C

· First Impressions: I like the provincial flags here. This page is busier than the others. What is ABSN doing here?

· Attracted to: Interactive Business Planner, Start-Up Assistant (“This would be useful for others.”), Tax (from left hand menu)

· Links that don’t belong: ABSN

· Found info (Franchising): Yes, on the third try

· Path: 1) BC, Thinking of Starting a Business… Nothing 2) On-Line Business Planner, Exploring business opportunities 3) Search for Franchise…

· Recommendations: I was looking for the word Franchise, especially on the second-level pages (NB: It was there under BSA but participant missed it)

· First Impressions: Very few people would have the time to use this page. It does seem comprehensive.

· Attracted to: Statistics, Business info by sector, exporting

· Links that don’t belong: None

· Found info (Tax deadline): No

· Path: Tax (left hand menu), Construction, RC4052 (NB: participant did not scroll all the way down)

· Recommendations: Why call it “Important Dates” – how are we supposed to know it’s about taxes?

· First Impressions: This is good. I like the Talk to Us link here.

· Attracted to: Talk to Us: I don’t want to waste anymore time. I want to get right to the information I need.

· Links that don’t belong: None

· Found info (Indian paper): N/A

· Path: I would click on Talk to Us and ask them to direct me to Duties.

· First Impressions: I would use the left hand menu first. This is not as clean as the others. Many things are conflicting or redundant.

· Attracted to: Selling to Government, Export, Innovation (left hand menu)

· Links that don’t belong: Doing business with Canada – “We’re already here!”

· Found info (Franchising): No

· Path: Business Start-up, Market studies…

· Recommendations: Expecting to find “franchising” under Market Studies

Assessing Prototype C

This page was not favourably received by participants. Concerns over the number and relevance of links were articulated by most. Here again, in spite of numerous links in the main part of the page, most participants clicked first on the left hand menu topics.

5.0
Wildcard Scenario
· Topic: Looking for government assistance to help expand my business

· Path: B, Expanding a business… C, Innovation (left hand menu), CBSC, federal government programs and services, financial assistance, IRAP

· Found info: Yes on second try

· Comments: If someone was starting a business or selling a business, this would be a great site for them.

· Topic: Finding Canadian suppliers to export metal to the Middle East

· Path: A, Canada Site, Industry Canada, Back, Looking for Search engine, Business Information by Sector…

· Found info: No

· Comments: I found searching this part of the site intuitive and the menues were very clear.

· Topic: DID NOT COMPLETE FOR LACK OF TIME

· Path:

· Found info:

· Comments:

· Topic: Selling Canadian pens in Japan

· Path: A, Exporting, looking for Japan…

· Found info: No

· Comments: We want to drill down to our target market. I should be able to choose a country.

Analysis of Section 5

No real consensus from this exercise on which is the preferred prototype. It is interesting that, again, that the need was for information to generate revenue, not start-up a business.

6.0 Wrap-Up Questions

6.1 Favourite prototypes and why?

· A – It has the right categories and I like the sub-categories and flags

· A – This is a lot like the way to organize I recommended at the start

· A – Gives me lots of details and allows me to get right to the source. It needs to be in alphabetical order though.

· A – Though I also found the front page of B to be pleasing

6.2 Elements to integrate?

· Put a link to the lifecycle on the first page

· Make the search engine more prominent like on C

· I like the lifecycle on B – it’s very structured

· Start with B and then use A to go further

Analysis: A is the clear favourite here, with some support for the notion of dividing information by stage in the business lifecycle.

6.4 How to promote?

· TV

· Send an e-mail to businesses

· Billboards in the business centre of key cities

· Links on sites of business associations, universities and embassies

6.5 How to describe?

· “A Government of Canada site to help promote Canadian businesses – a tool”

6.6 Favourite Slogan

· Connecting business to government resources

· Building a better Canada

· Brancher les entrepreneurs aux services gouvernementaux

· Brancher les entrepreneurs aux services gouvernementaux

C.
Established Business

2.0
Introductory Questions

2.1 Information needs

· Tax department, register a business, NUANS, bringing in workers from outside Canada

· MERX for RFPs, helping a disabled client find work in the Public Service, directory of facilities managers in PWGSC

· Information on changing regulations of the currency exchange industry (i.e. from FINTRAC, about PIPEDA)

· Government is a big client of ours, so information on the Public Service Commission and GST

· Laws, funding, health in the workplace

2.2 Next 12 months…

· Taking advantage of government programs, securing IP without losing a competitive advantage

· No change

· There is now a need to know more about our clients, so checking listings in Strategis

· Yes, big changes coming in our industry (temporary placement) and how it sells to government (GOCM). Expect many meetings and much new information.

· Need always changing – RFPs, funding programs – we’re trying to grow the business.

Analysis: These more seasoned entrepreneurs expressed needs for more specific sites aimed at answering more specific and complex questions about regulation and business opportunities. A changing business environment (regulatory and competitive) is also driving changes in their need for information.

2.3 How have you gone about getting this information?

· Telephone, appointments with DFAIT, CBSC service centre, Web

· Web – tout le temps!

· Web mostly, a brochure with a URL in it

· Meetings, telephone, e-mail

· First and foremost, the Web. We also use the telephone.

Analysis: Lots of Web users in this group, but these seasoned entrepreneurs also know the value of meetings and direct communications with government experts to get the specific information they need.

2.4 Web sites you have used?

· Canada.gc.ca, Google, Thomson Industrial Directory, US Patent Office

· Bureau de la traduction, Office de la langue française

· Google, Canada.gc.ca
· Public Service Commission, GST on-line payment

· Canada.gc.ca, WSIB, MERX

Analysis: No real pattern is apparent here, except to say that they have specific needs and turn to specific sites.

Overall Analysis of Section 2

The biggest difference one notices in these responses is the specificity of the information they needed and the specific sources they turned to for that information. You get a clear sense that these more experienced business people know what they need, know what they will need, and know where to find it.

3.0
Main Page

3.1 Expectations

· Taxes, Customs, Security, Finding suppliers, Bringing foreign workers into Canada, a virtual model for planning a business (esp. regulatory requirements)

· A search engine window, how to write a proposal for funding, FAQs for those applying for funding

· Taxes, HR, changes in legislation; I expect it to be easy to read, with lots on it and menus on the side and the top. I hope there’s no information overload on the first page.

· Incorporation, taxes, departments that can help, whom to call, Revenue Canada and small businesses

· A well done index, clear sub-topics, updated and complete contact information. Topics: taxes, new laws, funding assistance

3.2 How to organize?

· Put the different audiences on the left and the various topics at the bottom

· By target audience and by questions they would ask. This approach would reach out to me (Ça vient me chercher). 

· Base it on a history of the most often asked questions. “I’m looking for information on…”

· Keep the main page simple; don’t overload it. New businesses, established businesses, other links…

· Use numbers (1,2,3,4…) and colours to organize the page. Make sure users can identify themselves by type of business. 

Analysis of Expectations

The expectations for specific topics are clear, consistent and largely in line with the existing topics on the Business Gateway. Interestingly, expectations are quite high for a site that is clean and easy to read. It is interesting to see how knowledgeable all these participants were on the reality that not all businesses need the same information. There is a clear preference for a site that segments its information, either by the maturity of the business or the industry sector in which it operates. 

3.3 What about by topics?

· This allows for more depth; it’s ideal for people who come with a specific issue. New businesses, though, might not know the topics.

· So long as the subjects are easy to identify and not too vague. This would probably mean a page with more words and links.

· This would be easy to use and wouldn’t overload with information. You could lose track of where you’re going, however.

· There are so many topics! Who decides?

· This could work but you would have to have the right topics, high level topics. 

3.4 What about by stage in the lifecycle of a business?

· This would be very helpful but why not have both topics and the different stages of the lifecycle on one page?

· This might work for a very traditional business. Most businesses don’t follow that path (C’est jamais comme ça).

· This might be easy to use but what if you arrive at the site thinking “topic” instead of “stage of a business.” “I need information on topic X.” It could be good for starting a business.

· Not a bad idea, so long as the main page is simple.

· This is very good – it provides a way to identify the person who is searching for information.

3.5 What about by type of content?

· What if they don’t know what they need? This would be good for those who really know what they need. What kind of tools could government provide?

· This is a popular way to organize a site right now (C’est une approche assez courant)
· Sounds a bit interesting but could be a lot of information upfront. But, if you’re looking for a form and you have a section called forms, you’re in and you’re out.

· I prefer the second option. Can you really answer all the questions? KISS – Keep it simple – this approach sounds too complicated for nothing.

· You see this on most sites now. On its own, no, but as part of a site, yes. 

Analysis of Different Options

The opinion on the first option (by topic) is split. Some see the advantage of specific topics and sub-topics. Others, however, see a real risk of overloading them with too many choices and too sophisticated terminology. Cautious optimism best describes the reaction to the second concept (lifecycle). This is a segmented approach that fits well with the preferences expressed in the first question. At the end of the day, however, people will still need to see specific topics. Finally, the sense is that the third option (by type of content) would not be enough to organize a site on its own but may be part of a side menu on sites, for those looking for a specific kind of content. 

4.0
Assessing the Prototypes

Prototype A

· First Impressions: This is fine. It’s well laid out. I like the tables to organize the content. I find the mouse over effect reassuring. 

· Attracted to: Taxes, Human Resources, Exporting, Business Statistics

· Links that don’t belong: No. I’m curious to see what Business Events in Your Neighbourhood is. 

· Found info (tax deadline): Yes

· Path: First instinct was to search; Taxes, corporations…

· Recommendations: The font size is too small and hard to read. Program the page so font size adjusts to the screen resolution.

· First Impressions: Being able to pick a province is good. The common look is reassuring. I like how they explain each topic using sub-topics. 

· Attracted to: Electronic forms and services, business events, human resources, since the standards change often.

· Links that don’t belong: None

· Found info (tax deadline): No

· Path: tax, construction, revenue… I would look for a 1-800 number.

· Recommendations: I got lost on the second page. I didn’t see the Important Dates because I had to scroll too much.

· First Impressions: This is laid out fairly well. I like the synopsis of each topic.  The provincial flags are more visible here. 

· Attracted to: HR (for training and things like that), Business Information by Sector (for business directories)

· Links that don’t belong: None

· Found info (Franchise): Yes

· Path: BSA, Franchising, BC, International Franchise Association

· Recommendations: Reduce the white space on the page. Province is a good option to have but usually you don’t move to start a business. 

· First Impressions: This is busy. Do people really know what to do?

· Attracted to: Selling to Government (for GOCM). The others, I know. 

· Links that don’t belong: Hiring and Training.

· Found info (Tax deadline): Yes

· Path: Tax, Corporations, Payments

· Recommendations: I found everything I need but I’m not sure it’s the best way to do it.

· First Impressions: I like B better – I like the titles at the left, that way the main topics are always on the page. This is a federal site so put provincial flags at the bottom. This might be better for someone starting out, since they give you sib-topics to explain the topics.

· Attracted to: Financing

· Links that don’t belong: Provincial flags, Business Events -- ambiguous

· Found info (Indian paper): No

· Path: Import, regulations… Regulations (left hand menu), other sources…

· Recommendations: I was looking for a listing of countries and a topic like wood products/paper.

Analysis of Prototype A

Overall, this prototype earned a positive reaction, with some concerns about the layout and mixed reviews for the provincial flags. All participants were able to click on a topic quickly and proceed to the appropriate second-level pages. 

Prototype B

· First Impressions: I love the side menu. My weakness is in managing the business.

· Attracted to: Market research and marketing planning

· Links that don’t belong: What’s under the provincial flags? I wouldn’t choose marketing and brochures.

· Found info (): NOT COMPLETED FOR TECHNICAL REASONS.

· Path: 

· Recommendations: Include venture capital as a sub-topic under financing. Add marketing to the expanding section. Also, add strategic partnerships and joint ventures.

· First Impressions: I’m not sure about the clock graphics. How about a section on “my business is nearing its end?”

· Attracted to: Already in business in Canada?, Search, Expanding 

· Links that don’t belong: None

· Found info (Franchise): Yes, but…

· Path: Search, CBSC Guide to Buying a Franchise, Virtual Franchise Expo

· Recommendations: Include franchises as a “type of business” on the CBSC site.

· First Impressions: This is clean and easy to read. It’s pretty general, however. Pretty basic – I wouldn’t always start here. 

· Attracted to: Managing and Expanding sections, plus the blue links at the side look interesting…

· Links that don’t belong: Have people pick a province, not put in their postal code.

· Found info (Indian paper): No

· Path: Import (left hand menu), Controls… Regulations and Publications… Legislation… Looked for search engine on ImportSource but to no avail.

· Recommendations: Make sure you carry through the sub-topics on the main page into the next level. Make the search engine easier to find.

· First Impressions: This is better. It’s very clear. This tells me exactly what to do – ideal for someone who has never done this.

· Attracted to: Expanding – Pourquoi perdre mon temps à lire ce que je connais déjà ?

· Links that don’t belong: The blue links at the side – what are those? 

· Found info (Franchise): No

· Path: Starting a business, Buying a business, Popular Business Topics, Venture checklists… Thinking of Starting a Business, Forms of Business, BC…

· Recommendations: Add “franchise” to sub-topics right from the main page, maybe under both Thinking and Starting.

· First Impressions: Clear, clean. I like the click graphics and colours. The menu at left is important.

· Attracted to: Managing and Expanding

· Links that don’t belong: What does the clock graphic mean? The blue menu at the right is repetitive. The left hand menu is in what order? Why not alpha?

· Found info (Tax deadline): No

· Path: tax (left hand menu), small business, drop-down menu (C, for corporate taxes)… 

· Recommendations: Remove the English text on the second page – the headings are clear.

Analysis of prototype B

This page earned high marks for its graphic elements and layout. This was clearly the most aesthetically pleasing of the three prototypes. Reviews of the actual content were mixed, however. On the one hand, some found the content “basic.” Others praised the fact that they could zero in on information that is relevant to them. Interestingly, for all the praise, many participants started navigating by selecting an item from the left hand menu. 

Prototype C

· First Impressions: This is more for a start-up. I’m not sure this is where I want to be. I like the left hand menu but this is not for specific questions. 

· Attracted to: In the Tool Box, Business Start-Up and Talk to Us.

· Links that don’t belong: None.

· Found info (): NOT COMPLETED FOR TECHNICAL REASONS.

· Path: 

· Recommendations: Business people are always looking to improve so even information on start-ups could be useful to us.

· First Impressions: This is good. I like the links. 

· Attracted to: Human resources! C’est une mine d’information. Les ventes gouvernementales, c’est beau. 

· Links that don’t belong: None.

· Found info (Indian paper): No

· Path: Import (left hand menu), ImportSource, Control… Regulations… 

· Recommendations: Add a link called “How to find a customs broker.”

· First Impressions: This is well put together. I like that popular business topics are up top. The side bar has key topics and Talk to Us Live is good. 

· Attracted to: HR (to find out about stat holidays), Business Information by Sector and Regulations

· Links that don’t belong: None

· Found info (Tax deadline): Yes

· Path: Tax (left hand menu), alpha list… Important Dates 

· Recommendations: Move the Important Dates section to the top. There’s lots of good information with good layout and colour. 

· First Impressions: This is horrible. It’s not logical. People want information fast. This is a boulliebase! 

· Attracted to: Government Programs and Services

· Links that don’t belong: Business Answers – Very vague

· Found info (Indian paper): Not sure

· Path: Import (left hand menu), Controls, Export and Import Controls, Offices…

· Recommendations: I like the left hand menu here. 

· First Impressions: Why Popular Business Topics? If they offer to Talk to Us Live it must be because the site is too complicated!

· Attracted to: Nothing – it’s all too general. I’d have to click too much. I’d maybe go to the province first.

· Links that don’t belong: Talk to Us Live. It’s like they’re not sure if this site is provincial or federal. What’s the link between aboriginal business and electronic forms and services?

· Found info (Franchising): Yes

· Path: Start-Up (left hand menu), business events… Popular Business Topics, InfoGuides… BC, Search, How to Buy a Franchise

· Recommendations: The search was very satisfying. That’s my style – much faster.

Analysis of Prototype C

Opinion diverged widely for this prototype. Some praised the topics and layout, while others found it the least attractive prototype of all. Interestingly, all participants who tried this page began by choosing an item from the left hand menu, suggesting that the topics in the middle of the page are not geared to more established businesses (to be expected, given that this is based on the CBSC interface). 

4.0
Wildcard Scenario

· Topic: Operating across borders given new security concerns

· Path: A, Export…

· Found info: Yes

· Comments: Make the font size bigger on ExportSource. Make the sub-topics on the main page into actual links.

· Topic: How to finance the expansion of the business

· Path: B, Financing (left hand menu), Sources of Financing, BDC, Bingo!

· Found info: Yes

· Comments: I didn’t know BDC did this. It’s not evident at first.

· Topic: How much severance to pay a long-time employee

· Path: C, HR (left hand menu), layoffs and termination, Ontario

· Found info: Yes

· Comments: This was as expected, without too many clicks or too much reading

· Topic: Contracts

· Path: B, Expanding… this is the same as the Start-Up page. It’s incomplete.

· Found info: No

· Comments: The blue menu at the side has no value. It’s not clear and it’s redundant. Looks like it’s only there to fill space.

· Topic: Am I still eligible for financing assistance?

· Path: C, search engine “financing + Ontario (66 hits)

· Found info: Yes

· Comments: Make sure the search engine works.

Analysis of the Wildcard Scenario

This group was split on which of the three prototypes to use. It should be noted that only one of the five used content from the middle of a prototype page. The others used the left-hand menu or the search engine, suggesting that these users are less interested in complex menu structures and more interested on getting quickly to the specific information they need.

6.0 Wrap-Up Questions

6.1 Favourite prototypes and why?

· A – it let’s me do the thinking and gives me confidence

· B – for the lifecycle

· C – I’m content driven; the layout is not too heavy, quick links to next page

· B – very logical and simple

· B – easier for the more experienced user

6.2 Elements to integrate?

· Put an option on the left to browse by business lifecycle

· Search engine and provincial flags from C

· No

· Advanced search to limit number of results

· Provincial flags

6.4 How to promote?

· Include URL in e-mail signature, include links on other relevant sites, index with Google

· Brochures in banks and business stores, at business events

· Direct mail to registered businesses or with tax information

· TV – hockey and important shows

· Via email

6.5 How to describe?

· N/A

· N/A

· A gateway – a starting point for managing a business

· Valuable information for business people

· A tool for business and it’s free

6.6 Favourite Slogan

· Connecting entrepreneurs with government resources

· Government resources for entrepreneurs

· Connecting business with government resources

· Government information for business

· Brancher, ressources, entrepreneurs

3.0
Overall Recommendations

3.1
Interface

The following recommendations are listed in order of their importance to the success of the new interface, based on our analysis of the findings from this study. 

a. When taken together, the responses of all participants clearly point to prototype A as the favoured interface for business owners and operators. The interface, its key topics and sub-topics were found to be more intuitive and “efficient.” Participants felt they could make progress towards the information they sought in a purposeful and directed way using these topics. It is not surprising to find that many of those who supported prototypes B and C actually used the topics of prototype A when they clicked on an item in the left hand menu.

b. We note that prototypes B and C did have their supporters among the 14 people we interviewed. Much of what these participants liked about these two other interfaces could be incorporated. For example, a featured link on the left hand menu (perhaps with a different colour scheme to attract attention) could direct visitors to the “Business Lifecycle Map” that guides users to the information they need at every stage of their development. This main page of this section should be improved by removing the clock graphics and better integrating sub-topics into the page. We are confident that this alternative pathway to information would attract many users.

c. Similarly, some of the discrete information collections from the CBSC interface could also be accessed via links in the left hand menu. In this way, users who arrive oriented by a particular type of content (Business info guides, Government programs and services) could quickly zero in on those collections. Others, who arrive oriented by a particular issue or question would focus their attention on the middle of the page. 

d. The interface could also be improved by making the search engine window larger and more immediately evident on the page. 

e. The interface could also be improved by reducing the size of the provincial flags (though not eliminating these highly valued shortcuts to provincial information) and using more space to properly design and align the topics in a manner that is less crowded and more aesthetically pleasing. 

f. The interface could be improved by making the sub-topics links in and of themselves, as the Google and Yahoo directories do, for example. 

3.11
Recommended Interface Elements

The following outlines the major features of the centre portion of the main page we recommend for the Canada Business portal. The colours presented here are for ease of illustration only and not based on any of the research findings. 
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Carried over from the CBSC interface
3.2
Promotion

g. Participants noted several traditional ways to promote the new interface, including television, newspapers and billboards. They also suggested more innovative and cost effective means to ensure entrepreneurs are aware of Canada Business, including participation at trade shows, direct mail in partnership with CCRA and links exchanges with partners in Canada Business, business associations, universities and intermediaries. 

h. When asked what words they would use to explain the site, participants converged on terms like “tool,” “information,” “starting point” and “starting and managing” a business. This language is meaningful to them and should be the basis for key messages to be written in support of Canada Business.

i. There was not as much convergence on the favourite possible tag line for Canada Business, though more participants chose “entrepreneur” over “business” and many more chose “resources” over “information.” Though somewhat split, the group did express a preference for the slightly more engaging but longer “Connecting entrepreneurs to government resources,” over the simpler and shorter “Government resources for entrepreneurs.”
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APPENDICES

Screener
Client:

Industry Canada, Business Gateway

Contact:
Janis Camelon, Dan Batista

Project:

Web usability test –Proposed Merger of the CBSC site and Business Gateway

Date:

v4, March 10, 2004

We are recruiting participants for interviews to test a proposed new Web site concept geared at providing information and resources to small and medium-sized businesses. Would you be interested in participating and helping to shape this important new resource on the World Wide Web?

(IF “YES,” PROCEED TO SECTION ONE. IF “NO,” THANK THE CANDIDATE AND TERMINATE THE CALL)
1.0
Business Life Cycle Profile



PROFILE 1:
ESTABLISHED MICRO AND SME OWNERS AND MANAGERS
1.1
Are you currently the owner or a senior manager at a head office of a small or medium-sized business (defined as having fewer than 250 employees) that has existed for more than 5 years?

(If yes, move to Section 2.0. If no, continue to 1.2.)
PROFILE 2:
START-UPS
1.2
Are you currently the owner or senior manager of a small business that has been incorporated for between 1 and 5 years?

(If yes, move to Section 2.0. If no, continue to 1.3.)
PROFILE 3:
INTENDERS/NASCENT ENTREPRENEURS
1.3
Are you in the process of planning or starting-up a small business? (IF YES, CONTINUE.  IF NO, THANK AND TERMINATE)
1.4
Have you been earning personal income from that business for at least 3 months? (IF YES, CONTINUE.  IF NO, move to 1.5)
1.5
Do you plan on earning personal income through your business in the next 12 months?


(IF YES, CONTINUE, IF NO, THANK AND TERMINATE)
(NOTE: WE REQUIRE A TOTAL OF 5 PARTICIPANTS FROM EACH OF THE ABOVE PROFILES - 3 ENGLISH-SPEAKING FOR EACH AND 2 FRENCH-SPEAKING FOR EACH FOR A GRAND TOTAL OF 15)
2.0
Web Usage
2.1
Which of the following statements best describes how regularly you use the Web to conduct research?

a. I rarely or never use the Web to conduct research.

b. I sometimes use the Web to conduct research.

c. I often use the Web to conduct research.

d. I use the Web to conduct research every day.


(IF “A” or “B”, THANK THE CANDIDATE AND TERMINATE THE CALL)
2.2
Can you name two or three sites that you have visited to look for information related to your business?

(IF NO READY ANSWER WITHIN A FEW SECONDS, THANK THE CANDIDATE AND TERMINATE THE CALL)
3.0
Demographic Profile
3.1
Which age group do you currently belong to:

a.
Younger than 18

b.
18 to 29








c.
30 to 49

d.
50 or above

(IF “A” THANK THE CANDIDATE AND TERMINATE THE INTERVIEW. PLEASE STRIVE FOR A BALANCE OF “B”, “C” AND “D”. NO LESS THAN ONE CANDIDATE IN EACH GROUP IF POSSIBLE)

(PLEASE ALSO ATTEMPT TO IDENTIFY THE CANDIDATE’S GENDER AND STRIVE FOR A BALANCE IN GENDER DISTRIBUTION. NO FEWER THAN 30% FROM EITHER GROUP IF POSSIBLE)
4.0
Other Considerations
4.1
Have you participated in any other focus groups in the past year?


(IF “YES,” THANK THE CANDIDATE AND TERMINATE THE CALL)
4.2
Do you currently work in Web development or Web design, advertising, marketing or for the Government of Canada?


(IF YES TO ANY, THANK THE CANDIDATE AND TERMINATE THE CALL)
CONFIRMATION
Thank you for answering our questions.  I would like to invite you to attend a one-on-one interview where you will be seated at a computer work station and guided through a series of exercises by a moderator.  The interview will allow you to get a sneak preview of a brand new Web site being developed for Canadian businesses. The session will last no longer than ninety minutes and all of your answers will be kept confidential. Light refreshments will be provided and you’ll receive $100 for taking part. 

Would you like to attend?

YES



1

NO



2
(TERMINATE)
Do you have a pen handy so I can give you the location and time of the interview?

The interview will take place at (TIMES TBC) and will be held on (DATES TBC).

The session will be held at:

Vision Research Inc.

350 Sparks Street, Suite 405

Ottawa, ON
We’re only inviting a very small number of people to participate in these interviews so your involvement is very important to us.  If you are unable to attend, please call me at (provide number).  We’ll also be confirming your participation the day before the session. If for some reason you have not heard from us, you should contact us.  We also ask that you arrive ten minutes early so that you can enjoy a bite to eat before we begin.

THANK RESPONDENT AND CONFIRM PARTICIPATION ONE DAY PRIOR TO SESSION TO MAXIMIZE PARTICIPATION.

N.B:
PLEASE REMIND PARTICIPANTS TO BRING GLASSES WITH THEM IF THEY NEED 
THESE TO WORK COMFORTABLY AT A COMPUTER.
Examinateur

Client :


Industrie Canada, Portail des affaires

Personnes-ressources :
Janis Camelon, Dan Batista

Projet :


Test d’utilisation du Web – Fusion projetée des sites CSEC et Portail des affaires

Date :


v4, Le 10 mars 2004

Nous recrutons des participants et des participantes à des entrevues, pour mettre à l’essai un projet de nouveau site Web qui fournirait information et ressources aux petites et moyennes entreprises. Seriez-vous intéressé à y participer et à nous aider à produire cette nouvelle ressource d’importance sur le Web?

(SI « OUI », PASSER À LA SECTION 1. SI « NON », REMERCIER LE CANDIDAT OU LA CANDIDATE ET METTRE FIN À L’APPEL)
1.0
Profil du cycle de vie de l’entreprise



PROFIL 1 :
PROPRIÉTAIRE OU GESTIONNAIRE D’UNE MICRO, PETITE OU MOYENNE ENTREPRISE ÉTABLIE.
1.1
Êtes-vous en ce moment propriétaire ou gestionnaire principal, au siège social, d’une petite ou moyenne entreprise (moins de 250 employés) de plus de cinq ans d’existence?

(Si oui, passer à la section 2.0. Sinon, continuer à la question 1.2)
PROFIL 2 :
DÉMARRAGE
1.2
Êtes-vous en ce moment propriétaire ou gestionnaire principal d’une petite entreprise constituée en personne morale depuis un à cinq ans?

(Si oui, passer à la section 2.0. Sinon, continuer à la question 1.3)
PROFIL 3 :
ENTREPRENEURS POTENTIELS/DÉBUTANTS
1.3
Êtes-vous à planifier ou à démarrer une petite entreprise? (SI OUI, CONTINUER. SINON, REMERCIER L'INTERLOCUTEUR ET METTRE FIN À L’APPEL)
1.4
Tirez-vous un revenu personnel de cette entreprise depuis au moins trois mois? (SI OUI, CONTINUER. SINON, passer à la question 1.5)
1.5
Comptez-vous tirer un revenu personnel de votre entreprise dans les douze prochains mois?

(SI OUI, CONTINUER. SINON, REMERCIER L'INTERLOCUTEUR ET METTRE FIN À L’APPEL)
(NOTA : IL NOUS FAUT EN TOUT CINQ PARTICIPANTS DE CHACUN DES PROFILS SUSMENTIONNÉS : TROIS D’EXPRESSION ANGLAISE ET DEUX D’EXPRESSION FRANÇAISE POUR CHAQUE PROFIL, CE QUI DONNE UN GRAND TOTAL DE 15)
2.0
Utilisation du Web
2.1
Lequel des énoncés suivants décrit-il le mieux votre utilisation régulière du Web pour faire une recherche?

a. J’utilise rarement ou je n’utilise jamais le Web pour faire une recherche.

b. J’utilise le Web à l’occasion pour faire une recherche.

c. J’utilise souvent le Web pour faire une recherche.

d. J’utilise le Web tous les jours pour faire une recherche.

(SI LA RÉPONSE EST « A » ou « B », REMERCIER LE CANDIDAT OU LA CANDIDATE ET METTRE FIN À L’APPEL)
2.2 Pouvez-vous nommer deux ou trois sites que vous avez visités pour obtenir de l’information relativement à votre entreprise?

(SI LE CANDIDAT OU LA CANDIDATE NE PEUT RÉPONDRE EN QUELQUES SECONDES, LE REMERCIER ET METTRE FIN À L’APPEL)
3.0
Profil démographique
3.1
Votre groupe d’âge :

a.
Moins de 18 ans

b.
18 à 29 ans








c.
30 à 49 ans

d.
50 ans ou plus

(SI LE CANDIDAT OU LA CANDIDATE EST DU GROUPE D’ÂGE « A », LE REMERCIER ET METTRE FIN À L’ENTREVUE. CHERCHER UN ÉQUILIBRE ENTRE LES CANDIDATURES DES GROUPES B, C ET D. PAS MOINS D’UNE PAR GROUPE, SI POSSIBLE)

(CHERCHER AUSSI À INDIQUER LE SEXE DES RÉPONDANTS ET RECHERCHER L’ÉQUILIBRE ENTRE LES SEXES. PAS MOINS DE 30 % D’UN GROUPE OU DE L’AUTRE, SI POSSIBLE)
4.0
Autres considérations
4.1
Avez-vous participé à un autre groupe de consultation cette année?


(SI OUI, REMERCIER LE CANDIDAT OU LA CANDIDATE ET METTRE FIN À 
L’APPEL)
4.2
Travaillez-vous en ce moment à l’élaboration ou à la conception d’un site Web, en publicité, en mise en marché ou pour le gouvernement du Canada?

(SI LA RÉPONSE EST « OUI » À L’UNE OU L’AUTRE DE CES QUESTIONS, REMERCIER LE CANDIDAT OU LA CANDIDATE ET METTRE FIN À L’APPEL)
CONFIRMATION
Merci d’avoir répondu aux questions. Je vous invite à participer à une entrevue individualisée, où un animateur vous placera à un poste de travail et vous guidera à travers une série d’exercices. L’entrevue vous donnera un avant-goût de l’élaboration d’un tout nouveau site Web pour les entreprises canadiennes. La séance ne dépassera pas quatre-vingt-dix minutes, et vos réponses demeureront confidentielles. On vous servira des rafraîchissements, et vous recevrez la somme de 100 $ pour avoir participé à la séance. 

Serez-vous des nôtres?

OUI



1

NON



2
(METTRE FIN À L’APPEL)
Avez-vous une plume pour noter l’heure et l’endroit de l’entrevue?

L’entrevue aura lieu à (HEURE À CONFIRMER) le (DATE À CONFIRMER).

La séance aura lieu à l’adresse suivante :

Vision Recherche Inc.

350, rue Sparks, bureau 405

Ottawa (Ontario)
Nous n’invitons qu’un très petit nombre de personnes à participer à ces entrevues : voilà pourquoi votre présence est très importante pour nous. Si vous ne pouvez vous présenter, téléphonez-moi au numéro (indiquer numéro). Nous confirmerons aussi votre participation la veille de la séance. Si, pour une raison quelconque, vous n’avez pas de nos nouvelles, téléphonez-nous. Nous vous demandons également d’arriver dix minutes avant la séance, ce qui vous permettra de prendre un léger goûter avant de débuter.

REMERCIER LE RÉPONDANT OU LA RÉPONDANTE ET CONFIRMER SA PARTICIPATION LA VEILLE DE LA SÉANCE, POUR MAXIMISER LE NOMBRE DE PERSONNES PARTICIPANTES.
NOTA :
PRIÈRE DE RAPPELER AUX PARTICIPANTS ET AUX PARTICIPANTES D’APPORTER LEURS LUNETTES, AU CAS OÙ ILS EN AURAIENT BESOIN POUR TRAVAILLER À L’ORDINATEUR.
Moderator’s Guide  SEQ CHAPTER \h \r 1
[image: image44.wmf]< The session begins with monitors turned off> 
1.0
Introduction
· Moderator introduces himself and reveals the client

· Advises the participant about observers and recordings

· Advises participant of Government of Canada standards for confidentiality

2.0
Information Needs

2.1
Thinking back over the past year, did you ever turn to governments for information to help you run your business? If yes, what prompted you to turn to the government and what types of information were you looking for?

2.2
As you look to the next 12 months, do you see yourself needing to get more information from the government? If so, what will you be doing in your business and what kinds of information will you be needing?

2.3
How have you gone about getting business information from governments in the past? Telephone? Publications? In-person service centres? Web? What site(s)?

2.4
If you have used the Web in the past, what sites have you visited and how did you get there?

3.0
Main Page of Canada Business
Our client is now redesigning the main Website to Government of Canada information for Canadian businesses. The site is designed to provide easy access to relevant, frequently used services and information offered by the federal, provincial and territorial governments. Visitors to the site will also find a wide range of business tools, information on regulations and links to organizations who are ready to answer your questions about starting a new business or improving an existing one.

3.1
Given the purpose of the Canada Business site, tell me what you expect to find when we go and take a look at its prototype. What do you expect to see on this page? What would you expect to be able to do there?

3.2
There are many ways to organize a site like this.  How would you like to see the information organized on the site? How would you have people navigate from the home page to the information they need as quickly as possible?

3.3
One way to organize a site like this would be by topic. The home page would show a list of the major topics that are of interest to business people: taxes, starting a new business, regulations, import/export, etc. and link users to more detailed lists of sub-topics. In your opinion, what would be the advantages and disadvantages of this kind of approach?

3.4
Another way to organize this site would be by stage in the life-cycle of a business. This way, the main page would have links to the information businesses need at each stage of their development, from thinking about starting a business, to start-up, expanding the business and all the way to selling or dissolving a business. In your opinion, what would be the advantages and disadvantages of this kind of approach?

3.5
Finally, a third way to organize a site like this would be by section. This way, the major sections of the site – on-line tools, links, answers to common questions, government programs and services for businesses – would all be shown on the home page and users could choose the section that interests them the most. In your opinion, what would be the advantages and disadvantages of this kind of approach?

At this point, let’s go and visit three prototypes, have you actually use them and then tell me what you liked and didn’t like about each.

<Participant will be invited to click on one of three bookmarks>
1. Topics

2. Life Cycle

3. Sections

< The order in which these are presented will vary from interview to interview, to ensure each has an equal chance of being presented first, second and third.>
3.6
Looking at the main page now on your monitor, tell me what are your first impressions? Does this site seem to have the kind of information from government that you need as a business person or not? What makes you say that?


< Probe for: aesthetics, layout, content, relevancy, etc>
3.7
Is there a link on this page that seems particularly promising or interesting to you? If so, which is it and what do you expect to find when you click on this link?

3.8
On the other hand, are there links or something else here  that you feel don’t belong on a government website for Canadian businesses? Which is it and why do you think that?

<Once the participant has answered the three questions, the moderator will move to section 4.0 for a scenario test. The moderator will then return to 3.6, 3.7 and 3.8 to have the participant review a second of the three prototypes, before testing a second scenario with that prototype. Finally, the moderator will come back to questions 3.6, 3.7 and 3.8 a third time to review the third and final prototype, before testing the third scenario on that prototype.>
4.0
Specified Scenarios
I now would like to have you put this site to the test. I will read you a short scenario and give you five or six minutes to find the information you would need to meet this challenge.

<The moderator will run through the following three scenarios in order, such that each scenario has an equal chance of being assigned as participants are on one of the three different prototypes.>
a)
You own a successful 5 year-old home renovation business here in Ottawa and need information on tax deadlines for your business. You also want to recruit some new employees and want to know if there are any government programs to help subsidize hiring and training in the construction trades.

b)
You are moving to Victoria and are thinking about starting a franchised sandwich shop. You need some general information about franchising and help with writing a business plan.

c)
You live in Fredericton and have been running a stationary and greeting card store for almost a year. You’ve discovered a series of unique paper products from India and want to find out if there are any import restrictions or duties to pay when bringing these into the country.

<Once the time is up, the moderator will have the participant review his or her experience with the prototype, using the following questions:>
4.1
Did you find information that would help you address the challenge? If yes, what did you find? 

4.2
Briefly, how did you get there? What path did you follow?

4.3
Were there steps along the way that didn’t work as you expected or did everything function pretty much as you expected?

4.4
Based on this experience, can you think of any ways this prototype could be improved or would you leave it as is?

<Once the moderator has reviewed all three prototypes and scenarios, the participant will be brought to a neutral home page before proceeding to 4.2>
5.0
Wildcard Scenario
I would now like to invite you to think of a business challenge you are currently facing and the kind of information or services you need to face that challenge. Please write down your challenge on the piece of paper in front of you. Now, please select one of the three different prototype pages you have seen today and see if you can find any links to the information and services you need. Pick the prototype that you feel is most likely to help you get to the information and services you need quickly.

<Once the time is up, the moderator will have the participant review his or her experience with the prototype, using the following questions:>
5.1
Did you find information that would help you address the challenge? If yes, what did you find? 

5.2
Briefly, how did you get there? Which of the three prototypes did you use and what 
path did you follow?

5.3
Were there steps along the way that didn’t work as you expected or did everything function pretty much as you expected?

5.4
Based on this experience, can you think of any ways this prototype could be improved or would you leave it as is?

6.0
Wrap-up Questions
6.1
Based on your experience here, if you had to choose one of the three prototypes as your favourite, which would it be and why?

6.2
Are there any elements of the other two prototypes that you liked and that you think could be integrated into the prototype you chose?

6.3
Are there other elements you’ve seen in other websites that you think should be considered for the Canada Business Website? Features you find particularly helpful?

6.4
In your opinion, what would be the best way to promote a site like this to other business people? 

6.5
If a friend or family member asks you what is the Canada Business site, how will you describe it to them?

6.6
The people responsible for this Website are considering a number of different taglines for the site – you’ve already seen them on the page. What is your opinion of the following taglines?


a) Canada Business: Government resources for entrepreneurs 


b) Canada Business: Government services for entrepreneurs


c) Canada Business: Connecting entrepreneurs with government resources

6.7
In the three examples, our client uses the word “entrepreneurs” to describe people like you who run a business. They might also simply say “business” (i.e. Connecting business with government resources”).  In your opinion, which makes for a better slogan, entrepreneur or business? Why is that?

6.8
Do you have any other advice for our client as they design and prepare to promote the Canada Business website?

Thanks very much for your participation!






Guide du modérateur  SEQ CHAPTER \h \r 1
< Au début de la session, les écrans sont éteints> 
1.0
Introduction
· Le modérateur se présente, et nomme le client

· Il parle au participant des observateurs et de l’enregistrement

· Il explique au participant la politique de confidentialité du gouvernement du Canada

2.0 Besoins en renseignements

2.1
L’an dernier, avez-vous eu recours aux gouvernements pour vous 
procurer des renseignements pouvant vous aider à gérer vos affaires? Si c’est le 
cas, qu’est-ce qui vous a porté à vous tourner ver le gouvernement et quels 
genres de renseignements cherchiez-vous? 

2.2
Au cours des prochains 12 mois, croyez-vous que vous aurez besoin d’autres 
renseignements de la part du gouvernement?  Si c’est le cas, que seriez-vous en 
train de faire dans votre entreprise, et de quelques genres de renseignements 
auriez-vous besoin?

2.3
Comment vous êtes-vous procuré des renseignements d’affaire de la part des 
gouvernements dans le passé? Par téléphone? Des publications? En personne 
en visitant des centres de service? L’Internet? Quels sites?  

2.4
Si vous avez utilisé le Web dans le passé, quels sites avez-vous visité et 
comment y êtes-vous parvenu? 

3.0  
Page d’accueil du Site canadien des entreprises

Notre client est en train de restructurer le site Web principal du gouvernement du Canada destiné à fournir des renseignements aux entreprises canadiennes. Le site est conçu pour procurer un accès facile aux services et aux renseignements les plus souvent utilisés, et aux renseignements offerts par les gouvernements fédéral, provinciaux et territoriaux. Les visiteurs de ce site y trouveront également une vaste gamme d’outils d’affaires, de renseignements au sujet des règlements, ainsi que des liens vers des organisations prêtes à répondre à leurs questions au sujet du lancement d’une nouvelle entreprise ou de l’amélioration d’une entreprise existante.

3.1
En tenant compte de la raison d’être du Site canadien des entreprises, dites-moi ce que vous vous attendez à y trouvez lorsque nous le visiterons et que nous examinerons ses prototypes.  Que pensez-vous y trouver? Que pensez-vous pouvoir faire sur ce site?

3.2
Il existe plusieurs façons de structurer un tel site.  Comment organiseriez-vous les renseignements sur un site de ce genre? Comment organiseriez-vous le site pour que les gens puissent naviguer, à partir de la page d’accueil, le plus rapidement possible pour trouver les renseignements dont ils ont besoin?

3.3
Une façon de structurer un tel site serait de le faire en fonction des sujets.  La 
page d’accueil afficherait une liste des principaux sujets qui intéressent les 
gens d’affaire : les taxes, la création d’une nouvelle entreprise, la 
réglementation, l’importation et l’exportation, etc, ainsi que des liens vers des 
listes plus détaillées de sujets secondaires. À votre avis, quels seraient les 
avantages et les désavantages d’une telle approche?  

3.4
Une autre façon de structurer ce site serait de le faire en fonction des différents 
stages du cycle de vie d’une entreprise.  De cette façon, la page d’accueil 
afficherait des liens vers les renseignements dont les entreprises ont besoin aux 
différentes étapes de leur développement, depuis l’idée de lancer une nouvelle 
entreprise jusqu’à son lancement, son expansion, et à travers toutes les étapes 
subséquentes, y compris à la vente ou la dissolution d’une entreprise.  Selon 
vous, quels seraient les avantages et les désavantages d’une telle approche?

3.5
Finalement, une troisième façon de structurer un tel site serait de le faire en différentes sections.  De cette façon, les principales sections du site – outils en ligne, liens, réponses aux questions les plus fréquentes, programmes gouvernementaux et services offerts aux entreprises – seraient toutes affichées sur la page d’accueil, et les utilisateurs pourraient choisir les sections qui les intéressent le plus.  À votre avis, quels seraient les avantages et les désavantages d’une telle approche?

Nous allons maintenant aller visiter trois prototypes du site; après les avoir utilisé, vous me direz ce que vous aimez et n’aimez pas au sujet de chacun.

<On invitera les participants à cliquer sur l’un de trois signets>
1. Sujets

2. Cycles de vie

3. Sections

< L’ordre de présentation de ces trois signets variera d’une entrevue à une autre, pour veiller à ce que chacun soit à tour de rôle présenté en premier, en second et en troisième>
3.6
Regardez maintenant la page d’accueil affichée sur votre moniteur.  Quelles 
sont vos premières impressions?  Ce site semble-t-il ou non offrir les 
renseignements gouvernementaux dont vous avez besoin à titre de personne 
d’affaire? Qu’est-ce qui vous fait dire ça?  

< Explorez les réactions au niveau de l’esthétique, du contenu, de la pertinence, etc.>

3.7
Voyez-vous un lien, sur cette page, qui vous semble particulièrement 
prometteur, ou qui vous intéresse spécialement?  Si c’est le cas, lequel est-ce et 
que vous attendez-vous à trouver en cliquant sur ce lien?

3.8
D’autre part, voyez-vous des liens ou d’autres choses qui ne semblent pas appropriés pour un site Web du gouvernement destiné aux entreprises canadiennes?  Lesquels, et pourquoi pensez-vous cela?

<Lorsque le participant aura répondu aux trois questions, le modérateur passera à la section 4.0 pour effectuer un test de scénario.  Le modérateur retournera alors à 3.6, 3.7 et 3.8 pour que le participant examine un second des trois prototypes, avant de mettre à l’essai un second scénario sur ce prototype.  Finalement, le modérateur retournera aux questions 3.6, 3.7 et 3.8 une troisième fois, pour passer en revue le troisième et dernier prototype avant d’évaluer le troisième scénario sur ce prototype>
4.0
Scénarios spécifiés
J’aimerais maintenant vous demander de mettre ce site à l’essai.  Je vais vous lire un court scénario, et vous donner cinq ou six minutes pour trouver les renseignements dont vous auriez besoin pour relever ce défi.

<Le modérateur va lire les trois scénarios suivants dans l’ordre, de façon à ce que chaque scénario ait une chance égale d’être assigné alors que les participants travaillent sur un des trois prototypes.>
a)
Vous êtes propriétaire d’une entreprise de rénovation prospère, ici à Ottawa, et vous avez besoin de renseignements sur la date limite pour payer vos taxes ou vos impôts.  Vous désirez également recruter de nouveaux employés, et vous aimeriez savoir s’il existe des programmes gouvernementaux destinés à subventionner l’embauche et la formation d’employés dans le domaine de la construction.

b)
Vous déménagez à Victoria, et pensez à ouvrir un restaurant-minute franchisé.  Vous avez besoin de renseignements généraux au sujet des franchises, et d’aide pour préparer un plan d’affaires.

c)
Vous vivez à Fredericton, ou vous exploitez depuis presque un an une boutique de cartes de vœux et de papeterie. Vous avez découvert une série d’articles en papier uniques, produits en Inde, et vous désirez savoir s’il existe des restrictions ou des droits à payer, pour pouvoir les importer au pays. 

<Une fois le délais écoulé, le modérateur demandera au participant de résumer son expérience avec le prototype, en lui posant les questions suivantes:>
4.1
Avez-vous trouvé les renseignements qui vous permettraient de mener à bien votre recherche? Si c’est le cas, qu’avez-vous trouvé?  

4.2
Brièvement, comment vous y êtes-vous rendu?  Quel chemin avez-vous suivi? 

4.3
Y a t’il des étapes qui n’ont pas répondu à vos attentes, ou en général est-ce 
que tout a fonctionné comme vous vous y attendiez?

4.4
En vous basant sur cette expérience, pouvez-vous penser à des façons 
d’améliorer le prototype, ou le laisseriez-vous tel quel?

<Lorsque le modérateur aura fait évaluer au participant les trois prototypes et les trois scénarios, il lui présentera une page neutre avant de passer à l’étape 5.0>
5.0
Scénario aléatoire
J’aimerais maintenant vous inviter à penser à un défi d’affaires auquel vous faites face présentement, et au genre de renseignements ou de services dont vous auriez besoin pour le résoudre. Veuillez écrire une description de ce problème sur la feuille de papier qui est devant vous.  Maintenant, sélectionnez une des trois pages prototypes que vous avez vues aujourd’hui, et tentez de trouver des liens pouvant vous mener aux renseignements et aux services dont vous avez besoin.  Choisissez le prototype qui, selon vous, va le mieux vous aider à avoir rapidement accès aux renseignements et aux services dont vous avez besoin.

<Une fois le délais écoulé, le modérateur demandera au participant de résumer son expérience avec le prototype, en lui posant les questions suivantes:>
5.1
Avez-vous trouvé les renseignements qui vous permettraient de mener à bien 
votre recherche? Si c’est le cas, qu’avez-vous trouvé?  

5.2
Brièvement, comment vous y êtes-vous rendu?  Quel chemin avez-vous suivi? 

5.3
Y a t’il des étapes qui n’ont pas répondu à vos attentes, ou en général est-ce 
que tout a fonctionné comme vous vous y attendiez?

5.4
En vous basant sur cette expérience, pouvez-vous penser à des façons 
d’améliorer le prototype, ou le laisseriez-vous tel quel?

6.0
Dernières questions
6.1
En vous basant sur votre expérience d’aujourd’hui, lequel des trois prototypes 
choisiriez-vous comme étant votre préféré, et pourquoi? 

6.2
Y a t’il des éléments, dans les deux autres prototypes, que vous avez aimés et 
que vous souhaiteriez voir intégrés au prototype que vous avez choisi? 

6.3
Y a t’il d’autres éléments, dans d’autres sites Web, qui selon vous devraient être pris en considération pour le Site des entreprises canadiennes?  Des caractéristiques que vous avez trouvées particulièrement utiles? 

6.4
À votre avis, quelle serait la meilleure façon de faire connaître ce site à d’autres 
gens d’affaires? 

6.5 Si un ami ou un membre de votre famille vous demandait en quoi consiste ce site, comment le décririez-vous?

6.6 Les responsables de ce site Web étudient un certain nombre de différents titres descriptifs pour le site – vous les avez déjà vus sur la page.  Que pensez-vous des titres suivants?

NOTE : USE THOSE FROM THE FRENCH SITE

a) Entreprises canadiennes: Ressources gouvernementales à l’intention des entrepreneurs 

b) Entreprises canadiennes: Services gouvernementaux à l’intention des entrepreneurs

c) Entreprises canadiennes: Brancher les entrepreneurs aux ressources gouvernementales

6.7
Dans les trois exemples, le client a eu recours au mot « entrepreneurs » pour 
décrire des gens qui, comme vous, exploitent une entreprise.  Ils pourraient 
également utiliser « entreprises » (par ex., brancher les entreprises aux 
ressources gouvernementales).  À votre avis, qu’est-ce qui constitue un 
meilleur slogan : entrepreneurs ou entreprises?  Pourquoi?  

6.8
 Auriez-vous d’autres conseils à donner à notre client pour la préparation du Site des entreprises canadiennes?

Merci beaucoup de votre participation!
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