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BACKGROUND AND METHODOLOGY

In February of 1995, the Government of Canada introduced Bill C-68, the Firearms Act and Regulations.  The Act contains two key milestones for firearm owners.  The first was January 1, 2001, by which time all firearm owners in Canada were to obtain a license in order to possess or acquire a firearm.  The second deadline, to register all firearms, both restricted and non-restricted, occurs on January 1, 2003.

In the spring of 2001, the Canadian Firearms Centre (CFC) prepared a series of applications and registration forms which firearm owners will be required to complete in order to properly register their firearms.  GPC Research was contracted to test these hard copy materials in focus group settings.

The CFC also intends to offer Canadian the opportunity to register their firearms on-line on the CFC web site.   This on-line registration process was also tested by GPC Research.  Issues such as privacy are of even greater concern when conducting any transaction on-line. This is especially true with this sensitive topic. Moreover, given that completion of forms on-line often reveals a different set of formatting and layout issues and challenges versus hard copy, specific testing of the on-line registration process was viewed as an essential part of the process.

GPC Research completed three focus groups to test the on-line registration forms; one with 11 employees of CFC and two with firearm owners (one anglophone group of 12 participants and one francophone group of nine participants).  The groups tested the ease with which firearm owners are able to complete the on-line forms and to explore any concerns they may have had about the instructions, the layout of the form and more importantly, privacy and security of the on-line process.   Because internal CFC staff have insight into the functionality of the on-line form, their comments were key to the perfecting of the on-line form.  Their feedback was used to modify the CFC web site and forms for the subsequent focus groups with firearm owners.

The first part of the focus group involved a general discussion where participants were asked to discuss their on-line activities and their attitudes towards transactions on the Internet.  Next, participants were invited to a computer lab to test the CFC web site by registering a hypothetical firearm.  All participants in the focus groups were provided with “dummy” personal information and “dummy” firearm information (e.g., name, date of birth, firearms license number, Make of firearm, etc.) and a list of instructions to test various aspects of the CFC electronic services.  We asked participants to work through the site to the best of their ability, complete the exercises (e.g., register various firearms, edit their registration, request a PIN number, change their address, etc.) and to note any difficulties they experienced or questions they might like to ask about the site.  Participants were also provided with print-outs of the computer screens for reference and on which to write their comments.

During the third, and main part of the focus group (in a board-room setting) we projected the web site on to an over-head screen and the moderator took the participants through the site, page by page, asking for their input and recommendations for changes.  The moderator sought participant’s reactions to every aspect of the CFC web site including, their reactions to the layout, graphics, the Government on Line menu bar, the functionality and navigability of the web site, clarity of the instructions, intuitiveness of the commands, etc.  The moderator’s guides (in English and French) can be found in Appendix A.   

Participants were recruited by GPC Research’s professional recruiters using lists of firearm owners obtained from firearms retailers, hunting clubs and shooting ranges.  The Recruiting Guide is in Appendix B and tables providing demographic information on participants can be found in Appendix C.

1 General Discussion on the Internet

1.1 Participants’ Activities on the Internet

Firearm owners participating in the anglophone focus group indicated that they go on to the Internet on a daily basis to for both work and pleasure. Francophones visited the Internet less often, an average of four hours per week.  About half of the anglophone participants said they would access the Internet at home and the half at work.  Francophones tended to have their principal access point to the Internet at work.

They went on-line to surf the Internet and find out what is new, to search for specific information for work, to read the news on-line, to order merchandise or written materials, such as catalogues and brochures, and to send and receive e-mail.  Seven out of 12 anglophone participants reported that they did banking on-line and four of these made purchases on-line with their credit card, but the remainder were opposed to doing any financial transactions over the Internet.  The sceptics did not believe that financial transactions and their personal credit information were secure on the Internet because “it is too easy to hack into it”.  Francophone participants tended to be less willing than anglophones to make financial transactions over the Internet.  The majority of francophone, firearm owners said they would not provide their credit card on-line because “it is too risky”, nor would they provide much personal information beyond their name and telephone number at work.

Many participants also indicated that they had experience with web sites requiring a Personal Identification Number (PIN).  Most participants thought that a PIN was necessary if they wanted to access an account or file in their name where the information should be secure.  However, if they did not foresee returning to a particular site, they would not bother to create a PIN for themselves.  

It depends upon what’s involved in getting your PIN.  If the process to get it is too involved then you trash it.

…if it’s something where I’ve seen the site and I want to get access to it…if it’s a one or two shot deal I’ll by-pass it.  If it’s something that I will be referring to on a monthly basis then I will go in and put a PIN in there.

Several participants thought that many web sites requested too much personal information in order to create a PIN (e.g., address, city, postal code, telephone number, etc.).  Not only did participants find having too many PINs (for voice mail, e-mail, banking, web sites, etc.) was bothersome, they also did not want to receive calls from tele-marketers that may access their name and telephone numbers through Internet databases.

Le système Internet, c'est comme le système du téléphone, finalement.  Aussitôt que ton numéro tombe dans une banque, il y en a qui achètent la banque.   C’est un système automatique.  La fille a son écouteur et les numéros défilent de même, automatiquement.  Et quand il y en a un qui ouvre, elle embarque.  L’ordinateur dit allez parler à celui là.  Il l’enlève de la liste.  Elle continue.  C’est du télémarketing.

1.2 Previous Knowledge of the CFC Web Site

Half of the anglophone participants and a few francophones had visited the CFC Web Site previous to the focus group.  Reactions to the appearance and navigability were mixed.  While a few anglophone participants said that the site was one of the easiest and fastest government sites to use, others felt that the site contained too many graphics that made it slow moving for their home computers.  They also indicated that the navigation bar was confusing.  However, all anglophone participants agreed that the site did not contain enough information: specific information on items such as, regulations, releases, restricted and non-restricted weapons, and sport shooting, etc. 

Francophone participants that had visited the CFC site, thought it was “very good for a government site”, that it was not very flashy, but welcoming and provided basic information.  They felt that the quality of the French text was quite good, but that it was perhaps too technical and should be written in plainer language.

Je l’ai trouvé très bien pour un site gouvernemental.  La seule chose, c'est que j’en ai vu pas mal et je trouve qu’au niveau de la qualité, le « plain language » c’est pas assez vulgarisé… À moment donné, les termes techniques, Joe Blow qui a une huitième année, va avoir de la difficulté.

1.3 Willingness to Register On-line

Just over half of the francophone participants indicated that they anticipated using the CFC’s on-line registration forms to register their firearms.  They felt that on-line registration would be much faster and more efficient than using the paper forms, particularly if they had to register many firearms.  A minority indicated that they would never register anything on-line because they did not trust the security of providing their personal information or firearm information on the Internet.

Je ne m’inscris jamais au travers de l’informatique…j’aime pas qu’à peu près tout le monde ait accès à cette information là.  Parce qu’Internet, ces systèmes là, il y a des spécialistes qui travaillent rien que sur la façon de les pirater, sur la façon d’aller chercher de l’information.  Je ne le donnerai pas de l’information.  S’ils en veulent, ils voleront un formulaire et ils n’iront pas le chercher sur Internet.  Ça c’est garanti…je suis convaincu que la banque est vulnérable.

2 Assessment of the CFC Web Site and On-line Firearms Registration Process

The remainder of the findings is presented item by item marked by bullets in order to create a checklist that the Project Authority may use to ensure that each concern has been addressed, as the Project Authority deems appropriate.

2.1 CFC Page

· CFC employees in the internal focus group agreed that the title “to Register Firearm” on this page was vague and should have some sort of reference to “Click Here to Access the On-line Firearms’ Registration Application Form”.

· Firearm owners in both the English and French speaking focus groups thought that the link to the application forms was not obvious, buried at the bottom right hand corner of the page.  They suggested putting the hyperlink at the top of the page, on the scroll bar on the left-hand side and/or making the “apply to register” a hot link as illustrated,  

“You can now apply to register your firearms on-line.” 

· Francophone participants suggested the alternative of putting the hyperlink in the middle of the page in red and framed in a box/button to make it more visible. For ex:

	Enregistrer vos 

armes à feu en direct


· Anglophone participants also suggested providing a hyper link to apply to register on the home page as well.

· In the English group, participants suggested dropping the sentence, “ You must have a valid firearms license….”

· Francophone participants felt that the expression “enregistrer vos armes d’épaule” was not very current and would confuse some visitors to the site.  They preferred “enregistrer vos armes à feu sans restriction” or “armes à feu conventionnels”.

· Francophone participants also mentioned that they wanted the acronyms, CCAF and AAAF in the text in the middle of the page to be spelled out.

E.g., “Afin d’accéder au site sécurisé Web des services électroniques du Centre canadien des armes à feu (CCAF), vous devez détenir un permis d’armes à feu ou une Autorisation d’acquisition d’armes à feu (AAAF) valides….”

2.2 License Capture Page

· CFC employees said the Department of Justice logo should be moved to the bottom of the page.  They felt the top was cluttered with the CFC logo, the Canada word mark and the Government On-Line (GOL) buttons.  Participants also said a title such as “Registration Process” should be added to this page.

· Anglophone firearm owners recommended dropping the watermark image/graphics because it impeded the visibility of the text.

· They also suggested that the “Enter” key should have the same function as the “Continue” button.

· Francophone participants did not think that “Numéro de permis” was clear enough as to what license number was required.  They wanted “Numéro de permis / d’AAAF” changed to “Numéro de permis d’armes à feu / Numéro d’ AAAF”.

2.2.1 Main Menu Bar

Participants were then asked about all of the buttons at the top of this page.  The following briefly describes their comments with respect to each button:

Logout

· CFC employees wondered why this page had a log out option since visitors had not yet logged on to the application site.

· Anglophones expected “Logout” to take them back to the first screen.

· This command was eliminated from the menu bar by the time the French focus group took place.

Contact Us/Contactez Nous

· All participants (CFC employees and firearm owners) expected “Contact Us” to provide an e-mail link and a telephone number to call.  No changes were suggested. 

Help/Aide

· Both CFC employees and firearm owners expected the “Help” button to assist  them with this particular page (e.g., how to enter one’s license or FAC number).  However, they did not need to look at “Help” on this page and would only look at “Help” if they were in trouble. 

Search/Recherche

· CFC employees expected this button to allow them to search the site by key word.

· Firearm owners (French and English) expected a key word search as well as a menu and to be able to type in what they wanted to know.

Canada Site/Site du Canada

· CFC employees said they were not sure what the “Canada Site” meant.  Some guessed it would take them to the general Government of Canada site, while others said it was a vague reference.

· Both English and French speaking firearm owners did not know what to expect under “Canada Site” and said they would not interested in clicking on the button to visit the site.  One or two participants, however, were aware of the specifications for the Common Look and Feel standards for Government on Line and understood why the link was included.

Home

· CFC employees and firearm owners expected this button to take them back to the CFC home page.  

· Anglophone firearm owners said they wanted to be able to access quick facts on firearm legislation at the CFC home page.

· This command was eliminated for the francophone focus group.

About This Site/Au sujet du site

· All participants expected this button to provide them with background information about the registration process and the CFC site.

What’s New/Quoi de neuf

· CFC employees thought the information behind this button would be about changes to the Firearms’ legislation, recent press releases, and lists of newly restricted or prohibited firearms.

· Firearm owners thought this link would tell them simply what is new to this site.

Site Map/Carte du site

· CFC employees expected the site map to provide information about the key areas on the site.

· Francophone firearm owners thought “Carte du site” would provide them with a real map, that is, a diagram or flow chart of the site.  When they saw that it was a Table of Contents/Table de matières, they thought the button should be renamed “Table de matières” and that it should be placed in the first position on the left.

CFC Site/Site CCAF

· All participants viewed this link as quite straightforward.

1-800 number

· CFC employees said the title above the 1-800 number should be changed to “Need Help using the application” as opposed to the generic “Need Help” title.

· This element was dropped from the web page before subsequent testing.

Licence/FAC number
· CFC employees suggested that the sentence “If you do not have one of the above, you must apply for an individual licence first…” should be changed to “If you do not have one of the above, you must apply for a PAL first…”.  They also suggested that the PAL reference under “What is the E-Business Service?” title should be hyper-linked to the place where you can apply for a Possession and Acquisition Licence.

2.3 Standard Login Page

· Some CFC employees were concerned about the two-step process of logging in and suggested that this page and the Licence Capture Page should be combined to eliminate the number of mouse clicks required before you get to the actual form.  However, others said that if you erroneously enter any information in the spaces provided for your Licence/FAC Number, Last Name, Date of birth (DOB) or Place of birth, the screen would tell you that something is wrong but not necessarily what is wrong.  If you enter your Licence/FAC Number first, the system will retrieve your information and then can verify if the rest of the information you provided was correct.

· Internal participants also suggested that the “Logon” title be changed to “Application Logon Authentication”.

· CFC employees noted that the DOB required slashes between the year, the month and the day.  They thought this was awkward and suggested that the box should already include the slashes, if they are required.

· Some CFC employees suggested that you should be able to create your PIN from this page and verify your address since you are in the process of verifying other personal information on this screen.

· CFC employees and anlgophone firearm owners suggested that the data entry fields should not be case sensitive.  They wanted to be able to enter their personal information all in small letters or capital letters.  If the data must remain case sensitive, instructions should be included to inform applicants.  Some participants received error messages that did not explain that they must capitalize the first letter of their name and place of birth.

· Francophone firearm owners thought the text below the “Lieu de naissance” data box should be larger. (In general, this group found the text on the web site too small to read easily.)

2.4 SSL Home Page

Internal Focus Groups:

· CFC employees found “To add a non-restricted/restricted firearm click here” illogical for first-time users because they would not have yet applied to register any firearm and therefore would not be “adding” a firearm.  They suggested this reference be rewritten to say, “Application to register a non-restricted firearm/Application to register a restricted firearm.”  They also suggested that a number appear beside the reference noting how many firearms have been completed and added to the registration process (i.e. 1 per firearm).

· Some internal participants also found the “Change my address” notation quite small.

Firearm owners:

This page presented several problems for participants in the firearm owners’ focus groups.  First, anglophone participants felt it would be best to remove the watermark graphics that appear in the background because it made the text on the screen difficult to read (and for some, difficult to download to their computers.)  This change was made for subsequent testing with francophone firearm owners.  Secondly, participants found it confusing to have buttons or links all over the page and they did not think the buttons to access the application form were obvious.  Their comments and suggestions for modification are listed below by their headings.

e-Services Menu/Menu des services électroniques

ON-LINE APPLICATIONS/DEMANDES EN-LIGNE

· Both French and English speaking participants thought the buttons on this menu bar on the left-hand side did not look like hot link buttons to participants because: 

· the items were too close together; 

· they did not have boxes around them to look like buttons; 

· the symbol on the left hand side seemed odd (participants tried clicking on the symbol and wondered why this would not work); and 

· the buttons/links did not light up or change colour when participants put their cursor on them.

· Francophone participants thought that the green box surrounding the “Menu des services électroniques” was too dark coloured and made reading the text on the buttons/links too difficult.  They felt that green, especially dark green, was the wrong colour to use.

· Francophones suggested shortening the commands under this menu bar.  For example, “Demande de modification d’adresse domiciliaire” could be shortened to “Modification d’adresse domiciliaire”.  They also suggested shortening the title to simply “Enregistrement” with the buttons below clearly separated from each other.

OTHER E-SERVICES/AUTRES SERVICES ÉLECTRONIQUES

· For anglophones, “Modify Your Account” seemed to participants to be the place to change addresses and Pin numbers.  (“My account is everything about me, my name, address, registered firearms, etc.”)

· Because francophones thought there should be less text in this menu bar and on the screen in general, they suggested dropping this subtitle.  As mentioned above, they thought only one title should appear above this left-hand menu bar, “Enregistrement”.

· Both anglophones and francophones thought that the links appearing at the bottom of the page, Before you start/Avant de commencer, Checklist/Liste de contrôle, Confidentiality and Security/Confidentialité et sécurité and Technical Support/Soutien technique could all appear on the left-hand menu bar.

· “Before You Start” should be at the top of the page on left-hand side, so it is the first hot link button visitors see.

· The “Checklist” hot link should be on the left-hand menu bar, not hidden at the bottom of the page, or it could be a drop-down box on the home page.

· “Confidentiality and Security” should also be on the left-hand menu bar near the top of the items on the menu.

· “Technical Support” should be the last item on the left-hand menu bar.

· The last button on the left menu bar to create a PIN or “NIP” in French was not clear to participants.  They had difficulty locating it during the exercises in the technology lab and they indicated that they would never purposely come back to this page after registering their firearm/s to create a “NIP”.  All participants (francophones and anglophones) thought this step should have been on the Standard Login Page.

Taking the focus group participants’ suggestions into account, a modified left-hand menu bar might look like the following in both English and French.

English Version

CFC e-Services” or “Registration

	Before You Start


	Checklist


	Non-restricted Firearm Registration


	Restricted or Prohibited Firearm Registration


	Modify Residential Address


	Modify Mailing Address


	Confidentiality and Security


	Technical Support


__________________________________________________________________

French Version

Enregistrement

	Avant de commencer


	Armes à feu sans restrictions


	Armes à feu à autorisations restreinte our prohibées


	Modification d’adresse domiciliaire


	Modification d’adresse postale


	Confidentialité et sécurité


	Liste de contrôle


	Soutien technique


Addresses

· One participant noted that there is no storage address for where one’s firearms are stored if this is different from home address or mailing address.

· Anglophone participants wanted their address to change immediately on this page if they change their address while on-line.

· Francophone participants thought that “Adresse domiciliaire” should appear on the left, before “Adresse postale” because this is the order they are used to seeing them appear on forms.

Other Comments on the SSL Home Page

· Anglophone participants wanted a link on this page that would provide them with a record of all the firearms they have previously registered.

· One francophone participant suggested that more space be inserted between the paragraphs of text in the middle of the page so that they can clearly see where one paragraph ends and another begins.  (e.g., More space is required before the phrase, “Avant de faire votre demande d’enregistrement en direct…”)

2.5 Registration Data Capture Page

· Some CFC employees found the application form too wide for the page, while others added that logically, an on-line process goes from top to bottom.  Therefore, questions 2, 6 and 8 could potentially be missed, or required more effort to complete, making the form less user-friendly.  To that end, they suggested placing all of the categories underneath each other so the form would be completed from top to bottom. As well, internal focus group participants wanted to be able to view the list of completed applications from this page, for those who had multiple firearms to register. 

Anglophone firearm owners also wanted to able to register all their guns on one page, where they simply scroll down to register firearm number 2, 3, etc., rather than having to go to a new page.

· CFC employees also suggested adding that a note explaining the asterisk (*) so that registrants would understand that these fields were mandatory, without having to search in help for the information.  Such a note was added for subsequent testing with firearm owners.  However, firearm owners (francophones and anglophones) made further suggestions.  They felt the asterisk (*) indicating mandatory fields was not visible enough and that it should be larger or a different color.

· Most firearm owners (in both language groups) needed help or more information to complete this application form.  They felt the “Help” button on this page should be made more obvious.  When they looked at the Help drop down box as a group, they found the diagrams very useful.  However, they did not expect the “Help” to provide them with these diagrams and thus did not think to look there.  Some felt that the terms in the application form, such as “barrel length”, “frame/receiver”, “Gauge(s)” and “Caliber(s)”, should be hot links to drop down boxes containing explanations or diagrams of the items in question.  

For the French focus group, an “Aide” button was added to the bottom of the screen.  The participants found it useful, but it was not where they expected it to be.  Like the anglophone, they would have preferred for the terms that gave them difficulty, such as “carcass”, “bootie de coolers” and “gauge” or “caliber”, to be hyperlinks to definitions, explanations or diagrams. 

· Question 2: At the time of testing with the anglophone firearm owners, Question 2 was missing a “No” check box.  This has since been added.

All participants in the French group had difficulty with the terms in Question 2 - “carcasse” and “boîte de culasse” - and asked for definitions.  They did read the explanation of these terms by using the Help/Aide tool, but did not find the explanation useful.  They felt these were incorrect translations and uncommon terms.  Participants also felt that this question was not very important and wondered why this question was placed second rather than at the bottom of the list.

· Question 3, Make: CFC employees suggested the “Other” field be disabled if another selection was made, so that registrants could not select “Ithaca”, for example, and also include information in “Other”. 

· Question 5, Action: Firearm owners felt that “Air, spring or gas…” was not an action, but a type of firearm.

· Question 7, Gauge and or Calibre: Firearm owners thought there should be several boxes or lines for people who have many barrels for one receiver.

· The “Continue” and “Cancel” buttons at the bottom of the page caused some confusion with internal participants.  They suggested adding a “done” button or “Add this firearm to your Application” button to the bottom of the page.

2.6 Restricted /Prohibited Form Page

· For the CFC employees, this page was viewed as easy to complete.  However, participants did have a question about whether the “Restricted Weapon Registry System (RWRS) Certificate Number” would only take the first six digits or allow people to input more than six.  Some suggested this page should only provide six boxes, indicating the number of digits required.

· Firearm owners also found this page easy to fill out.  Nevertheless, participants in both language groups wondered why it was necessary to register a restricted firearm if there was no mandatory information required.  Given that there are no mandatory fields, participants wondered why the statement “Fields marked with an “*” are mandatory” was included.  Some felt it was useless to register if there was no mandatory information required.

· Again, participants commented that it was difficult to fill out the form if the information boxes were case sensitive.

Error Message Concerning Restricted Firearms SEAAR Number and Serial Number

· Francophone firearm owners that received the error message indicating that “Le numéro de certificat du SEAAR n’a pu être trouvé dans le SEAAR…” had difficulty understanding what this page was telling them.  They thought that the acronym SEAAR should be spelled out on this page.   They also thought the instructions should ask them to “Please verify that their SEAAR certificate number and serial number are correct.  If the numbers are correct to the best of your knowledge, click on Continue to proceed with your registration.”

· Francophones thought that the command button “Modifier l’arme à feu” should read “Modifier les données”.

2.7 List of Firearms Page

· CFC employees liked the idea of providing this page but wanted respondents to be able to click on the mailing address or residential address and hyperlink to the screen where they could make changes if the information provided is incorrect.  They also suggested for subsequent focus groups, the examples provided for mailing and residential should show the potential differences between the two addresses (i.e. Mailing Address:  P.O. Box 222, R.R. #2 Metcalfe, Ontario; Residential Address:  7939 Parkway Road, Metcalfe, Ontario)

· CFC employees also called for a two-step delete process on this screen.

· Some anglophone firearm owners thought this page was asking them to confirm their registration. A few of them thought that this intermediate step should be eliminated.  Once they have registered all their firearms, a final record of all registered firearms should appear and provide the opportunity to edit, delete, continue, cancel, etc.

· Anglophones had no problems with the “Edit Firearm” and Delete Firearm” buttons. However, francophones did not like the translation of the “Edit Firearm” and Delete Firearm” buttons.  They felt that “Modifier arme à feu” should be “Modifier les données” and “Supprimer arme à feu” should become “Effacer les données”.   They also felt that these two buttons should be placed one on top of the other beside the appropriate line of information, rather than side by side.

· Some anglophone participants found the command buttons at the bottom of the page were confusing.  Francophones had even more difficulty.  For them, the French commands at the bottom of the page were too long and difficult to read.  Participants suggested shortening the text, increasing the size of the font in the buttons and listing them vertically, one on top of the other, rather than from left to right.

· Canon 470 mm:  This column (the response to Question 1 of the firearm registration form) presented some difficulty for francophones.  Participants thought that this column should be labeled “Normes sans restriction” since this is what Question 1 on the registration form is asking.  The response below this column should then be “Conforme” ou “Non-conforme” instead of “Oui” ou “Non”.

2.8 Cancellation Warning Page

· CFC employees wanted to add the phrase “Are you sure?”  They felt that “Continue” could mean to continue with the delete or continue with the registration process.  Answering “yes”, if the latter were understood, would result in an inadvertent deletion of data and an unhappy customer.

2.9 Application Confirmation Page

· CFC employees suggested that if this was the final confirmation page before paying the fee, it should be titled as such.  They wanted a note under the title as follows:

Confirmation Page

This is the information you are about to submit.

· They also called for the addition of another button that said, “cancel” so that if people did not want to submit the application because of the fee, they could delete their entire registration form.

· Anglophone firearm owners wanted to be able to add more registrations at this point after looking at the whole list.

· It was not clear for anglophones what the “Make Changes” button would do.

· Anglophone firearm owners suggested a payment option to send a cheque or money order and still store all the registration information for a time period.  They felt that the information should be stored or give them an option to save the information on diskette so if they could not pay now, they would not have to fill out the application again.  Participants wanted a reference number so applicants can print the form and send the cheque with the transaction/reference number.  (Most participants in the group were opposed to conducting financial transactions over the Internet.)

· While no fees were mentioned on the French version of the registration forms, we asked participants what they thought of the idea of paying the registration fee by credit card while on-line.  Most participants thought that if a fee was charged, this should be indicated clearly on the first page.  It should also indicate the accepted mode of payment.  (Many participants said they would not under any circumstances provide their credit card number over the Internet.) Like the anglophone group, they suggested that CFC offer the choice to fill out the registration form on-line, but to pay by cheque or money order.  They would prefer to print the registration form (with the confirmation number) and mail it to the CFC with their cheque.

· Some francophone participants had difficulty reading the text on this page because they thought it was too small.

2.10 
Fee Page

· CFC employees indicated that this page was predisposed to those with MasterCard rather than Visa.  They suggested providing two formats as follows:

	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	
	
	
	
	
	
	


· Both the internal group and the anglophone firearm owners wanted an automatic “tab over” from one group of cells to another group of cells.

· On this page, as on others, participants thought that data entry should not be case sensitive.

· To enter the date, there should be two boxes with an automatic tab, one box for the month (MM) and one for year (YY).

· Firearm owners suggested that the CFC provide another payment option and a 30-day time limit to pay the fee.

· Participants wanted to be able to go back to the application from this page.

· Note: this page was not tested with francophone participants.

2.11  Credit Card Transaction Error Page

· CFC employees said it was imperative that participants should be able to save the information on diskette if their on-line application could not be forwarded because the Credit Card system was down or their card was invalid. They suggested adding a “Save on Diskette” button to this page.

2.12 
Transaction Confirmation Page

· CFC employees and anglophone firearm owners felt that the “Transaction/Reference Number” did not stand out enough on this page.  They wanted it moved, as follows:

Thank you for submitting the firearm registration application.  

For your files, your Transaction/Reference Number is 21-00000133112-04.

· This recommendation was implemented for the French focus group, but despite the changes to make the confirmation number more visible, participants felt that the “Transaction/Reference Number” did not stand out enough on this page.  They felt it should be displayed in large red font that flashes or indicated by a flashing arrow.  
· CFC employees thought the title “Amount” should be replaced by “fee”.

· Anglophone firearm owners thought it would be a good idea to send applicants a confirmation of their transaction by e-mail. In addition, they would like this page to tell them when they will receive their registration card.

· Anglophone firearm owners would like to be able to consult this registration page under their “account” after they log out.
· A “Print” button was added to the bottom of this web page after recommendations were made following the first two focus groups.  Francophone participants liked this button because it reminded them to print the page.
· Note:  During the testing, a number of lines of text appeared in English.  Participants indicated that all translations should be complete and the whole page should be written in French.
2.13   Change Residential Address Page

· Firearm owners, both in the French and English groups, expected a blank page without their previous address and would have preferred this.  The page was, otherwise, easy to fill out.

· Anglophones thought there should be a box for area code before the box for telephone number.

· Participants wondered why it took two days for their address to be changed in the system and would have preferred seeing their change of address updated immediately.

· For the French version of this page, participants thought the button labeled “Inscription” should be labeled “Inscrire” or “Soumettre”.

2.14 
Personal Information Page

Challenge Question

· Many CFC employees did not notice the drop-down menu under the “Challenge Question”.  They thought the challenge question was “What is your mother’s maiden name?”  Both internal participants and anglophone firearm owners said the phrase “Challenge Question” was not familiar to them.  Some also said that the range of options provided in the drop-down menu could be ridiculed by the general public and the media (i.e. pet’s name).  To that end, they suggested offering standard options used by financial institutions, for example.

The PIN

· Internal participants wanted more information with the Personal Identification Number (PIN).  For example, this area could be displayed as follows:

Enter your PIN for future e-Service:

Enter your six digit PIN

Confirm your six digit PIN

· Anglophone firearm owners thought that six to eight characters was too long for a PIN.  It should be four digits or letters (i.e., an alphanumeric PIN).

· Some anglophone participants expected to receive an e-mail confirmation of their PIN as a security measure to verify if the right person is requesting to change their personal information. Others thought that as a measure of security, you should be rejected from the system, if you entered your PIN three times incorrectly.

· Anglophone firearm owners wanted to be able to access their “account” (i.e., see their address and make modifications, see their list of registered firearms, etc.) by using their PIN.  If the PIN served no purpose, they would not sign up for it. 

· Francophone participants thought that this page was easy to fill out, but they thought it should have been one of the first steps in the registration process.  They indicated that after they had registered their firearm, they would not think it necessary to go back and create a PIN number.

Optional Information

· Some firearm owners, in both the French and English groups, thought that the optional survey questions should be on another page linked by button asking participants if they wish to fill out a feedback survey.  The personal information page was already too long according to participants.

Other Comments

· CFC employees did not like the reference to “Clear Form” at the bottom of this page.  They said the term “form” meant the entire application form to them as opposed the current page they were on.  They wanted the phrase to state, “Clear Page”.

· For Francophone firearm owners the command buttons on the bottom of the page should read “Soumettre” instead of “Inscription” and “Recommencer” instead of “Réinitialiser”.  Francophones indicated that the term “Réinitialiser” was not plain language and might not be understood by all applicants.

2.15 
Frequent Logon Page

· CFC employees said that the title “Frequent Logon” was not necessary on this page. 

2.16  Concluding Comments

Anglophone Firearm owners

· Keep the web site and application forms as simple as possible (i.e., few graphics, less wordy, fewer steps or pages to pass through, etc.)

Just keep it as simple and straightforward as possible and don’t complicate people’s lives.  If you want them to do this registration thing then use the KISS method.  It works well.  If you have questions you can push help or call somebody but straightforward and done and I’m in and out in five minutes.

· Participants wanted to be able to access at any time a record of what they have registered, that is, a “status page” or an “account page”.

I would really like to see a record of what I registered.  To me that’s really important.

· They wanted to be able to go in and out of the registration page until they are ready to submit and make payment.

· There should be an option to transfer a firearm on-line if they have sold it.

Francophone Firearm owners

· Francophones said that compared with other government web sites, they would give this web site a rating of 6.6 out of 10.  Even when they compared it to private companies’ web sites they rated the CFC site as 6 out of 10.

· Participants indicated that if the recommendations they had made during the focus group were implemented to modify the web site, they would definitely use it to register their firearms on-line.  A few participants in the group, however, said that would not use the on-line registration forms if there was a fee to pay and the only option was to pay by credit card.

Si c'est sur carte de crédit, absolument aucune question pour moi. C’est non.
Francophone participants also recommended the following:

· They wanted the font enlarged to make it is easier to read.

· Some participants wanted somewhere on the site, preferably at the beginning and not hidden in the top menu bar, a reminder to visitors to the site why they must register their firearms.  However another participant felt that too much information and text on the site would be detrimental to the simplicity of the site.

…Je considère que s’il y a beaucoup d’information, les gens vont se perdre au niveau de l’information et c’est superflu.  C’est pareil comme les énoncés de mission et les valeurs et ces choses là.  À un moment donné, les gens deviennent écœurés de ça.  En ce qui me concerne, si on en met trop, les gens vont dire ‘Oh, merde’.

· Others agreed that the best recommendation was to keep the web site simple or “short and sweet”.

3 RECOMMENDATIONS

3.1 For Both English and French Versions of the Web Site 

· Enter and Continue should have the same function.

· Data entry should not be case sensitive.

· Where tabs to the next data box are necessary, this should be automatic.

CFC Page

· Make the hyperlink to the application form much more obvious to visitors to the web site (i.e., in the centre of the page, larger lettering, and coloured lettering, framed in button or text box).

SSL Home Page

· Simplify this page by putting all links on the left menu bar. 

· Simplify the menu bar by reducing the number of titles and subtitles.

· Shorten the text on the buttons

· Make the links distinct by using larger lettering, framing them in buttons and leaving more space between them.

· Eliminate the background colour on the left menu bar.  Instead make the buttons themselves coloured (red was preferred by participants).

Registrations Data Capture Page

· While it may not be possible at this time to turn the less common terms in the application forms into “help” links that provide drop down boxes with definitions, diagrams and more information, this should be considered for the future. 

· Question 7 (Gauge or Calibre) requires a drop down box or several lines to allow people to register more than one gauge or calibre for their firearm.

Fees

· If fees are to be charged for on-line registration, this and the amount to be charged should be clearly indicated on the first page of the web site.

· Consider other fee payment options for the future, such as payment by cheque or money order posted along with the transaction confirmation page.

Transaction Confirmation

· Make the transaction number even more obvious by enlarging the print and using a bright colour (e.g., red).

Personal Information

· Reduce the PIN number from six to four digits.

· Consider the use of an alpha numeric PIN.

· Put the Optional Information questions on another page and provide a hyperlink to access it.

3.2 French Version of the Web Site

· Spell out any acronyms.

· Revisit some of the wording in French as indicated in the body of this report.  For example, terms such as “armes d’épaule” was considered unfamiliar.  “Carcasse” and “boîte de culasse” posed too much difficulty to francophones and should be replaced.  The explanation of these terms in the “Aide” window did not adequately explain the terms and left francophones still wondering what these terms referred to.

· Use verbs as commands on button commands rather than nouns.  For example, fracophones preferred “Soumettre” to “Inscription”.

· On the List of Firearms Page, the commands “modifier arme à feu” and “supprimer arme à feu” should be changed to “modifier les données” and “éffacer les données”.

· On the Personal Information Page, change the command “Réinitialiser” to “Recommencer” and change “Inscription” to “Soumettre”.

3.3 Other Options

· Allow clients to access their “personal account page” by using their PIN where they may view their addresses and all the firearms they have registered to date.

· Provide clients with the option to transfer a firearm if they sell it to another individual.

Appendix A:  Moderator’s Guide

CANADIAN FIREARMS CENTRE

On-Line Registration Research

MODERATOR’S GUIDE
A.
INTRODUCTION (10 minutes) 
1.
Introduce the moderator and welcome participants to the focus group. (Introduce CFC observers at groups). 

2.
The purpose of the focus group is to assist the Canadian Firearms Centre with their research related to their firearms registration forms.  CFC takes great care in developing its forms, trying to make them as simple as possible. The study that we are undertaking on their behalf is to obtain some feedback on the on-line firearms registration form from people who own firearms and are familiar with the Internet. Your comments are important and will be used to guide the decision-making process for improvements to the on-line form and process.

3.
The discussion will last approximately 2 hours for the focus groups.  Feel free to excuse yourself during the session if necessary.

4.
The session is being audio taped for analysis purposes.  It is difficult for me to take notes and listen at the same time, so I record the discussion so that I can analyse what has been said and prepare a report.  We work on a first name basis during the discussion and in analysing the tapes, we do not attribute comments to specific people. (For groups, remember to turn on tape recorder after introduction).
5.
Describe how a focus group functions.  Focus groups are designed to have open and honest discussions.  The moderator guides the discussion and encourages everyone to participate.  Another function of the moderator is to ensure that the discussion stays on topic.  Your role is a little more difficult, you have to answer questions and voice your opinions.  We are looking for minority as well as majority opinion in a focus group, so don't hold back if you have a comment: there may or may not be others who share your point of view.  Everyone's opinion is important and should be respected.

6.
As your moderator, I am not an employee of the Canadian Firearms Centre or the Federal Government and can not answer questions on their behalf.  I was not involved in the development of the firearms registration forms and do not have any ownership of them.

7. Participants should introduce themselves, using their first names only, and should briefly explain their background, what they do for a living and the number of firearms they own.

B. GENERAL DISCUSSION (15 MINUTES)

We’re going to start in this room and then go into the testing centre to look at the on-line form.  After you test out the on-line form, we’ll come back in here and go through the screens using an overhead projector and talk about your experience.

1. How often do you use the Internet?  What kind of things do you do on-line?

Probe:

Surf for information



Buy things from e-Bay



Go to chat rooms



Send e-mail



Receive information from list serves

2. What is your main Internet access point?  At home?  At work?  Somewhere else? 

3.
Have you ever submitted personal information or credit card information on-line (i.e. income tax return, on-line banking, application form etc.)? If not, why not?

4.
Have you visited the Canadian Firearms Centre Web site (www.cfc-ccaf.gc.ca)?  IF so, what did you think of it?

5.
Do any of you have access to sites that require a Personal Identification Number (PIN).  What kinds of sites require that kind of access?  What do you think about registering for a PIN number?  Does it make is easier or more difficult for you to use a particular site?
6.
Would you ever consider submitting firearms’ application on-line? Why do you say that?

C.
COMPLETING THE ON-LINE FORMS (20 MINUTES)

Provide the participants with the information they require to register at least two firearms on-line (i.e. FAC number, last name, date of birth, place of birth, barrel length, serial number, make, type, actin, gauge, model).  Ask participants to fill out the application to register firearms form on line.  Explain that they should not ask for help and they should not talk to the person beside them.  They should work through this site as if they were registering their firearm on-line at home or from where ever they have accessed the Internet.

YOU HAVE 15 MINUTES TO REGISTER TWO FIREARMS ON-LINE.  SOME OF YOU WILL BE ASKED TO ALSO CHANGE YOUR ADDRESS AND OBTAIN A NEW PIN NUMBER.  PLEASE FOLLOW THE INSTRUCTIONS THAT HAVE BEEN PROVIDED TO YOU.   YOU MAY WANT TO MAKE A COUPLE OF NOTES OF AREAS OF CONCERN AS YOU ARE GOING THROUGH.  WE WILL GO BACK INTO THE BOARDROOM AND GO THROUGH THE SITE SCREEN BY SCREEN WHEN YOU’RE DONE. WE WILL PROVIDE YOU WITH PRINTOUTS OF THE PAGES FOR EACH OF THE SCREENS.
(Moderator and observers should watch for expression, areas that seem puzzling, length of time required to complete the form, if they use on-line help etc.)

D.
FEEDBACK ON ON-LINE APPLICATION FORM AND PROCESS (60 MINUTES)

1. Let’s look at the first page.  What did you think about this page?  Was there any thing that was not clear on this page? 

2. This site is a secure site and has different features than a regular site such as losing information if you leave the site before completing the registration process.  What do you think about that?

3. Let’s look specifically at the buttons on the top of the page.  What do you think you would get if you clicked on:

· Logout

· Home

· Contact Us

· About this site

· Help

· What’s New

· Search

· Site Map

· Canada Site

· CFC Site

4. If you had a question about what to do on the site, would you call CFC at 1-800 number?

5. How difficult/easy was it to enter the licence/FAC number?  Was it intuitive or not to hit “continue”?  Any further suggestions for this page?

6. What did you think about the next page?  Any difficulties with this page?  What about  “Place of Birth”?  What did you understand “as described on licence application” to mean?

7. Was it intuitive or not to then hit the “Logon” button?  What would you do if you made an error on this page?  

8. What did you think about the log-on process being a 2-step one (i.e. two screens)?

9. Now we’re on the page that says “Welcome John Smith”.  What did you think about this page?  Any difficulties with the functionality?

10. What did you think about the area on the left that says “Firearm Registration”?  Was it clear that this is where you have to click to get to the actual firearms’ application?

11. How about those who were asked to change their address.  Did you notice the button on the left-hand side of the screen?
12. Now we’re going to look at the registration form itself.  What did you think about it?  Was it easy or difficult to complete?  Why do you say that? As you add firearms to the application, the entries are shown in a Firearms List.  How should the list should look - what would be the best presentation of the information?

13. Do you have any suggestions for improvement?  Any questions about anything on this page?

14. Did you know what you were supposed to do next?

15. Now let’s look at the Restricted /Prohibited form.  Was it difficult or easy to figure out what to do on this page?

16.
What did you think about this page presenting both mailing and residential addresses?  Why would these be here?  Probe: Did anyone think they could change their address right there in the blocks? 

17.
Did you notice the “edit firearm”/”delete firearm” boxes on the right?  Was it intuitive or not what to do here?

18.
Now let’s go to the page where we get to submit the form with or without validation.  If any of the information were incorrect, would you want to be able to submit the application anyway or be blocked from submitting until it is corrected?  Why?

BREAK (5 MINUTES)

19. Now, this page shows you everything you have submitted for confirmation. What do you think about this page?  Is it important to have a page like this? What do you think about the way it looks? Does it look like a typical confirmation page?  Any changes you could suggest?  

20.  Now, we’re looking at the fee page.  What did you think about this page?  Was it easy or difficult to navigate?  Why? 

21. What would happen if you tried to submit this payment, the lines were busy or your credit card had expired and a message came back that the transaction was rejected?  What would you do?

22. If everything works smoothly, you should get this screen with your final information being confirmed.  What do you think about this screen?  Any suggestions for changes?  Did you note the line that says, “Transaction/Reference number for your Firearm Registration Application is mentioned above.  Please record this number for future reference.”

23. At any point in the application process would you want to be able to print your information?  What about at this point?

24. Let’s look at the “Personal Information” page.  What did you think about this page?  Was it easy or difficult to obtain a PIN?  Are the phrases “challenge question” and “challenge answer” common ones?  What do you think happens if you click “clear form”? 

25.
If you were registering on-line, would you be more likely to register from home or from work?  Why? Any suggestions for changes to this page?  Is there anything that is missing from the site that would make you more comfortable applying to register on-line?  Is there any information that should be communicated to firearm owners that would encourage them to apply to register on-line as opposed to by mail?  If yes, what would that be?

26. OK we’re going to move on to the change of address page.  How many actually tried to change their address?  Was it easy or difficult to do?  Why?  Was there anything on this page that was confusing?  Why do you say that?  Any suggested changes?

27. Did you know the difference between changing your current residential address and your current mailing address?

28. How about those of you who were asked to look at changing your PIN because you forgot it.  Was it difficult to do?  Why do you say that?  Any suggestions for changes?

E. CONCLUSION (5 MINUTES)

1.
If you could make one suggestion to the Canadian Firearms Centre to change or improve the on-line form and on-line application process, what would you suggest?

THANK PARTICIPANTS
LE CENTRE CANADIEN DES ARMES À FEU

GUIDE DE L’ANIMATEUR

GROUPES DE CONSULTATION EN LIGNE
A.
PRÉSENTATION (10 minutes) 
1.
Présentez l’animateur et souhaitez la bienvenue aux participants au sein du groupe de consultation. (Présentez les observateurs du CCAF aux groupes). 

2.
Le but du groupe de consultation est de seconder le Centre canadien des armes à feu dans sa recherche relative aux formulaires d’enregistrement des armes à feu. Le CCAF conçoit ses formulaires avec attention et vise à les simplifier. L’étude que nous entreprenons en son nom vise à obtenir une rétroaction sur l’utilisation des formulaires d’enregistrement des armes à feu en ligne de la part de personnes possédant des armes à feu et qui ont une bonne connaissance de l’Internet. Vos commentaires sont importants et ils nous guideront lors du processus de prise de décisions dans les améliorations que nous apporterons au formulaire en ligne ainsi qu’au processus d’inscription. 

3.
La durée de la discussion au sein du groupe sera d’environ 2 heures. N’hésitez pas à sortir si cela est nécessaire.

4.
La session sera enregistrée sur bande sonore pour fins d’analyse. Il m’est difficile de prendre des notes et d’écouter en même temps. J’enregistre donc la discussion afin d’analyser ce qui a été dit et de préparer un rapport. Nous n’utilisons que les prénoms lors de la discussion et au cours de l’analyse des bandes, et n’attribuons aucun commentaire à des personnes en particulier. 

5.
Décrivez le fonctionnement d’un groupe de consultation. Les groupes de consultation sont conçus pour encourager les échanges ouverts et honnêtes. L’animateur agit en tant que guide lors de la discussion et encourage tous les membres à participer activement. L’animateur doit également s’assurer que la discussion ne s’éloigne pas de son objectif. Vous devez répondre aux questions et exprimer vos opinions. Nous sommes en quête d’opinions autant minoritaires que majoritaires, donc ne vous retenez pas si vous voulez exprimer un commentaire.  L’opinion de chacun est importante et doit être respectée.

6.
À titre d’animatrice, je ne suis pas un employé du Centre canadien des armes à feu ni de l’administration fédérale et ne peux pas répondre en leur nom. Je n’ai pas participé à l’élaboration des formulaires d’enregistrement des armes à feu et ne peux prétendre à aucun droit de propriété à leur égard. 

7. Les participants devraient se présenter en n’utilisant que leurs prénoms, devraient donner un bref aperçu de leurs antécédents, de leur occupation et indiquer le nombre d’armes à feu qu’ils possèdent.

Mettre en marche le magnetophone.

B. DISCUSSION GÉNÉRALE (15 MINUTES)

Nous allons d’abord débuter notre discussion dans cette salle pour ensuite passer au centre d’essais afin de visualiser le formulaire en ligne. Lorsque vous aurez examiné le formulaire en ligne, nous reviendrons dans cette salle et passerons en revue les images à l’écran à l’aide d’un rétroprojecteur, et nous discuterons de votre expérience.

1. A quelle fréquence utilisez-vous l’Internet? À quel genre d’activités vous adonnez-vous en ligne?

Sondez :
Vous naviguez à la recherche de renseignements



Vous faites des achats sur le site e-Bay



Vous fréquentez les salles de bavardage



Vous envoyez des courriers électroniques



Vous recevez des renseignements provenant de serveurs de listes 

2. Quel est votre point d’accès principal? À la maison? Au travail? Ailleurs? 

3. Avez-vous déjà soumis des renseignements personnels ou des renseignements            concernant votre carte de crédit en ligne (p. ex., une déclaration d’impôts, des services bancaires en ligne, des formulaires de demande, etc.)? Sinon, pourquoi pas? 

4. Avez-vous visité le site Web du Centre canadien des armes à feu 

(www.cfc-ccaf.gc.ca)?  Si oui, qu’en avez-vous pensé?

5. Y en a-t-il parmi vous qui ont accès à des sites nécessitant un numéro d’identification personnel (NIP)? Quel genre de sites requièrent un tel accès? Que pensez-vous du fait qu’il faille s’inscrire pour obtenir un NIP? Est-ce que cela facilite ou rend plus difficile l’accès à un site donné? 

6. Envisageriez-vous faire une demande d’enregistrement d’armes à feu en ligne? Pourquoi dites-vous cela?  

C.
REMPLIR LES FORMULAIRES EN LIGNE (20 MINUTES)

Fournissez aux participants les renseignements dont ils ont besoin afin d’enregistrer au moins deux armes à feu en ligne (p. ex., le numéro de l’AAAF, le nom de famille, la date de naissance, le lieu de naissance, la longueur du canon, le numéro de série, la marque, la classe, le type de mécanisme, le calibre, le modèle). Demandez aux participants de remplir la demande pour enregistrer leurs armes à feu en ligne. Dites-leur qu’ils ne doivent pas demander d’aide ou parler à la personne assise à leur côté. Ils doivent naviguer sur ce site comme s’ils enregistraient leur arme à feu en ligne à partir de leur domicile ou de l’endroit où ils accèdent habituellement à l’Internet.

Vous avez 15 minutes pour enregistrer deux armes à feu en ligne. L’on demandera aussi à certains d’entre vous d’effectuer des changements d’adresses et d’obtenir un nouveau NIP. Veuillez suivre les directives qui vous ont été fournies et prendre des notes relatives à certaines préoccupations soulevées au cours du processus sur les copies imprimées des écrans. Nous retournerons à la salle de conférence et examinerons le site page par page lorsque vous aurez terminé. 

*Note :  Demander aux participants de choisir un NIP, sortir du site web, rentrer au site, et se réinscrire utilisant leur NIP et modifier leur compte.

(L’animateur et les observateurs devraient porter attention à certaines expressions, aux éléments épineux, à la durée nécessaire pour compléter le formulaire, si les participants ont recours à de l’aide en ligne, etc.) 

D.
RÉTROACTION RELATIVE AU FORMULAIRE DE DEMANDE EN LIGNE ET AU PROCESSUS (60 MINUTES)

Bienvenue sux services électroniques du CCAF

1. Examinons la première page. Qu’avez-vous pensé de cette page? Y avait-il des éléments qui n’étaient pas clairs sur cette page? 

2. Ce site est sécuritaire et comporte certaines caractéristiques qui ne sont pas contenues sur un site classique comme par exemple la perte de l’information que vous avez entrée si vous quittez le site avant d’avoir terminé le processus d’enregistrement. Que pensez-vous de cet aspect? 

3. Analysons particulièrement toutes les touches situées en haut de la page. Que pensez-vous obtenir si vous cliquez sur :

· Contacter nous 

· Aide

· Recherche

· Site du Canada

· Au sujet du site

· Quoi de neuf

· Carte du site

· Site CCAF

4. Si vous aviez une question quant à la façon de procéder sur le site, appelleriez-vous le CCAF en composant un numéro 1 800? 

5. Dans quelle mesure a-t-il été difficile ou facile d’inscrire le numéro de permis de l’AAAF? Cela s’est-il avéré un exercice intuitif de cliquer sur la touche « Continuer »? Avez-vous d’autres suggestions relatives à cette page? 

Connexion aux services électroniques du CCAF

6. Que pensez-vous de la page suivante? Avez-vous éprouvé des difficultés en naviguant sur cette page? Que pensez-vous de l’élément « Lieu de naissance »? Comment comprenez-vous l’expression « Tel que vous l’avez indiqué sur votre formulaire de demande de permis d’armes à feu »?

7. Que feriez-vous si vous aviez commis une erreur en naviguant sur cette page?  

8. Que pensez-vous du fait que le processus d’accéder les services électroniques (c.à.d. les demandes en ligne) se fasse en deux étapes (p.ex., deux écrans)?

9. Pensez-vous qu’il faut indiquer sur cette page que vous pouvez sauter cette page la prochaine fois vous chercher à enregistrer un arme à feu ou modifier votre compte si vous choisissez un NIP?

Bienvenue « Nom de la Personne », vous êtes maintenant sur le site Web…

10. Nous allons maintenant à la page où il est écrit « Bienvenue, vous êtes maintenant sur le site Web.. ». Que pensez-vous de cette page? Avez-vous des difficultés avec la fonction des divers éléments? 

11. Que signifie pour vous la section à gauche identifiée DEMANDES EN LIGNE? Est-ce qu’il vous a paru clair qu’il s’agissait bien de l’endroit où il fallait cliquer pour obtenir une demande d’enregistrement d’armes à feu? 

12. Qu’en est-il de ceux à qui on a demandé d’apporter des changements d’adresses. Avez-vous utilisé les liens en bleus au milieu de la page ou avez-vous utilisé les touches « Demande de modification d’adresse »  à gauche de l’écran?  

Formulaire d’inscription (Renseignements concernants l’arme à feu sans restrictions)

13. Examinons maintenant le formulaire d’inscription. Qu’en pensez-vous? Est-ce qu’il fut simple ou compliqué de le compléter? Pourquoi dites-vous cela? 

14. Est-ce que vous avez utilisé la touche « Aide »?  Qu’en pensez-vous de l’information fournie?

Liste des armes à feu incluses sur la demande d’enregistrement des armes à feu

15. À mesure que vous ajoutez des armes à feu sur la demande, les entrées apparaissent sur une Liste d’armes à feu. À quoi devrait ressembler la liste – quelle serait, d’après vous, la meilleure forme de présentation pour ces renseignements?

16. Avez-vous des suggestions à faire pour apporter des améliorations? Avez-vous des questions au sujet du contenu de cette page?

17. Saviez-vous ce que vous deviez faire ensuite?

Renseignements concernant l’arme à feu prohibée ou à autorisation restreinte

18. Examinons maintenant le formulaire Autorisation restreinte ou prohibée. Est-ce qu’il fut simple ou difficile de comprendre ce que vous aviez à faire sur cette page?

19. Est-ce que vous avez reçu un message disant :  « La demande contient une ou plusieurs erreurs, (p.ex., Le numéro de certificat du SEAAR n’a pu être trouvé dans le SEAAR) »?  Saviez-vous quoi faire?

Liste des armes à feu incluses sur la demande d’enregistrement des armes à feu

17.
Avez-vous noté les cases « modifier armes à feu / supprimer arme à feu » situées à droite? Cela s’est-il avéré un exercice intuitif de faire ce que vous aviez à faire ici? 

18. Que pensez-vous des touches de commande en bas? Avez-vous des suggestions pour minimiser le texte sur ces touches, (p.ex., « Ajouter une arme à feu… »)?

PAUSE SANTÉ (5 MINUTES)

Confirmation de la demande

19. Cette page affiche tout ce que vous avez soumis pour confirmation. Que pensez-vous de cette page? Jugez-vous cette page importante? Que pensez-vous de sa présentation visuelle? Ressemble-t-elle à une page de confirmation classique? Pouvez-vous nous suggérer d’apporter quelques changements?

20. S’il y avait des frais à débourser pour l’enregistrement des armes à feu en ligne, cela serait par carte de crédit.  Qu’est-ce vous pensez de ce mode de paiement?  A quel moment ou sur quelle page attendez vous à trouver des renseignements sur le montant dû et le mode de paiement?  Par exemple, ici ou sur la première page?

Merci d’utiliser le formulaire de demande d’enregistrement d’armes à feus en ligne….

21. Dans le cas où tout aurait bien fonctionné, cet écran devrait apparaître pour confirmer vos renseignements finaux. Que pensez-vous de cet écran? Pouvez-vous nous suggérer d’apporter quelques changements? 

22. Avez-vous noté la ligne indiquant « le numéro de confirmation de transaction » mentionnée en haut? Avez-vous noté la ligne indiquant qu’il faut conserver ce numéro mentionnée en bas?  Combien d’entre vous auriez imprimer cette page? 

Renseignement personnels

23. Examinons la page des « Renseignements personnels ». Que pensez-vous de cette page? Vous a-t-il été simple ou difficile d’obtenir un NIP? Les locutions « question d’identification » et « réponse d’identification » vous ont-elles semblé de routine?  Qu’arriverait-il, selon vous, si vous cliquiez sur la touche « Inscription », sur la touche « Réinitialiser formulaire », et sur la touche « Annuler »? 

24. Pouvez-vous nous proposer des changements à apporter à cette page? 

25. Si vous vous inscriviez en ligne, serait-il plus probable que vous le fassiez à la maison ou au travail? Pourquoi?

26. Est-ce que le NIP vous semble être utile pour vous aider à rentrer aux menus des services électroniques pour enregistrer de nouveau, pour modifier votre adresse, ou pour modifier toute autre information sur votre compte?

27. Qu’en est-il de ceux d’entre vous qui ont demandé un nouveau NIP, ayant oublié le premier? Cela a-t-il été difficile à réaliser? Pourquoi dites-vous cela? Pouvez-vous nous proposer des changements à apporter à cette page?

Changement d’adresse

28. Passons à la page consacrée au changements d’adresses. Combien d’entre-vous ont essayé de changer d’adresse? Est-ce que cela vous a été simple ou compliqué? Pourquoi? Y avait-il des éléments qui portaient à confusion sur cette page? Pourquoi? Pouvez-vous nous proposer des changements à apporter à cette page? 

29. Avez-vous fait la distinction entre le changement à apporter à votre adresse résidentielle et à votre adresse postale?

E. CONCLUSION (5 MINUTES)

1. Si vous avez à classer ce site Web sur une échelle de 1 à 10, quel classement l’accorderiez-vous?  Combien d’entre vous utiliseriez ce site pour enregistrer vos armes à feu?

2. Y a-t-il certains renseignements que vous voudriez voir communiquer aux détenteurs d’armes à feu qui pourraient les motiver à s’inscrire en ligne plutôt que par la poste? 

3. S’il y avait un dernier conseil à donner au Centre canadien des armes à feu, en vue d’apporter des changements ou d’améliorer le formulaire en ligne ou le processus de demande d’enregistrement en ligne, que proposeriez-vous? 

REMERCIEZ LES PARTICIPANTS
Appendix B:  Recruiting Guide

CANADIAN FIREARMS CENTRE

ON-LINE REGISTRATION RESEARCH

RECRUITING GUIDE

QUOTA

RECRUIT 14 FOR 10 TO SHOW

GENDER

MIX, if possible

LANGUAGE
ENGLISH 

	Location
	Date
	Group
	Background
	Moderator

	45 O’Connor, 4th Floor, EDS Canada
	July 26

7 p.m.
	English
	 Participants must be Internet-savvy, use and be comfortable on-line, using a mouse etc.
	Gail Haarsma


CONTACT NAME
GAIL HAARSMA (613-234-8960, EXT. 527)

Good ______________  I’m ______________of GPC Research a research consulting firm.  We are conducting a project for Canadian Firearms Centre to get some feedback on the new on-line firearms registration form they are developing with the Department of Justice Canada. We are arranging a small gathering of people from different backgrounds who own firearms for a group discussion about the draft on-line form.  We want to know what people think about the on-line version, whether it is easy or difficult to complete Your comments will help Canadian Firearms obtain reliable, high quality data when the form is finalized and administered and goes live.  All your comments will be kept completely confidential and participation in the project is entirely voluntary.

(WHERE APPLICABLE:
Your name has been forwarded to us by ___________ organization as someone who would be interested in participating in our study):

Q1.
As part of the focus group, you will be asked to complete the registration form on-line using fictional information, after which the discussion about your experience with the on-line process will take place.  Anything that is not intuitive or could be potentially sensitive will be discussed at that time.  Please note that this research is for testing purposes only and no firearms will be registered at the end of the group session.

Do you agree to participate in both completing the on-line registration form and the focus group?


Yes
1


No
2 (THANK AND TERMINATE)

Q2.
This is not the telephone survey, but to make certain that we have a wide variety of people participating in the project, I’d like to obtain some specific information about you.  Just to confirm, you do you own a firearm?


Yes
1


No
2 (THANK AND TERMINATE)

Q3.
Do you have a valid firearms license?

Yes
1


No
2 (THANK AND TERMINATE)

Q4.
Please bring your valid firearms’ license with you to the group.  Also, because these groups are testing the on-line forms, we want people who use the Internet.  Which of the following best describes you:

I use the Internet on a regular basis, surfing sites, 

buying things on E-Bay and doing my banking.

(
I occasionally visit sites, send e-mails and check the

baseball scores.





(
I never use the computer.  The only mouse I have in

my house likes cheese and crackers.


( (Thank & terminate)

Q5.
Which of the following best describes your firearm (s)?


(check all that apply)

1
Shotgun

2
Rifle

3
Combination rifle and shotgun

4
Handgun

5
Other (please specify)____________________________________

Q6.
I have a number of other basic questions to ask you just to screen you in:

Do you or does anyone in your immediate family work for


a)
Media (newspapers, television, radio)


YES
1 (THANK AND TERMINATE)


NO
2

b)
A Marketing, Market Research or Advertising Firm

YES
1 (THANK AND TERMINATE)


NO
2

c)
The Provincial or Federal Government

YES
1 (THANK AND TERMINATE)


NO
2

Q7.
Have you ever attended a focus group where you received an honorarium?


Yes
1


No
2 (GO to Q9) 

Q8.
Was that within the last 12 months?


Yes
1(THANK AND TERMINATE)


No
2 

Q9.
Which of the following best describes your age?


18 – 24

1


25 – 29

2


30– 35


3


36-40


4

40-45


5

46-50


6

51-55


7

55+


8

Q10.
Including yourself, how many people do you have living in your household. 

	
	1

	
	2

	
	3

	
	4

	
	5+


Q11.
What is your current marital status?


Single, never married

1


Married



2


Common Law


3


Divorced



4


Separated



5


Other ____________

6


     
(specify)

Q12.
Are you currently?  (Read List)


Employed full-time for pay


1


Employed part-time for pay

2 


Employed full-time as a homemaker
3 


Student




4 


Unemployed




5 


Other ___________



6 


(specify)

Q13.
How far did you go in school?


Grade School



1


Some High School


2


High School



3


Some College


4


College Graduate


5


Some University


6


University Graduate


7


Professional



8


Other (specify)_______________
9

Q14.
What do you consider your first language? (Language first learned and still understood)


English



1


French



2


Other (specify) ______________
3

Q15.
Gender (Do Not Ask – Record Only)


Male


1


Female

2

Thank you for this information.  We would like to invite you to participate in a group discussion we will be holding at  (check front for appropriate address, date and time). The group will last about two hours, light refreshments will be served and you will be given a $75 honorarium to attend.  

Could I also have your

FULL NAME:



_________________________________________

TELEPHONE_H___________________W_________________

FAX

_________________________________________

E-MAIL

_________________________________________

Interviewer Note:

Remind participant to write the information for the focus group down.  Ask participant to telephone if they can not attend the group.  Advise participant that no other party may act as a substitute.  Remind participant to bring reading glasses to the group as they will be looking at the registration form questions.

Recruited by: 
________________________

Time:


________________________

Date:


________________________

Group to be held at:

45 O’Connor, 4th Floor, 

EDS Canada Building

Thursday, July 26 at 7 p.m.

Appendix C:  Participant Demographics

Canadian Firearms Centre

On-Line Registration Research  - English
July 26th
7:00 pm to 9:00 pm

45 O’Connor, 4th Floor

EDS Canada

	Sex  (50% F/50%M)
	Age
	Educational Status
	Internet knowledge
	Type of Firearm

	M
	30-35
	College
	Regular
	Combination/Rifle/shotgun

	M
	40-45
	High School
	Occasional
	Rifle/shotgun

	M
	30-35
	College
	Occasional
	Shotgun

	M
	30-35
	College
	Regular
	Shotgun/rifle

	M
	25-29
	University
	Regular
	Shotgun/rifle

	M
	30-35
	Masters
	Regular
	Shotgun/rifle/handgun

	M
	30-35
	College
	Occasional
	Shotgun/Rifle/combination rifle shotgun/handgun

	M
	40-45
	University
	Regular
	Rifle

	M
	51-55
	High school
	Occasional
	Shotgun/rifle

	M
	55+
	Some university
	Regular
	Shotgun/rifle/handgun

	M
	55+
	Some University
	Occasional
	Shotgun/rifle

	M
	55+
	University
	Regular
	Rifle


Canadian Firearms Centre

On-Line Registration Research - French
August 9
7:00 pm to 9:00 pm

45 O’Connor, 4th Floor

EDS Canada

	Sex  (50% F/50%M)
	Age
	Employment
	Educational Status
	Internet knowledge
	Type of Firearm

	M
	51-55
	Full time
	Attended University
	Occasional user
	Rifle, shotgun, Combination of rifle & shotgun

	M
	18-24
	Full time
	High school diploma
	Frequent user
	Shotgun, rifle

	M
	55+
	Full time
	University Degree
	Frequent user
	Shotgun, rifle

	M
	46-50
	Full time 
	University Degree
	Frequent user
	Rifle, shotgun, Combination of rifle & shotgun

	M
	30-35
	Full time
	College Diploma
	Occasional user
	Shotgun, rifle, handgun

	M
	18-24
	Full time
	University Student
	Frequent user
	Shotgun, rifle

	M
	51-55
	Full time
	University Degree
	Frequent user
	Shotgun, rifle, handgun

	M
	46-50
	Full time
	High school diploma
	Frequent user
	Shotgun, rifle, handgun

	M
	51-55
	Full time
	University Degree
	Frequent user
	Combination of rife & shotgun

	M
	51-55
	Retired
	Attended University
	Frequent user
	Shotgun, rifle, handgun

	M
	30-35
	Unemployed
	College Diploma
	N/A
	Shotgun, rifle
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� There is evidence of growing discontent among consumers about the number of PIN numbers they are asked to create.  PINs are seen more and more as “anit-privacy instruments tracking clients as unique users, tailoring content and advertising to their habits.” (Pittaway, Kim “PINhead No More”, Chatelaine, Sept.. 2001)





