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Introduction

Ipsos-Reid recently conducted focus groups among participants who belong to the Canadian Seniors Partnership (CSP) Advisory Panel. The CSP is a group that has guided the Seniors Cluster in its development of the Seniors Canada Online Website. Members of the CSP include senior managers representing government and non-government organizations that are collaborating to bring about improvements in service accessibility and delivery to Canadian seniors, veterans, their families and caregivers. 

The focus groups conducted among the CSP Advisory Panel evaluated on a qualitative basis what on-line government business and services seniors want, prefer and expect to see online. In particular the focus groups sought significant feedback on how CSP Advisory Panel members view the needs, preferences and expectations of older adults in Canada (55 and over), their families, caregivers and supporting services organizations as relating to the future functionality of facilitating access to government business/services as an extension of the life events pathway on the Seniors Canada Online, and similar pathways on Seniorsinfo.ca and Canada Benefits Websites.

This research sought to uncover the attitudes of CSP Advisory Panel members with respect to:

· The expectations of seniors and supporting stakeholders with respect to government services online (what other than e-forms, publications and online information does the target audience want to do); what do they want to be able to do online when dealing with their governments; and what business to expect to see and access on-line);

· How to maximize the utility of the Seniors Canada Online (SCOL) Life Events section;

· How to compel users to make more use of the SCOL site;

· What factors limit or hinder their use of online services;

· What the current levels of satisfaction are with the Life Events and Benefit Finder functionalities on the Seniors Canada On-line, Seniorsinfo.ca and Canada Benefits Websites; and,

· What the needs, preferences and expectations with respect to the development of future e-transactions and collaborative service integration are.

The results of these focus groups also informed the development of a questionnaire for an online survey to among visitors to Seniors Canada Online. 

Methodology

Ipsos-Reid conducted three focus groups among members of the CSP advisory panel on February 3, 2004. These groups consisted of two English-language sessions (of 10 and 11 participants) and one French-language session (of five members). The moderator’s guide used during the discussion is included in Appendix I of this report. 

Recruitment for these focus groups was conducted by the Seniors Cluster, and timed to coincide with a meeting of the CSP Advisory Panel held in Ottawa. 

Given the open-ended nature of qualitative research, findings have been reported in such a way as to identify trends in the views of participants and make educated inferences about the nature of the wider population. The analysis of qualitative findings yields tendencies and indications of how the target audiences perceive the study issues, and how they would likely respond to various options presented. 

However, the results of the focus groups are not intended to be representative of the general population. Only quantitative surveys that a have robust number of respondents who have been randomly selected can be considered representative of the broader population. 

Executive Summary

In the three focus groups among CSP Advisory Panel Members participants were asked to speak broadly and openly about what kinds of online services government should provide to seniors, their families and caregivers. During the discussion, hypothetical scenarios were introduced which described circumstances relating to aging that may confront Canadians. In addition, several draft depictions of service enhancements were shown, in order to stimulate creative thinking about the possibilities that Seniors might avail themselves of.  Seniors were also asked to volunteer a wish list of online services for seniors. 

From these exercises and lines of inquiry we heard three kinds of responses, relating to: new ideas for service improvement, accessibility issues and security concerns. 

In terms of new ideas for service improvements, a few common themes emerged from the ideas offered, which were consistent across the three groups, and among participants speaking both official languages. These common themes included: 

· Enabling more personal service and means of contacting government representatives with questions; 

· Providing clearer routes to information; enable more person-to-person contacts; 

· Creating more opportunities for seniors to offer their input in the policies and government outcomes that impact their lives; and, 

· Improving linkages between different levels of government (federal, provincial and municipal) to provide more comprehensive, single-source services and information.

Accompanying these ideas were significant security concerns that were shared among the groups that will need to be addressed when determining the direction of future development. These concerns dealt with the privacy of information in citizen-government transactions, the security of personal information collected and stored by the government, and were also expressed when considering ways of connecting citizens online through support groups or through service provider ratings. 

Accessibility issues were also very commonly mentioned, and in several cases led to some creative thinking about ways to make the sites more accessible for seniors. The accessibility issues mentioned can be categorized as relating to the physical accessibility of online services, the ability of seniors to use the Internet to access services, or the usability of online offerings in terms of clear navigation and plain language. 

A few ideas mentioned with respect to accessibility included: providing tutorials to teach seniors how to use the Internet in general, and the Seniors Canada Online site; providing a verbal interface so the keyboard would not need to be used; and, providing printable versions of site materials in large-type. In addition, simple navigation and the use of ‘plain speak’ as opposed to technical or other jargon was mentioned among the groups as key to enhancing usability.

Detailed Findings

New Ideas for Service Improvement and Overall Reactions

Participants’ reactions to government services online demonstrated high levels of engagement in the potential of future developments in online government services and high levels of satisfaction with the existing levels of service. Less common were expressions of disinterest and mild dissatisfaction with online government services. 

In thinking generally about government services online, participants expressed many of their basic expectations and concerns, most notably:

· Simplify the navigation and language used on sites;

· Address security concerns; 

· Give seniors a sense of empowerment in their relationship with government; and,

· Introduce a more personalized approach to government services.

A key goal of the focus groups was to generate creative ideas from the participants for improvements to online government business/ services for seniors. Common themes for new services included:

· Enabling more personalized service and a means of contacting government representatives directly with questions; 

· Providing clearer routes to information; 

· Creating more opportunities for seniors to offer their input in the policies and government outcomes that impact their lives; and,

· Make it easier to connect with the various levels of government (federal, provincial and municipal).

In terms of enabling more personalized service and a means of contacting government representatives with questions, specific ideas included:

· Providing a ‘Need Help?’ contact and support button on every page that users would click for direct contact with a live government representative online; 

· Enabling concerns and questions discussed over the telephone with Government to be answered verbally, and on the computer simultaneously;

· Enabling communication with the government in multiple ways, from email, to chat to Internet telephony and video conferencing; 

· Providing return email service within a reasonable amount of time after processing a request;

· Introducing more personality on the site – one suggested a “joke of the day” feature; and,

· Developing a way to interact with users by name/ enable more personalized interactions, such as asking users “what would you like to do today?”

In terms of providing clearer routes to information, specific ideas included:

· Providing a comprehensive search engine to permit information searches across all levels of government (federal, provincial and municipal);

· Providing a ‘trail marker’ or icon to follow people as they surf search results that link offsite in order to enable them to get back to where they began on Seniors Canada Online;

· Providing a waiting/ status bar when retrieving search results; and,

· Providing printer-friendly options for lengthy online information.

In terms of creating more opportunities for seniors to offer their input in public policies and government outcomes, specific ideas included:

· Providing a forum for seniors to feel like they are a part of the policy making process;

· Providing a government contact list, including agencies, departments, Members of Parliament, etc.

In terms of making it easier to connect with various levels of government (federal, provincial and municipal), specific ideas included:

· Enabling seniors to update their information with all levels of government (federal, provincial, municipal) in a single destination; and,

· Enabling users to log on to a profile of personal information accessible by Social Insurance Number (SIN) and password that would provide information about benefits received and assistance available.

In addition to these ideas, a few respondents also felt that providing contact information for homecare services would be beneficial.

Some of the verbatim responses relating to new ideas for service improvement are indicated below: 

“I like Amazon.com’s order confirmation notices… government can take forever to reply about requests”
“Seniors should be telling government what to do, not visa versa”
“[On developing easier site navigation:] I was able to find a site on local walks in Naples, Florida, in 15 minutes by starting with U.S.A. walking clubs and drilling down to Florida walking clubs and locating Naples walking clubs in Florida...” 
In addition to ideas above, the participants commented and expanded upon draft depictions of service enhancements on the Life Events pathway that were presented during the discussion. These included depictions of a Service Providers Ratings system, an Online Scheduling Service and a Support Groups Network. Participants were also asked to consider what a “Talk to Us” function would mean. 

Service Providers Ratings

Participants were asked to consider a mock-up page on the Seniors Canada Online domain that included a hypothetical ratings system for service providers (the tested pages are included in Appendix II). 

When considering a Service Provider Ratings system participants expressed mixed views that ranged from approval to a sense that it is not the place of government to provide these kinds of ratings. 

Among the more positive views of service provider ratings, it was said: 

“I love the layout… it reminds me of a site I use for cinemas where all the cinemas in my city are displayed, and I can click through for movies playing, show times, reviews and contact information”

“There doesn’t seem to be anything like this in Canada now”

“ It reminds me of the eBay charts with stars… could make it easier to find help”

Others responded negatively to the idea of service provider ratings. These participants:

· Expressed doubts about the reliability of ratings online (as opposed to information provided during in-person interactions with people in their community);

· Did not think Government should provide this kind of function/ viewed as a waste of money; and,

· Did not think Government should refer people to any service providers not thoroughly inspected, checked and verified (see also Security Concerns below)

In expressing these doubts and concerns there was a sense among the participants that the online environment could not be trusted to provide a ratings service like this, and that government should not be in the business of doing so. In the opinion of these participants, online ratings of service providers would either not be comprehensive enough (unfairly excluding certain providers) or that the ratings done online could be manipulated by service providers themselves. 

A commonly mentioned alternative to an online ratings system was to provide users with means of contacting individuals in their communities for information about service providers.  (Such a means of doing this could be through the Support Groups page discussed below.)

Online Scheduler

The participants rose to the creative potential of an online scheduling function, and generally saw this as a way to make life easier when dealing with anyone from a service provider to a government representative. Instead of wading through automated telephone systems and waiting to speak with an operator, participants generally viewed an online scheduling function as a way to empower them, particularly if they could schedule interviews or appointments with government representatives. 

One commonly felt statement about the idea of an online scheduler was: 

“It would be much better to negotiate a time to speak with someone directly, without having to go through voicemail options or a machine”

Support Groups

The participants were also shown a page listing several support groups, and providing different means of connecting with these support groups. The idea of connecting seniors to support groups online was received with mixed to positive views. 

While participants expressed some appreciation for the convenience and information support groups could offer, they also indicated personal security concerns and wondered about the competence of those who would ‘run’ or moderate a support group. 

Participants viewed the anonymity of online forms of communication as a security risk when considering online support groups. In particular, participants were concerned that a support group conducted online (through chat or email) includes people they do not know, and whose identity they cannot verify. Concerns about fraud and ‘scams’ committed by strangers online were expressed. 

In addition, there was also some concern about the value of information obtained through a support group, and whether qualified moderators would be there to oversee discussions on sensitive matters like pharmaceuticals, where the spread of misinformation could be dangerous. 

A few of the comments and ideas about a support groups listing online included: 

“It would be effective to have a 1-800 number, a local email List-Serv or a chat room”

“I play chess online and use several different user profiles. It could be the same way in a chat room for seniors, where you don’t know who you’re talking to.”

“It’s better to have a trained person to talk to or email.” 

“There should be certified professionals running these groups.”

The preference with respect to online support groups appeared to lean towards information about the location or contact information of support groups, without actually conducting or fostering these online. 

Talk to Us

Participants were also asked to consider the meaning and function of a “Talk to Us” icon. Views on this kind of functionality were generally very positive. 

Some participants saw this function as simply contact information – providing a telephone number to call—but at least one individual had experience with Internet videoconferencing, having communicated this way with his grandchildren. 

The “Talk to Us” function tapped into a critical desire among the participants for a greater personalization of online services for seniors (evident in other suggestions to enable seniors to receive more personalized government services online through email confirmations when transacting with government, single source address changes across levels of government, personal profiles of information, etc.). 

Participants felt that providing means of communicating with government representatives in person through a “Talk to Us” function could be another way to help make online government services more personal and easy to use. 

Accessibility Issues

Issues related to accessibility – including the physical and technical capacity to utilize the site, as well as the user-friendliness of the site— was a major source of feedback from participants. Fortunately, this conversation also engendered constructive ideas for improving Seniors Canada Online, not in terms of new services, but expanding the accessibility. 

Comments and ideas relating to accessibility included:

· Enable a verbal interface with the site, through voice recognition software (this was viewed as potentially important for the visually or physically impaired, as well as those who would simply prefer verbal interactions as an alternative to typing);

· Provide a large print versions of forms and informational brochures (in addition to the large print option already available on Seniors Canada Online) 

· Provide user-friendly tutorials to help seniors learn how to use the Internet and/or Seniors Canada Online

· Provide a simple search function, like Google (with its clear, uncluttered layout, and single-search-bar navigation)

· Provide a simple, icon-based means of navigating the site (to offer visual cues as to the kinds of information and services available)

· Use simple, natural language (avoiding jargon or technical terms)

A few verbatim expressions relating to the accessibility of government Websites included:

“Many seniors have a grade three reading level, make the language simpler”

 “Older people are not the most computer literate. There’s lots of information, and you have to know where you are going”

“Find ways to make the site usable without the keyboard”

“Provide one button that does everything”

Security Issues

Issues related to security were also pervasive. These issues ranged from concerns about fraud committed online to the privacy of personal information. To an extent, security concerns limited participant’s ability to think about new and creative possibilities for the site. This in itself suggests how strongly these concerns are felt.

Some of the concerns mentioned include:

· In one idea discussed, all levels of government (federal, provincial and municipal) would maintain a centralized database of personal information on benefits and assistance available to individuals. This idea prompted privacy concerns, especially relating to personal health information, and how securely the government could protect such a database from being ‘hacked’ into.

· When thinking about Service Provider Reviews, Online Support Groups, and other modes of citizen-to-citizen connections, the participants expressed serious concerns about the legitimacy and identity of individuals they communicate with online. Participants recognized the potential for people to log on to a site under an assumed identity in order to provide false or misleading information, or to commit fraud on unsuspecting users. 

· In more basic terms, the transmission of information online – when filling out forms, or exchanging other kinds of information – raises significant concerns over personal security in terms of how their personal information is protected from third-parties who could use the information improperly.

· A few participants said government online services should be delivered in a similar fashion as financial services sites, which provides password protection and notifies users when they enter protected areas of the site, in order to make them feel safe and secure when exchanging personal information.

Conclusions

This research sought to uncover the attitudes of CSP Advisory Panel members with respect to government services online: what other than e-forms, publications and online information does the target audience want to do; what do they want to be able to do online when dealing with their governments; and what business to expect to see and access on-line. 

Throughout this report we have indicated the responses to these lines of inquiry. From all that we heard participants say during the sessions, the key ideas in terms of improvements to service delivery may be summarized as follows:

· Government could improve online services to seniors, in general, through simplification. Participants commonly expressed the desire for greater simplicity in online services, both in terms of site navigation and layout and also in simplifying the language used in communications materials;  

· Government could improve online services to seniors by improving their ability to access information, including efforts to address physical impairments that may prevent use, as well as to address lower levels of comfort and familiarity in using the Internet, both in general and as a tool to interact with government;

· Government could improve online services to seniors, in general, by enabling them to use the Internet as a tool to contact people. In addition to more direct, in-person citizen-government interactions, there is some interest in online government services that enable citizen-citizen, citizen-support group, citizen-association and citizen-service provider connections. While fostering community connections online could be viewed positively, concerns about personal security and privacy are close at hand and will need to be foremost in any expansion of services along these lines;

· The Internet can be viewed as an isolating, impersonal environment. Seniors expressed a strong desire for greater personalization in online government information in services. This could be as simple as the use of friendly or welcoming language, or as complex as a common database of personal information shared by across levels of government, or a personalized profile of information tailored to individual users. As with the notion of enabling more personal connections, any personalization of online government services and information will do well to communicate the utmost priority of personal security and privacy. 

It remains unclear from these focus groups whether the security and accessibility concerns frequently mentioned by participants would impede users of Seniors Canada Online from adopting some of the new service delivery ideas mentioned (Talk to Us feature, online support groups, service provider ratings, etc). 

Many of the findings of this report, including the key ideas mentioned above, have been incorporated into the online survey, to test these ideas among a larger audience of users of Seniors Canada Online, and other sites targeted to the needs of older adults. This research can serve to prioritize which ideas for service improvement are viewed as most important, and which are more likely to be adopted. 

Appendix I. Moderators Guide

INTRODUCTION (5 MINUTES)

Explain to participants:

· Ipsos-Reid Corporation

· The length of session (2 hours)

· Taping of the discussion

· One-way mirror and colleagues viewing in back room

· Results are confidential and reported in aggregate/individuals are not identified/participation is voluntary/

· The role of moderator is to ask questions, timekeeper, objective/no vested interest

· Role of participants: not expected to be experts, speak openly and frankly about opinions, no right/wrong answers, OK to disagree

· Groups are being conducted on behalf of the Government of Canada – your privacy is assured 

· Get participants to introduce themselves and their occupation/hobbies etc.
We’re going to be talking today about online government services, and particularly the online government services available to seniors, their families and caregivers. The purpose of this conversation is to get ideas and creative thinking from you about the future and possibilities of online government services that meet the needs of seniors, their families and caregivers— ultimately, we’re trying to find out what you want to do online when dealing with the Government of Canada. 
WARM UP – EXPECTATIONS OF GOVERNMENT SERVICES ONLINE (15 MINUTES)

I’d like to begin today’s discussion by speaking in general terms about what you expect from the Government of Canada. Just to mention a few of your more basic expectations. 
And, thinking about your expectations of the Government in Canada in general, I’d like you to tell me what your basic expectations are with respect to the information and services that the Government of Canada provides online? 

MODERATOR PROBE (if necessary): 

· What online government information or services have you accessed? What was the experience like? 
· Are online government services easy to use? 
· Are there enough services offered? Are the services easy to access? 
· Do online government services make it easier for Canadians to relate to their government? Why?
· How can online government services be improved? 
EXPECTATIONS OF ONLINE GOVERNMENT SERVICES FOR SENIORS (15 MINUTES)

Now I’d like you to think more specifically about the online information and services the Government of Canada provides to seniors:

· What are your expectations of these services? 

· What to your knowledge is provided now? What could improve?  

· What is missing? If you had a wish list of services the government would provide for seniors, what would that list include? 

· What makes online services and information the government provides to seniors different from other kinds of online government service and information? 

MODERATOR PROBE (if necessary): 

· What online government information or services for seniors have you accessed? What was the experience like? 
· Are online government services for seniors easy to use? 
· Does the government provide enough information online to suit the needs of seniors?
· Does the government offer enough services online to suit the needs of seniors?
· Do online government services make it easier for Canadians to relate to their government? Why?

· How can online government services be improved?

SENIORS CANADA ONLINE SERVICE SCENARIOS (15 MINUTES PER SCENARIO)

I would now like to spend some time thinking about the situations individuals may find themselves in before they seek out Government services and information online. In particular, I would like to talk about some of the circumstances that seniors in Canada, their caregivers and families may confront. I am going to read you a few scenarios, which are hypothetical descriptions of circumstances that confront many individuals in Canada and ask you to think about the services that would help these individuals. 

Scenario 1: From the Senior’s Perspective

This scenario – again, a hypothetical case— is from a man we’ll call Ted.  Ted says:

<SHOW SCENARIO 1 AND READ>

I’m trying to relocate to my home province of New Brunswick, as I am completely alone here on P.E.I. My family relocated to New Brunswick two years ago for job opportunities. I was involved in a serious car accident that broke my back, knee and most of my ribs. I also suffered a punctured lung. I have had a serious back operation, and now require special bed mattress. Consequently I have to be careful not to fall and I fear I will lose my balance at times.  Although I live on a low fixed income and cannot pay high rent, I believe that I have done well.  I do require assistance especially for dressing and bathing. I feel very isolated, and alone. Where can I find the assistance that I need without spending all of my rent money?

To the best of your knowledge, please tell me what Government of Canada online information or services are currently available to Ted? 

Now, thinking about these circumstances, what information or services from the Government of Canada do you think should be available to Ted? 

MODERATOR PROBE (if necessary): 

· References to service providers? What should these references include?

· References to support groups? 

· Information and application forms about disability and other benefits and financial assistance that might be available? (CPP, OAS)

· Contact information to speak to Government of Canada staff about his circumstances? 

· Basic help with a change of address – so both federal and provincial governments will know that where has re-located, making correspondence easier? 

SCENARIO 2: FROM THE CAREGIVER/ FAMILY MEMBER’S PERSPECTIVE

This scenario -- again, a hypothetical case— is from a woman we’ll call Sue.  Sue says:

<SHOW SCENARIO 2 AND READ>

Sue is currently looking after her mother who is 64 years of age and suffers from Alzheimer’s disease.  Her dad passed away a number of years ago after working until the age of 60. Sue works during the day and takes care of her mother in evenings and weekends.  She wants to know who she can call or contact to find out if her mother is getting all federal and provincial benefits to which she is entitled.  Incidentally, her dad was a veteran of the Second World War.  Sue wants to know where she can find out if her mother is entitled to any benefits or assistance from the department.

Sue’s mother’s condition is worsening every day. She would like to know if she could contact a health department or some other organization to see how she can get assistance in taking care of her mother. She would also like to know if there are any support groups in her community that she can contact. 
To the best of your knowledge, please tell me what Government of Canada online services are currently available to Sue? 

Now, thinking about these circumstances, what services from the Government of Canada do you think should be available to Sue? Let’s create a wish list of services the government should provide her…

AFTER THEY CREATE WISH LIST: How would Sue access these services?  

MODERATOR PROBE (if necessary): 

· References to service providers? What should these references include?

· References to support groups? 

· Information and application forms about disability and other benefits and financial assistance that might be available? Veteran’s benefits?

· Contact information to speak to Government of Canada staff about her mother’s circumstances? 
SERVICE DELIVERY OPTIONS/ SITE MOCK-UPS (45 minutes- 1 hour)

We’ve talked about what kinds of online services and information the Government of Canada provides to seniors, and about what kinds of services and information the government might provide to seniors. We’ve also talked about specific circumstances that seniors in Canada may confront.

I’d now like to show you examples of some creative ideas to help stimulate brainstorming about the possibilities for online services for seniors. 

BRIEFLY INTRODUCE LIFE EVENTS PAGE AND QUESTIONNAIRE 

(5 MINUTES)

<SHOW LIFE EVENTS FRONT PAGE>

This page introduces the Seniors Canada Online life events section. This section enables users to describe their information and service needs, and receive a list of resources based on the information they provide. 

If you recall, we talked about the circumstances that Sue confronted. She was trying to find out what financial benefits are available to her mother; trying to find assisted living services; and, interested to know if there are support groups to offer advice and guidance. On this page, Sue would click on the link to life care transition for more information. 

<SHOW LIFE CARE TRANSITION QUESTIONNAIRE> 

This questionnaire enables Sue to enter information the most closely represents her circumstances. MODERATOR: BRIEFLY WALK THROUGH THE QUESTIONNAIRE

REVIEW SEARCH RESULTS PAGE (10 MINUTES)

<SHOW SEARCH RESULTS PAGE>

Based on the kinds of information and services Sue is looking for, this is a page of results linking to more information. 

SERVICE DELIVERY OPTION #1: SERVICE PROVIDERS RATINGS (15 MINUTES)
You’ll notice the link to service providers. Clicking through this link would lead to… 

<SHOW AND INTRODUCE SERVICE PROVIDERS RATINGS SEARCH PAGE>

…this page where users can identify the type of service they are looking for, and the city where the service is to be provided. 

<SHOW AND INTRODUCE SERVICE RESULTS PAGE>

This page shows several hypothetical grounds keeping services available in Ottawa.

<SHOW AND INTRODUCE SERVICE PROVIDER RATING>

This page shows the comments of individuals about the quality of Bill’s Grounds Keeping Service.

Questions: 

· Would you be more likely to trust a service provider listed here than someone listed somewhere else? Why? 

· Would you expect that the government has checked out or inspected these service providers prior to listing them? If so, what would that involve? 

· How well does this page correspond to the needs of seniors, families and caregivers? Is it a valuable service for government to offer seniors, caregivers and their families? 

· What other online services does it remind you of? Have you seen anything like it elsewhere? 

· Would something like this be a higher or lower priority in terms of the online services the Government of Canada offers its citizens? 
· Can you think of other services or ways to access services that would be more inventive and possibly more useful than this one?
SERVICE DELIVERY OPTION #2: SCHEDULING SERVICES (15 MINUTES)

<SHOW AND INTRODUCE ONLINE SCHEDULING SERVICES PAGE>

Now what if you could schedule a service online with one of the grounds keeping services?  

Questions: 

· How well does this correspond to the needs of seniors, families and their caregivers online? Is it a valuable service for government to offer seniors, caregivers and families? 

· What other online services does it remind you of? Have you seen anything like it elsewhere? 

· Would something like this be a higher or lower priority in terms of the online services the Government of Canada offers its citizens? 

· Can you think of other services that would be inventive and possibly more useful than this one? 

SERVICE DELIVERY OPTION #3: SUPPORT GROUPS (15 MINUTES)

<SHOW AND INTRODUCE SUPPORT GROUPS PAGE>

If you will remember back to Sue, she had asked if there were any support groups available to her mother to contact for help. Here is a page listing several hypothetical support groups. 

Questions: 

· What is a support group? What does that mean to you? 

· What methods of connecting to a support group could you envision, and what would you prefer? 

· How well does this page correspond to the needs of seniors, families and caregivers? Is it a valuable way to access the services government offers seniors, their families and caregivers? 

· What other online services does it remind you of? Have you seen anything like it elsewhere? 

· Would something like this be a higher or lower priority in terms of the online services the Government of Canada offers its citizens? 

· Can you think of other services that would be inventive and possibly more useful than this one? 

SERVICE DELIVERY OPTION #4: TALK TO US

You will notice the icon that says talk to us. When a user clicks on this icon, what do you think should happen?  

<SHOW AND INTRODUCE TALK TO US PAGE>

Questions: 

· What if the technology allowed a user to click the Talk To Us icon and be directly connected in a two-way conversation with a government representative? Would this be useful?

· What if the technology allowed a user to click the Talk To Us icon and leave a phone number to be called back by a government representative? Would this be useful?
· What if the technology allowed a user to click the Talk To Us icon and be connected to a representative by video connection – where you could see and talk to the representative? Would this be useful?

· What would the best way to interact online be for seniors, their families and caregivers?    

Appendix II. Test Materials
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Please select all that apply
' Financial Benefits
P Senices
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Your selected province/terr

To retum to the Questions page use the Back’button in your browser window
or select Life Events to start again.

e Care Tran:

What best describes your situation?
Need regular support services

What type of ving arrangement are you inferested in
Living

e you interested in the following subjects

a family member

Caregivers (respite care, support services)
Community programs

Home adapta

n, renovation, maintenance and repair
Veterans services

Do you want information on financial benefits and/or senices?
Financial Benefits

Services

Ontario
‘A Resource List to Programs and Services for Seniors in thei Province
A Guide to Programs and Services for Seniors which aims o bring together
intg one resource the wealth of programs and services provided (0 seniors by
allevels of goverment, as well as by community organizations and service
providers
Source : All levels of government, community and service providers

Canada Pension Plan

Contributions to the Canada Pension Plan provide Canadians with a stable
and dependable pension on which to build for retirernent. If contributors
becorme disabled or die, themselves and their dependants are provided
with basic financial protection. This site developed by Human Resources
Developrment Canada explains how the Canada Pension Plan is
adrministered

Source - Human Resources Development Canada

Caregiver Network/Support (CNS)
The goal of CNS is to be a national single information source to make your life

o Caeater cover
=g

Community Care Access Centres
There are 43 Community Care Access Centres throughout Ontario, they
provide access for people who need in-home health senvices and support
or accommodation in long-term care centres

Source : Government of Ontario

=

Veterans Independance Program (VIP) - Veterans Affairs Canada
The Veterans Independence Program (VIP) assists clients to remain
healthy and independent in their own homes and communities. It does this
by offering a variety of senices to those who meet the elgibility
régquirements. The senices Veterans receive depend upon their particular
circumstances and health needs.

(T e s |
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The following table contains a list of contractors in Ottawa that
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John Smith 22-Aug-2003 12:13:01 AM
Service generally good, were late a few times. Prices are reasonable.
Eric 19-Aug-2003 09:03:00 AM * *

Twas not satisfied with their service
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4o to find that information

My Province or
Territory The new feature "Life Events” is designed to greatly reduce the time spent

searching and brings the information you need based on your particular
circumstances

Seniors Canada On-line
I

SO How does this work?
- Care for Seniors
- Computers &
Education

- Death & Dying

Chaose one of the two life events listed below.
Select your Province or Teritory.

Take a morment to fil in the questionnaire.

Your chaices determine the types of information presented to you
We can assure you that your privacy will not be invaded

If you wish to find other relevant information about another province, simply
ook at the left hand side of this screen, go to "My Province or Teritory” to
PR make your selection and in the *Search by Subject” box go to Care for
AL REITNIERT  Seniors, Death and Dying, Health, Housing, Financial & Legal and Veterans.

Stay In Touch
Message Board

Canadian Seniors
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Registry
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ife Care Transition
Horme Care, Housing, Community Services

Death and Bereavement
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