
PWGSC Contract # EN921-172232//001/CY 

POR Registration #POR079-16 

Contract Award Date: December 13, 2016 
Delivery date: March 24, 2017 

 

 

 

 

EKOS Research Associates Inc. 
 

 

 

Public Opinion Research for the 

Direct Deposit Initiative 
 

 

Final Report  
 

 

 

Prepared for: 

PUBLIC SERVICES AND PROCUREMENT CANADA 

 

 

 

Ce rapport est aussi disponible en français 

 

 

 

 

 

 

 

 

 

 

For more information on this report, please email: 

TPSGC.Questions-Questions.PWGSC@tpsgc-pwgsc.gc.ca 

  

mailto:TPSGC.Questions-Questions.PWGSC@tpsgc-pwgsc.gc.ca


 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

EKOS RESEARCH ASSOCIATES 

 

Contact: Susan Galley 

 
Ottawa Office 

359 Kent Street, Suite 300  

Ottawa, Ontario  

K2P 0R6 

Tel: (613) 235 7215  

Fax: (613) 235 8498 

E-mail: pobox@ekos.com 

 

www.ekos.com 

http://www.ekos.com/


 

 

 

 EKOS RESEARCH ASSOCIATES, 2017 • iii 

TABLE OF CONTENTS 
 

 

Summary v 

Sommaire ix 

1. Introduction 1 

1.1 Background 1 

1.2 Methodological Approach 2 

2. Results 7 

2.1 How and What People Received Government Funds 7 

2.2 The Enrolment Experience 11 

2.3 Experience with Changing Information 15 

2.4 Reasons for Not Enrolling in Direct Deposit 17 

2.5 Outreach 25 

2.6 Method of Banking 29 

2.7 Confidence Regarding Privacy Protection 33 

2.8 Views about Information Sharing 35 

3. Communications Testing 43 

3.1 Facebook ads 43 

3.2 Magazine Ad 45 

3.3 Promotional 30-Second Video 46 

4. Summary and Conclusions 47 

 

 

APPENDIX A: Survey Questionnaire (English and French) 

APPENDIX B: Survey Response Rate Details  

APPENDIX C: Focus Group Recruitment Script (English and French) 

APPENDIX D: Focus Group Guide (English and French) 

APPENDIX E: Focus Group Communications Materials (English and French) 

APPENDIX F: Detailed Survey Data Tables (under separate cover) 

 

 





 

 

 

 EKOS RESEARCH ASSOCIATES, 2017 • v 

SUMMARY 
 

 

In 2015-2016, the Government of Canada issued roughly 47 million cheques for over 134 programs 

to individuals, businesses, federal employees, and federal government pensioners. These cheques 

represent around 14 per cent of payments that are made to Canadians through Government of 

Canada programs. The goal is to continue increase the direct deposit of GC payments from the 

86 per cent issued in the 2015-2016 financial year to above 90 per cent. Public Services and 

Procurement Canada commissioned EKOS Research to conduct public opinion research (POR) to 

understand what Canadians know about direct deposit, why they have or have not yet enrolled in 

direct deposit, what the barriers to enrollment are, what the experiences are of those who have 

enrolled, as well as support for information sharing among government organizations designed to 

make the enrollment more efficient for Canadians. This POR provides Public Services and 

Procurement Canada with information to improve its communications, promotions and outreach with 

Canadians that have not enrolled in direct deposit. 

 

EKOS conducted a national telephone survey of 1,463 Canadians age 18 and older who currently 

receive payments, by cheque or through direct deposit, from the Government of Canada. EKOS 

conducted the survey by telephone between January 3rd and 14th, 2017 using its in-house, randomly 

recruited panel of 90,000 Canadians. The overall sample carries with it a +/-2.6 per cent margin of 

error at a 95 per cent confidence interval. This margin of error is between +/-5 and 8 per cent for 

most sub-groups examined in the analysis (including regions, age and gender segments, etc.). The 

cooperation rate for the survey was 35 per cent.  

 

In the second component, six focus groups were held on February 16th and 22nd with a subset of 

respondents from the survey to further discuss and contextualize findings. Two groups were held in 

English in Toronto and two in Vancouver. Two groups were also held in French in Montreal. 

 

Following are key findings from the survey and focus groups:  

› Considering the experiences of the last three years, two in three members of the survey 

sample have received payments through direct deposit. Another one in five received payments 

only by cheque, and a further 13 per cent have received some payments by cheque and some 

through direct deposit.  

› Almost two in three in the survey are receiving income tax refunds from the Government. 

Another third are getting GST or HST credits. One in four are receiving benefits from the 

Canada Child Benefit (CCB) or equivalent from past programs, while just over one in ten are 

receiving Employment Insurance (EI). Canada Pension Plan (CPP) benefits are received by 

almost one in four, and Old Age Security (OAS) is received by slightly fewer (16 per cent). 

There are systemic differences in how Canadians receive payments and their views about 
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direct deposit which vary largely along generational lines. As such, there are also differences 

based on the nature of payments received since CPP and OAS are received by older 

Canadians, while payments for CCB and EI are largely concentrated among those under 45.  

› Those survey respondents receiving payments through direct deposit are largely split in how 

they enrolled, with one in three having done so online, and one in four or slightly more having 

done so on paper or through an income tax form. This was also reflected in focus group 

discussions. Younger recipients of payments have most often enrolled online, while older 

Canadians did so through a form. For three in ten this process was 10 or more years ago, but 

the same proportion enrolled within the last five years. Satisfaction with the enrollment process 

and time it took to receive a first payment are very high, with almost nine in ten (88 per cent) 

indicating satisfaction. Most focus group participants described the process as convenient and 

straightforward, although a small number described some issues that needed to be resolved. 

Participants’ reasons for enrollment were largely focused on the speed and convenience of 

payment, with a few also pointing to security (i.e., cheques not getting lost in the mail or 

misplaced).  

› Focus group participants who are enrolled in direct deposit described this as their clear 

preference for receiving payment from the government. They point to the increased speed of 

getting their money, as well as the convenience of not having to go to the bank to deposit a 

cheque, and the reduced chance for payments being lost or stolen in the mail.  

› For survey respondents, reasons for not enrolling in direct deposit, for some or all payments, 

largely fall into three categories. In just over half of cases in the survey (57 per cent), payment 

recipients either did not think it was worth it for one or two payments a year, did not want to 

bother with all departments, simply have not taken the time to enroll, or were not aware/have 

not been approached about direct deposit. Focus group participants not enrolled in direct 

deposit pointed to similar reasons including lack of motivation for only one or two annual 

payments. These reasons have implications for continued communications to inform and 

reach out to Canadians about enrollment. In another third of cases there is a clear preference 

for paper copy cheques, because they feel it affords greater control or comfort, or simply a 

chance to go to the bank, also echoed by focus group participants describing the comfort of 

having a paper trail. In this case, communications are unlikely to have a significant impact. In 

another third of cases, there is a barrier that was described related to concerns about privacy 

and security, or the degree of complexity of the process. These concerns were also raised in 

several of the focus groups. In these cases, communications must address very specific 

concerns in order to be effective.  

› Reflecting some of the same findings, many of these same survey respondents describe the 

advantages of cheques as providing comfort (i.e., a habit), or better control and some also 

describe it as more secure. Nonetheless, six in ten said that, if approached, they would be 

willing to receive payments from the Government of Canada through direct deposit. Among 

focus group participants not currently enrolled the willingness seemed somewhat lower. It is 

interesting, however, that only one in three said that they would be “likely” to sign up if they 

saw an ad for direct deposit, emphasizing the importance of active outreach and stakeholder 
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relationships to approach unenrolled Canadians with an offer, coupled with convincing 

arguments about the benefits of direct deposit. Some focus group participants described their 

dismissal of inserts and ads as unlikely to catch their attention or convince them to enroll.  

› In terms of methods of signing up, reflecting the patterns of those who have enrolled in the 

past, online is the most popular (44 per cent), in particular among younger survey 

respondents, as is use of financial institutions’ online banking portal (21 per cent). Use of a 

bank teller or paper copy mail in form, however, are also prominent choices, particularly 

among older Canadians. Similarly, most Canadians would prefer an online banking portal to 

change their banking information with the Government of Canada, although again, one in three 

would rather go through a teller. Focus group participants also expressed greater comfort with 

signing up through their bank, which they feel offers added convenience and a greater sense 

of security. Many said that they would opt for online enrollment through their bank although 

some indicated greater preference for an in-person visit for this. 

› Use of a reloadable, prepaid card is not an acceptable method of payment for most members 

of the survey sample, although one in six are open to the idea. This method is seen as 

somewhat more workable for those in the Atlantic Provinces and those receiving GST/HST 

credits; therefore, may have potential in some very specific applications. 

› Six in ten in the survey also indicated a willingness to consent to sharing of information with 

other government departments issuing payments, although results also suggest that this 

needs to be an explicit consent rather than through use of a negative option, where 

information is automatically shared unless Canadians opt out. In the focus group discussions 

those not enrolled were often unsupportive of this type of sharing of information, however, 

those already enrolled were more comfortable with this idea, with some exceptions. Concerns 

largely related to mishandling of information, leaks and cyber attacks. 

› Only four in ten agree with the use of a negative option, largely out of concerns for privacy and 

a preference to make their own choices on a case by case basis. Similarly, sharing of 

information with provincial governments has the support of just under half. Obtaining explicit 

consent to share information with other departments of provincial governments, however, 

offers reassurance for seven in ten Canadians. 

› Just over four in ten in the survey are confident in the Government of Canada’s ability to 

protect their personal information. Three in ten are only moderately confident and one in four 

have concerns, which they typically feel uniformly across all government departments, rather 

than have reserved for only a few departments in particular.  

› Focus group participants were also asked to provide reaction to a number of animated 

Facebook ads, a magazine print ad targeted to post-secondary managers and a 30-second 

video to be placed on YouTube. Reactions to the Facebook and print ads were mixed, with 

many positive reviews, but also some concerns for clarity and the need for increased focus on 

benefits or motivation for Canadians, as well as Government of Canada as the sponsor. The 

video was met with considerably more positive reviews, seen as clear and concise, light and 

humorous.  
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SOMMAIRE 
 

 

En 2015-2016, le gouvernement du Canada a émis par le biais de 134 de ses programmes quelque 

47 millions de chèques à des particuliers, des entreprises, des employés fédéraux et des pensionnés 

du gouvernement fédéral. Ces chèques représentent environ 14 pour cent des paiements que le 

gouvernement du Canada envoie à des Canadiens avec ses programmes. Le gouvernement 

aimerait que le nombre de paiements qu’il effectue par dépôt direct passe de 86 pour cent 

(exercice 2015-2016) à plus de 90 pour cent. Services publics et Approvisionnement Canada a 

confié aux Associés de recherche EKOS le mandat de mener une recherche sur l’opinion publique 

afin de sonder le niveau de connaissances des Canadiens sur le dépôt direct, de connaître les 

raisons pour lesquelles ils décident ou non de s’y inscrire, de cerner les obstacles qui se dressent à 

l’inscription, de se familiariser avec les expériences que vivent les personnes inscrites et de soutenir 

le partage d’informations entre divers organismes gouvernementaux, dont l’objectif est d’améliorer 

l’efficacité de l’inscription pour les usagers. La présente recherche sur l’opinion publique compile des 

renseignements qui permettront à Services publics et Approvisionnement Canada d’améliorer ses 

communications, ses promotions et son rayonnement auprès des Canadiens qui ne sont pas inscrits 

au dépôt direct. 

 

EKOS a mené un sondage téléphonique à l’échelle nationale auprès de 1 463 Canadiens âgés de 

18 ans et plus qui reçoivent actuellement des paiements, par chèque ou dépôt direct, du 

gouvernement du Canada. Dans le cadre du sondage téléphonique, tenu du 3 au 14 janvier, des 

répondants ont été recrutés de façon aléatoire dans le panel interne d’EKOS, qui regroupe quelque 

90 000 Canadiens. L’échantillon global présente une marge d’erreur de +/-2,6 pour cent à un 

intervalle de confiance de 95 pour cent. Cette marge d’erreur oscille entre +/-5 et 8 pour cent pour 

la plupart des sous-groupes examinés dans l’analyse (régions, âge, sexe, etc.). Le taux de 

collaboration au sondage a été de 35 pour cent. 

 

Dans le deuxième volet, six groupes de discussion réunissant un sous-ensemble de répondants du 

sondage ont eu lieu du 16 au 22 février. Les participants ont discuté et mis en contexte les résultats 

du sondage. Six groupes de discussion ont été menés, deux en anglais à Toronto et à Vancouver, 

et deux en français à Montréal. 

 

Voici les principales constatations après analyse du sondage et des groupes de discussion : 

› Au cours des trois dernières années, deux membres de l’échantillon du sondage sur trois ont 

reçu des paiements par dépôt direct. Un répondant sur cinq n’a reçu des paiements que par 

chèque et 13 pour cent ont reçu des paiements par chèque ou par dépôt direct. 



 

 

 

x • EKOS RESEARCH ASSOCIATES, 2017 

› Près de deux répondants sur trois reçoivent des remboursements d’impôt du gouvernement. 

Un autre tiers reçoit des crédits pour la TPS ou la TVH et une personne sur quatre reçoit 

l’Allocation canadienne pour enfants (ACE) ou l’équivalent d’un ancien programme. Un peu 

plus d’une personne sur dix touche des prestations d’assurance-emploi (AE) et près d’une sur 

quatre a droit à des prestations du Régime de pensions du Canada (RPC) ou, dans une 

proportion un peu moins élevée (16 pour cent), à des prestations de la Sécurité de la vieillesse 

(SV). Il existe des différences systémiques dans la façon dont les Canadiens reçoivent des 

paiements et dans ce qu’ils pensent du dépôt direct, leurs points de vue variant 

considérablement en fonction de la génération de laquelle ils sont issus. À ce titre, certaines 

différences se fondent sur la nature des paiements reçus puisque les prestations du RPC et 

de la SV s’adressent aux gens plus âgés, alors que les bénéficiaires de l’ACE et de l’AE sont 

principalement des moins de 45 ans. 

› Les répondants du sondage qui reçoivent des paiements par dépôt direct sont largement 

divisés quant à la façon de s’inscrire. Une personne sur trois s’est inscrite en ligne alors 

qu’une sur quatre ou un peu plus a utilisé un formulaire papier ou un formulaire d’impôt. Cette 

scission est également perceptible dans les groupes de discussion. Les plus jeunes 

bénéficiaires de paiements s’inscrivent plus souvent en ligne, alors que ceux plus âgés ont 

davantage recours à un formulaire. Trois personnes sur dix ont opté pour le dépôt direct il y a 

dix ans ou plus et la même proportion s’est inscrite au cours des cinq dernières années. Le 

taux de satisfaction par rapport au processus d’inscription et du temps qu’il a fallu pour 

recevoir un premier paiement est très élevé, neuf répondants sur dix (88 pour cent) se disant 

satisfaits. La plupart des participants des groupes de discussion considèrent le processus 

comme simple et pratique, bien qu’un petit nombre ait évoqué certaines difficultés qui devront 

faire l’objet d’un examen. La rapidité et la commodité du dépôt direct sont des raisons 

importantes pour lesquelles les participants s’inscrivent, quoique quelques-uns mentionnent 

également le côté sécuritaire du dépôt direct (les chèques ne peuvent pas être perdus dans la 

poste ou égarés). 

› Les participants des groupes de discussion qui sont inscrits au dépôt direct préfèrent recevoir 

leurs paiements du gouvernement de cette manière pour différentes raisons : rapidité du dépôt 

dans leur compte, commodité de ne pas avoir à se rendre à la banque et, dans une moindre 

mesure, faibles probabilités de perdre son chèque ou de se le faire voler. 

› Dans le cas des répondants du sondage, il existe trois grandes catégories qui expliquent les 

raisons pour lesquelles ils ne s’inscrivent pas au dépôt direct, pour une partie ou la totalité de 

leurs paiements. Un peu moins de six personnes sur dix (57 pour cent) qui reçoivent des 

paiements croient que ça ne vaut pas la peine de s’inscrire au dépôt direct pour seulement un 

ou deux paiements par année, ne veulent pas s’occuper de s’inscrire à tous les ministères, 

n’ont tout simplement pas pris le temps de s’inscrire ou ignorent l’existence du dépôt direct. 

Les participants des groupes de discussion qui ne sont pas inscrits évoquent des raisons 

semblables, y compris un manque de motivation pour seulement un ou deux paiements par 

année. Ces raisons auront une incidence sur les communications continues que prépare le 

gouvernement pour transmettre aux Canadiens des renseignements sur le processus 
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d’inscription et pour entrer en contact avec eux. Dans un autre tiers des cas, il existe une 

préférence manifeste pour les chèques. Selon plusieurs répondants, cela leur permet d’avoir 

un plus grand contrôle de leurs finances, leur offre plus de commodité ou leur donne 

simplement une occasion d’aller à la banque. Les participants des groupes de discussion 

citent également ces raisons, en plus de souligner la commodité d’une trace documentaire. 

Dans ces cas, il est improbable que les futures communications du gouvernement aient une 

incidence importante sur ces segments. Finalement, dans un autre tiers des cas, les 

répondants du sondage et les participants des groupes de discussion expriment certaines 

préoccupations en matière de confidentialité et de sécurité, ou évoquent la complexité du 

processus. Pour être efficaces dans ces cas, les communications devront donc aborder des 

questions très précises. 

› Dans le même ordre d’idée, plusieurs répondants du sondage affirment que les chèques sont 

pratiques (question d’habitude), qu’ils leur donnent un meilleur contrôle de leurs finances ou 

qu’ils sont plus sûrs. Néanmoins, six personnes sur dix disent que, si on le leur proposait, elles 

seraient disposées à recevoir des paiements du gouvernement par dépôt direct. Parmi les 

participants des groupes de discussion qui ne sont actuellement pas inscrits, cette volonté 

semble un peu moins ferme. Toutefois, il est intéressant de noter que seule une personne sur 

trois affirme qu’il serait « probable » qu’elle s’inscrive au dépôt direct si elle voyait une 

publicité sur cette méthode, soulignant l’importance d’adopter une stratégie active et de 

développer avec les intervenants une approche qui présente des arguments convaincants sur 

le dépôt direct aux gens qui n’y sont pas inscrits. Certains participants des groupes de 

discussion avouent ne pas accorder d’attention aux encarts et publicités, affirmant qu’il serait 

improbable que cela les convainque de s’inscrire. 

› En ce qui a trait aux méthodes d’inscription, à l’instar des tendances qui se sont manifestées 

par le passé, l’inscription en ligne est la plus populaire (44 pour cent), particulièrement auprès 

des plus jeunes répondants du sondage, tout comme l’utilisation de site Web de banques. 

L’utilisation d’un commis de banque ou l’envoi d’un formulaire par la poste représentent aussi 

des choix importants, particulièrement auprès des Canadiens plus âgés. Dans la même veine, 

la plupart des Canadiens préfèreraient avoir recours à un portail de services bancaires en 

ligne pour modifier les données bancaires que le gouvernement du Canada possède sur eux. 

Encore une fois, par contre, une personne sur trois opterait pour un commis de banque. Les 

participants des groupes de discussion se disent également plus à l’aise avec une inscription 

à leur banque, car ils ont l’impression que cela leur offre plus de commodité et de sécurité. 

Plusieurs déclarent qu’ils choisiraient de s’inscrire en ligne sur le portail de leur banque, 

quoique certaines personnes indiquent également se sentir plus à l’aise avec une visite en 

personne. 

› L’utilisation d’une carte prépayée rechargeable n’est pas une méthode de paiement 

acceptable pour la plupart des membres de l’échantillon du sondage, quoiqu’une personne sur 

six soit ouverte à l’idée. Cette méthode est considérée comme un peu plus réalisable pour les 

habitants des provinces de l’Atlantique et les gens qui reçoivent des crédits pour la TPS ou la 

TVH. Ainsi, ces cartes pourraient avoir du potentiel dans des cas bien précis. 



 

 

 

xii • EKOS RESEARCH ASSOCIATES, 2017 

› Six répondants du sondage sur dix sont également disposés à donner au gouvernement leur 

consentement pour qu’il partage leurs renseignements avec d’autres ministères qui émettent 

des paiements, bien que les résultats donnent également à penser qu’il devrait s’agir d’un 

consentement explicite et non de l’utilisation d’une option négative en vertu de laquelle les 

renseignements sont automatiquement partagés à moins que la personne visée ne manifeste 

son opposition. Dans les groupes de discussion, les gens qui ne sont pas inscrits sont souvent 

contre ce type de partage de renseignements. Néanmoins, à quelques exceptions près, ceux 

inscrits au dépôt direct sont plus à l’aise avec cette idée, leurs préoccupations étant la plupart 

du temps liées à une mauvaise utilisation potentielle de l’information, aux fuites de données et 

aux cyberattaques. 

› Seuls quatre répondants sur dix sont d’accord avec l’utilisation d’une option négative au 

consentement, la plupart du temps en raison de préoccupations en matière de protection de la 

vie privée, et préféreraient faire eux-mêmes leurs choix au cas par cas. Dans le même ordre 

d’idée, le partage d’informations avec les gouvernements provinciaux obtient l’appui d’un peu 

moins de la moitié des répondants. L’obtention d’un consentement explicite pour le partage de 

renseignements avec d’autres ministères de gouvernements provinciaux, cependant, 

rassureraient sept Canadiens sur dix. 

› Un peu plus de quatre répondants du sondage sur dix disent avoir confiance dans la capacité 

du gouvernement du Canada à protéger leurs renseignements personnels. Trois personnes 

sur dix affichent une confiance modérée à cet égard et une sur quatre se dit préoccupée. 

Cette préoccupation s’applique normalement à l’ensemble des ministères, les réserves ne 

visant pas seulement des ministères en particulier. 

› Les participants des groupes de discussion ont également été invités à réagir à quelques 

publicités diffusées sur Facebook, à une publicité imprimée pour un magazine qui cible les 

gestionnaires d’établissements postsecondaires et à une vidéo de trente secondes diffusées 

sur YouTube. Les réactions face aux publicités de Facebook et à la publicité imprimée sont 

mitigées. Bien que plusieurs d’entre elles soient positives, elles soulèvent également quelques 

interrogations quant à la clarté, les gens soulignant la nécessité de mettre davantage l’accent 

sur les avantages du dépôt direct, sur ce qui motive une inscription et sur la mention du 

gouvernement du Canada comme commanditaire. La vidéo, considérée comme claire, 

concise, légère et amusante, a eu droit à un meilleur accueil. 

 

La valeur du contrat du projet de sondage d’opinion publique est de 131 044,72 dollars (TVH incluse).  

 

Nom du fournisseur : Les Associés de recherche EKOS 

No de contrat avec TPSGC : EN921-172232//001/CY 

Date du contrat : 13 décembre 2016 

Pour obtenir de plus amples renseignements sur cette étude, veuillez envoyer un courriel à  

TPSGC.Questions-Questions.PWGSC@tpsgc-pwgsc.gc.ca 
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1. INTRODUCTION 
 

1.1 BACKGROUND 
 

 In 2015-2016, the Government of Canada (GC) issued around 47 million cheques 

annually for over 134 programs to individuals, businesses, federal employees, and federal 

government pensioners. These cheques represent 14 per cent of payments that were made to 

Canadians through GC programs. Many Canadians receive multiple cheques for multiple 

government programs, including Old Age Security, Canada Pension Plan, the new Canada Child 

Benefit, income tax refunds, and employment insurance income to name a few. 

 

 Although the federal government is no longer committed to making direct deposit 

mandatory, the goal is still to increase enrollment in the program and decrease the number of 

cheques that it sends as much as possible. The goal is to continue increase the direct deposit of GC 

payments from the 86 per cent issued in the 2015-2016 financial year to above 90%. This increase 

in direct deposit will save GC millions of dollars in printing and posting cheques, as well as provide 

Canadians with a more convenient and secure method of receiving their government payments. Key 

groups receiving GC cheques include young adults, families with children, retired Canadians, and 

also more vulnerable groups within the Canadian population. In order to increase direct deposit rates, 

it is imperative to better understand these Canadians and create targeted messages addressing their 

objections and/or barriers to signing up.  

 

 Public Services and Procurement Canada has commissioned this public opinion 

research to understand why Canadians have or have not yet enrolled for direct deposit, what the 

barriers to enrollment are, and what enrollment experience has been, as well as acceptance of 

sharing information with other government departments and agencies for the purposes of direct 

deposit, and acceptable alternatives to direct deposit. This POR provides Public Services and 

Procurement Canada with information to improve its communications, promotions and outreach with 

Canadians that have not yet enrolled in direct deposit. 

 

 This research assesses Canadian adults’ level of knowledge, attitudes, awareness and 

behaviours with respect to various issues regarding direct deposit. Specifically, the research was 

designed to: 

› gauge perceptions of various target audiences toward direct deposit; 

› better understand motivations for enrollment with target audiences; 

› better understand barriers discouraging some from enrolling in direct deposit; 
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› determine the most effective marketing, communications, promotions and outreach 

tactics/channels and key messages that should be used to communicate with various 

segments; 

› understand alternatives that target audiences would find acceptable;  

› explore willingness to share enrollment information across departments; and 

› discover how to leverage technology and innovative partnerships to provide better service to 

Canadians at a lower cost. 

 

1.2 METHODOLOGICAL APPROACH 
 

a) Survey 
 

 A national telephone survey was conducted of 1,463 completed interviews with 

Canadians who are 18 years of age or older and currently receive money from the Government of 

Canada, either through direct deposit or by cheque. The sample was also to include a minimum of 

400 that are receiving payments by cheque to ensure sufficient cases of each segment in the analysis. 

The same source for this survey was EKOS’ Probit panel, a randomly selected panel of Canadian 

households. 

 

 Of the national sample, 209 were collected with residents of Toronto, 145 in Montreal 

and 110 in Toronto, because more than one in four individuals receiving cheques from the 

Government of Canada are found in these cities. The remaining 1,000 cases were collected 

nationally. The sample was also stratified to ensure that close to 150 cases were collected in the 

smaller regions (Atlantic, Manitoba and Saskatchewan, Alberta). Analysis is therefore able to isolate 

broad patterns of differences in the three cities, and in each of the six regions of Canada. Residents 

living in the territories were clustered together with cases in British Columbia (Yukon), Alberta 

(Northwest Territories) and Quebec (Nunavut).  

 

 The Probit panel consists of randomly selected Canadians identified via telephone-

based RDD dialling (they do not opt themselves into the panel), with a blended landline and cellphone 

sample frame providing equal probability sampling and full coverage of the Canadian population with 

access to a telephone. Because of this approach, the samples derived from the Probit panel are 

considered probabilistic in nature. This sample size yields a level of precision of +/-2.6 per cent for 

the sample overall and +/-4 to 8 per cent for most sub-groups that could be isolated in the analysis 

(including regions, age and gender segments, etc.).  
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 The survey included roughly 45 questionnaire items, and took an average of 14 minutes 

to administer on the telephone, by a bilingual pool of trained interviewers. EKOS Research was 

responsible for questionnaire development, programming and translation of the questionnaire. The 

questionnaire was tested in English (10 cases) and in French (10 cases) prior to starting the survey. 

A number of small changes were discussed with the client to increase the clarity of some items as a 

result of the test.  

 

 The survey was monitored for sample efficiency (e.g., rotation and number of call-backs) 

and regional/city and gender quotas, as well as for general data quality. The survey was collected 

over 10 days in early January (January 3 to 14, 2017). Each telephone number entered into the initial 

sample was called up to eight times before the telephone number was removed from the sample. 

Contact attempts were varied in terms of time of the day and week they were called. The cooperation 

rate for the survey was 35 per cent (see Appendix B for details). The survey was registered with the 

Research Registration System maintained by the Marketing Research Intelligence Association 

(MRIA). All work was carried out according to the specifications outlined in our standing offer 

arrangement with the Government of Canada, as well as adhering to MRIA quality standards, as well 

as Government of Canada standards for quality and conduct of research using telephones.  

 

 Because there is no central database from which to draw information on population 

figures for those receiving payments from the Government of Canada, and yet most Canadians 18 

or older do receive some form of payments, survey results were weighted to normal population 

proportions using the latest census figures for those 18 or older. Survey responses were weighted 

by age, region and gender. Since the sample was stratified to collect specific numbers of cases in 

Montreal, Toronto and Vancouver, the weighting scheme also aimed to restore the survey sample to 

the population distribution for those three cities relative to populations outside those cities in those 

three provinces.  

 

b) Characteristics of the 

Survey Sample 
 

 Following are characteristics of the sample of 1,463 respondents in the survey.  

 

 What is the language you first learned at home as a child and still understand? 

Number of people  1463 

English 67% 

French 24% 

Other 11% 
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 Which of the following categories best describes your current employment status? Are you...? 

Number of people  1463 

Working full-time (35 or more hours per week) 44% 

Working part-time (less than 35 hours per week) 9% 

Self-employed 10% 

Student attending full time school (not working) 3% 

Unemployed, but looking for work 5% 

Not in the workforce (e.g. unemployed, but not looking for work) 5% 

Retired 23% 

Other 1% 

 

 What is the highest level of formal education that you have completed? 

Number of people  1463 

High School or less  18% 

Registered Apprenticeship or other trades certificate or diploma 4% 

College, CEGEP or other non-university certificate or diploma 22% 

University certificate or diploma below bachelor's level 9% 

Bachelor's degree 29% 

Post graduate degree above bachelor's level 18% 

 

Which of the following categories best describes your total household income? That is, the total 

income of all persons in your household combined, before taxes? 

Number of people  1463 

Under $40,000 20% 

$40,000 to just under $60,000 14% 

$60,000 to just under $80,000 12% 

$80,000 to just under $100,000 12% 

$100,000 to just under $150,000 19% 

$150,000 and above 12% 

Refused 11% 

 

 Region (unweighted) 

Number of people  1463 

British Columbia 14% 

Alberta 11% 

Saskatchewan & Manitoba  6% 

Ontario 38% 

Quebec 24% 

Atlantic  7% 

Territories  0% 
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 Target Cities 

Number of people  1463 

Toronto 16% 

Montreal 11% 

Vancouver 7% 

 

 Age (unweighted) 

Number of people  1463 

18-34 28% 

35-44 17% 

45-54 20% 

55-64 17% 

65+ 19% 

 

 Gender (unweighted) 

Number of people  1463 

Male 46% 

Female 54% 

 

 In terms of possible response bias, the sample over represents those with post-

secondary education, including 56 per cent with a university level of education compared with 23 per 

cent in the population, and under represents those with high school/elementary or college levels of 

education.  

 

c) Focus Group Methodology 
 

 In order to add further context and understanding to the survey results, six focus groups 

were held in three Canadian cities (Montreal, Toronto, and Vancouver). Participants were recruited 

from among those responding to the survey (recruitment screener can be found in Appendix C). 

Groups were stratified to ensure a balance of men and women and representation of a variety of 

adult age cohorts. A focus group guide (provided in Appendix D) was developed by EKOS in 

consultation with the client. Discussions held on February 16th and 22nd centred on a number of 

issues common to the survey: reason for enrolling or not enrolling in direct deposit, concerns with 

enrollment and handling of personal information, enrollment experience, comfort with sharing of 

information with other departments, use of financial institutions to enroll and sources of information. 

Participants were also asked to provide feedback on a series communications materials including 

three variations on a Facebook ad, a magazine ad aimed at post-secondary institution managers, 

and a 30-second promotional YouTube video. The four discussions held Toronto and Vancouver 

were held in English, and the two focus groups held in Montreal were held in French. 
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 Participants were recruited according to their current experience of receiving cheques 

for all or some of their government payments, or direct deposit. Groups in each city consisted of one 

group receiving cheques or combination of cheques and direct deposit, and one group using only 

direct deposit.  

 

 Each focus group was 90 minutes in duration. Groups were held in professional focus 

group facilities. Refreshments were provided and participants were provided $75 for their attendance. 

Video recordings, researchers’ notes and observations from the focus groups formed the basis for 

analysis and reporting of results. 
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2. RESULTS 
 

2.1 HOW AND WHAT PEOPLE RECEIVED 

GOVERNMENT FUNDS 
 

 Almost two in three in the sample (63 per cent) have received income tax refunds from 

the Government. Another third have received GST or HST credits. One in four received the Canada 

Child Benefit (CCB) or equivalent from past programs, or Canada Pension Plan (CPP) benefits (27 

and 23 per cent, respectively). Old Age Security (OAS) is also a benefit received by 16 per cent, and 

11 per cent receive Employment Insurance (EI). Other benefits are much less prevalent in the sample. 

 

 

 
 

 

This horizontal bar graph is titled “Type of Government Payments.” It shows the breakdown of 

answers to the question, “What payments are you receiving from the government of Canada today 

or have you received in the last three years?” The 1463 respondents answered as follows: 

Income tax refund, 63% 

GST or HST credit, 33% 

Canada Child Benefit, Universal Child Care Benefit, or other, 27% 

Canada Pension Plan, 23% 

Direct Deposit Initiative Survey, 2016-2017
EKOS Research

Associates Inc.

Type of Government Payments

“What payments are you receiving from the Government of Canada today or 
have you received in the last three years?”
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Old Age Security, 16% 

Employment Insurance, 11% 

Student loans, 1% 

Disability pension, 1% 

Federal pension, 1% 

Other, 3% 

› Naturally, there are differences based on age of the respondent, with older individuals 

receiving CPP and OAS, while CCB is more common among those under 45. The incidence of 

receiving a GST/HST credit is highest among those under 35. 

› Those who are not receiving regular payments from the government, often only receiving tax 

refunds, are most apt to be receiving payments only by cheque. Those receiving regular 

payments from the government, including CPP and OAS, as well as EI, are likely to be 

receiving payments through direct deposit. This is also true of those receiving CCB and 

GST/HST credits, although these individuals stand out because they often receive these 

payments through direct deposit, but also receive tax refunds by cheque.  

 

 

Table 2.1: Type of Government Payments by Method of Payment 

What payments are you receiving from the Government of Canada today or have you received in the last 

three years? (By payment method) 

 Total Cheque Direct deposit Both 

Number of people 1463 265 1003 187 

Income Tax refund 63% 69% 59% 80% 

GST or HST credit 33% 35% 30% 49% 

Canada Child Benefit, Universal Child Care Benefit, or other 27% 17% 28% 39% 

Canada Pension Plan 23% 6% 29% 14% 

Old Age Security 16% 4% 21% 11% 

Employment Insurance 11% 2% 13% 16% 

Student loans 1% 0% 1% 3% 

Disability pension 1% 1% 1% 1% 

Federal pension 1% 0% 1% 0% 

Other (e.g. Veterans Affairs, federal pension, student loans) 3% 1% 3% 4% 
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Across the full sample, 67 per cent receive payments from the Government of Canada 

through direct deposit, 20 per cent receive payments by cheque and another 13 per cent receive 

some payments by cheque and some through direct deposit.  

This pie graph is titled “Method of Payment.” It shows the breakdown of answers to the question, 

“How did you receive these payments?” The 1463 respondents answered as follows: 

By direct deposit, 67% 

By cheque, 20% 

Both, 13% 

› The incidence of receiving payments by cheque is highest among those between the ages of

45 and 64. It is also higher among men than women.

› Across the country, cheques are more prevalent in Toronto where 32 per cent are receiving

payments by cheque.

Direct Deposit Initiative Survey, 2016-2017
EKOS Research

Associates Inc.

Method of Payment

20%

67%

13%

By direct deposit
By cheque
Both

“How did you receive these payments?”

n=1463
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Table 2.2: Method of Payment by Region and City  

How did you receive these payments? (n=1463) (By payment method) 

 Cheque Direct deposit Both 

British Columbia, Territories 15% 72% 13% 

Alberta 12% 80% 8% 

Saskatchewan 25% 55% 20% 

Ontario 24% 62% 14% 

Quebec 17% 71% 12% 

Atlantic 25% 63% 12% 

Toronto 32% 52% 15% 

Montreal 18% 72% 10% 

Vancouver 17% 67% 16% 

 

 

 Of the 20 per cent receiving cheques, one in five (18 per cent) have in the past received 

payments through direct deposit, among the small number of respondents in the sample that this 

represents (n=49). Some said that they were in the past receiving regular payments under a 

Government of Canada program, but that this is no longer the case. A few said that they preferred 

paper and switched back. 

 

 Of those who have received payment through direct deposit and by cheque over the 

past three years, 71 per cent are currently enrolled in direct deposit. 

 

a) Focus Groups 
 

 Most focus group participants receive government funds through their annual income 

tax refund; with some receiving income tax refunds as their only government payment. Many also 

receive more frequent payments in the form of GST or HST credits. Other forms of regular payments 

described by participants are CCB, CPP, EI, or student loans. 
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2.2 THE ENROLMENT EXPERIENCE 
 

 Among those who have received some payment by direct deposit, just over a third 

(35 per cent) enrolled online and another three in ten (29 per cent) enrolled on paper. An income tax 

form was also used in one-quarter of cases (26 per cent). Although six per cent enrolled through a 

bank and six per cent enrolled in-person at a government office, other methods are rarely used over 

and above the three main options. 

 

 

 
 

 

This horizontal bar graph is titled “Method of Enrollment.” It shows the breakdown of answers to the 

question, “for the payments you are receiving by direct deposit, how did you initially enroll?” The 

1198 respondents, who enrolled, answered as follows: 

Online, 35% 

With a paper form through the mail, 29% 

Through an income tax form, pension application form, or other, 26% 

Through a teller at the bank, 6% 

In person at a Government office, 6% 

By phone, 3% 

Accountant, non governmental tax service agent, 1% 

Other, 1% 

Don’t know, 7% 

Direct Deposit Initiative Survey, 2016-2017
EKOS Research

Associates Inc.

Method of Enrollment 
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enroll?”
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› There is a sizable difference in how Canadians enroll based on age, with those under 35 more 

likely to enroll online and those 65 or older more likely to enroll by mail. Therefore, there is 

also a higher incidence of online enrollment among those receiving CCB or EI benefits and/or 

a tax refund, whereas enrollment by mail is a more prominent method of enrollment among 

those receiving CPP and OAS benefits. Similarly, those reporting the highest household 

incomes (over $100,000) are also more likely to report online enrollment. 

 

 The average length of time that respondents have been enrolled in direct deposit is 

seven years. Roughly three in ten have been enrolled for one to four years, five to nine years or 10 

years or more. Few (four per cent) have been enrolled for less than one year. 

 

 

 
 

 

This horizontal bar graph is titled “Method of Enrollment.” It shows the breakdown of answers to the 

question, “As far as you recall, how many years ago did you enroll to start receiving payments by 

direct deposit?” The 1198 respondents who are enrolled in direct deposit answered as follows: 

Less than 1 year, 4% 

1-4 years, 28% 

5-9 years, 30% 

10+ years, 29% 

Don’t know/refused, 9% 

Mean, 7.3 

Direct Deposit Initiative Survey, 2016-2017
EKOS Research

Associates Inc.

Years Since Enrollment 

Less than 1 year

1-4 years

5-9 years

Don't know/refused

“As far as you recall, how many years ago did you enroll to start
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› Naturally, older Canadians have been signed up with direct deposit for longer (10 years on 

average among those 65 or older), therefore this is also reflected among those receiving CPP 

and OAS benefits. The average is closer to six years among those under 35, those receiving 

CCB, GST/HST credits, tax refunds and EI.  

 

a) Satisfaction with Enrollment Process 
 

 Those enrolled in direct deposit were asked about their experience with the enrollment 

process, provided they had enrolled within the past five years. Results highlight the high level of 

satisfaction with both the length of time it took to receive a first payment and the process of enrolling, 

with 86 and 84 per cent rating themselves as satisfied (49 per cent) or very satisfied (37 and 35 per 

cent, respectively). Only three per cent described themselves as dissatisfied and eight and 11 per 

cent respectively said that they were somewhat satisfied in each case.  

 

 Although satisfaction is the same with regard to the process of enrollment, those 

enrolling by mail are marginally less apt to be satisfied with the length of time to receive a first 

payment, although this is still 85 per cent of this segment compared with closer to 90 per cent of 

those using faster methods of enrolment. 
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This figure is titled “Satisfaction with Enrollment.” It shows two pie graphs that show the breakdown 

of answers to the question, “Are you satisfied with…?”.  

The first pie graph deals with satisfaction regarding, “The length of time it took to receive your first 

direct deposit payment” The 266 respondents, who enrolled within the last 5 year, answered as 

follows:  

Not satisfied, 3% 

Somewhat satisfied, 8% 

Satisfied, 86% 

 

The second pie graph deals with satisfaction regarding, “The process of enrolling for direct deposit” 

The 266 respondents, who enrolled within the last 5 year, answered as follows:  

Not satisfied, 3% 

Somewhat satisfied, 11% 

Satisfied, 84% 

› Because of the high levels of satisfaction overall, there is very little substantive difference 

between the different segments.  

 

b) Focus Group Findings 
 

 Most focus group participants using direct deposit enrolled for the first time anywhere 

between one and ten or more years ago, with most indicating they enrolled within the past several 

years. Most focus group participants using direct deposit enrolled in conjunction with submitting their 

tax return; primarily online (including using tax software), but some used paper income tax forms 

(notably if enrollment was less recent). A few participants enrolled in direct deposit when transitioning 

to receiving CPP.  

 

 The experience of enrolling for direct deposit was convenient and straightforward, 

according to most focus group participants receiving direct deposit. For the few those who had 

complications, this was influenced by having to enroll by paper (as noted, particularly if enrolment 

was more than a few years ago), the feeling that “too much” information was needed (including a 

younger participant unfamiliar with transit numbers to enter banking information), or technical issues 

such as needing a code to file electronically (resulting in “multiple letters and confusion”).  

 

 Many participants decided to enroll in direct deposit because it is a fast and convenient 

method to receive payments. As noted by a few, it is the “way of the future, get on the band wagon” 

or “was already paying my accounts via internet so it came naturally”. A few others also noted that 

direct deposit avoids concerns of cheques getting lost in the mail or misplacing the cheque before it 

is deposited.  
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2.3 EXPERIENCE WITH CHANGING INFORMATION 
 

 Across the sample of Canadians who have ever used direct deposit, now or in the past, 

about one in six (17 per cent) said that they have had occasion to change their banking information 

on file with the Government of Canada. Among those who have, 44 per cent have done so online. 

Another one in five did so through a paper copy form that they mailed in and 14 per cent did so by 

phone. A pension application form was used 12 per cent of the time and a bank teller 11 per cent of 

the time. Other options were rarely used. 

 

 

 
 

 

This figure is titled “Changing Information on File” It shows a pie graph and a horizontal bar graph.  

The pie graph deals with the breakdown of answers to the question, “Have you ever changed your 

banking information on file with the Government of Canada?” The 1229 respondents answered as 

follows:  

Yes, 17% 

No, 81% 

Don’t know/Refused, 2% 

 

The horizontal bar graph deals with the breakdown of responses to the question, “If so, how did you 

do so?” The 215 respondents who have made changes answered as follows:  

Online, 44% 
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With a paper form through the mail, 20% 

By phone, 14% 

Through a pension application form or income tax form, 12% 

Through a teller at the bank, 11% 

In person, 4% 

Accountant, non governmental tax service agent, 2% 

Don’t know/refuse, 3% 

› Only those 35 to 44 and individual receiving CCB payments are marginally more likely to have 

changed banking information in the past, although results are generally consistent across all 

segments. 

› Those under 35 are most likely to have made changes online while those 65 or older are more 

apt than other Canadians to have gone through a bank teller. Similarly, CPP and OAS 

recipients are more apt to have used a paper form and mailed it in, or gone through a bank 

teller.  

 

 Among the 17 per cent who have had occasion to change their banking information on 

file with the Government of Canada, 82 per cent said that they were satisfied with the length of time 

it took to receive their first payment after the change. Only five per cent were dissatisfied. Satisfaction 

was particularly high among CPP recipients (94 per cent). 
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This horizontal bar graph is titled “Satisfaction with Processing Following Enrollment.” It shows the 

breakdown of answers to the question, “Were you satisfied with the length of time it took to receive 

your first direct deposit payment in the new account?” The 215 respondents who have made changes 

answered as follows: 

Not satisfied, 5% 

Moderately satisfied, 8% 

Satisfied, 82% 

Don’t know, 4% 

› Satisfaction is also higher among residents of Quebec. 

 

2.4 REASONS FOR NOT ENROLLING 

IN DIRECT DEPOSIT 
 

 Among the 20 per cent who receive payments only by cheque and the 13 per cent who 

receive both cheques and payments through direct deposit, irregular payments is a key reason for 

receiving cheques (20 per cent). The same proportion (19 per cent) said that they simply have not 

taken the time to enroll for direct deposit, suggesting they are open to enrollment. Another nine per 

cent said that they have just never been approached to enroll and 13 per cent were not aware of 

direct deposit (or that you had to enroll in each department individually). These reasons were 

collectively put forward by more than half (57 per cent) of those who are not enrolled in direct deposit, 

or not enrolled for all payments.  

 

 Seventeen per cent prefer having a paper copy of a cheque, 12 per cent said they have 

better control with a cheque, nine per cent like to review their cheque before depositing it, and four 

per cent enjoy having a reason to go to the bank; 33 per cent across the three reasons.  

 

 One in ten said they find the process too complicated. Others expressed concerns about 

privacy of personal information or do not want to provide their banking information in general or to 

specific departments (seven per cent in each case). Some also feel it is not worth bothering signing 

up for each department (five per cent) or mistrust the security of the process (four per cent). 

Collectively this represents 36 per cent.  
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This horizontal bar graph is titled “Reasons for Not Enrolling.” It shows the breakdown of answers to 

the question, “Why haven’t you enrolled in direct deposit for all your Government of Canada 

payments?” The 460 respondents who receive cheques answered as follows: 

Not worth it for just 1 or 2 cheques a year, 20% 

Haven’t had time, 19% 

Prefer receiving a cheque for some payments, 17% 

Was not aware that direct deposit was available/you could do that, 13% 

I have better control with cheques, 12% 

Process too complicated, 10% 

Don’t want to provide my banking information, 9% 

Was never asked to use it/just never came up, 9% 

I like to review my cheque before depositing to make sure, 9% 
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Don’t want to provide my banking information to certain departments, 7% 

Concerns about my privacy/personal information mishandled, 7% 

Not worth bothering for every individual department, 5% 

I don’t trust it, others can withdraw money from my account, 4% 

Cashing a cheque gives me a reason to go to my bank, 4% 

Other, 8% 

Don’t know/refused, 13% 

 

 Among those receiving at least one payment by cheque, three in ten do not feel that 

there are any advantages of a paper cheque. This was most often put forward by those who receive 

payments through direct deposit and cheque. Another 23 per cent said that they are simply used to 

paper cheques, and the same proportion said that they feel they have better control of their finances 

this way. Sixteen per cent feel that it is more secure and 15 per cent said that they like to review their 

cheques before depositing them. For six per cent, depositing a cheque is a reason to go to the bank, 

and for five per cent, a cheque provides a paper trail or permanent record. 

 

 

  
 

 

This horizontal bar graph is titled “Advantages of Cheques.” It shows the breakdown of answers to 

the question, “What do you see as the advantages of receiving a paper cheque for a payment?” The 

452 respondents who receive cheques answered as follows: 

Used to cheques/comfort/just a habit, 23% 
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Have better control with cheques, 23% 

It’s more secure, 16% 

Like to review my cheque before depositing it to make sure, 15% 

Cashing a cheque gives me a reason to go to my bank, 6% 

For tracking/record keeping, hard/permanent record, accounting purposes, 5% 

Don’t have a computer or do online banking, 2% 

Don’t have a bank account/local store cashes my cheques, 1% 

My bank holds my funds for a number of days and I need it right away, 1% 

None, 30% 

Other, 4% 

Don’t know/refused, 4% 

› Those who find cheques to be a more secure method of banking are less likely to have ever 

been enrolled in direct deposit, which is also more prevalent in BC.  

› Those in Quebec are more likely than others across the country to say that there is no 

advantage, and Ontarians are more likely than others to say that they have better control of 

their banking through cheques.  
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 Of those receiving at least some payments by cheque, six in ten (62 per cent) said that 

they would be willing to receive (all) payments through direct deposit. This includes eight in ten 

among those already receiving some payments through direct deposit, and half of those who 

currently receive payments only through cheques. Seventeen per cent overall said that they are not 

willing, and 20 per cent indicated moderate willingness. Among those currently receiving only paper 

copy cheques, one in four are unwilling to move to direct deposit (and one in four are moderately 

willing to consider it).  

 

 

  
 

 

This horizontal bar graph is titled “Openness to Direct Deposit.” It shows the breakdown of answers 

to the question, “How willing would you be to receive payment(s) from the government of Canada 

using direct deposit?” The 452 respondents who receive cheques answered as follows: 

Not willing, 17% 

Somewhat willing, 20% 

Willing, 62% 

Don’t know/refused, 1% 

› Those who have simply not considered direct deposit or were unaware of it are much more 

willing to enroll (73 per cent), while those who prefer paper copy cheques and those 

expressing concerns about direct deposit are much less willing to enroll (39 to 44 per cent, 

with 28 to 32 per cent saying they are unwilling to enroll). 
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› Willingness to enroll (across all departments) is also higher among those who are already 

enrolled for some departments, but not others (70 per cent). 

› Similarly, those who prefer cheques because they see them as more secure or offering better 

control are also less willing to enroll than others. 

› Willingness to move to direct deposit is highest in Quebec. It is also higher among those 

receiving CCB or EI payments. 

› Willingness is lowest among those who are 55 to 64. 

 

 When asked about the easiest way of signing up for direct deposit, among those who 

only receive paper copy cheques, 45 per cent said that online enrollment would work well. One in 

five (21 per cent) prefer to use an online portal through their bank, and another 12 per cent said that 

they would prefer to go through a teller at their bank. Completing an enrollment form and mailing it 

in is the preferred option of one in ten (nine per cent). Calling into a 1-800 number is also not a 

popular choice, but it is a good option for seven per cent and an in-person visit to a GC office would 

work best for only two per cent.  
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This horizontal bar graph is titled “Preferred Method of Enrollment.” It shows the breakdown of 

answers to the question, “What would be the easiest way for you to sign up for direct deposit with 

the Government of Canada? Would it be…?” The 362 respondents who are willing to receive direct 

deposit answered as follows: 

Through a form online, 44% 

Through my banks’ online banking portal, 21% 

Through a teller at my bank for assistance, 12% 

By filling out and sending in a form by mail, 9% 

By calling into a 1-800 number with the Government of Canada, 7% 

By going into a Government of Canada office for assistance, 2% 

Other, 1% 

Don’t know/refused, 2% 

› Online enrollment would be the most often preferred approach among those receiving tax 

refunds. 

› A mail-in form and in-person visit to a government office are more apt to be chosen as good 

options among those 65 or older compared with younger Canadians.  

› Through a bank teller is a preferred choice that stands out more in BC and the Prairies than it 

does elsewhere in Canada.  

 

a) Focus Groups 
 

 Almost all participants who currently receive government payments by direct deposit 

indicated that they prefer this method and would not switch back to paper cheques. One participant 

receiving EI by direct deposit reported feeling forced to enroll. Most focus group participants who 

receive payments by cheque said that they prefer this method; however, some indicated an interest 

in transitioning to direct deposit. These participants have not yet enrolled in direct deposit because 

they “haven’t gotten around to it”, feel it would be difficult or “a hassle” to do, are not sure how to do 

so, or receive cheques so infrequently (annual tax return or quarterly GST/HST cheques) that they 

do not feel it is an inconvenience to cash a cheque.  

 

 For those who receive payments by cheque, these participants feel that cheques provide 

a level of accountability, in terms of their personal process, to verify the amount of the cheque on 

paper and confirm the deposit into the account; they like to “have a paper trail”. Participants who 

prefer to receive government payments by cheque also tend to distrust sharing information with the 

government (but also with other organizations) because of mistakes (including human error) and 

security breeches. Some participants, notably in Toronto, cited problems with the government’s 

Phoenix system as an example of their distrust of government competence with their payments. 
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 Interestingly, participants on direct deposit speculated that those receiving cheques may 

prefer this method to allow for payments to go into different accounts, depending on the payment. 

For example, parents may wish for CCB payments to go directly into a children’s savings account. 

However, no one receiving payments by cheque indicated the need to use different bank accounts 

as a reason for their preference of cheques.  

 

 Direct deposit recipients indicated that they prefer the advantages of not needing to wait 

for the cheque to arrive, check the mailbox or be concerned about lost or stolen mail. They also enjoy 

not having to go to the bank to deposit the funds in their account. These participants noted that 

eliminating these steps, along with saving the time that the government requires to print the cheques, 

results in receiving funds sooner through direct deposit. Focus group participants receiving direct 

deposit indicated that they can also confirm the amount of the deposit by examining their bank 

account transactions and balance. Other advantages noted by a few participants of receiving direct 

deposit is that it eliminates the use of paper (both the cheque and the envelope); a more 

environmentally friendly option. 

 

 For the most part, preferences for cheques or direct deposit are consistent with how 

participants receive or make other payments. Those receiving cheques, especially for those who 

employ a paper accounting process or with greater concern of security breeches, state they also 

make payments by mail or in person at a bank or service teller. Participants preferring direct deposit 

are more comfortable with online banking generally.  

 

 Once application processes were complete, most did not note any delays or 

inconsistencies when receiving government payments, whether by cheque or direct deposit. One 

participant indicated prior experience of receiving a payment by cheque that was inaccurate. Other 

than challenges already noted by a few participants during the enrollment process, participants did 

not experience any problems with receiving direct deposit payments.  
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2.5 OUTREACH 
 

 In the survey, for those receiving at least some payments by cheque, with the cheques 

themselves (29 per cent) or inside the envelopes they receive their cheques in (21 per cent) are the 

most popular source for hearing about enrollment for direct deposit. This is followed by the website 

(18 per cent) and in a poster at the bank or at an ATM (14 per cent). Other sources are not particularly 

popular.  

 

 

  
 

 

This horizontal bar graph is titled “Sources of Outreach.” It shows the breakdown of answers to the 

question, “Apart from the main areas where you see paid advertisements, which of the following 

would be a good place for you to see or hear about signing up for direct deposit with the government?” 

The 452 respondents who receive cheques answered as follows: 

With the cheques I receive, 29% 

In the envelopes of the cheques I receive, 21% 

On a website/on line (general mention), 18% 

On a poster in my bank or at my ATM, 14% 

On posters in pharmacies and grocery stores, 5% 

Media, various, 2% 

Social media, 1% 

Other, 1% 
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Don’t know/Refused, 10% 

› There are no key patterns that stand out in terms of preferences for hearing about enrollment. 

 

 Interestingly, although six in ten (62 per cent) of those receiving at least some payments 

by cheque said that they would be willing to receive payment through direct deposit, only one in three 

said that if they saw an ad emphasizing the benefits that they would be likely to call or visit the 

website to enroll. Another one in four (24 per cent) said that they would be somewhat likely. A full 

four in ten (41 per cent) said that it is unlikely that they would take action. This is even less likely 

among those who currently only receive payments by cheque, where half (48 per cent) said that they 

would be unlikely to sign up. On the other hand, among those who said that they would be willing to 

receive payments through direct deposit, likelihood of doing so as a result of an ad increases to 

48 per cent.  

 

 

  
 

 

This horizontal bar graph is titled “Likelihood of Enrolling.” It shows the breakdown of answers to the 

question, “If you saw an ad for direct deposit, emphasizing the benefits for you, with a telephone 

number and website, how likely would you be to call it or visit the site to sign up or find out more? 

Would you say that you would be not at all likely, not very likely, somewhat likely, likely or very likely 

to sign up or find out more about it?” The 452 respondents who receive cheques answered as follows: 

Not likely, 41% 

Somewhat likely, 24% 
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Likely, 33% 

Don’t know/refused, 2% 

› There are no significant patterns of likelihood to sign up that stand out as meaningful.  

 

a) Focus Groups 
 

 Most groups provided a variety suggestions regarding ways to hear about direct deposit 

including online methods (website banner ads, social media ads), as well as print methods 

(newspapers, on posters and billboards in key locations) and on television, radio and in movie theatre 

ads to reach a variety of demographics. Many also said that reading about direct deposit in an insert 

with your cheque is a natural way of hearing about it. That said, a few also described how they ignore 

these, suggesting that the inserts need to be changed from time to time, adding colour and different 

approaches or layouts to maintain interest in these or they become part of the background.  

 

 Most participants consider banks to be a good, and natural, way to hear about direct 

deposit; particularly given that direct deposit involves both the government and their financial 

institution. Many argued that this takes advantage of already existing opportunities for contact. They 

argued that these afford more active and engaging appeal for enrollment and opportunity to ask 

questions about the enrollment process or how the payment delivery system works (e.g., timing, 

security). Similarly, some said that applications for government programs should have an “opt in” 

box you can check, and every interaction with the Government of Canada involving financial 

transactions should take the opportunity to talk about direct deposit to build momentum. Further 

extending this notion, some participants suggested that seniors organizations, tax preparation 

companies and others involved in providing services to specific segments of the population or 

services at key intervals to remind Canadians about direct deposit. “It’s easy to do when you are 

filing your income tax” (that’s when you are thinking about it). Related to banks telling consumers 

about direct deposit, only a few said that they do not feel that it is appropriate for banks to be telling 

consumers about Government of Canada payment methods.  

 

 A few participants said that people are already aware of direct deposit, so advertising is 

not needed and will not have an impact (i.e., ads will be ignored). This sentiment was considerably 

more pronounced in the discussions in Toronto than in Montreal or Vancouver. These participants 

talked about advertising expenditure as wasted government spending. “Everybody knows about 

direct deposit already. We should stop wasting money on advertisements.” “Usually I see them and 

just ignore them. I think it’s a waste of money.” A few others indicate that, while aware of direct 

deposit, they are not familiar with how to enroll; “if I could do it right now on my phone, I would”, or 

they want a hyperlink to immediately go to an enrollment page. In all groups participants talked about 

the need for ads to be sharply focused on the benefits of direct deposit for Canadians, such as speed, 

convenience and security.  
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 Among survey respondents receiving at least some payments by cheque only one in 

five (19 per cent) said that they carry and make use of pre-paid cards for day-to-day purchases and 

transactions. The result is surprisingly consistent across a range of segments including age, genders 

and regions. Given this result, perhaps it is not surprising that only 18 per cent said that they would 

be willing to receive payments from the Government of Canada through a reloadable pre paid card.  

 

 

 
 

 

This figure is titled “Support for Pre-Paid Cards.” It shows two pie graphs. 

The first pie graph shows the breakdown of the answers to the question, “Canadians increasingly 

make use of prepaid cards for day to day purchases and transactions. As opposed to a gift card, a 

prepaid card can be used at any location that accepts cards and can also be re-loaded with funds. 

Do you currently carry any prepaid cards in your wallet?” The 460 respondents who receive cheques 

answered as follows:  

Yes, 19% 

No, 81% 

Don’t know/no response, 0% 

 

The second pie graph shows the breakdown of the answers to the question, “For those payments 

you still receive by cheque, if the Government of Canada was to provide you the option of receiving 

your payment on a re-loadable prepaid card, is this something you would be interested in signing up 

for?” The 460 respondents who receive cheques answered as follows:  
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Yes, 18% 

No, 79% 

Don’t know/no response, 3% 

› Carrying prepaid cards for purchases and transactions is more pronounced among those 35 to 

44 year old than others, although this is still only 32 per cent.  

› Residents of the Atlantic (37 per cent) and those receiving GST/HST credits (27 per cent) are 

the most predisposed to payments through reloadable, prepaid cards.  

 

2.6 METHOD OF BANKING 
 

 Almost seven in ten (68 per cent) Canadians sampled use an online banking application. 

One-third use a teller (34 per cent) and one-third use an ATM (31 per cent). Less popular methods 

of banking include mobile banking apps, used by 21 per cent, and telephone banking, used by 11 per 

cent. 

 

 

 
 

 

This horizontal bar graph is titled “Method of Banking.” It shows the breakdown of answers to the 

question, “today, Canadians can enroll in direct deposit through a number of methods including using 

a paper form, by calling the departments who issue them payments, or by using a Government online 

portal. How do you normally conduct your banking?” The 1463 respondents answered as follows: 

Using an online banking application, 68% 
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Through a teller, 34% 

Through an ATM, 31% 

Using a mobile banking application, 21% 

Over the phone, 11% 

› Not surprisingly, the youngest age groups (18-44) are more likely to use either an online 

banking application or a mobile banking application to update their information. Banking by 

teller or ATM, as well as telephone banking are methods more commonly used by individuals 

65 and over. This same pattern is reflected in the popularity of online banking among those 

receiving income tax payments and CCB, whereas a teller and telephone banking are more 

popular methods among those receiving CCP and OAS. 

› Using a teller is more popular in the Prairies and in Ontario.  
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 When asked if they could enroll in direct deposit and, if already enrolled, if they would 

change their banking information with the Government of Canada through their bank, more than half 

(55 per cent) report they would consider doing this through their bank’s online portal. Just over a 

third (36 per cent) would consider doing this at a teller using a digital enrollment tool. Fewer would 

consider doing this through a mobile app (18 per cent) or over the telephone (15 per cent). Only one 

in ten would consider doing this through an ATM (nine per cent). Very few (5 per cent), however, 

said that they would not enroll or change their information.  

 

 

 
 

 

This horizontal bar graph is titled “Preferred Method of Enrolling/Changing Information.” It shows the 

breakdown of answers to the question, “If you were able to enrol in direct deposit/change your 

banking information on file with the Government of Canada through your bank, which of the following 

options would you consider? Would it be enrollment…?” The 1463 respondents answered as follows: 

Through your bank’s online banking portal, 55% 

Through your bank teller using a digital enrollment tool, 36% 

Through your bank’s mobile banking app, 18% 

Through telephone banking, 15% 

Through an ATM, 9% 

Would not enroll/change banking information, 5% 

A different method, 1% 

Don’t know/refused, 2% 
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› Younger Canadians are more likely to consider online or mobile options for enrolling for direct 

deposit or updating their information with the Government of Canada. As a consequence, 

those receiving income tax or CCB payments are also more likely to consider these online 

options.  

› Canadians who are 65 or older, and therefore those receiving CPP and OAS, are more likely 

to consider doing this through their teller. Changes through a teller also stand out more 

prominently among residents of the Prairies.  

 

a) Focus Groups 
 

 In the focus groups participants were first asked if they were aware that Canadians could 

enroll in direct deposit through a banking institution. Awareness was mixed across the groups. It was 

generally higher in Toronto (over half were aware), and lower in Montreal and Vancouver, where 

more than half were not aware. 

 

 Most participants were convinced that the option to enroll through a bank is a good thing 

because it increases consumer confidence as well as convenience. “The bank keeps my information 

accurate, the government does not. I would trust my bank to sign me up to direct deposit because at 

least then I would have a better record of it”. “Since it’s not possible to receive direct deposit without 

having a bank, it seems reasonable that banks would be involved”. Most see it as an easier way of 

signing up that would, among those not enrolled, increase their likelihood of enrolling. A few also 

talked about the expediency of enrolling through their bank. “It’s probably the easiest way to do it. 

By going through the government, you’ll be two months behind.” Several participants wondered 

about the connection between banks and Government of Canada and said that it may seem odd to 

consumers to be hearing about Government of Canada payments from bank employees (e.g., 

competing interests). “It’s the government of Canada, so I would wonder why banks are 

communicating to me.” A few in Vancouver said that they do not trust banks and would prefer not to 

have the Government of Canada represented by banks. “No way, I don’t trust banks more than the 

government. Banks are out to make money”. A few in Vancouver also wondered if this would be 

limited to the bigger banks or if smaller financial institutions such as credit unions would also be able 

to enroll Canadians.  

 

 Many said that they would use the online banking portal to enroll as long as they were 

assured that it was secure to do so. Some said that they would want the assurance of the banks that 

they were protected against cyber attacks and fraud (i.e., that the banks would cover it if something 

happened and you lost money), the way that they provide protection on credit cards. In particular, 

those already enrolled in direct deposit tended to be even more comfortable with the idea of enrolling 

or changing banking information online, as the most convenient and secure method. For many, 

mobile banking or use of an ATM as well as the online portal were each acceptable and convenient 
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options. Among those not enrolled, many preferred a face to face interaction with a bank teller, but 

most of these participants were also comfortable with enrolment through the bank.  

 

2.7 CONFIDENCE REGARDING 

PRIVACY PROTECTION 
 

 Most report high confidence (43 per cent) or moderate confidence (31 per cent) in the 

Government of Canada’s ability to protect their information, while one-quarter does not feel confident 

about this. Confidence is systematically lower among those currently receiving payments only by 

cheque, and in particular those preferring cheques or having a concern with direct deposit, while 

those who have simply not considered it are typically more confident. Although for most (75 per cent), 

this opinion stands for all departments of the government, one in five feels that this applies more 

strongly to some departments, which is a similar proportion among those who are and are not 

confident.  

 

 

 
 

 

This figure is titled “Confidence in Privacy Measures.” It shows two horizontal bar graphs. 

The first horizontal bar graph shows the breakdown of the answers to the question, “How confident 

are you in the Government of Canada’s ability to protect your personal information?” The 1463 

respondents answered as follows:  

Not confident, 26% 
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Moderately, 31% 

Confident, 43% 

 

The second horizontal bar graph shows the breakdown of the answers to the question, “Would you 

say that you feel this way generally, about all departments within the Government of Canada, or that 

you feel this way more strongly about some departments that others?” The 1463 respondents 

answered as follows:  

Uniformly across departments, 75% 

Some more strongly, 21% 

Don’t know, 4% 

› Those who are 18-34 years of age express the strongest confidence in the government’s 

ability to protect their information, which is also reflected among those reporting household 

incomes of $100,000 or higher, and beneficiaries of the CCB.  

› Those who are 55 to 64 are least apt to feel confident. 

› Concern about some departments more than others is marginally more prominent among 

residents of Toronto (28 per cent). 
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2.8 VIEWS ABOUT INFORMATION SHARING 
 

 When asked about willingness to provide consent for the Government of Canada to 

share banking or address information across departments who issue payments, six in ten (59 per 

cent) agreed. 

 

 

 
 

 

This pie graph is titled “Consent to Share Information.” It shows the breakdown of answers to the 

question, “Today, Canadians enroll in direct deposit with each department who issues payments to 

them using this method. Rather than providing your information to multiple Government departments, 

would you be willing to provide consent for the Government of Canada to share your banking or 

address information across all departments who issue you payments?” The 1448 respondents 

answered as follows: 

Yes, 59% 

No, 37% 

Don’t know, 4% 

› Willingness to have banking or address information shared across federal departments is 

considerably higher among those already enrolled in direct deposit (61 per cent) and lowest 

among those receiving payments by cheques alone (46 per cent). Further, those who are not 

enrolled in direct deposit because of a preference for paper copy cheques or expressing a 

concern for electronic payment are even less willing to have information shared (33 to 40 per 

Direct Deposit Initiative Survey, 2016-2017
EKOS Research

Associates Inc.

Consent to Share Information

37%

59%

4% Yes

No

Don't know

“Today, Canadians enroll in direct deposit with each department who issues 
payments to them using this method. Rather than providing your information 

to multiple Government departments, would you be willing to provide 
consent for the Government of Canada to share your banking or address 

information across all departments who issue you payments?”

n=1448



 

 

 

36 • EKOS RESEARCH ASSOCIATES, 2017 

cent). Those who see cheques as advantageous because they offer better security or control 

are also much less willing to have information shared (23 to 34 per cent). It is also higher 

among those who are already enrolled for some departments, but not others. 

› Willingness to have banking or address information shared across federal departments is also 

higher among those under 45, individuals reporting the highest household incomes ($100,000 

or more) and those receiving income tax refunds and/or CCB payments.  

 

 Survey results highlight a dichotomy of support for the Government of Canada 

automatically sharing their information with other departments that need to issue payments. More 

than one in three (39 per cent) are supportive or very supportive, and an equal proportion do not 

support this idea. The remaining 21 per cent reported moderate support. Support is higher among 

those who are already enrolled in direct deposit, while those currently receiving payments only by 

cheque are less apt to be supportive. 

 

 The two primary areas of concern among those not supportive of automatic sharing of 

financial information are the security of the financial information when shared across departments 

(58 per cent), and a preference to make their own decision about where their information is shared 

(54 per cent). A third, but much less popular reason, is the desire not to share their information with 

some departments (22 per cent). Relatively fewer are concerned with having different banking 

information for different departments or information being used for purposes other than for what it 

was intended, both of which are of concern to eight per cent.  
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This figure is titled “Support & Concerns for Automatic Sharing.” It shows two horizontal bar graphs. 

The first horizontal bar graph shows the breakdown of the answers to the question, “How supportive 

would you be if, at some point in the future, the Government of Canada were to share your banking 

or address information by default with other departments who needed to issue you payments, unless 

you actively opted out?” The 1448 respondents answered as follows:  

Not supportive, 39% 

Moderately supportive, 21% 

Supportive, 39% 

Don’t know, 1% 

 

The first horizontal bar graph shows the breakdown of the answers to the question, “What would be 

your concern with this sharing of information?” The 576 respondents answered as follows:  

Concerned about security of sharing information, 58% 

Prefer to make this type of decision on my own accord, 54% 

Do not want some departments to have my banking information, 22% 

Want to have different banking information on file with different departments, 8% 

Personal privacy of information, government having information on you might not be used for 

intended purposes, 8% 

› Support for automatic sharing of information between government departments is lower 

among those not already enrolled in direct deposit. In this segment, it is individuals not 

enrolled in direct deposit because of a preference for paper copy cheques or expressing a 

concern for electronic payment who are least supportive, with two in three saying they are not 

supportive. Those who see cheques as advantageous because they offer better security or 

control are also much less supportive. It is also higher among those who are already enrolled 

for some departments, but not others. 

› Support is higher among those under 44 years old, residents of Quebec, and those reporting 

household incomes of $100,000 or more per year. Individuals receiving EI and CCB benefits 

are also more supportive. 

› Support is lower among older individuals over 55, those in Ontario and the Atlantic region, and 

those receiving payments for CCP or OAS. 

› Atlantic residents are more concerned with the security of their information than those in other 

regions. Personal privacy is a larger issue among residents of Vancouver than it is elsewhere. 
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 Support is marginally higher (46 per cent) when it comes to the Government of Canada 

sharing information with provincial governments, although almost one in three (31 per cent) are still 

not supportive. More than one in five (22 per cent) are moderately supportive. As with support for 

sharing information with other federal departments, support is higher among those who are already 

enrolled in direct deposit and lowest among those current receiving payments only by cheque. Those 

expressing a preference for cheques or concerns with direct deposit are least supportive. 

 

 

 
 

 

This horizontal bar graph is titled “Support for Sharing Between Governments.” It shows the 

breakdown of answers to the question, “The Government of Canada issues some payments on 

behalf of provinces, but there are other payments that are issued directly by the provinces to 

Canadians. How supportive would you be, if at some point in the future, the Government of Canada 

shared information with provincial Governments so that you would only need to provide your change 

of address or banking information once for both levels of government?” The 1448 respondents 

answered as follows: 

Not supportive, 31% 

Moderately supportive, 22% 

Supportive, 46% 

Don’t know, 1% 
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› Again, it is younger Canadians, those reporting higher household incomes, and those living in 

Quebec who are even more supportive of the Government of Canada sharing their information 

with provincial governments.  

› Older Canadians (over 55), residents of Ontario, individuals who receive government, and 

those receiving CPP and OAS benefits are least supportive.  

 

 

 Seven in ten are reassured about the maintained privacy of their information when it is 

shared across departments by the Government obtaining consent prior to the information being 

shared. More than one in four (27 per cent), however, do not feel their privacy is protected and 

four per cent are not sure. Those currently receiving payments only by cheque are least apt to be 

reassured, particularly those who prefer cheques or have a concern regarding direct deposit. 

 

 

 
 

 

This pie graph is titled “Required Advance Consent.” It shows the breakdown of answers to the 

question, “The Government of Canada is going to great lengths to make sure individual privacy is 

not compromised in any way through the sharing of information between government organizations. 

Prior to sharing information between departments, the Government of Canada will ask you for your 

consent. Does this measure reassure you that your privacy is adequately protected?” The 1463 

respondents answered as follows: 

Yes, 70% 
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No, 27% 

Don’t know, 4% 

› 18-34 year olds are more likely to report feeling reassured by their consent being obtained, as 

are Quebec residents, those already enrolled in direct deposit. 

› Those over 55, residents of Ontario, and CPP and OAS beneficiaries are less apt to be 

reassured. 

 

a) Focus Groups 
 

Perceived Handling of Banking Information 
 

 Focus group participants were mixed on their views of how well the government does at 

handling the personal information of Canadians. Some participants feel complete trust in the 

government protecting personal information. Some participants remain concerned with the handling 

of personal information generally given prevalence of experience or stories of information hacking, 

cyber crime, and identity theft. As articulated, there “should be some level of hesitancy when handing 

over a ton of personal information, especially when it comes to your finances”. A few participants are 

concerned about having the information used by the government for other purposes in the future 

without their knowledge or consent. A few others again mentioned the government’s Phoenix system 

as leaving a bad image on the ability to manage information correctly and the consequences on 

payments.  

 

Sharing of Banking Information Between Federal Departments 
 

 There was modest agreement among focus group participants that it is a good idea to 

ask Canadians to enroll only once in direct deposit for any payments that they would receive now or 

in the future. Some participants expect that coordinated direct deposit should be (or already is) 

centralized for the Government of Canada. For example, “For me this is really an excellent idea” or 

“I’m surprised that it’s not already like this”. Many participants are supportive of having one direct 

deposit “profile” and an “opt in” approach when applying for payments or benefits from subsequent 

government departments. With this approach, participants foresee the ability to update account 

information (perhaps with an online dashboard) with change of address or updated banking 

information, and select specifically the account to which the payment is to be deposited, which may 

be unique by department. The advantages of this system, according to supporters, is that there is a 

coordinated approach, they can view their payment profile, and have greater efficiency overall. Those 

not supporting sharing information among departments indicated they want more control and choice, 

feel that mistakes will be made, or their information will be made vulnerable. A few expressed 

concerned that payments will be withheld (such as a tax refund) if other payments are due (repay 

student loan), or have experience with the government correcting payments without their knowledge 
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of the timing, “they overpaid me and then they sent me a letter telling me to repay it. They just took 

the money out of my account. Cheques stop this”. 

 

Sharing of Information with the Provinces 
 

 Some participants feel they are comfortable with banking information obtained by the 

federal government for direct deposit being shared with provincial governments. While stipulating 

that they would want to be informed or have the ability to “opt in” for this information sharing, these 

participants described this as adding to greater efficiency and eliminates the need to enroll and 

update information with various governments. However, some view sharing information with the 

province as outside the scope of sharing with the federal government.  

 

Views on Mandatory Requirement to Enroll 
 

 As noted, the federal government is no longer committed to making direct deposit 

mandatory, but rather to increase enrollment in the program and decrease the number of cheques 

that it sends. Focus group participants reiterated that Canadians should not have to enroll in direct 

deposit. For the majority of participants, having choice is viewed as an essential right of Canadians 

and this extends to how payments are received. Most said that the choice of payment method is 

needed for those disinclined to use online banking in any way (such as those concerned about 

identity theft) or lack a comfort in direct deposits (senior citizens were often noted, along with those 

who generally prefer having paper copies for their financial practices). Some perceived that a 

“grandfathering” approach may be feasible, with direct deposit mandatory for those under age 30 or 

applying for benefits or payments (excluding CPP) for the first time. However, some were still 

concerned that there may be potential for error with creating a mandatory direct deposit system; for 

example, “the bigger the system, the bigger the collapse. There’s a guardedness in wanting to make 

everything electronic. Is there a need to change all that?” 

 

 Consideration of the cost savings to the government (in terms of saving postage and 

printing costs) is a factor for a few participants in supporting an enforced transition to direct deposit. 

For a few others, the cost of creating an online system to accommodate all Canadians as users of 

direct deposit is considered likely to be higher than that of the savings on postage and printing. “It’s 

a wash” said one Toronto participant. A few feel that any cost savings to the government in not 

printing and mailing cheques would not be passed along to the tax payer or be used for other altruistic 

purposes (for example, several participants stipulated that any cost savings should be directed 

towards funding support for vulnerable Canadians to navigate Government of Canada services).  
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3. COMMUNICATIONS TESTING 
 

 

 The final element in the focus group discussions was a review of a series of three 

versions of a Facebook animated ad, a print magazine ad and a 30-second video to be used on You 

Tube. Participants in each of the six groups were asked to review the material and comment on their 

overall impressions; what they liked and did not like about each; how they felt about the images used; 

and that clarity of the message and tone used. The Facebook ads were provided to participants on 

paper for review, and in Vancouver and Montreal the actual ads were also shown, with the animation, 

on a screen, although these were not available for the Toronto sessions, which took place earlier in 

the production schedule. The 30-second video was played on a screen several times in each session.  

 

 Overall, the Facebook ads were moderately well received. Participants could see the 

value in telling the story and that the short animated style is likeable and easy to watch. The magazine 

ad was given limited attention and generally not reviewed very positively. The 30-second YouTube 

video was preferred as the best ad.  

 

3.1 FACEBOOK ADS 
 

 Many liked the Facebook ads, seeing them as short, to the point and clear. In particular, 

Montreal participants found the animation cute and the ads to be generally humorous and light-

hearted. In Toronto, however, participants were more critical, finding the ads somewhat generic and 

bland. Vancouver participants were about in the middle.  

 

 Almost universally, participants in all groups said that they did not like the green colour 

that is used throughout the ads, finding it too strong and overwhelming in nature. “The green is 

irritating”. When specifically asked, however, participants in Vancouver acknowledged that it is a 

distinct colour and would be more likely to draw attention, standing out from the volume of other 

information and ads that come through Facebook feeds. “It would definitely draw my eye to it”. Others 

disagreed. “Yes the green captivates, but if it’s too much it makes me want to ignore it.”  

 

 Although most participants like the animation style of the ads, some felt that it was too 

short, and the panels were seen for too limited a period of time and slower moving animation and 

transitions would help create a stronger impact. “(It’s) too quick. (It) should stay about 2 seconds 

longer.” “It would have to be captivating to actually get me to open it fully”. “I would show the last part 

longer, by the time it goes by I haven’t gotten the chance to read it”. 
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 In Toronto and Vancouver, in particular, participants felt that the motivation to transition 

to direct deposit (reliability and speed of payment) are not given enough emphasis in the message. 

Getting your money fast was said to be missing or buried in the message. While for some the eco-

friendly and cost savings messages are important, these are benefits largely reaped by the 

Government of Canada, with individual Canadians as secondary beneficiaries. Likewise, the eco-

friendly message was viewed as pandering or stale by a few, even by these few who identified 

themselves as environmentalists. Receiving payment reliably and quickly, as well as conveniently, 

however, are benefits reaped directly by those receiving payments. In fact, a few suggested that 

direct deposit is really selling piece of mind and that this is what should be emphasized (i.e., your 

payment follows you so that you don’t have to worry).  

 

 There was also concern expressed in all three centres for the relevance of the situation 

for most people (i.e., move many times). Although the angle was considered to be good for a few, 

many said that moving often does not describe a large segment of the population. “….how many 

people move more than 4 times in a year. It applies to like 1% of the population”. Perhaps for this 

reason, the ads were not seen to be particularly captivating or impactful in both Toronto and 

Vancouver discussions. 

 

 Many said that the emphasis on Government of Canada and direct deposit comes too 

late in the ad and should be shown first to ensure the audience is clear on the program and sponsor 

throughout the ad. In Toronto, participants also said that “Sign up today” is the clear action and 

should be placed first or close to the start of the ad. 

 

 Most participants across the three centres said that the website should also be given 

greater emphasis, as many did not take note of it immediately. Some also said that they would expect 

the website to be a hyperlink in the actual Facebook ads to add convenience. “I hope they considered 

having a hyperlink from the video to the website”. A few in Montreal and Vancouver said that they 

would expect to also see a phone number that they could call for those who would prefer to speak 

with a representative. 

 

 In terms of some specifics related to each of the three Facebook ads: 

› Ad 1 (Mailbox in the middle panel) – Sign up today is the clearest, featuring the name of the 

program, sponsor and website. This should be shown first. The first panel with the text (One 

thing you never hear with direct deposit) should be removed or moved to a later panel. In 

Montreal, some participants found the message unclear and difficult to follow. 

› Ad 2 (Track taking a journey) – The middle image of the truck on a journey is complicated and 

difficult to understand in terms of message for a number of participants across the three 

centres. “(It) took me a minute to understand what was happening”. This was generally seen 
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as the least likeable ad as a result, with the truck too large and not associated with direct 

deposit (and the benefit to the end user of not having to drive their own vehicle to the bank). 

› Ad 3 (No paper, transportation, hassle) – This was generally favoured as the clearest and 

easiest to understand ad. The images are universal and it is direct and to the point. “It’s 

universal, even someone who isn’t proficient in English can understand (the message)”. It was 

also seen as the easiest to translate to a print ad (e.g., magazine or billboard) that does not 

rely on the animation to get the most from the ad. In Montreal, some participants did not find 

the exclamation mark to be representative of “no hassle”. 

 

3.2 MAGAZINE AD 
 

 The magazine ad was generally confusing to many, which may not be surprising given 

that it is an ad intended for managers in post-secondary institutions, and not the students themselves, 

or the general public. As with the problematic image in the second Facebook ad with the truck going 

on a journey, the magazine ad resulted in the same comments about an image that is not clear and 

does not do a good job of portraying the situation succinctly. Also, while some recognized post-

secondary students as a good target, others did not feel that they necessarily move more than other 

segments, and that they are typically grounded in a parental address that does not change, which 

could be used to collect mail.  

 

 As with the Facebook ads, the magazine ad was not seen as doing a good job of 

emphasizing the value or advantages of direct deposit, which is to receive your money quickly, 

reliably and conveniently. These were seen as the best motivation for students to sign up, and should 

be made the central focus of the ad (e.g., “You have to pay for books, tuition, why wait for that 

cheque? Enroll for direct deposit.” “Why wait’?). The incentive for students would be that they do not 

have to go to their parents’ house to pick up their cheque, it would be deposited directly in their 

account. 

 

 Participants felt that direct deposit and Government of Canada get lost in the fine print 

of the ad and need to be emphasized more. A key call to action evident in the Facebook ads (Sign 

up today) is also lost and needs to be used in the same line as, or possibly in place of “For more 

information”. 

 

 In terms of layout, an almost universal comment was that there is too much text and the 

font is too small for people to read. The white text on green background was also seen as very 

difficult to read.  
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3.3 PROMOTIONAL 30-SECOND VIDEO 
 

 The 30-second video that can be shown on the Government of Canada website, as well 

as on YouTube (as a video ad) was also reviewed by participants. In contrast to the Facebook and 

magazine ads, the general view was that the video is well done, clear and catchy. It was particularly 

well received among participants in Vancouver and Montreal, although less so in Toronto. 

 

 Most participants in Montreal and Vancouver found the ad light and humorous, and very 

effective at getting the message across using simple images and situations. Some also referred 

positively to the animated approach rather than the use of actors. In Vancouver, in particular, 

participants pointed to use of the word “money”, a “dollar sign”, “stacks of bills”, and the “‘ching’ sign”. 

Participants liked the highlight of waiting in the line up as something to avoid. They also liked the 

animation of the wording. “It really came out, word word word, it sucks you in”. “I liked that it didn’t 

use real people” and used animation instead. The fast moving characterization of many of the 

problems with paper cheques was seen as a convincing way to clearly convey the message of 

avoiding hassle as well as errors, and making life easier by using direct deposit. The use of humour 

was also mentioned by many participants “The biggest thing I liked was the dog and the mailman”. 

Toronto participants were less positive overall, feeling that the ad is somewhat generic and insincere, 

and therefore not very compelling and does not do a good job of telling the story.  

 

 For many, particularly in Vancouver and Montreal the video does a good job of 

summarizing and highlighting a variety of advantages of direct deposit for Canadians. Participants in 

Toronto found some elements less relevant for most Canadians, however, and suggested that “get 

your money fast” is the most universal benefit, which needs to be highlighted more. A few in 

Vancouver also said that waiting in line is no longer as relevant as it once was (given the ability to 

photo-deposit cheques on smart phones). For Toronto participants, the video also misses the 

opportunity to tell Canadians how or where to enroll, and does not place enough emphasis on the 

website. It was suggested that the ad could also point to the types of payments (e.g., EI, pension, 

child tax benefit) by showing symbols or people to would reflect this (e.g., a baby, a worker, a senior). 

 

 The fast moving pace of the ad was seen as a positive “That was 30-seconds? It seemed 

like half of that!”, but also as a negative for some (i.e., moving too quickly). As with the Facebook 

and magazine ad, the colour of green selected for the ad was also contentious, and a sore point for 

several in each group. “The whole green thing is over done, over used”. As with the Facebook ads, 

for Toronto participants, the Government of Canada is also not featured prominently (i.e., early) 

enough.  
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4. SUMMARY AND CONCLUSIONS 
 

 

› Not surprisingly online enrollment is the staple of younger Canadians, while those over 55 are 

somewhat more likely than their younger counterparts to prefer a mail in form or the 

assistance of a bank teller. Either way, satisfaction with the process of enrollment or the time 

to receive a first payment among those who have enrolled in direct deposit in the past five 

years is very high (over 85 per cent), and echoed by focus group participants who largely 

described the process and straightforward and convenient. 

› Reasons for not participating in direct deposit can largely be classified into: 1-not having 

thought about it, realized you could or cared enough to do it, 2-preferring cheques; or 3-having 

concerns regarding direct deposit. About half of those not enrolled fall into the first group and 

are much more open to the idea of enrollment and of having information shared with others for 

the purposes of enrollment in other departments or with the provinces. These individuals 

suggest a specific type of outreach, and specific messaging that is different than what would 

be required to move the other two segments. 

› Those in the latter two segments are more resistant to the notion of e-payments and see a 

number of advantages to having paper copies of cheques (control, security, etc) described in 

both the survey and focus group discussions. Outreach and messaging would need a more 

nuanced approach, and likely rely on established relationships with trusted stakeholders. In 

addition, prepaid cards are not an option that is acceptable to many, and among those 

preferring paper or expressing concerns with direct deposit opposition even lower.  

› Eight in ten currently enrolled in direct deposit say they are willing to have information shared 

with other federal departments for the purposes of enrollment. Even among those not enrolled 

who simply have not given it a lot of prior thought/were not aware, the majority are willing to 

have information shared for the purposes of making enrollment easier. Those preferring 

cheques or expressing a concern about security are less open to this type of sharing of 

information. Similarly, many focus group participants expressed some concerns about 

security, and a preference for signing up with each department.  

› Although willingness to enroll is reasonably high, particularly among those with no preference 

for cheques or concerns about direct deposit, the likelihood of taking action as a result of an 

ad is more modest, highlighting the need for active engagement through an active offer in 

materials sent with cheques, as well as through stakeholders with an established relationship 

(e.g., financial institutions).  

› While sharing banking information with other government departments is largely supported, 

sharing information with the provinces is not as strongly supported. Just under half support it, 

although higher among those already enrolled. Support is even lower for a negative option 

condition where the default is agreement unless one actively opts out. Generally this type of 
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measure is not viewed positively and direct deposit enrollment is no exception. In this case 

equal proportions support and do not support this approach. Further, three in four said that 

they are reassured when told that their consent would be sought prior to sharing information 

between departments.  

› Confidence in the federal government’s ability to handle personal information securely is only 

modest (with four in ten expressing confidence) and even lower among those with a 

preference for paper copy cheques or concerns about direct deposit. There is, however, no 

single department or cluster of departments driving this point of view. Focus group participants 

described concerns about mishandling of information, data leaks and cyber attacks.  

› Reviews of the animated Facebook ads, a magazine print ad targeted to post-secondary 

managers suggest the need for some revisions to increase clarity and focus on the natural 

motivation of Canadians to enroll, as well as the increase the emphasis on Government of 

Canada. The 30-second video to be placed on YouTube was largely seen as a clear and 

concise method of informing or reminding Canadians about direct deposit.  
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APPENDIX A: SURVEY QUESTIONNAIRE (English and French) 
 

PINTRO  

Hello / Bonjour 

The Government of Canada is conducting a research survey on current issues of interest to 

Canadians. Would you prefer that I continue in English or French?  

Préférez-vous continuer en français ou en anglais?  

Note: if at this point the respondent prefers to respond in French then the interviewer must be able 

to either proceed with the interview in French or read the following statement:  

"Je vous remercie. Quelqu'un vous rappellera bientôt pour mener le sondage en français." 

My name is __________ of EKOS Research, the company hired to do the survey. The survey 

takes about 10 minutes to complete. It is registered with the Marketing Research and Intelligence 

Association. Your participation is voluntary and completely confidential. Your answers will 

remain anonymous. May I continue? 

 

QSEX 

Record gender of respondent 

DO NOT ASK 

Male  

Female  

 

PRIV  

This call may be recorded for quality control or training purposes. 

 

QAGEX 

In what year were you born? 

 

NOTE: ANSWER THE FULL YEAR, I.E. 1977 as "1977" 

RECORD YEAR : 

REFUSED  

 

QAGEY 

Would you be willing to tell me in which of the following age categories you belong? 

16 to 24  

25 to 34  

35 to 44  

45 to 54  

55 to 64  

65 or older  

REFUSED  
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Q1 

What payments are you receiving from the Government of Canada today or have you received in 

the last three years? 

Select all that apply 

Income Tax refund  

GST or HST credit  

Canada Child Benefit, Universal Child Care Benefit, or other child benefit payment  

Canada Pension Plan  

Old Age Security  

Employment Insurance  

Other (e.g. Veterans Affairs, federal pension, student loans), please specify : 

None – never received payments from the Government of Canada in the last 3 years (THANK 

AND CODE IG) 

DON'T KNOW (THANK AND CODE IG) 

REFUSED (THANK AND CODE IG) 

 

Q2 

How did you receive these payments? 

By cheque  

By direct deposit  

Both  

DON'T KNOW  

REFUSED  

 

Q2B 

Have you ever received payments from the Government of Canada through direct deposit? 

Yes  

No  

DO NOT RECALL  

REFUSED  

 

Q2BA 

Are you currently enrolled to receive payment from the Government of Canada through direct 

deposit? 

Yes  

No  

DO NOT RECALL  

REFUSED  

 

Q2C 

Why did you decide to withdraw or not keep up with your enrollment with direct deposit? 

Please specify :  

DON'T KNOW  

REFUSED  
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Q3 

Why haven't you enrolled in direct deposit for all your Government of Canada payments? 

Select all that apply 

Process too complicated  

Wasn't aware that direct deposit was available for this payment  

Don't want to provide my banking information  

Don't want to provide my banking information to certain departments  

Haven't had time  

Didn't know I needed to enroll with each department  

Prefer receiving a cheque for some payments  

Don't have a bank account  

My account is overdrawn  

Not worth bothering for every individual department  

Not worth it for just 1 or 2 cheques a year  

Was never asked to use it / just never came up  

I didn't know that you could do that  

I don't trust it, others can withdraw money from my account  

I don't have a computer or do online banking  

Cashing a cheque gives me a reason to go to my bank  

I like to review my cheque before depositing it to make sure it's right first 

I have better control with cheques (e.g., I may be overdrawn at the bank) 

My bank holds my funds for a number of days and I need it right away 

Concerns about my privacy/personal information mishandled 

Other (specify) 

DON'T KNOW  

REFUSED  

 

Q4X 

For the payments you are receiving by direct deposit, how did you initially enroll? 

Select all that apply 

With a paper form through the mail  

Online (e.g. CRA My Account or My Service Canada Account)  

By phone  

Through a teller at the bank  

In person at a Government office  

Through an income tax form, pension application form, or other application form  

Other (specify) 

DON'T KNOW  

REFUSED  

 

Q4Y 

For the payments you are receiving by direct deposit, how did you initially enroll? 

INTERVIEWER NOTE: IF "DO NOT RECALL", ask "Can you remember whether this was by 

mail, over the internet or in person?".  

 

Select all that apply 

With a paper form through the mail  
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Online (e.g. CRA My Account or My Service Canada Account)  

By phone  

Through a teller at the bank  

In person at a Government office  

Through an income tax form, pension application form, or other application form  

Other (specify) 

DON'T KNOW  

REFUSED  

 

Q4B 

As far as you recall, how many years ago did you enroll to start receiving payments by direct deposit 

Less than 1 year 

Please specify years :  

DON'T KNOW  

REFUSED  

 

PQ5 

Once you enrolled for direct deposit with a paper form through the mail, were you satisfied with... 

 

Q5A 

the length of time it took to receive your first direct deposit payment? 

Not at all satisfied  

Not very satisfied  

Somewhat satisfied  

Satisfied  

Very satisfied  

DON'T KNOW  

REFUSED  

 

Q5B 

the process of enrolling for direct deposit? 

Not at all satisfied  

Not very satisfied  

Somewhat satisfied  

Satisfied  

Very satisfied  

DON'T KNOW  

REFUSED  

 

Q5A2 

Can you tell me why you were less than satisfied with the length of time it took to receive your first 

direct deposit payment, once you enrolled through the mail? 

Please specify :  

DON'T KNOW  

REFUSED  

Q5B2 
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Can you tell me why you were less than satisfied with the process of enrolling for direct deposit 

through the mail? 

Please specify :  

DON'T KNOW  

REFUSED  

 

PQ5OL 

Once you enrolled for direct deposit online, were you satisfied with ... 

Q5OLA 

the length of time it took to receive your first direct deposit payment? 

Not at all satisfied  

Not very satisfied  

Somewhat satisfied  

Satisfied  

Very satisfied  

DON'T KNOW  

REFUSED  

 

Q5OLB 

the process of enrolling for direct deposit? 

Not at all satisfied  

Not very satisfied  

Somewhat satisfied  

Satisfied  

Very satisfied  

DON'T KNOW  

REFUSED  

 

Q5OLA2 

Can you tell me why you were less than satisfied with the length of time it took to receive your first 

direct deposit payment, once you enrolled online? 

Please specify :  

DON'T KNOW  

REFUSED  

 

Q5OLB2 

Can you tell me why you were less than satisfied with the process of enrolling for direct deposit 

online? 

Please specify :  

DON'T KNOW  

REFUSED  
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PQ5PH 

Once you enrolled for direct deposit by phone, were you satisfied with ... 

 

Q5PHA 

the length of time it took to receive your first direct deposit payment? 

Not at all satisfied  

Not very satisfied  

Somewhat satisfied  

Satisfied  

Very satisfied  

DON'T KNOW  

REFUSED  

 

Q5PHB 

the process of enrolling for direct deposit? 

Not at all satisfied  

Not very satisfied  

Somewhat satisfied  

Satisfied  

Very satisfied  

DON'T KNOW  

REFUSED  

 

Q5PHA2 

Can you tell me why you were less than satisfied with the length of time it took to receive your first 

direct deposit payment, once you enrolled by phone? 

Please specify :  

DON'T KNOW  

REFUSED  

 

Q5PHB2 

Can you tell me why you were less than satisfied with the process of enrolling for direct deposit by 

phone? 

Please specify :  

DON'T KNOW  

REFUSED  

 

PQ5BK 

Once you enrolled for direct deposit through a teller at the bank, were you satisfied with ... 

Q5BKA 

the length of time it took to receive your first direct deposit payment? 

Not at all satisfied  

Not very satisfied  

Somewhat satisfied  

Satisfied  
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Very satisfied  

DON'T KNOW  

REFUSED  

 

Q5BKB 

the process of enrolling for direct deposit? 

Not at all satisfied  

Not very satisfied  

Somewhat satisfied  

Satisfied  

Very satisfied  

DON'T KNOW  

REFUSED  

 

Q5BKA2 

Can you tell me why you were less than satisfied with the length of time it took to receive your first 

direct deposit payment, once you enrolled through a teller at the bank? 

Please specify :  

DON'T KNOW  

REFUSED  

 

Q5BKB2 

Can you tell me why you were less than satisfied with the process of enrolling for direct deposit 

through a teller at the bank? 

Please specify :  

DON'T KNOW  

REFUSED  

 

PQ5GOV 

Once you enrolled for direct deposit in person, were you satisfied with ... 

Q5GOVA 

the length of time it took to receive your first direct deposit payment? 

Not at all satisfied  

Not very satisfied  

Somewhat satisfied  

Satisfied  

Very satisfied  

DON'T KNOW  

REFUSED  

 

Q5GOVB 

the process of enrolling for direct deposit? 

Not at all satisfied  

Not very satisfied  

Somewhat satisfied  

Satisfied  
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Very satisfied  

DON'T KNOW  

REFUSED  

 

Q5GOVA2 

Can you tell me why you were less than satisfied with the length of time it took to receive your first 

direct deposit payment, once you enrolled in person? 

Please specify :  

DON'T KNOW  

REFUSED  

 

Q5GOVB2 

Can you tell me why you were less than satisfied with the process of enrolling for direct deposit in 

person? 

Please specify :  

DON'T KNOW  

REFUSED  

 

PQ5FORM 

Once you enrolled for direct deposit through an income tax form, were you satisfied with ... 

Q5FORMA 

the length of time it took to receive your first direct deposit payment? 

Not at all satisfied  

Not very satisfied  

Somewhat satisfied  

Satisfied  

Very satisfied  

DON'T KNOW  

REFUSED  

 

Q5FORMB 

the process of enrolling for direct deposit? 

Not at all satisfied  

Not very satisfied  

Somewhat satisfied  

Satisfied  

Very satisfied  

DON'T KNOW  

REFUSED  

 

Q5FORMA2 

Can you tell me why you were less than satisfied with the length of time it took to receive your first 

direct deposit payment, once you enrolled through an income tax form? 

Please specify :  

DON'T KNOW  

REFUSED  
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Q5FORMB2 

Can you tell me why you were less than satisfied with the process of enrolling for direct deposit 

through an income tax form? 

Please specify :  

DON'T KNOW  

REFUSED  

 

PQ5FOTH 

Once you enrolled for direct deposit through other means were you satisfied with ... 

 

Q5FOTHA 

the length of time it took to receive your first direct deposit payment? 

Not at all satisfied  

Not very satisfied  

Somewhat satisfied  

Satisfied  

Very satisfied  

DON'T KNOW  

REFUSED  

 

Q5FOTHB 

the process of enrolling for direct deposit? 

Not at all satisfied  

Not very satisfied  

Somewhat satisfied  

Satisfied  

Very satisfied  

DON'T KNOW  

REFUSED  

 

Q5FOTHA2 

Can you tell me why you were less than satisfied with the length of time it took to receive your first 

direct deposit payment, once you enrolled through other means? 

Please specify :  

DON'T KNOW  

REFUSED  

 

Q5FOTHB2 

Can you tell me why you were less than satisfied with the process of enrolling for direct deposit 

through an income tax form? 

Please specify :  

DON'T KNOW  

REFUSED  
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Q6 

What do you see as the advantages of receiving a paper cheque for a payment? 

None  

Used to cheques/comfort/Just a habit  

It's more secure  

I don't have a bank account and the local store cashes my cheque  

I don't have a computer or do online banking  

Cashing a cheque gives me a reason to go to my bank  

I like to review my cheque before depositing it to make sure it's right first  

I have better control with cheques (e.g., there are no holds on the cheque, I may be overdrawn at 

the bank)  

My bank holds my funds for a number of days and I need it right away  

Other (specify) 

DON'T KNOW  

REFUSED  

 

Q7 

How willing would you be to receive payment(s) from the Government of Canada using direct 

deposit? 

(IF ASKED: This would involve signing up, in-person, over the phone or online with the 

Government so that the Government could deposit your payment directly into your account.) 

Not at all willing  

Not very willing  

Somewhat willing  

Willing  

Very willing  

DON'T KNOW  

REFUSED  

 

Q8 

What would be the easiest way for you to sign up for direct deposit with the Government of Canada? 

Would it be... 

(Read List) 

Through a form online  

By filling out and sending in a form by mail  

Through a teller at my bank for assistance  

By calling into a 1-800 number with the Government of Canada  

By going into a Government of Canada office for assistance  

Through my banks' online banking portal  

Other (specify)  

DON'T KNOW  

REFUSED  
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Q9 

Apart from the main areas where you see paid advertisements, which of the following would be a 

good place for you to see or hear about signing up for direct deposit with the government? 

Read list 

With the cheques I receive  

In the envelopes of the cheques I receive  

On a poster in my bank or at my ATM  

On posters in pharmacies and grocery stores  

On a WEBSITE/ON LINE (GENERAL MENTION)  

(Please read as part of list) Something else (specify)  

DON'T KNOW  

REFUSED  

 

Q10 

If you saw an ad for direct deposit, emphasizing the benefits for you, with a telephone number and 

website, how likely would you be to call it or visit the site to sign up or find out more? Would you 

say that you would be not at all likely, not very likely, somewhat likely, likely or very likely to sign 

up or find out more about it? 

Not at all likely  

Not very likely  

Somewhat likely  

Likely  

Very likely  

DON'T KNOW  

REFUSED  

 

Q11 

Have you ever changed your banking information on file with the Government of Canada? 

Yes  

No  

DON'T KNOW  

REFUSED  

 

Q11A 

If so, how did you do so? 

Select all that apply 

With a paper form through the mail  

Online (e.g. CRA My Account or My Service Canada Account)  

By phone  

Through a teller at the bank  

In person  

Through a pension application form or income tax form  

Other (specify) 

DON'T KNOW  

REFUSED  
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Q11B 

Were you satisfied with the length of time it took to receive your first direct deposit payment in the 

new account? 

Very pleased  

Satisfied  

More or less satisfied  

Not important to me  

Not satisfied  

DON'T KNOW  

REFUSED  

 

Q12A 

Today, Canadians enroll in direct deposit with each department who issues payments to them using 

this method. 

Rather than providing your information to multiple Government departments, would you be willing 

to provide consent for the Government of Canada to share your banking or address information 

across all departments who issue you payments? 

Yes  

No  

DON'T KNOW  

REFUSED  

 

Q12 

Can you expand on why? 

INTERVIEWER NOTE: Answered "Unwilling to provide consent for the Government of Canada 

to share information across all paying departments" 

Please specify : 

DON'T KNOW  

REFUSED  

 

Q13A 

How supportive would you be if, at some point in the future, the Government of Canada were to 

share your banking or address information by default with other departments who needed to issue 

you payments, unless you actively opted out? 

1 Not at all supportive  

2  

3 Moderately supportive  

4  

5 Very supportive  

DON'T KNOW  

REFUSED  
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Q13 

What would be your concern with this sharing of information? 

Concerned about security of sharing information  

Do not want some Departments to have my banking information  

Want to have different banking information on file with different departments  

I prefer to make this type of decision on my own accord  

Other (please specify) 

DON'T KNOW  

REFUSED  

 

Q13BA 

The Government of Canada issues some payments on behalf of provinces, but there are other 

payments that are issued directly by the provinces to Canadians. How supportive would you be, if 

at some point in the future, the Government of Canada shared information with provincial 

Governments so that you would only need to provide your change of address or banking 

information once for both levels of government? 

1 Not at all supportive  

2  

3 Moderately supportive  

4  

5 Very supportive  

DON'T KNOW  

REFUSED  

 

Q13B 

What would be your concern with this sharing of information? 

Please specify : 

DON'T KNOW  

REFUSED  

 

Q14 

The Government of Canada is going to great lengths to make sure individual privacy is not 

compromised in any way through the sharing of information between government organizations. 

 

Prior to sharing information between departments, the Government of Canada will ask you for your 

consent. Does this measure reassure you that your privacy is adequately protected? 

Yes  

No  

DON'T KNOW  

REFUSED  
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Q15 

Today, Canadians can enroll in direct deposit through a number of methods including using a paper 

form, by calling the departments who issue them payments, or by using a Government online portal. 

 

How do you normally conduct your banking? 

Select all that apply 

Through a teller  

Using an online banking application  

Using a mobile banking application  

Through an ATM  

Over the phone  

I do not have a bank account  

DON'T KNOW  

REFUSED  

 

Q16 

If you were able to <enroll in direct deposit / change your banking information on file> with the 

Government of Canada through your bank, which of the following options would you consider? 

Would it be enrollment ... 

Select all that apply 

Through your bank teller using a digital enrollment tool  

Through your bank's online banking portal  

Through your bank's mobile banking app  

Through an ATM  

Through telephone banking  

A different method (specify method) 

Would not enroll / change banking information  

DON'T KNOW  

REFUSED  

 

Q16B 

Why is this? 

INTERVIEWER NOTE: answered "Would not enroll in direct deposit/change banking 

information on file" 

Please specify : 

DON'T KNOW  

REFUSED  

 

Q17 

How confident are you in the Government of Canada's ability to protect your personal information 

on a scale where 1 means you have little confidence, and 5 means that you have a lot of confidence 

in the Government of Canada's ability to protect your personal information? 3 means you have 

moderate confidence. 

1 No confidence at all  

2  
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3 Some confidence  

4  

5 Strong confidence  

DON'T KNOW  

REFUSED  

 

Q17B 

Would you say that you feel this way generally, about all departments within the Government of 

Canada, or that you feel this way more strongly about some departments than others? 

Uniformly across departments  

Some more strongly  

DON'T KNOW  

REFUSED  

 

Q17C 

What could the Government of Canada do, if anything to increase your confidence in how personal 

information is protected? 

Please specify : 

Nothing  

DON'T KNOW  

REFUSED  

 

Q18A 

Canadians increasingly make use of prepaid cards for day to day purchases and transactions. As 

opposed to a gift card, a prepaid card can be used at any location that accepts cards and can also be 

re-loaded with funds. 

 

Do you currently carry any prepaid cards in your wallet? 

Yes  

No  

DON'T KNOW  

REFUSED  

 

Q19A 

For those payments you still receive by cheque, if the Government of Canada was to provide you 

the option of receiving your payment on a re-loadable prepaid card, is this something you would 

be interested in signing up for? 

Yes  

No  

DON'T KNOW  

REFUSED  
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Q19 

If not, why? 

INTERVIEWER NOTE: "Not interested in option to receive Government of Canada payments on 

a prepaid card." 

Please specify 

DON'T KNOW  

REFUSED  

 

DEMIN  

Finally, I'd like to ask you some questions for statistical purposes. I'd like to remind you that all 

your answers are completely confidential. 

 

QLANG 

What is the language you first learned at home as a child and still understand? 

[DO NOT READ LIST. ACCEPT UP TO TWO RESPONSES.] 

English  

French  

Other (specify) 

 

QEMP 

Which of the following categories best describes your current employment status? Are you...? 

[READ LIST. ACCEPT ONE ANSWER ONLY] 

Working full-time (35 or more hours per week)  

Working part-time (less than 35 hours per week)  

Self-employed  

Student attending full time school (not working)  

Unemployed, but looking for work  

Not in the workforce (e.g. unemployed, but not looking for work, a full-time homemaker)  

Retired  

(DO NOT READ) Other  

(DO NOT READ) REFUSED  

 

QEDU 

What is the highest level of formal education that you have completed? 

[READ LIST. ACCEPT ONE RESPONSE] 

Grade 8 or less  

Some high school  

High School diploma or equivalent  

Registered Apprenticeship or other trades certificate or diploma  

College, CEGEP or other non-university certificate or diploma  

University certificate or diploma below bachelor's level  

Bachelor's degree  

Post graduate degree above bachelor's level  

Prefer not to answer  
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QINC 

Which of the following categories best describes your total household income? That is, the total 

income of all persons in your household combined, before taxes? 

READ LIST 

Under $20,000  

$20,000 to just under $40,000  

$40,000 to just under $60,000  

$60,000 to just under $80,000  

$80,000 to just under $100,000  

$100,000 to just under $150,000  

$150,000 and above  

(DO NOT READ) REFUSED  

 

THNK 

That concludes the survey. This survey was conducted on behalf of Public Works and Government 

Service Canada. In the coming months the report will be available from Library and Archives 

Canada. Thank you very much for taking part. It is appreciated. 

End of Interview 
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PINTRO  

Bonjour / Hello 

le gouvernement du Canada effectue un sondage sur des questions d'actualité qui touchent les 

Canadiens.  

Remarque : Si, à ce stade, le répondant préfère répondre en anglais, l'intervieweur doit alors 

continuer l'entrevue en anglais ou lire la phrase suivante :  

« Thank you. Someone will call you back soon to complete the survey in English. » 

Je m'appelle _____, de LES ASSOCIÉS DE RECHERCHE EKOS, l'entreprise embauchée pour 

effectuer le sondage. Il vous faudra environ 10 minutes pour répondre aux questions. Le sondage 

est enregistré auprès de l'Association de la recherche et de l'intelligence marketing. Votre 

participation est volontaire et entièrement confidentielle. Vos réponses resteront anonymes. Est-

ce que je peux continuer? 

 

QSEX 

Inscrire le sexe du répondant 

NE PAS DEMANDER 

Homme  

Femme  

 

PRIV  

Cet appel peut être enregistré aux fins du contrôle de la qualité ou pour la formation. 

 

QAGEX 

En quelle année êtes-vous né(e)? NOTE: INSCRIRE L'ANNÉE AU COMPLET, P. EX., "1977" 

INSCRIRE L'ANNÉE : 

REFUSE DE RÉPONDRE  

 

QAGEY 

Seriez-vous disposé à me dire à quelle catégorie d'âge vous appartenez? 

16 à 24 ans  

25 à 34 ans  

35 à 44 ans  

45 à 54 ans  

55 à 64 ans  

65 et plus  

REFUSE DE RÉPONDRE  

 

Q1  

Quels paiements recevez-vous actuellement du gouvernement du Canada ou quels paiements avez-

vous reçus au cours des trois dernières années? 

Sélectionnez toutes les réponses qui s'appliquent 

Remboursement d'impôt  

Crédit pour la TPS ou TVH  
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Allocation canadienne pour enfants, prestation universelle pour la garde d'enfants ou autre 

prestation pour enfant  

Régime de pensions du Canada  

Sécurité de la vieillesse  

Assurance-emploi  

Autre (p. ex., anciens combattants, pensions du gouvernement fédéral, prêts étudiants), veuillez 

préciser : 

Aucun n'a jamais reçu de paiements du gouvernement du Canada au cours des trois dernières 

années (REMERCIER ET CODER IG) 

NE SAIT PAS (REMERCIER AND ENCODER IG) 

REFUSE DE RÉPONDRE (REMERCIER AND ENCODER IG) 

 

Q2 

Comment avez-vous reçu ces paiements? 

Par chèque  

Par dépôt direct  

Les deux  

JE NE SAIS PAS  

REFUSE DE RÉPONDRE  

 

Q2B 

Avez-vous déjà reçu des paiements du gouvernement du Canada par dépôt direct? 

Oui  

Non  

JE NE ME RAPPELLE PAS  

REFUSE DE RÉPONDRE  

 

Q2BA 

Êtes-vous actuellement inscrit(e) à des paiements du gouvernement du Canada par dépôt direct? 

Oui  

Non  

NE SOUVIENS PAS  

REFUSE DE RÉPONDRE  

 

Q2C 

Pourquoi avez-vous décidé de cesser d'utiliser le mode de paiement par dépôt direct? 

Veuillez préciser : 

NE SAIT PAS  

REFUSE DE RÉPONDRE  

 

 

Q3 

Pourquoi ne vous êtes-vous pas inscrit(e) au dépôt direct pour tous les paiements que vous recevez 

du gouvernement du Canada? 

Choisissez toutes les réponses pertinentes 
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Le processus est trop compliqué  

Je ne savais pas que le dépôt direct était offert  

Je ne veux pas fournir mes renseignements bancaires  

Je ne veux pas fournir mes renseignements bancaires à certains ministères  

Je n'ai pas eu le temps de le faire  

Je ne savais pas qu'il fallait s'inscrire auprès de chaque ministère  

Je préfère recevoir un chèque pour certains paiements  

Je n'ai pas de compte bancaire  

Mon compte bancaire est à découvert  

Ça ne vaut pas la peine de se déranger pour chaque ministère  

Ça ne vaut pas la peine pour seulement un ou deux chèques par année  

On ne m'a jamais demandé d'y avoir recours/On ne me l'a jamais proposé  

Je ne savais pas que je pouvais faire cela  

Je ne m'y fie pas, des gens peuvent retirer de l'argent de mon compte  

Je n'ai pas d'ordinateur ou je n'utilise pas de services en ligne  

L'encaissement d'un chèque me donne une raison d'aller à la banque  

J'aime examiner mes chèques avant de les déposer, car je veux d'abord m'assurer que le montant 

est le bon  

J'ai un meilleur contrôle de mes chèques (p. ex. il est possible que je sois à découvert)  

Ma banque retient mes fonds pour un certain nombre de jours et j'en ai besoin immédiatement  

Une mauvaise gestion de mes renseignements personnels ou confidentiels me préoccupe  

Autre (préciser) 

NE SAIT PAS  

REFUSE DE RÉPONDRE  

 

Q4X 

Pour les paiements que vous recevez par dépôt direct, comment vous êtes-vous initialement 

inscrit(e)? 

Sélectionnez toutes les réponses qui s'appliquent 

Avec un formulaire papier par la poste  

En ligne (p. ex., Mon dossier de l'ARC ou mon compte de Service Canada)  

Par téléphone  

Auprès d'un commis à la banque  

En personne à un bureau du gouvernement  

Par le biais d'un formulaire d'impôts, d'un formulaire de demande de pension ou d'un autre 

formulaire de demande  

Autre (préciser) 

NE SAIT PAS  

REFUSE DE RÉPONDRE  

 

Q4Y 

Pour les paiements que vous recevez par dépôt direct, comment vous êtes-vous initialement 

inscrit(e)? 

NOTE À L'ENQUÊTEUR : Si le répondant ne se rappelle pas, posez la question suivante : « 

Vous rappelez-vous si vous l'avez fait par la poste, sur Internet ou en personne? ».  

 

Sélectionnez toutes les réponses qui s'appliquent 
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Avec un formulaire papier par la poste  

En ligne (p. ex., Mon dossier de l'ARC ou mon compte de Service Canada)  

Par téléphone  

Auprès d'un commis à la banque  

En personne à un bureau du gouvernement  

Par le biais d'un formulaire d'impôts, d'un formulaire de demande de pension ou d'un autre 

formulaire de demande  

Autre (préciser) 

NE SAIT PAS  

REFUSE DE RÉPONDRE  

 

Q4B 

D'après ce que vous vous rappelez, à combien d'années remonte votre inscription pour aux 

paiements par dépôt direct? 

Moins d'un an  

Veuillez préciser le nombre d'années : 

NE SAIT PAS  

REFUSE DE RÉPONDRE  

 

PQ5  

Lorsque que vous avez procédé à votre inscription au dépôt direct en envoyant un formulaire par 

la poste, avez-vous été satisfait(e)... 

Q5A 

de la durée de temps qu'il a fallu pour recevoir votre premier paiement par dépôt direct? 

Pas du tout satisfait(e)  

Pas très satisfait(e)  

Plutôt satisfait(e)  

Satisfait(e)  

Très satisfait(e)  

NE SAIT PAS  

REFUSE DE RÉPONDRE  

 

Q5B 

du processus d'inscription au dépôt direct? 

Pas du tout satisfait(e)  

Pas très satisfait(e)  

Plutôt satisfait(e)  

Satisfait(e)  

Très satisfait(e)  

NE SAIT PAS  

REFUSE DE RÉPONDRE  

 

Q5A2 

Pouvez-vous m'indiquer pourquoi vous n'étiez pas satisfait(e) de la durée de temps qu'il a fallu pour 

recevoir votre premier paiement par dépôt direct lorsque vous avez procédé à votre inscription par 

la poste? 
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Veuillez préciser : 

NE SAIT PAS  

REFUSE DE RÉPONDRE  

 

Q5B2 

Pouvez-vous m'indiquer pourquoi vous n'étiez pas satisfait(e) du processus d'inscription au dépôt 

direct par la poste? 

Veuillez préciser : 

NE SAIT PAS  

REFUSE DE RÉPONDRE  

 

PQ5OL 

Lorsque vous avez procédé à votre inscription au dépôt direct en ligne, avez-vous été satisfait(e)... 

Q5OLA 

de la durée de temps qu'il a fallu pour recevoir votre premier paiement par dépôt direct? 

Pas du tout satisfait(e)  

Pas très satisfait(e)  

Plutôt satisfait(e)  

Satisfait(e)  

Très satisfait(e)  

NE SAIT PAS  

REFUSE DE RÉPONDRE  

 

Q5OLB 

du processus d'inscription au dépôt direct? 

Pas du tout satisfait(e)  

Pas très satisfait(e)  

Plutôt satisfait(e)  

Satisfait(e)  

Très satisfait(e)  

NE SAIT PAS  

REFUSE DE RÉPONDRE  

 

Q5OLA2 

Pouvez-vous m'indiquer pourquoi vous n'étiez pas satisfait(e) de la durée de temps qu'il a fallu pour 

recevoir votre premier paiement par dépôt direct lorsque vous avez procédé à votre inscription en 

ligne? 

Veuillez préciser : 

NE SAIT PAS  

REFUSE DE RÉPONDRE  

 

Q5OLB2 

Pouvez-vous m'indiquer pourquoi vous n'étiez pas satisfait(e) du processus d'inscription au dépôt 

direct en ligne? 

Veuillez préciser : 

NE SAIT PAS  
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REFUSE DE RÉPONDRE  

 

PQ5PH  

Lorsque vous avez procédé par téléphone à votre inscription au dépôt direct, avez-vous été 

satisfait(e)... 

Q5PHA 

de la durée de temps qu'il a fallu pour recevoir votre premier paiement par dépôt direct? 

Pas du tout satisfait(e)  

Pas très satisfait(e)  

Plutôt satisfait(e)  

Satisfait(e)  

Très satisfait(e)  

NE SAIT PAS  

REFUSE DE RÉPONDRE  

 

Q5PHB 

du processus d'inscription au dépôt direct? 

Pas du tout satisfait(e)  

Pas très satisfait(e)  

Plutôt satisfait(e)  

Satisfait(e)  

Très satisfait(e)  

NE SAIT PAS  

REFUSE DE RÉPONDRE  

 

Q5PHA2 

Pouvez-vous m'indiquer pourquoi vous n'étiez pas satisfait(e) de la durée de temps qu'il a fallu pour 

recevoir votre premier paiement par dépôt direct lorsque vous avez procédé à votre inscription par 

téléphone? 

Veuillez préciser : 

NE SAIT PAS  

REFUSE DE RÉPONDRE  

 

Q5PHB2 

Pouvez-vous m'indiquer pourquoi vous n'étiez pas satisfait(e) du processus d'inscription au dépôt 

direct par téléphone? 

Veuillez préciser : 

NE SAIT PAS  

REFUSE DE RÉPONDRE  

 

PQ5BK 

Lorsque vous avez procédé à votre inscription au dépôt direct auprès d'un commis à la banque, 

avez-vous été satisfait(e)... 

Q5BKA 

de la durée de temps qu'il a fallu pour recevoir votre premier paiement par dépôt direct? 
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Pas du tout satisfait(e)  

Pas très satisfait(e)  

Plutôt satisfait(e)  

Satisfait(e)  

Très satisfait(e)  

NE SAIT PAS  

REFUSE DE RÉPONDRE  

 

Q5BKB 

du processus d'inscription au dépôt direct? 

Pas du tout satisfait(e)  

Pas très satisfait(e)  

Plutôt satisfait(e)  

Satisfait(e)  

Très satisfait(e)  

NE SAIT PAS  

REFUSE DE RÉPONDRE  

 

Q5BKA2 

Pouvez-vous m'indiquer pourquoi vous n'étiez pas satisfait(e) de la durée de temps qu'il a fallu pour 

recevoir votre premier paiement par dépôt direct lorsque vous avez procédé à votre inscription 

auprès d'un commis à la banque? 

Veuillez préciser : 

NE SAIT PAS  

REFUSE DE RÉPONDRE  

 

Q5BKB2 

Pouvez-vous m'indiquer pourquoi vous n'étiez pas satisfait(e) du processus d'inscription au dépôt 

direct auprès d'un commis à la banque? 

Veuillez préciser : 

NE SAIT PAS  

REFUSE DE RÉPONDRE  

 

PQ5GOV 

Lorsque vous avez procédé à votre inscription au dépôt direct en personne, avez-vous été 

satisfait(e)... 

Q5GOVA 

de la durée de temps qu'il a fallu pour recevoir votre premier paiement par dépôt direct? 

Pas du tout satisfait(e)  

Pas très satisfait(e)  

Plutôt satisfait(e)  

Satisfait(e)  

Très satisfait(e)  

NE SAIT PAS  

REFUSE DE RÉPONDRE  
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Q5GOVB 

du processus d'inscription au dépôt direct? 

Pas du tout satisfait(e)  

Pas très satisfait(e)  

Plutôt satisfait(e)  

Satisfait(e)  

Très satisfait(e)  

NE SAIT PAS  

REFUSE DE RÉPONDRE  

 

Q5GOVA2 

Pouvez-vous m'indiquer pourquoi vous n'étiez pas satisfait(e) de la durée de temps qu'il a fallu pour 

recevoir votre premier paiement par dépôt direct lorsque vous avez procédé à votre inscription en 

personne? 

Veuillez préciser : 

NE SAIT PAS  

REFUSE DE RÉPONDRE  

 

Q5GOVB2 

Pouvez-vous m'indiquer pourquoi vous n'étiez pas satisfait(e) du processus d'inscription au dépôt 

direct en personne? 

Veuillez préciser : 

NE SAIT PAS  

REFUSE DE RÉPONDRE  

 

PQ5FORM 

Lorsque vous avez procédé à votre inscription au dépôt direct par le biais d'un formulaire d'impôts, 

avez-vous été satisfait(e)... 

Q5FORMA 

de la durée de temps qu'il a fallu pour recevoir votre premier paiement par dépôt direct? 

Pas du tout satisfait(e)  

Pas très satisfait(e)  

Plutôt satisfait(e)  

Satisfait(e)  

Très satisfait(e)  

NE SAIT PAS  

REFUSE DE RÉPONDRE  

 

Q5FORMB 

du processus d'inscription au dépôt direct? 

Pas du tout satisfait(e)  

Pas très satisfait(e)  

Plutôt satisfait(e)  

Satisfait(e)  

Très satisfait(e)  

NE SAIT PAS  
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REFUSE DE RÉPONDRE  

 

 

Q5FORMA2 

Pouvez-vous m'indiquer pourquoi vous n'étiez pas satisfait(e) de la durée de temps qu'il a fallu pour 

recevoir votre premier paiement par dépôt direct lorsque vous avez procédé à votre inscription par 

le biais d'un formulaire d'impôts? 

Veuillez préciser : 

NE SAIT PAS  

REFUSE DE RÉPONDRE  

 

Q5FORMB2 

Pouvez-vous m'indiquer pourquoi vous n'étiez pas satisfait(e) du processus d'inscription au dépôt 

direct par le biais d'un formulaire d'impôts? 

Veuillez préciser : 

NE SAIT PAS  

REFUSE DE RÉPONDRE  

 

PQ5FOTH 

Lorsque vous avez procédé à votre inscription au dépôt direct d'une autre manière, avez-vous été 

satisfait(e)... 

Q5FOTHA 

de la durée de temps qu'il a fallu pour recevoir votre premier paiement par dépôt direct? 

Pas du tout satisfait(e)  

Pas très satisfait(e)  

Plutôt satisfait(e)  

Satisfait(e)  

Très satisfait(e)  

NE SAIT PAS  

REFUSE DE RÉPONDRE  

 

Q5FOTHB 

du processus d'inscription au dépôt direct? 

Pas du tout satisfait(e)  

Pas très satisfait(e)  

Plutôt satisfait(e)  

Satisfait(e)  

Très satisfait(e)  

NE SAIT PAS  

REFUSE DE RÉPONDRE  

 

Q5FOTHA2 

Pouvez-vous m'indiquer pourquoi vous n'étiez pas satisfait(e) de la durée de temps qu'il a fallu pour 

recevoir votre premier paiement par dépôt direct lorsque vous avez procédé à votre inscription par 

le biais d'une autre méthode? 

Veuillez préciser : 
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NE SAIT PAS  

REFUSE DE RÉPONDRE  

 

Q5FOTHB2 

Pouvez-vous m'indiquer pourquoi vous êtes moins satisfait(e) du processus d'inscription au dépôt 

direct par le biais d'une autre méthode? 

Veuillez préciser : 

NE SAIT PAS  

REFUSE DE RÉPONDRE  

 

Q6 

Selon vous, quels sont les avantages de recevoir un paiement par chèque-papier? 

Aucun  

J'y suis habitué/je suis à l'aise avec les chèques  

C'est plus sécuritaire  

Je n'ai pas de compte bancaire, et le magasin du coin encaisse mes chèques  

Je n'ai pas d'ordinateur ou je ne fais pas d'opérations bancaires en ligne  

La nécessité d'encaisser un chèque me donne une raison d'aller à la banque  

Je préfère examiner le chèque avant de le déposer pour m'assurer qu'il n'y a pas d'erreur  

Les chèques me donnent une plus grande maîtrise de mes finances (p. ex., mon chèque n'est pas 

retenu à la banque)  

Ma banque gèle mes fonds un certain temps, et j'en ai besoin tout de suite  

Autre (préciser) 

NE SAIT PAS  

REFUSE DE RÉPONDRE  

 

Q7 

À quel point seriez-vous disposé à recevoir par dépôt direct des paiements de la part du 

gouvernement du Canada? 

(SI LE RÉPONDANT POSE LA QUESTION : Pour recevoir des paiements de cette façon, vous 

devriez vous inscrire auprès du gouvernement et lui fournir un chèque annulé ou un cachet 

bancaire qui lui permettra de déposer les paiements directement dans votre compte.) 

Pas du tout disposé  

Pas très disposé  

Un peu disposé  

Disposé  

Très disposé  

NE SAIT PAS  

REFUSE DE RÉPONDRE  

 

Q8 

Quelle serait la façon la plus facile pour vous de vous inscrire au dépôt direct auprès du 

gouvernement du Canada? Est-ce que ce serait ... 

[lire la liste] 

Par un formulaire en ligne?  

En remplissant et en envoyant un formulaire par la poste?  
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À votre banque avec l'aide du caissier?  

En appelant le gouvernement du Canada à un numéro sans frais (1-800)?  

À un bureau du gouvernement du Canada, où vous pourriez avoir de l'aide?  

Par le portail en ligne d'opérations bancaires de votre banque?  

Autre (préciser) 

NE SAIT PAS  

REFUSE DE RÉPONDRE  

 

Q9 

Mis à part les endroits où vous voyez principalement des publicités payantes, lequel des endroits 

suivants seraient une bonne place pour vous inviter à vous inscrire au dépôt direct auprès du 

gouvernement? 

Lire la liste 

Sur les chèques que vous recevez  

Sur l'enveloppe des chèques que vous recevez  

Sur une affiche à la banque ou au guichet automatique  

Sur des affiches dans les pharmacies ou les épiceries  

un SITE WEB/EN LIGNE (MENTION GÉNÉRALE)  

[S.v.p. lire comme faisant partie de la liste] Quelque chose d'autre 

NE SAIT PAS  

REFUSE DE RÉPONDRE  

 

Q10 

Si vous voyiez une publicité sur le dépôt direct qui met l'accent sur les avantages que vous en 

tireriez, avec un numéro de téléphone et un site Web, auriez-vous envie d'en savoir plus? Diriez-

vous que vous seriez... [lire la liste] à vous y inscrire ou à vous informer à ce sujet? 

Pas du tout intéressé  

Pas tellement intéressé  

Assez intéressé  

Intéressé  

Très intéressé  

NE SAIT PAS  

REFUSE DE RÉPONDRE  

 

Q11 

Avez-vous déjà modifié vos renseignements bancaires avec le gouvernement du Canada? 

Oui  

Non  

NE SAIT PAS  

REFUSE DE RÉPONDRE  

 

Q11A 

Si c'est le cas, comment vous y êtes-vous pris? 

Sélectionnez toutes les réponses qui s'appliquent 

Avec un formulaire papier par la poste  

En ligne (p. ex., Mon dossier de l'ARC ou mon compte de Service Canada)  
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Par téléphone  

Auprès d'un commis à la banque  

En personne  

Par le biais d'un formulaire de demande de pension ou d'un formulaire d'impôts  

Autre (préciser) 

NE SAIT PAS  

REFUSE DE RÉPONDRE  

 

Q11B 

Êtes-vous satisfait(e) de la durée de temps qu'il a fallu pour recevoir le premier paiement par dépôt 

direct dans votre nouveau compte? 

Très satisfait(e)  

Satisfait(e)  

Plus ou moins satisfait(e)  

Cela m'importe peu  

Pas satisfait(e)  

NE SAIT PAS  

REFUSE DE RÉPONDRE  

 

Q12A 

À l'heure actuelle, les Canadiennes et Canadiens s'inscrivent au dépôt direct auprès de chaque 

ministère qui effectuent des paiements par le biais de cette méthode. 

Plutôt que de fournir vos renseignements à plusieurs ministères du gouvernement, accepteriez-vous 

de donner votre consentement au gouvernement du Canada pour qu'il partage vos renseignements 

bancaires ou vos coordonnées à tous les ministères qui effectuent des paiements? 

Oui  

Non  

NE SAIT PAS  

REFUSE DE RÉPONDRE  

 

Q12 

Pouvez-vous m'expliquer pourquoi plus en détail? 

NOTE À L'ENQUÊTEUR : Pour les répondants qui n'accepteraient pas de donner leur 

consentement au gouvernement du Canada pour qu'il partage ces renseignements à tous les 

ministères qui effectuent des paiements. 

Veuillez préciser : 

NE SAIT PAS  

REFUSE DE RÉPONDRE  

 

Q13A 

Si à un moment ou un autre à l'avenir le gouvernement du Canada, à moins que vous lui indiquiez 

clairement le contraire, partageait par défaut vos renseignements bancaires ou vos coordonnées 

avec d'autres ministères qui en auraient besoin pour vous envoyer un paiement, à quel point 

appuieriez-vous cette mesure? 

1 Pas du tout  

2  
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3 Moyennement  

4  

5 Tout à fait  

NE SAIT PAS  

REFUSE DE RÉPONDRE  

 

Q13 

Quels aspects du partage de ces renseignements constitueraient une source de préoccupation? 

La sécurité relative au partage de ces renseignements  

Je ne veux pas que certains ministères aient mes renseignements bancaires  

Je veux que différents ministères possèdent différents renseignements bancaires  

Je préfère prendre ce type de décision de mon propre chef  

Autre (veuillez préciser) 

NE SAIT PAS  

REFUSE DE RÉPONDRE  

 

Q13BA 

Le gouvernement du Canada effectue des paiements pour le compte des provinces, mais les 

provinces envoient directement d'autres paiements aux Canadiennes et Canadiens. Si à un moment 

ou un autre à l'avenir le gouvernement du Canada partageait des renseignements avec des 

gouvernements provinciaux de façon à ce qu'il vous suffise de modifier une seule fois votre adresse 

ou vos renseignements bancaires pour les deux ordres du gouvernement, à quel point appuieriez-

vous cette mesure? 

1 Pas du tout  

2  

3 Moyennement  

4  

5 Tout à fait  

NE SAIT PAS  

REFUSE DE RÉPONDRE  

 

Q13B 

Quels aspects du partage de ces renseignements constitueraient une source de préoccupation? 

Veuillez préciser : 

NE SAIT PAS  

REFUSE DE RÉPONDRE  

 

Q14 

Le gouvernement du Canada déploie de grands efforts pour protéger au maximum la vie privée des 

gens lorsqu'il partage des renseignements avec d'autres organismes gouvernementaux. 

Avant de partager des renseignements avec d'autres ministères, le gouvernement du Canada vous 

demandera votre consentement. Est-ce que cette mesure vous tranquillise en ce qui concerne la 

protection adéquate de votre vie privée? 

Oui  

Non  

NE SAIT PAS  
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REFUSE DE RÉPONDRE  

 

 

Q15 

À l'heure actuelle, les Canadiennes et Canadiens peuvent s'inscrire au dépôt direct par le biais de 

nombreuses méthodes, y compris en utilisant un formulaire papier, en appelant les ministères qui 

leur envoient des paiements ou en utilisant un portail en ligne du gouvernement. 

Comment réalisez-vous normalement vos activités bancaires? 

Sélectionnez toutes les réponses qui s'appliquent 

Par le biais d'un commis  

Par le biais du portail en ligne d'une banque  

Par le biais de l'application mobile d'une banque  

Par le biais d'un guichet automatique  

Au téléphone  

Je n'ai pas de compte bancaire  

NE SAIT PAS  

REFUSE DE RÉPONDRE  

 

Q16  

Si vous étiez en mesure de < vous inscrire au dépôt direct / modifier vos renseignements bancaires 

> avec le gouvernement du Canada par le biais de votre banque, laquelle des options suivantes 

envisageriez-vous? Est-ce que vous procéderiez à votre inscription... 

Sélectionnez toutes les réponses qui s'appliquent 

par le biais d'un commis de votre banque, en utilisant un outil numérique?  

par le biais du portail de services bancaires en ligne de votre banque?  

par le biais de l'application mobile de services bancaires de votre banque?  

par le biais d'un guichet automatique?  

par le biais de services bancaires téléphoniques?  

en utilisant une méthode différente (préciser la méthode)? 

Je ne m'inscrirais pas, je modifierais mes renseignements bancaires  

NE SAIT PAS  

REFUSE DE RÉPONDRE  

 

Q16B 
Pourquoi donc? 

NOTE À L'ENQUÊTEUR : Si le répondant choisit : « Je ne m'inscrirais pas, je modifierais mes 

renseignements bancaires ». 

Veuillez préciser : 

NE SAIT PAS  

REFUSE DE RÉPONDRE  

 

 

Q17 

À quel point avez-vous confiance dans la capacité du gouvernement du Canada à protéger vos 

renseignements personnels? Veuillez répondre en utilisant une échelle de cinq points où 1 veut dire 

que vous avez peu confiance, 3 signifie que vous avez plutôt confiance et 5 signifie que vous avez 
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tout à fait confiance dans la capacité du gouvernement du Canada à protéger vos renseignements 

personnels. 

1 Pas du tout confiance  

2  

3 Plutôt confiance  

4  

5 Tout à fait confiance  

NE SAIT PAS  

REFUSE DE RÉPONDRE  

 

Q17B 

Diriez-vous que vous éprouvez cette sensation en général, pour tous les ministères du 

gouvernement du Canada, ou que vous éprouvez cette sensation davantage pour certains ministères 

et moins pour d'autres? 

En général, pour tous les ministères  

Davantage pour certains ministères  

NE SAIT PAS  

REFUSE DE RÉPONDRE  

 

Q17C 

S'il y a lieu, que pourrait faire le gouvernement du Canada pour augmenter votre niveau de 

confiance envers la façon dont il protège vos renseignements personnels? 

Veuillez préciser : 

Rien  

NE SAIT PAS  

REFUSE DE RÉPONDRE  

 

Q18A 

Les Canadiennes et Canadiens utilisent de plus en plus des cartes prépayées pour effectuer des 

transactions et des achats dans la vie de tous les jours. Contrairement aux cartes-cadeaux, les cartes 

prépayées peuvent être utilisées à tous les endroits qui acceptent les cartes et peuvent également 

être rechargées. 

Avez-vous actuellement une carte prépayée dans votre portefeuille? 

Oui  

Non  

NE SAIT PAS  

REFUSE DE RÉPONDRE  

 

Q19A 

Pour les paiements que vous recevez encore par chèque, si le gouvernement du Canada vous offrait 

l'option de vous envoyer votre paiement sur une carte prépayée rechargeable, est-ce qu'il s'agit de 

quelque chose que vous souhaiteriez faire? 

Oui  

Non  

NE SAIT PAS  
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REFUSE DE RÉPONDRE  

 

Q19 
Si ce n'est pas le cas, pourquoi? 

NOTE À L'ENQUÊTEUR : « L'option de recevoir des paiements du gouvernement du Canada 

sur une carte prépayée ne l'intéresse pas. » 

Veuillez préciser 

NE SAIT PAS  

REFUSE DE RÉPONDRE  

 

DEMIN  

En terminant, j'aimerais vous poser quelques questions pour les besoins de la compilation de 

statistiques. Je tiens à vous rappeler que toutes vos réponses demeureront entièrement 

confidentielles. 

QLANG 

Quelle est la première langue que vous avez apprise lorsque vous étiez enfant et que vous 

comprenez toujours? 

[NE PAS LIRE LA LISTE. ACCEPTER JUSQU'À DEUX RÉPONSES] 

Anglais  

Français  

Autre (préciser) 

REFUSE DE RÉPONDRE DE RÉPONDRE  

 

QEMP 

À l'heure actuelle, quelle est votre situation dans le contexte de l'emploi? Êtes-vous...? 

[LIRE LA LISTE. ACCEPTER UNE SEULE RÉPONSE] 

Employé(e) à temps plein (au moins 35 heures par semaine)  

Employé(e) à temps partiel (moins de 35 heures par semaine)  

Travailleur/travailleuse autonome  

Étudiant(e) à l'école à temps plein (sans emploi)  

Sans emploi, mais à la recherche d'un emploi  

En dehors de la population active (p. ex., sans emploi, mais pas à la recherche d'un emploi; 

personne au foyer à temps plein)  

À la retraite  

(NE PAS LIRE) Autre  

(NE PAS LIRE) REFUSE DE RÉPONDRE  

 

QEDU 

Quel est le niveau de scolarité le plus élevé que vous ayez atteint? 

[LIRE LA LISTE. ACCEPTER UNE SEULE RÉPONSE] 

8e année ou moins  

Études secondaires non terminées  

Diplôme d'études secondaires ou l'équivalent  

Apprentissage enregistré ou diplôme ou certificat d'une école de métiers  

Collège, CEGEP, ou certificat ou diplôme non universitaire  

Certificat universitaire ou diplôme inférieur au baccalauréat  
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Baccalauréat  

Certificat universitaire supérieur au baccalauréat  

Préfère ne pas répondre  

QINC 

Laquelle des catégories suivantes décrit le mieux la somme des revenus avant impôts de tous les 

membres de votre foyer? 

LIRE LA LISTE 

Moins de 20 000 $  

20 000$ à un peu moins de 40 000$  

40 000$ à un peu moins de 60 000$  

60 000$ à un peu moins de 80 000$  

80 000$ à un peu moins de 100 000$  

100 000$ à un peu moins de 150 000$  

150 000$ et plus  

(NE PAS LIRE) REFUSE DE RÉPONDRE  

 

 

THNK 

Voilà qui met fin au sondage que nous avons effectué pour le compte de Travaux publics et Services 

gouvernementaux Canada. Dans les mois à venir, le rapport sera disponible sur le site Internet de 

Bibliothèque et archives Canada. Nous vous remercions beaucoup d'avoir pris le temps d'y 

participer, nous vous en sommes reconnaissants. 

Fin de l'entrevue 
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APPENDIX B: SURVEY RESPONSE RATE DETAILS 
 

 

Call Outcomes and Response Rate Calculation (Telephone Sample) 

 

 
Out of Scope Number of People 

Invalid number, blocked by Bell, 
fax/modem, duplicate 

943 

 

Unresolved (U) Number of People 

Busy, no answer answering machine 4411 

 
In-Scope- non responding (IS) Number of People 

Language Problem 13 

Refusal  796 

Qualified respondent unavailable  32 

Qualified respondent break-off 137 

Total 978 

 
In-scope – Responding Units (R) Number of People 

Completed interviews 1463 

Ineligible, quota filled 1459 

Total 2922 

 
Response Rate = R/(U+IS+R) 35% 

 

 

The response rate described in the report relies on the empirical method which uses the total 

numbers called (9,254) minus those found invalid (943) as the base, and the total number completed 

(1,463) plus those ineligible to complete the study (1,459) as the numerator (i.e., 2922 divided by 

8311 or 35.1%). This is the method used by the Market Research and Intelligence Association. 
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APPENDIX C: FOCUS GROUP RECRUITMENT SCRIPT (English and French) 
 

 

Hello, my name is ________________ from EKOS Research. Recently you conducted a survey for us on the phone 
for a study on behalf of the Government of Canada. It was related to how you receive payments from the government, 
whether by cheque or direct deposit. The second component of this study involves a series of group discussions with 
Canadians who are 18 years of age or older. At the time of the interview you indicated that you may be interested in 
participating in that kind of a follow-up discussion.  

Your participation in the research is completely voluntary and your decision to participate or not will not affect any 
dealings that you may have with EKOS Research or the Government of Canada. The sessions will be audio and video 
recorded for research purposes. The information is being collected under the authority of the Privacy Act and other 
applicable privacy laws. The full names of participants will not be provided to the government or any other third party. 
Also, the results from the discussions will be grouped together in a report, which will contain non-identifying information. 
May I continue? (If “no”, thank and terminate) 
 
 
The session will last an hour and a half. May we have your permission to ask you some further questions to see if 
you fit in our study? 
 

   Yes    1 
   No    2 – THANK AND TERMINATE  
 
 
INDICATE:   Male    1  
   Female    2 
 
 
1. May I have your age, please?  

 

 
 Under 18 years    1  – THANK AND TERMINATE 
 18 – 29 years    2  
 30 – 49 years    3  
 50+ years    4  
 
 
2. Are you or is any member of your household or immediate family employed in: 
 
      No   Yes  
 Government of Canada   ( )  ( ) 
 An advertising agency   ( )  ( ) 

A market research company  ( )  ( ) 
 The media (Print, Radio, TV, Internet) ( )  ( ) 
 Agricultural production   ( )  ( ) 
 
 

IF YES TO ANY OF THE ABOVE – THANK AND TERMINATE 
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3. Participants in group discussions are asked to voice their opinions and thoughts, how comfortable are you, 
in voicing your opinions in front of others, in English. Are you….? 

 

 Very Comfortable    1 
Comfortable    2 
Fairly Comfortable   3 

 Not Very Comfortable   4 – THANK AND TERMINATE  
 Very Uncomfortable   5 – THANK AND TERMINATE  
 
 

4. Have you ever attended a focus group or one to one discussion for which you have received a sum of 
money? 

 
 Yes     1 

No     2 – SKIP TO Q. 6 
 
 
5. When did you last attend one of these discussions that was sponsored by the Government of Canada? 
 
 ___________________________________________________________ 
 TERMINATE IF IN THE PAST 6 MONTHS  
 
5b. Have you attended more than 6 of these discussions that were sponsored by the Government of Canada? 
 
 Yes     1 

No     2 – THANK AND TERMINATE 
 
 
7.  Do you have a child or children under the age of 18 years old who currently live with you?  
 

Yes     1  NOT A CRITERIA, JUST NOTE INFORMATION 
 No     2  
 
 
              
 
 
              
 

 

IMPORTANT: 

The focus group is an hour and a half in length, but we are asking that all participants arrive 10 minutes prior to the 

start time of the session. Are you able to be at the facility 10 minutes prior to the session time?  

 

 Yes 1 

  No 2 – TERMINATE 
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We are providing each participant with a $75.00 cash incentive for their participation. The group will be taking place 

at : 

Confirm date and time and location. 

 

We will be giving you a reminder telephone call a day or two prior to your group discussion. Is this the best number at 

which to reach you? 

 
If not, obtain telephone number: ______________________________________  

 

In the meantime, if you have any questions or something comes up and you can longer participate in the discussions, 
please let us know by calling us toll-free at 1-800-388-2873 or by sending an e-mail to rzito@ekos.com 
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Bonjour, mon nom est ________________ de les Associés de recherce EKOS. Vous avez récemment 
complété un sondage au téléphone avec nous de la part du gouvernment du Canada. Il était lié à la façon 
dont vous recevez des paiements du gouvernement, que ce soit par chèque ou dépôt direct. Le deuxième 
élément de cette étude comporte une série de groupe de discussions avec des Canadiens âgés de 18 ans 
ou plus. Au moment de l'entrevue, vous avez indiqué que vous pourriez être intéressé à participer à ce genre 
de discussion de suivi.  

Votre participation à la recherche est entièrement volontaire et votre décision de participer ou non n'affectera 
aucune relation que vous pourriez avoir avec les Associés de recherce EKOS ou le gouvernement du Canada. 
Les sessions seront enregistrées en audio et en vidéo à des fins de recherche. Les renseignements sont 
recueillis en vertu de la Loi sur la protection des renseignements personnels et des autres lois de même 
nature. Les noms complets des participants ne seront pas fournis au gouvernement ni à aucun autre tiers. 
Also, the results from the discussions will be grouped together in a report, which will contain non-identifying 
information. De plus, les résultats des discussions seront regroupés dans un rapport qui contiendra des 
informations non identifiables. Puis-je continuer? (ISi “non”, remercier et terminer) 
 
 
La séance de discussion doit durer une heure et demie et une remise en argent est offerte pour votre 
participation. Pouvons-nous avoir votre permission de vous poser quelques questions pour vérifier si vous 
satisfaisez les critères de notre étude? 
 

   Oui    1 
   Non    2 – REMERCIER ET TERMINER 
 
 
INDIQUER:   Homme    1  
   Femme    2 
 
 
1. Puis-je avoir votre âge, s’il vous plait?  

 
 
 Moins de 18 ans   1  – REMERCIER ET TERMINER 
 18 – 29 ans   2  
 30 – 49 ans   3  
 50 ans et plus   4  
 
 
2. Êtes-vous ou un membre de votre ménage ou votre famille immédiate employé dans: 
 
       Non   Oui  
 Gouvernement du Canada    ( )  ( ) 
 Une agence de publicité    ( )  ( ) 

Une entreprise d'études de marché   ( )  ( ) 
 Les médias (Imprimés, radio, télévision, Internet) ( )  ( ) 
 
 

SI OUI UNE DES RÉPONSES CI-DESSUS, REMERCIER ET TERMINER 
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4. Dans une séance de discussion, les participants doivent exprimer leurs opinions et leurs réflexions. 

Comment à l'aise êtes-vous de partager vos opinions avec d'autres personnes, en francais? Diriez-
vous que vous êtes...? 

  
 Très à l'aise   1 

À l'aise    2 
Assez à l'aise   3 

 Mal à l'aise   4 – REMERCIER ET TERMINER 
 Très mal à l'aise   5 – REMERCIER ET TERMINER 

 

4. Avez-vous déjà assisté à un groupe de discussion ou à une discussion individuelle pour laquelle 
vous avez reçu une somme d'argent? 

 
 Oui    1 

Non    2 – SAUTER À LA QUESTION 6 
 
 
5. Quand avez-vous assisté à une de ces discussions parrainée par le gouvernement du Canada? 
 
 ___________________________________________________________ 
 TERMINER SI DURANT LES 6 DERNIERS MOIS 
 
5b. Avez-vous assisté à plus que six de ces discussions parrainées par le gouvernement du Canada? 
 
 Oui    1 

Non    2 – REMERCIER ET TERMINER 
 
 
7.  Avez-vous un ou plusieurs enfants de moins de 18 ans qui habitent avec vous?  
 

Oui    1   PAS UN CRITÈRE, NOTEZ SEULEMENT L’INFORMATION 
 Non    2  

 
 

 

IMPORTANT: 

 

Le groupe de discussion doit durer une heure et demie, mais nous demandons aux participants de se 

présenter 10 minutes avant le début de la séance. Êtes-vous en mesure de vous rendre à l'établissement 

10 minutes avant l'heure de début de la séance?  

 

Oui  1  

  Non  2 – TERMINER 
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Nous offrons à chaque participant une remise en argent de 75 $ pour leur participation. La séance de 

discussion aura lieu : 

Confirmer date, heure et endroit. 

 

Nous vous appellerons un jour ou deux avant la tenue de la séance de discussion afin de vous en rappeler 

la tenue. Est-ce le meilleur numéro pour vous rejoindre? 

 
Si non, veuillez préciser un autre numéro de téléphone :: ______________________________________  

 

Entre-temps, si vous avez des questions ou qu'un empêchement se présente et que vous ne pouvez 
participer à la discussion, veuillez nous en informer en nous appelant au numéro sans frais 1-800-388-2873 

ou en nous envoyant un courriel à rzito@ekos.com. Merci de votre temps et collaboration. 
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APPENDIX D: FOCUS GROUP GUIDE (English and French) 
 

 

Focus Group Moderators Guide 
 

› I represent EKOS Research and these groups are being conducted for the Government 

of Canada to explore Canadians’ use of direct deposit or paper cheques when 

receiving payments from the Government.  

› This research will help the Government of Canada improve its services to Canadians 

and their options on how they enrol to receive their payments by direct deposit from 

the Government of Canada.  

 

WARM-UP  
 

1. Let’s start by going around the table. Tell me your first name, how far you travelled to be here tonight?  
 
2. How often do you receive payments from the federal government; is it weekly, monthly, once a year, 

etc? Do you receive these through electronic payment deposited right into your bank account or do you 
receive a paper copy cheque in the mail?  

 

 

AWARENESS AND CONFIDENCE  
 

3.  Would you say that this is how you prefer to receive payments from the Government of Canada or 
would you prefer to have it the other way around? Why is that?  

a. What are the advantages of getting your payments this way? Why do you like it this way 
better? 

b. Is this consistent with how you receive other payments, such as with your employer. 
c. Do you pay bills online?  

 

4. What has your experience been with receiving payments? Are they usually on time or delayed? Is it 
consistent or does it vary? 

 

5. For those enrolled, How about the enrolment process for those who went to direct deposit. Was it 
clear and easy to complete or was it confusing or long to get that going?  

a. How long ago did you enrol and how did you sign up?  
b. How did you find out about it at the time? Did you receive an enrolment form, see an ad or 

did someone ask you? How did you come to enrol?  
c. What made you decide to enrol at the time? What struck you as a good reason to do it or 

what were you hoping to gain by it?  
d. Did it work out the way you had hoped? 
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6. For those enrolled: What would be the one key selling point that you would emphasize to someone 
not already enrolled? 

 

7. For those not enrolled, did you know that you could sign up for payments to be delivered directly into 
your account? What was your reason for not doing this (e.g., didn’t bother/not worth it, or prefer paper 
cheques, or are not comfortable with government depositing directly into your account).  

a. Can you explain your thinking on this and what your concerns are if you have any? 
b. Is it the same for all payments or just some of them (i.e., some types of payments, some 

departments), and why is this? 

 

8. For those not enrolled, is there anything that the government could do or would have to do to change 
your mind or convince you that it might be a good idea for you to sign up?  

a. What would be a convincing reason in your mind? 
b. Or, what would have to be changed or guaranteed first in order for you to feel comfortable 

with doing this? 

 

9. Do you think that Canadians should HAVE to be enrolled in direct deposit if they don’t want to be? Why 
or why not? Should cost savings to the Government be part of this push to be mandatory? Direct 
deposit remains voluntary and Canadians not enrolled can continue to receive their Government of 
Canada payments by cheque.  

a. Is it the same for all departments or only for some? Is this different when payments are 
monthly or quarterly compared with annually or sporadically? 

 

 

SHARING INFORMATION  
 

10. Today, Canadians must enrol for direct deposit or update their address information with each 
department who issues them payments. For example, if you receive a GST/HST credit, you would sign 
up with the Canada Revenue Agency to receive that payment by direct deposit and if you receive 
Canada Pension Plan benefits, you would enrol with Employment Social Development Canada. The 
Government of Canada is thinking that it may be a good idea to ask Canadians to enrol only once in 
direct deposit for any payments that they would receive now or in the future? So you would sign up and 
also provide your consent to have this information shared with any federal government department 
issuing a payment to you. What do you think of that idea?  

a. What are the advantages of doing this?  
b. What are the disadvantages or concerns?  
c. For you, what outweighs what? (advantages vs disadvantages and why?)  
d. Is this the same for all departments or only for some? Why? 

 

11. Are there particular concerns or conditions that you think would have to be addressed in order for 
people to generally feel comfortable with the idea? What are they? (security of your information, up to 
date banking information) 
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12. How well do you feel the government does at handling personal information of Canadians? Do you 
have any concerns about this? Is that part of the reason for hesitance about departments sharing your 
banking information with other departments? Prompt if needed: “You provide detailed information to the 
federal government in income tax submissions, is providing banking information any different?” 

a. Is this the same for all departments? Or is it only for some? 

 

13. How about the federal government sharing information with provincial government ministries that are 
issuing payments to you? Would you feel comfortable with this? Why or why not?  

a. How is it different with federal departments sharing information with other federal 
departments? 

 
14. Given your concerns, is there anything that the government could do to reassure you that your 

information would be handled securely? Is there any information that could be provided to you for 
example? 

 

FINANCIAL INSTITUTIONS  
 

15. Is there one source that you would trust more or find more convincing in telling you about signing up for 
direct deposit or having information shared between departments?  

 
16. Did you know most financial institutions can help you fill out a direct deposit enrolment form? 
 
17. For those enrolled: Has anyone had a bank teller help them fill out a direct deposit enrolment form. If 

so, how did you find the process? 
 
18. For not enrolled: If you could enrol in direct deposit for your Government of Canada payments through 

your financial institution online banking portal, would you be willing to do that? How about if you could 
enrol by using a mobile banking application or through ATMs or by telephone banking, would you be 
interested in doing that? 

 

 For enrolled: If you are already enrolled in direct deposit, and had to make a change to your banking 
info would you use that service? How about if you could enrol by using a mobile banking application or 
through ATMs or by telephone banking, would you be interested in doing that? 

 

 

MEDIA STRATEGY  
 

19. For those NOT enrolled What would be the best way for the government to reach you with information 
on the advantages of signing up for direct deposit? (Advertising, in inserts with your cheques, through 
your bank) Why does this work best? 

 
20. For those enrolled: How about getting you information on sharing of information with other 

departments, for example? Is it the same? Could they select a box in applications… i.e. “would you like 
to use your GOC direct deposit account to receive your payment?”  
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21. If you saw an ad on direct deposit telling you about the convenience and other advantages, would that 
make you want to sign up or do you need something that would more actively engage you, like 
someone approaching you and asking you about signing up, telling you about the advantages?  

a. What would you prefer and why?  
b. Again, how should the government do this? (who, how?) 
c. Is there better timing to do this?  

 

CREATIVE/COMMUNICATIONS TESTING  
 
Now we are going to look at some different possible ads and get everyone’s reaction to them.  
First we will look at a series of Facebook ads, and a magazine ad. Then we will look at a 30 second motion 
graphic animated video to be placed on YouTube. Remember that there are no right or wrong answers here. 
Everybody has an equally valid opinion. 
 
Show and go through each one individually. Rotate order each time 
 

a. What do you think of it? What is your first impression of it? 
b. What stands out most or first to you? What do you like/not like about it? 
c. What do you think about the images? Do they seem appropriate for speaking to you about 

the program? Why/why not? 
d. How about the message? Is it clear what the ad is trying to tell you? Does it make you 

think about signing up? Is the message clear / tells a clear story? What, to you, is the 
message? 

e. How about the tone of the ads? Likes/dislikes and why? 
f. How about the caption? Is this clear? Too short/too long?  
g. Does the ad encourage you to want to find out more about the service?  
h. Did you notice the website indicated on it? Do you think that you would get in touch with 

them or go to the website to find out more about it if you saw this ad? 
i. Do you think that this is a good overall approach? Likes/dislikes and why? 

 

 

WRAP UP  
 

22. Is there anything that we haven’t talked about or that you would like to add?  
 
23. Is there anything that we haven’t talked about that you want to talk about before we go? 
 
 

THANK YOU 
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Guide du modérateur – groupes de discussion 
 

 

› Je représente les Associés de recherche EKOS. Les présents groupes de discussion 

sont menés afin que le gouvernement du Canada examine l’utilisation que font les 

Canadiennes et Canadiens du dépôt direct et des chèques papier pour recevoir des 

paiements du gouvernement. 

› L’étude aidera le gouvernement du Canada à améliorer les services qu’il offre aux 

Canadiennes Canadiens ainsi que les options dont ceux-ci disposent pour recevoir 

leurs paiements par dépôt direct. 

 

 

MISE EN CONTEXTE  
 

1. Commençons par faire un tour de table. Veuillez me dire votre nom et la distance que vous avez 
parcourue pour être ici ce soir.  

 
2. À quelle fréquence recevez-vous des paiements du gouvernement fédéral? Est-ce toutes les semaines, 

tous les mois, une fois par année, etc.? Recevez-vous des chèques papier, par la poste, ou un 
paiement électronique, viré directement dans votre compte bancaire? 

 
 

SENSIBILISATION ET CONFIANCE  
 

3. Diriez-vous qu’il s’agit de votre préférence pour recevoir des paiements du gouvernement du Canada 
ou préféreriez-vous recevoir vos paiements de l’autre façon? Pourquoi donc?  

a. Quels sont les avantages de recevoir vos paiements de cette manière? Pourquoi 
préférez-vous cette forme de paiement? 

b. Est-ce que cela correspond à la façon dont vous recevez vos autres paiements, comme 
ceux de votre employeur? 

c. Est-ce que vous payez des factures en ligne?  

 

4. Quelle est votre expérience personnelle en matière de réception de paiements? Recevez-vous 
normalement vos paiements à temps ou en retard? Est-ce quelque chose de constant ou de variable? 

 
5. Est-ce que l’un de vous a déjà eu un problème avec un paiement à un point tel que le gouvernement du 

Canada a dû tirer la situation au clair? Comment avez-vous résolu le problème? Est-ce que le 
processus s’est fait en douceur ou il a été parsemé d’embûches? (Clarifier s’il s’agit d’un dépôt direct et 
d’un chèque – c.-à-d. plus facile ou plus difficile, selon le format utilisé.) 

a. Que s’est-il passé et pourquoi cela a-t-il posé problème?  
b. Quel genre de conséquence cela a-t-il eue sur vous?  

 



 

 

 

2 • EKOS RESEARCH ASSOCIATES, 2017 

6. Pour ceux et celles qui sont inscrit(e)s : Pour ceux et celles d’entre vous qui ont opté pour le dépôt 
direct, qu’en est-il du processus d’inscription? Le processus était-il clair et facile à effectuer ou était-il 
long et déroutant?  

a. Combien de temps vous a-t-il fallu pour vous inscrire et comment vous êtes-vous 
inscrit(e)?  

b. Comment avez-vous appris l’existence du dépôt direct à l’époque? Est-ce que vous avez 
reçu un formulaire d’inscription ou vu une annonce, ou est-ce que quelqu’un vous a 
demandé de vous inscrire? Comment en êtes-vous venu à vous inscrire?  

c. Qu’est-ce qui vous a convaincu de vous inscrire à ce moment? Qu’est-ce qui vous a paru 
une bonne raison pour le faire ou qu’est-ce que vous espériez gagner en vous inscrivant?  

d. Est-ce que cela a donné les résultats escomptés? 
 
7. Pour ceux et celles qui sont inscrit(e)s : Quel serait le principal argument de vente sur lequel vous 

mettriez l’accent pour convaincre une personne qui n’est pas encore inscrite?  

 

8. Pour ceux et celles qui ne se sont pas inscrit(e)s : Saviez-vous que vous pouviez vous inscrire pour 
que vos paiements soient directement déposés dans votre compte? Pour quelle raison n’avez-vous pas 
fait cela (p. ex., ne vaut pas le dérangement, ne vaut pas la peine, préfère les chèques papier, n’est 
pas à l’aise avec le fait que le gouvernement fasse directement des dépôts dans le compte)?  

a. Pouvez-vous expliquer la réflexion que vous avez eue sur cela et quelles étaient vos 
préoccupations, si vous en aviez? 

 

9. Pour ceux et celles qui ne se sont pas inscrit(e)s : Y a-t-il quelque chose que le gouvernement 
pourrait faire ou devrait faire pour réussir à vous faire changer d’avis ou pour vous convaincre que vous 
inscrire serait une bonne idée?  

a. Selon vous, qu’est-ce qui serait une raison convaincante? 
b. Qu’est-ce qu’il faudrait d’abord modifier ou garantir pour que vous soyez à l’aise avec 

cette possibilité? 
 
10. Croyez-vous que les CANADIENNES et CANADIENS devraient être OBLIGÉS de s’inscrire au dépôt 

direct même s’ils ne le souhaitent pas? Pourquoi ou pourquoi pas? Est-ce que les économies du 
gouvernement devraient être prises en compte dans cette obligation? Le dépôt direct est toujours 
volontaire et les Canadiennes et Canadiens qui n’y sont pas inscrits peuvent encore recevoir leurs 
paiements du gouvernement du Canada par chèque.  

 



 

 

 

 EKOS RESEARCH ASSOCIATES, 2017 • 3 

PARTAGE D’INFORMATIONS  
 
11. Aujourd’hui, les Canadiennes et Canadiens doivent s’inscrire au dépôt direct ou mettre à jour leur 

adresse postale auprès de chaque ministère qui envoie des paiements. Par exemple, si vous recevez 
un crédit pour TPS/TVH, vous devez vous inscrire auprès de l’Agence du revenu du Canada pour 
recevoir ce paiement par dépôt direct et si vous recevez des prestations du Régime de pensions du 
Canada, vous devez vous inscrire auprès d’Emploi et Développement social Canada. Le gouvernement 
du Canada croit qu’il serait peut-être avisé de demander aux Canadiennes et Canadiens de s’inscrire 
seulement une fois au dépôt direct pour tous les paiements qu’ils recevront à l’avenir. Ainsi, est-ce que 
vous vous inscririez et donneriez votre consentement pour partager ces renseignements avec tous les 
ministères du gouvernement fédéral qui vous envoient des paiements? Que pensez-vous de cette 
idée?  

a. Quels sont les avantages de faire cela?  
b. Quels sont les inconvénients ou préoccupations qui y sont liés?  
c. Pour vous, qu’est-ce qui a le plus d’importance? (Avantages par opposition aux 

inconvénients et raisons.)  
 
12. Y a-t-il des préoccupations ou conditions particulières auxquelles vous pensez qui devraient être 

abordées pour que les gens se sentent à l’aide avec cette idée? Quelles sont-elles? (Sécurité des 
renseignements, informations bancaires mises à jour.) 

 
13. Selon vous, à quel point le gouvernement traite-t-il bien les renseignements personnels des 

Canadiennes et Canadiens? Avez-vous des commentaires à cet égard? Est-ce l’une des raisons pour 
lesquelles vous hésitez à ce que des ministères partagent vos informations bancaires avec d’autres 
ministères?  
Donner des pistes de réponse s’il le faut : « Vous fournissez des renseignements détaillés au 
gouvernement fédéral dans votre déclaration de revenus. Est-ce que lui fournir des informations 
bancaires est d’une quelconque façon différente? » 

 
14. Qu’en est-il du fait que le gouvernement fédéral partage vos renseignements avec des ministères du 

gouvernement provincial qui vous envoie des paiements? Seriez-vous à l’aise avec cette possibilité? 
Pourquoi ou pourquoi pas?  

a. En quoi est-ce différent du fait que le gouvernement fédéral partage vos renseignements 
avec d’autres ministères fédéraux? 

 
15. Compte tenu de vos préoccupations, y a-t-il quoi que ce soit que le gouvernement pourrait faire pour 

vous rassurer quant à l’utilisation sécuritaire de vos renseignements? Y a-t-il des renseignements, 
quels qu’ils soient, qui pourraient vous être fournis à titre d’exemple? 
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INSTITUTIONS FINANCIÈRES  
 

16. Y a-t-il une source à laquelle vous vous fiez davantage ou que vous trouvez plus convaincante pour 
apprendre comment vous inscrire au dépôt direct ou pour connaître les méthodes qu’utilisent les 
ministères pour partager des renseignements entre eux?  

 
17. Saviez-vous que la plupart des institutions financières peuvent vous aider à remplir le formulaire 

d’inscription au dépôt direct? 
 
18. Pour ceux et celles qui sont inscrit(e)s : Est-ce qu’un commis de banque a aidé l’un de vous à 

remplir un formulaire d’inscription au dépôt direct? Si c’est le cas, comment avez-vous trouvé le 
processus? 

 
19. Si vous pouviez vous inscrire au dépôt direct pour recevoir vos paiements du gouvernement du Canada 

par le biais du portail en ligne de votre institution financière, seriez-vous prêt à faire cela? Si vous êtes 
déjà inscrit(e) au dépôt direct, mais que vous aviez des modifications à apporter à vos informations 
bancaires, est-ce que vous utiliseriez ce service? Et si vous deviez vous inscrire en utilisant une 
application mobile, un guichet automatique ou un service téléphonique, est-ce que vous souhaiteriez 
vous inscrire? 

 

 

STRATÉGIE MÉDIA  
 
20. Pour ceux et celles qui ne se sont pas inscrit(e)s : Quelle serait la meilleure manière que pourrait 

utiliser le gouvernement pour vous transmettre des renseignements sur les avantages de vous inscrire 
au dépôt direct? (Publicité, encarts avec vos chèques, par le biais de votre banque.) Pourquoi cela 
fonctionnerait-il mieux? 

 
21. Pour ceux et celles qui sont inscrit(e)s : Et pour obtenir des renseignements sur le partage 

d’informations avec d’autres ministères? Est-ce que c’est la même chose? Pourrait-il utiliser une case à 
cocher dans des formulaires, par exemple : « Aimeriez-vous utiliser votre compte de dépôt direct du 
gouvernement du Canada pour recevoir votre paiement? » 

 
22. Si vous voyiez une publicité sur le dépôt direct qui parlait de la commodité et d’autres avantages, est-ce 

que cela pourrait vous convaincre de vous inscrire ou avez-vous besoin d’une approche plus proactive, 
comme une personne qui vient vous voir pour vous demander de vous inscrire tout en vous expliquant 
les avantages?  

a. Que préféreriez-vous et pourquoi?  
b. Encore une fois, comment le gouvernement devrait-il s’y prendre? (qui, comment?) 
c. Y a-t-il un moment idéal pour faire cela?  
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MISE À L’ESSAI  
 
Nous allons maintenant jeter un coup d’œil à des publicités potentielles et recueillir les commentaires de 
tous les participants.  
 
Nous allons d’abord jeter un coup d’œil à une série de publicités de Facebook, puis à une publicité dans 
une revue. Nous allons ensuite regarder une vidéo animée de 30 secondes. Rappelez-vous qu’il n’y a pas 
de bonnes ou de mauvaises réponses. Toutes les opinions valent autant les unes que les autres. 
 
Montrez les publicités l’une après l’autre. Changez l’ordre chaque fois. 
 

j. Qu’en pensez-vous? Quelle est votre première impression? 
k. Qu’est-ce qui ressort le plus ou qui attire d’abord votre attention? 
l. Qu’est-ce qui vous frappe de cette publicité? Qu’est-ce que vous aimez ou n’aimez pas? 
m. Que pensez-vous des images? Est-ce qu’elles semblent appropriées pour vous parler du 

programme? Pourquoi/Pourquoi pas? 
n. Que pensez-vous du message? Est-ce que l’intention de la publicité est claire? Est-ce 

que cela vous incite à vous inscrire? Est-ce que le message est clair? Raconte-t-il une 
histoire claire? Selon vous, quel est le message? 

o. Qu’en est-il du ton des publicités? Qu’est-ce que vous aimez? Pourquoi/Pourquoi pas? 
p. Qu’en est-il des sous-titres? Sont-ils clairs? Trop courts, trop longs?  
q. Est-ce que la publicité vous encourage à en apprendre davantage sur le service?  
r. Avez-vous remarqué le site Web qui y est mentionné? Croyez-vous que vous 

communiqueriez avec eux ou que vous visiteriez le site Web pour en apprendre 
davantage sur le programme si vous voyiez cette publicité? 

s. Croyez-vous que l’approche est bonne dans l’ensemble? Qu’est-ce que vous aimez ou 
n’aimez pas? Pourquoi? 

 
 

CONCLUSION  
 

23. Y a-t-il quelque chose que nous n’avons pas abordé ou que vous aimeriez ajouter?  
 
24. Y a-t-il quelque chose que nous n’avons pas abordé dont vous aimeriez parler avant que nous mettions 

fin à la discussion? 
 
 
 

MERCI 
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APPENDIX E: FOCUS GROUP COMMUNICATIONS MATERIALS (English and French) 
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The words “One thing you never hear with - Direct Deposit” appears on the first of four green screens. 

Then on a new screen, an animated old style white standing mailbox with a cobweb on it appears with a copy of a government cheque sticking out. 

Words appear above the mailbox that read “My cheque was sent to my old address”.  

Then on a third screen a government cheque appears, then …. POOF, it vanishes in a puff of smoke.  

The last screen has text only on a green screen that reads “Sign up today” with the web address “www.directdeposit.gc.ca” and the words “Fast, 

Reliable, Secure and Green” appear below.  

The Canada Wordmark appears at the bottom of the screen. 

End of clip 
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The words “Moved four time in the last twelve months?” appears on the first of four green screens.  

The next screen reads “No problem with direct deposit” with an animate graphic of a moving truck leaving the first building zigzagging its way to three 

other buildings that could be either residences or apartment buildings. 

Then on a third screen, a government cheque appears, then … POOF, it vanishes in a puff of smoke.  

The last screen has text only on a green screen that reads “Sign up today” with the web address “www.directdeposit.gc.ca” and  the words “Fast, 

Reliable, Secure and Green” appear below.  

The Canada Wordmark appears at the bottom of the screen. 

End of clip 
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The words “Direct deposit, directly to you” appears on the first of six green screens. An animated graphic shows stacks of money piling up. 

The second screen shows multiple envelops and a “NO or NO MORE circular red symbol” overlaying the envelopes. Just below there is text that reads 

“No Paper”. 

The third screen has an animated moving truck blowing exhaust fumes. A “NO or NO MORE circular red symbol” overlaying the truck. Just below there 

is text that reads “No Transportation”. 

The next screen shows a triangular graphic with an exclamation mark in it and a “NO or NO MORE circular red symbol” overlaying the graphic. Just 

below there is text that reads “No Hassle”. 

On the fifth screen, a government cheque appears, then … POOF, it vanishes in a puff of smoke.  

The last screen has text only on a green screen that reads “Sign up today” with the web address “www.directdeposit.gc.ca” and  the words “Fast, 

Reliable, Secure and Green” appear below.  

 The Canada Wordmark appears at the bottom of the screen. 

End of clip 
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The words “Students Move Around a Lot?” appear at the top of the print ad.  

This is followed by a graphic of a moving truck leaving the first building zigzagging its way to three 

other buildings that could be either residences or apartment buildings. Below this the caption reads 

“No problem with direct deposit”. Below the caption, the text reads “Ensure your students who get 

payments from the Government of Canada, including a tax refund, GST or HST credit, have access 

to their money and never miss a payment by signing up for direct deposit. To receive direct deposit 

enrolment forms for your students, with postage-paid envelopes and promotional materials such as 

posters and rack cards, please contact the web address “www.DirectDeposit@pwgsc.gc.ca”.  

 

Below this, there is another line with the caption: For more information visit with the web address 

“www.directdeposit.gc.ca”.  

 

The Canada Wordmark appears at the bottom of the screen. 

End of print ad 
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10 • EKOS RESEARCH ASSOCIATES, 2017 

Début d’un clip animé de dix secondes 

La phrase « Chose qu’on n’entend pas avec le dépôt direct » apparaît dans le premier écran d’une série de quatre où le vert est la couleur dominante. 

Le deuxième écran présente une illustration d’une boîte à lettres blanche de style traditionnel avec une toile d’araignée et une copie d’un chèque du 

gouvernement qui en ressort partiellement. Au-dessus de la boîte à lettres, la phrase suivante apparaît : « Mon chèque a été envoyé à mon ancienne 

adresse ». 

Puis, sur un troisième écran, un chèque du gouvernement apparaît et… POUF, il disparaît dans un nuage de fumée. 

Sur le dernier écran, seul le texte « Inscrivez-vous dès maintenant » apparaît avec l’adresse Web « depotdirect.gc.ca » et les mots « Rapide. Fiable. 

Sécuritaire. Écologique. » 

Le mot-symbole du Canada apparaît au bas de l’écran. 

Fin du clip 
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Début d’un clip animé de douze secondes 

La phrase « Déménagé 4 fois dans la dernière année » apparaît dans le premier écran d’une série de quatre où le vert est la couleur dominante. 

Suit la phrase « Pas grave avec le dépôt direct » et une illustration d’un camion de déménagement qui zigzague entre quatre édifices qui pourraient 

être des résidences ou des immeubles à logements. 

Puis, sur un troisième écran, un chèque du gouvernement apparaît... et POUF, il disparaît dans un nuage de fumée. 

Sur le dernier écran, seul le texte « Inscrivez-vous dès maintenant » apparaît avec l’adresse Web depotdirect.gc.ca et les mots « Rapide. Fiable. 

Sécuritaire. Écologique. » 

Le mot-symbole du Canada apparaît au bas de l’écran. 

Fin du clip 
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Début d’un clip animé de quinze secondes 

La phrase « Le dépôt direct, directement à vous » apparaît dans le premier écran d’une série de six où le vert est la couleur dominante. Une illustration 

montre une pile d’argent qui s’accumule. 

Le deuxième écran montre diverses enveloppes, puis un symbole circulaire rouge avec une barre transversale apparaît sur les enveloppes. En dessous, 

la phrase « Pas de papier ». 

Le troisième écran montre un camion de déménagement avec de la fumée qui sort du tuyau d’échappement. Un symbole circulaire rouge avec une 

barre transversale apparaît sur le camion. En dessous, la phrase « Pas de transport ». 

L’écran suivant monte un triangle avec un point d’exclamation, puis un symbole circulaire rouge avec une barre transversale apparaît sur le triangle. 

En dessous, la phrase « Pas de problème ». 

Sur le cinquième écran, un chèque du gouvernement apparaît... et POUF, il disparaît dans un nuage de fumée.  

Sur le dernier écran, seul le texte « Inscrivez-vous dès maintenant » apparaît avec l’adresse Web depotdirect.gc.ca et les mots « Rapide. Fiable. 

Sécuritaire. Écologique. » 

Le mot-symbole du Canada apparaît au bas de l’écran. 

Fin du clip 
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La phrase « Les étudiants déménagent souvent » apparaît au haut de la publicité imprimée.  

Suit une illustration d’un camion de déménagement qui zigzague entre quatre édifices qui pourraient 

être des résidences ou des immeubles à logements. Sous l’illustration, il est écrit « Pas de problème 

avec le dépôt direct ». Vient ensuite le texte : Assurez-vous que vos étudiants qui reçoivent des 

paiements du gouvernement du Canada, incluant un remboursement d’impôt et un crédit pour la 

TPS/TVQ, ont accès à leur argent et ne manquent jamais un paiement en s’inscrivant au dépôt direct. 

Pour recevoir des formulaires d’inscription au dépôt direct avec des enveloppes de retour affranchies 

pour vos étudiants ainsi que des affiches promotionnelles et des fiches d’information, faites parvenir 

un courriel à DepotDirect@pwgsc.gc.ca ».  

 

Sous ce texte, il y a une autre ligne avec la phrase suivante : « Pour plus d’information, visitez 

depotdirect.gc.ca ».  

 

Le mot-symbole du Canada apparaît au bas de l’écran. 

Fin de la publicité imprimée. 
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