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Introduction

Ipsos-Reid conducted an on-line survey on behalf of the Senior’s Cluster to evaluate on a quantitative basis what on-line government business and services seniors want, prefer and expect to see on the government information and service portal Seniors Canada On-line. 

This research was conducted among the users of Websites frequently used by seniors (55 and over), their families, caregivers and supporting services organizations. This research sought to examine the needs, preferences and expectations of this target audience with respect to on-line government services. 

In particular, this research sought to uncover attitudes and opinions among the target audience with respect to:

· The expectations of seniors and supporting stakeholders with respect to government services on-line (what other than e-forms, publications and on-line information does the target audience want to do); what do they want to be able to do on-line 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 On-line (SCOL) Life Events section;

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

· What factors limit or hinder their use of on-line 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.

Many of the concepts and ideas tested in this research were identified from the results of focus groups conducted in early February 2004 among members of the Canadian Seniors Partnership (CSP) Advisory Panel. The CSP Advisory Panel is a group that has guided the Seniors Cluster in its development of the Seniors Canada On-line Website.
Methodology

Ipsos-Reid conducted on-line survey research in both official languages among the users of Seniors Canada On-line, and other Websites of federal and provincial agencies, as well as non-profit organizations. The recruitment of these respondents was conducted on-line, through the use of an invitation page linking to the survey.  The Government of Canada implemented this recruitment page. 

The survey was hosted by Ipsos-Reid within our secure on-line research environment, which prevents the completion of multiple surveys by a single respondent. Our fieldwork was conducted using Confirmit software, a platform that enables a user-friendly and secure research environment. Surveys are conducted using secure socket layer (SSL) encryption to ensure the confidentiality of information. 

In total, N=268 respondents answered the survey between February 24 and March 23, 2004. This is a significantly lower number of respondents than expected initially, and was the result of lower than normal traffic on sites recruiting survey participants and lower than normal response rates. Nonetheless, a sample of this size provides an adequate basis upon which to draw conclusions about the study issues.

A sample of N=268 respondents obtains a ±6.0% margin of error, considered to be accurate 19 times out of 20.  The responses within this survey have been reported to exclude “don’t know/ not sure” responses, in light of the high frequency of these responses. 

Executive Summary

During this research, respondents were asked to evaluate new ideas for on-line government services, and about ideas for information sharing across levels of government. They were also asked about their experience and opinions with respect to Government of Canada sites in general, and Seniors Canada Online specifically. 

The key results from these lines of inquiry follow. 


Evaluating New Ideas for On-line Government Services

Receiving notices from government indicating individuals’ entitlements to programs, benefits and services is viewed as most important among potential new online government services tested (85%). Receiving email confirmation after making a request with government is also viewed as a highly important potential service (83%). 

Communicating by email is viewed as most important among the tested ways of communicating with others (74%). Nearly two in three respondents also view access to a forum for seniors to provide input in the policy-making process as important (64%). 

Among several subscription-based services tested, respondents are most likely to say they would sign up for email notices containing new information, relevant to them (71%). About two in three (65%) also say they would register to conduct secure, password-protected transactions.  

More innovative and cutting-edge means of communicating on-line are less often viewed as important. These include scheduling and conducting a telephone call on-line (51%), connecting with a support group on-line (44%) communicating on-line using chat (28%) and communicating on-line through the use of a Web camera (10%). 

Respondents are also less likely to view user reviews of non-government services, and the ability to schedule non-government services as important, compared with most other services tested. Just over half of users view the potential to get satisfaction reviews of non-government services to be important (53%). Just fewer than half of respondents view the potential to schedule non-government services on-line as important (27%). 

Respondents were asked to think creatively, and indicate what new services they would want the government to offer seniors on-line.  Most often respondents said simply that they want to know more about what existing services are available to them (16%)—in effect, reiterating how important they view information from government about individual services to which seniors and their caregivers are entitled (as indicated in the importance assigned to receiving notices from government about service entitlements). 

Among the more specific ideas, the most common topics related to tax information (7%), pension information (7%) and developing easier ways to access information (7%). Personal contact with government representatives (6%), general health information (6%), along with more information on housing issues (5%) and government matters (5%) and providing more contact information (5%) were also mentioned. 

Importance That Levels of Government Share Personal Information

Among the new ideas for on-line government services, respondents were asked to rate the importance of a service where citizens could simultaneously notify multiple levels and departments of government about their intent to apply for benefits and services; and, also, the possibility that levels and departments of government could share citizens’ personal information among themselves in order to enhance their quality of service.

Three in five respondents say the ability to notify multiple levels of government simultaneously about their intention to apply for benefits and services would be important (62%). Respondents are more reluctant when considering extending permission to government departments to share personal information to enhance the service they offer (46%). 

Willingness to Allow Levels of Government to Share Personal Information

Respondents were told that the sharing of individual information within the Government of Canada could decrease duplication of resources and eliminate the need for people to fill out multiple forms and applications.  They were also told that there are strict rules in place, which only allow the sharing of personal information with the explicit prior consent of each individual. After hearing this information, respondents were asked to rate how likely they would be to allow different levels of government to share personal information. 

Over half of respondents say they would be likely to allow government to share their contact information (58%)—on the other side, 28% say they would not be likely to permit government to share this information.

Respondents are less willing to say they would allow levels of government to share personal information (such as age, gender or marital status) or financial information (such as income tax information). Respondents are split between those who say they would be likely to allow levels of government to share this information (43%) and those who say they would be unlikely to do so (40%). 

It is worth noting that responses to these questions are polarized between those extremely likely to permit government to share their information and those extremely unlikely to permit government to do so. Whereas 35% say they are extremely likely to permit levels of government to share their contact information, 21% say they are extremely unlikely to do so. And, whereas 27% say they are extremely likely to allow levels of government to share their personal and financial information, 31% say they are extremely unlikely to do so. 

The strong views on either side of these questions indicate a sharp contrast between those who want better service, and are less concerned about security and privacy issues, and those who do not want government services to compromise their security or privacy.

Experience and Familiarity With Government of Canada On-line Information and Services

Over half of respondents have visited a Government of Canada site within the past week (35%) or month (23%). One in five (21%) have never visited a Government of Canada Website. 

Nearly half of respondents who have visited a Government of Canada site (48%) say they visited a Government of Canada site to answer a specific question. An additional 15% said they visited to obtain a document or brochure and 12% say it was to obtain a form or application. Fewer than one in ten say they visited a Government of Canada site to communicate with a government representative (7%), or to apply for a program or service (6%). 

About half of respondents say they are either very (7%) or somewhat familiar (40%) with the range of information and services provided on-line by the Government of Canada. One in three (33%) say they are not very familiar and one in five (20%) say they are not at all familiar with Government of Canada information and services on-line.

Evaluating Seniors Canada On-line

Over one in five respondents say they are satisfied with Seniors Canada Online (22%). Three in five say they are neither satisfied nor dissatisfied with Seniors Canada On-line (60% rating as 3 on the scale) and fewer than one in five say they are dissatisfied with Seniors Canada On-line (17%). 

When asked what services or information are missing from Seniors Canada On-line, respondents most often say that nothing is missing (15%), or that they are not familiar enough to say what is missing (14%). 

Those who do make recommendations about what may be needed most often say it can be difficult to find information and that the site navigation should be made easier (7%). Others say the site should provide information on available seniors benefits (5%). Others say the site should include more about pension issues (4%), guaranteed income supplement issues (4%) or housing and accommodation issues (4%). 

Respondents were also asked whether they could recall visiting the Life Events section of Seniors Canada On-line. One in ten respondents (11%) say they could recall visiting the Life Events section, while 89% could not. 

Over one in four respondents say they are satisfied with the accessibility of Seniors Canada On-line (27%). The majority say they are neither satisfied nor dissatisfied (56%). Fewer than one in five say they are dissatisfied with the accessibility of Seniors Canada On-line (17%). 

Detailed Findings

Evaluating New Ideas for On-line Government Services

Rating the Importance of Potential On-line Government Services

Respondents were asked to rate the importance of several potential on-line government services. These ratings took place on a five-point scale, where one means not at all important and five means very important. 

Receiving notices from government indicating individuals’ entitlements to programs, benefits and services is viewed as most important among the potential services tested (85% rating as 4 or 5 on the scale). Receiving email confirmation after making a request with government is also viewed as a highly important potential service (83%). 
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Over seven in ten view the ability to communicate directly with government representatives on-line (71%) as important. Over two in three say the ability to complete and submit government forms on-line (68%), a ‘Need Help?’ button connecting with government representatives (68%) the ability to schedule government appointments on-line would be important features. 

Having a ‘Need Help?’ contact and support button on each page (57%) and the ability to complete transactions (54%) are less often viewed as important potential on-line government services. 

Rating the Importance of Ways to Communicate On-line 

Respondents were asked to rate the importance of several possible ways to communicate when accessing a government Website on-line. These ratings took place on a five-point scale, where one means not at all important and five means very important.

Communicating by email is viewed as most important among the tested ways of communicating with others (74%). Nearly two in three respondents view access to a forum for seniors to provide input in the policy-making process as important (64%). 

More innovative and cutting-edge means of communicating on-line are less often viewed as important. These include scheduling and conducting a telephone call on-line (51%), connecting with a support group on-line (44%) communicating on-line using chat (28%) and communicating on-line through the use of a Web camera (10%). 
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Rating the Importance of Information About Non-Government Services On-line

Respondents were asked to rate the importance of user reviews of non-government services, and the ability to schedule non-government services when accessing a government Website. These ratings took place on a five-point scale, where one means not at all important and five means very important.

Respondents are less likely to view these services as important, compared with other services tested. Just over half of users view the potential to get satisfaction reviews of non-government services to be important (53% rating as 4 or 5 on the scale). Just fewer than half of respondents view the potential to schedule non-government services on-line as important (27%). 
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Interest in Potential Subscription Services

Respondents were asked to rate how likely they might be to subscribe to different services, if offered by the Government of Canada. These ratings took place on a five-point scale, where one means not at all likely and five means very likely.

Respondents say they would be most likely to sign up for email notices containing new information, relevant to them (71%). About two in three (65%) also say they would register to conduct secure, password-protected transactions.  

Over half of respondents say they would sign on to health, weather and other important advisories (55%). A similar percentage says they would subscribe to regular newsletters or bulletins (54%). Respondents are much less likely to say they would join a support group on-line (34%). 



New Ideas for On-line Services

Respondents were asked to think creatively, and indicate what new services they would want the government to offer seniors on-line.  Most often respondents said simply that they want to know more about what existing services are available to them (16%)—in effect, reiterating how important they view information from government about individual services to which seniors and their caregivers are entitled (as indicated in the importance assigned to receiving notices from government about service entitlements). 

Among the more specific ideas, the most common topics mentioned related to tax information (7%), pension information (7%) and developing easier ways to access information (7%). Personal contact with government representatives (6%), general health information (6%), along with more information on housing issues (5%) and government matters (5%) and providing more contact information (5%) were also mentioned. 
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Evaluating Ideas for Information Sharing Across Levels of Government

Importance That Levels of Government Share Personal Information

Among the new ideas for on-line government services, respondents were asked to rate the importance of a service where citizens could simultaneously notify multiple levels and departments of government about their intent to apply for benefits and services; and, also, the possibility that levels and departments of government could share citizens’ personal information among themselves in order to enhance their quality of service. These ratings took place on a five-point scale, where one means not at all important and five means very important.

Three in five respondents say the ability to notify multiple levels of government simultaneously about their intention to apply for benefits and services would be important (62% rating as 4 or 5 on the scale). Respondents are more reluctant when considering extending permission to government departments to share personal information to enhance the service they offer (46%). 
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Willingness to Allow Levels of Government to Share Personal Information

Respondents were told that the sharing of individual information within the Government of Canada could decrease duplication of resources and eliminate the need for people to fill out multiple forms and applications.  They were also told that there are strict rules in place, which only allow the sharing of personal information with the explicit prior consent of each individual. After hearing this information, respondents were asked to rate how likely they would be to allow different levels of government to share personal information. 

Over half of respondents say they would be likely to allow government to share their contact information (58% rating as 4 or 5 on the scale)—on the other side, 28% say they would not be likely to permit government to share this information.

Respondents are less willing to say they would allow levels of government to share personal information (such as age, gender or marital status) or financial information (such as income tax information). Respondents are split between those who say they would be likely to allow levels of government to share this information (43% rating as four or five on the scale) and those who say they would be unlikely to do so (40% rating 1 or 2 on the scale). 

It is worth noting that responses to these questions are polarized between those extremely likely to permit government to share their information and those extremely unlikely to permit government to do so. Whereas 35% say they are extremely likely to permit levels of government to share their contact information, 21% say they are extremely unlikely to do so. And, whereas 27% say they are extremely likely to allow levels of government to share their personal and financial information, 31% say they are extremely unlikely to do so. 

The strong views on either side of these questions indicate a sharp contrast between those who want better service, and are less concerned about security and privacy issues, and those who do not want government services to compromise their security or privacy.
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Experience and Familiarity With Government of Canada On-line Information and Services

Experience With Government of Canada Websites

Over half of respondents have visited a Government of Canada site within the past week (35%) or month (23%). One in five (21%) have never visited a Government of Canada Website. 
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Reasons for Visiting Government of Canada Websites

Nearly half of respondents who have visited a Government of Canada site (48%) say they visited a Government of Canada site to answer a specific question. An additional 15% said they visited to obtain a document or brochure and 12% say it was to obtain a form or application. 

Fewer than one in ten say they visited a Government of Canada site to communicate with a government representative (7%), or to apply for a program or service (6%). 
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Familiarity With On-line Government of Canada Information and Services

About half of respondents say they are either very (7%) or somewhat familiar (40%) with the range of information and services provided on-line by the Government of Canada. One in three (33%) say they are not very familiar and one in five (20%) say they are not at all familiar with Government of Canada information and services on-line.
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Evaluating Seniors Canada On-line

Satisfaction With Seniors Canada On-line

Respondents were asked to rate their satisfaction with Seniors Canada On-line on a five-point scale, where one means very dissatisfied and five means very satisfied. On this basis, just over one in five say they are satisfied (22% rating as 4 or 5 on the scale). Three in five say they are neither satisfied nor dissatisfied with Seniors Canada On-line (60% rating as 3 on the scale). Fewer than one in five say they are dissatisfied with Seniors Canada On-line (17% rating as 1 or 2 on the scale). 
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Services or Information Missing From Seniors Canada On-line

Respondents were asked what services or information are missing from Seniors Canada On-line. Respondents most often say that nothing is missing (15%), or that they are not familiar enough to say what is missing (14%). 

Those who do make recommendations most often say it can be difficult to find information and that the site navigation should be made easier (7%). Others say the site should provide information on available seniors benefits (5%). Others say the site should include more about pension issues (4%), guaranteed income supplement issues (4%) or housing and accommodation issues (4%). 
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Experience With the Life Events Section of Seniors Canada On-line

Respondents were also asked whether they could recall visiting the Life Events section of Seniors Canada On-line. One in ten respondents (11%) say they could recall visiting the Life Events section, while 89% could not. 
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Among the 19 respondents
 who could recall visiting the Life Events section, 10 respondents say they are satisfied with the section (53% rating 4 or 5 on a 5-point scale), six say they are neither satisfied nor dissatisfied (32% rating as 3 on the scale) and three say they are dissatisfied (16% rating as 1 or 2 on the scale). 

The same 19 respondents were also asked how easy they thought the Life Events section was to use. Of these respondents, 16 say the section is very or somewhat easy to use (84%) and three say it is not very or not at all easy to use (16%). When asked how easy the section is to understand, 18 respondents say it is very or somewhat easy to understand. 

Respondents familiar with the Life Events section were also asked what information or services are missing from the section. The eight respondents who gave an answer other than don’t know said, verbatim:

· “Housing issues, abuse issues, legal matters, local services”

· “His status and his rights”

· “Je trouve qu'elle est assez complete mais il y a toujours place a l'amélioration.”

· “Planning and acceptance. All in I think there is very little left out, but an issue would be the focus on wills being promoted at the present and the understanding of what must happen or the survivor must do when the spouse dies even though they leave a will.”

· “Definition of a senior”

· “Dating and friendship services”

· “What is missing from the Federal Liberal government plan is help for older people. In Europe, people at 65 no longer pay taxes. There is budget for a pharmacy plan, especially older people. Lots of money for foreign aid, yet there are people in Canada trying to live on almost no monthly income. There are homeless people in Canada. There are hungry children in Canada. Yet we have millions to send to hungry people in 3rd world countries.”

· “Finding a good physician”

Accessibility of Seniors Canada On-line

Respondents were asked to rate their satisfaction with the accessibility of Seniors Canada On-line on a five-point scale, where one means very dissatisfied and five means very satisfied. 

Over one in four respondents say they are satisfied with the accessibility of Seniors Canada On-line (27% rating as a 4 or 5 on the scale). The majority say they are neither satisfied nor dissatisfied (56% rating as three on the scale). Fewer than one in five say they are dissatisfied with the accessibility of Seniors Canada On-line (17% rating as 1 or 2 on the scale). 
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Best Way to Refer to Seniors

When asked the best way to refer to adults 55 years of age and older, 45% of respondents choose “seniors” as the appropriate designation. An additional 29% choose “mature adults” as the right term, and 17% prefer “older adults.” 
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Appendix I – Topline Questionnaire

q1. Before today, when was the last time that you visited a Government of Canada Web site?  

	
	Total

	
	

	Base (Total): All respondents
	268

	Base (excluding DK)
	261

	
	

	Within the past week
	35%

	Within the past month
	23%

	Within the past six months
	13%

	More than six months ago
	8%

	Never visited a Government of Canada Web site
	21%

	(Dk/Ns)

	7

	 


q2. What was the main reason for visiting the site? Was it..  

	
	Total

	
	

	Base (Total): Ever visited Government of Canada Web site
	207

	Base (excluding DK)
	202

	
	

	To answer a specific question
	48%

	To obtain a document or brochure
	15%

	To obtain a form or application
	12%

	To communicate with someone in the Government
	7%

	Browsing/ just checking what's available (unspecified)
	7%

	To apply for a program or service
	6%

	Job search/ employment
	1%

	Other
	4%

	(Dk/Ns)
	5

	 


q3. How familiar are you with the range of information and services the Government of Canada currently offers on-line? Would you say you are.  

	
	Total

	
	

	Base (Total): All respondents
	268

	Base (excluding DK)
	255

	
	

	Very familiar
	7%

	Somewhat familiar
	40%

	Not very familiar
	33%

	Not at all familiar
	20%

	(Dk/Ns)
	13

	Summary

	Familiar (somewhat very)
	47%

	Not familiar (not at all not very)
	53%

	 


q5. Please indicate how important each of the following aspects of service are to you when you access a government Web site. Please respond using a scale from 1 to 5 where 1 means not at all important, 5 means very important & 3, the mid-point, means it would be neither important nor unimportant to you.

	
	Total
	Total

	
	(4,5)
	(1,2)

	Being able to receive a notice from government telling you what program, benefits, and services you are entitled to.
	85%
	6%

	Being able to receive email confirmation after making a request with the government
	83%
	7%

	Being able to communicate while on-line by using email
	74%
	11%

	Being able to communicate directly with a government representative while on-line
	71%
	12%

	Having a 'Need Help?' contact and support button to click for direct contact with a government representative on-line.
	69%
	15%

	Being able to complete and submit government forms and applications on-line
	68%
	18%

	Being able to schedule a government appointment while on-line
	67%
	19%

	Having access to a forum for seniors where they can provide input in the policy making process.
	64%
	16%

	Being able to notify multiple governments at the same time of your intention to apply for benefits and services
	62%
	19%

	Having a 'Need Help?' contact and support button on every page
	57%
	23%

	Being able to complete transactions (e.g., pay licence fees, update account information) on-line
	54%
	25%

	Being able to get satisfaction reviews of non-government services (such as home care or nursing, gardening, snow removal) from others who have used these kinds of services
	53%
	24%

	Being able to schedule and conduct a telephone call while on-line
	51%
	27%

	Being able to schedule non-government services (such as home care or nursing, gardening, snow removal) while on-line
	47%
	35%

	If you could permit government departments to share information about you in order to enhance the quality of their service
	45%
	28%

	Being able to connect with support groups on-line
	44%
	30%

	Being able to communicate while on-line by using chat
	29%
	43%

	Being able to communicate while on-line with the use of a Web camera
	11%
	68%

	 
	 
	


q7. How likely would you be to actively subscribe to the following services if Government of Canada Web sites offered them? Please respond using a scale from 1 to 5 where 1 means not at all likely, 5 means extremely likely & 3, the mid-point, means neither likely nor unlikely.

	
	Total
	Total

	
	(4,5)
	(1,2)

	Register to conduct secure (password protected) transactions
	65%
	19%

	Sign-up for e-mail notices about new information on topics relevant to you
	71%
	17%

	Sign-up for regular newsletters or bulletins
	54%
	22%

	Sign-up for advisories relating to health, weather and other important news and issues
	56%
	23%

	Join a support group on-line to share experiences and information with others about topics that are important to you
	34%
	38%

	 
	
	


q9. What new services would you want the government to offer seniors on-line-if technology and security were no obstacles?  

	
	Total

	
	

	Base (Total): All respondents
	268

	Base (excluding DK)
	168

	
	

	Available services/ programs for Seniors
	16%

	Tax information/ deduction info
	7%

	Pension information
	7%

	An easier way to access information directly/ more refined search
	7%

	Personal contact with government employees/ direct communication
	6%

	General health information/ issues
	6%

	More information on housing issues
	5%

	More input from seniors regarding government issues/ Government should listen more to seniors
	5%

	Quicker response time when replying to questions
	5%

	Contact information/ links
	5%

	Simple/ understandable answers to questions
	4%

	Able to access all personal information in Government files
	4%

	Financial issues/ budgeting
	4%

	Ability to fill out applications (forms) On-line/ interaction with government agencies
	4%

	Employment issues/ available jobs for seniors
	3%

	Able to change address On-line
	3%

	Tax returns free of charge
	3%

	Health care information
	3%

	Nothing
	8%

	Other
	15%

	Dk/ns
	100

	 


q11. Overall, how satisfied are you with the range of information and services that Seniors Canada On-line currently offers?  

	
	Total

	
	

	Base (Total): All respondents
	268

	Base (excluding DK)
	187

	
	

	5 (Very satisfied)
	6%

	4
	16%

	3
	60%

	2
	12%

	1 (Very dissatisfied)
	5%

	(Dk/Ns)
	81

	Summary

	Top 2 box
	22%

	Low 2 box
	18%

	Mean
	3.1

	 


q12. What services or information for seniors, their families and caregivers is missing from Seniors' Canada On-line at present?  

	
	Total

	
	

	Base (Total): All respondents
	268

	Base (excluding DK)
	119

	
	

	Not familiar with the site (at this time)
	14%

	Difficult to find information on this site/ needs to be more user friendly
	7%

	Information on available Seniors benefits
	5%

	Pension issues
	4%

	Guaranteed income supplement issues
	4%

	Housing/ accommodation issues
	4%

	Simple explanations/ terms
	3%

	General health information/ issues
	3%

	Healthcare information/ drug plans
	3%

	One-on-one assistance/ contact
	3%

	Quicker response to enquiries
	3%

	Legal issues
	3%

	Quality of care/ caregivers issues
	3%

	More links to services
	3%

	More detailed information
	3%

	Contact information
	3%

	Financial aid
	3%

	Nothing
	15%

	Other
	14%

	Dk/ns
	149

	 


q13. Do you recall ever visiting the Life Events section of Seniors Canada On-line?  

	
	Total

	
	

	Base (Total): All respondents
	268

	Base (excluding DK)
	179

	
	

	Yes
	11%

	No
	89%

	(Dk/Ns)
	89

	 


q14. How would you rate your satisfaction with the Life Events section of Seniors Canada On-line?  

	
	Total

	
	

	Base (Total): Ever visited the Life Events section
	19

	Base (excluding DK)
	19

	
	

	5 (Very satisfied)
	16%

	4
	37%

	3
	32%

	2
	11%

	1 (Very dissatisfied)
	5%

	Summary

	Top 2 box
	53%

	Low 2 box
	16%

	Mean
	3.5

	 


q15. How easy did you consider the Life Events section to use?  

	
	Total

	
	

	Base (Total): Ever visited the Life Events section
	19

	Base (excluding DK)
	19

	
	

	Very easy
	32%

	Somewhat easy
	53%

	Not very easy
	11%

	Not at all easy
	5%

	 


q16. How easy did you consider the Life Events section to understand?  

	
	Total

	
	

	Base (Total): Ever visited the Life Events section
	19

	Base (excluding DK)
	19

	
	

	Very easy
	47%

	Somewhat easy
	47%

	Not very easy
	-

	Not at all easy
	5%

	 


q17. What services or information for seniors, their families and caregivers is missing from the Life Events section at present?  

	
	Total

	
	

	Base (Total): All respondents
	268

	Base (excluding DK)
	11

	
	

	Nothing
	27%

	Other
	73%

	Dk/ns
	257

	 


q19. At present, how accessible do you consider the on-line services and information provided on Seniors Canada On-line?  

	
	Total

	
	

	Base (Total): All respondents
	268

	Base (excluding DK)
	176

	
	

	5 (Very satisfied)
	7%

	4
	20%

	3
	56%

	2
	12%

	1 (Very dissatisfied)
	5%

	(Dk/Ns)
	92

	Summary

	Top 2 box
	27%

	Low 2 box
	17%

	Mean
	3.1

	 


q21. How likely would you be to agree to the following? Please respond using a scale from 1 to 5 where 1 means not at all likely, 5 means extremely likely & 3 -- the mid point -- means neither likely nor unlikely.

	
	Total
	Total

	
	
	

	Base (Total): All respondents
	268
	268

	Base (excluding DK)
	173
	173

	
	Sharing of basic contact information (name, address, telephone number, e-mail) between the federal, provincial, territorial and municipal governments
	Sharing of personal (age, gender, marital status) or financial information (income tax information) between the federal, provincial and municipal governments

	5 (Extremely likely)
	35%
	27%

	4
	23%
	16%

	3
	14%
	16%

	2
	7%
	9%

	1 (Not at all likely)
	21%
	31%

	(DK/NS)
	95
	95

	Summary
	
	

	Top 2 box
	58%
	43%

	Low 2 box
	28%
	40%


q22. In your opinion, how should adults 55 years of age and older be referred to?  

	
	Total

	
	

	Base (Total): All respondents
	268

	Base (excluding DK)
	171

	
	

	Seniors
	45%

	Mature adults
	29%

	Older adults
	17%

	Adults
	2%

	People
	2%

	Other
	6%

	(Dk/Ns)
	97

	 


q23. Do any of the following circumstances, which may impact how you use the Internet, apply to you?  

	
	Total

	
	

	Base (Total): All respondents
	268

	Base (excluding DK)
	171

	
	

	Visual impairment
	13%

	Hearing impairment
	8%

	Physical impairment
	6%

	None
	80%

	(Dk/Ns)
	97

	 


q24. Which of the following best describes you? Are you.  

	
	Total

	
	

	Base (Total): All respondents
	268

	Base (excluding DK)
	262

	
	

	A senior
	58%

	A family member of a senior
	20%

	A caregiver of a senior
	5%

	A worker from a supporting organization
	4%

	A professional healthcare provider
	4%

	A volunteer
	2%

	Retiree
	2%

	A social worker
	1%

	Other
	5%

	(Dk/Ns)
	6

	 


q25. Gender  

	
	Total

	
	

	Base (Total): All respondents
	268

	Base (excluding DK)
	170

	
	

	Male
	48%

	Female
	50%

	No response
	2%

	(Dk/Ns)
	98

	 


q26. Where do you reside?  

	
	Total

	
	

	Base (Total): All respondents
	268

	Base (excluding DK)
	169

	
	

	Ontario
	50%

	British Columbia
	14%

	Quebec
	13%

	Alberta
	6%

	Manitoba
	4%

	Saskatchewan
	4%

	Nova Scotia
	2%

	Newfoundland and Labrador
	2%

	USA
	2%

	Yukon
	1%

	New Brunswick
	1%

	Prince-Edward-Island
	1%

	Other
	1%

	(Dk/Ns)
	99

	 


q27. How would you rate your own computer expertise?  

	
	Total

	
	

	Base (Total): All respondents
	268

	Base (excluding DK)
	168

	
	

	Beginner
	17%

	Intermediate
	50%

	Advanced
	29%

	Expert
	4%

	(Dk/Ns)
	100

	 


q28. In an average week, how many hours do you spend connected to and actively using the Internet?  

	
	Total

	
	

	Base (Total): All respondents
	268

	Base (excluding DK)
	168

	
	

	Zero
	1%

	Less than one hour
	8%

	One hour or more
	92%

	(Dk/Ns)
	100

	 


q31. What age group do you fall into?  

	
	Total

	
	

	Base (Total): All respondents
	268

	Base (excluding DK)
	166

	
	

	25 to 34 years
	1%

	35 to 44 years
	7%

	45 to 54 years
	12%

	55 to 64 years
	32%

	65 to 74 years
	33%

	75 years or over
	13%

	No response
	3%

	(Dk/Ns)
	102

	 


q32. What is the highest level of formal education that you have completed?  

	
	Total

	
	

	Base (Total): All respondents
	268

	Base (excluding DK)
	166

	
	

	Grade school or some high school
	11%

	Complete high school
	19%

	Technical, vocational post-secondary , Cegep
	25%

	Some university
	17%

	Complete university degree
	13%

	Post graduate degree
	12%

	No response
	2%

	(Dk/Ns)
	102

	 


q33. 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?  

	
	Total

	
	

	Base (Total): All respondents
	268

	Base (excluding DK)
	166

	
	

	Under $10,000
	5%

	$10,000 to $19,999
	12%

	$20,000 to $29,999
	12%

	$30,000 to $39,999
	14%

	$40,000 to $49,999
	11%

	$50,000 to $59,999
	8%

	$60,000 to $69,999
	8%

	$70,000 to $79,999
	5%

	$80,000 to $99,999
	3%

	$100,000 and over
	5%

	No response
	16%

	(Dk/Ns)
	102

	 


q34. Which of the following best describes your current occupational status?  

	
	Total

	
	

	Base (Total): All respondents
	268

	Base (excluding DK)
	165

	
	

	Retired
	57%

	Employed full-time
	18%

	Self-employed
	7%

	Employed part-time
	6%

	Unemployed but actively seeking work
	5%

	Not working
	3%

	A home maker
	2%

	A student
	1%

	Disability
	1%

	Other
	1%

	(Dk/Ns)
	103

	 


q35. Are you a...  

	
	Total

	
	

	Base (Total): All respondents
	268

	Base (excluding DK)
	268

	
	

	Canadian citizen residing in Canada
	58%

	Landed Immigrant residing in Canada
	1%

	Non-Canadian, residing outside of Canada
	1%

	Canadian citizen or landed immigrant currently outside of Canada
	1%

	Non-Canadian, temporarily residing in Canada
	0

	 


� EMBED PowerPoint.Slide.8  ���








� Because of the extremely low base of respondents, these results do not provide statistical reliability and should be interpreted with extreme caution. 


� The numbers associated with don’t know/ not sure responses (DK/NS) indicate the frequency of these responses.   
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Rating the Importance of Ways to Communicate On-line

Base: N=268 excludes don't know/not sure

Please indicate how important each of the following aspects of service are to you when you access a government Web site. Please respond using a scale from 1 to 5 where 1 means not at all important, 5 means very important & 3, the mid-point, means it would be neither important nor unimportant to you. 
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New Ideas for On-line Services

For this question, please think creatively & assume for a moment that there are no technical limitations or security concerns. What new services would you want the government to offer seniors on-line—if technology & security were no obstacles?

Base: N=168 excludes don't know/not sure
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Satisfaction With Seniors Canada On-line

Overall, how satisfied are you with the range of information & services that Seniors Canada On-linecurrently offers? Please respond using a scale from 1 to 5 where 1 means very dissatisfied, 5 means very satisfied & 3 the mid point means neither satisfied nor dissatisfied.

Base: N=187 excludes don't know/not sure
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Experience With the Life Events Section of Seniors Canada On-line

Do you recall ever visiting the Life Events section of Seniors Canada On-line? 

Base: N=179 excludes don’t know/not sure
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Accessibility of Seniors Canada On-line

At present, how accessible do you consider the On-lineservices & information provided on Seniors Canada on-line? Please respond using a scale from 1 to 5 where 1 means you are very dissatisfied with the accessibility of On-lineservices for seniors, 5 means very satisfied & 3 -- the mid point -- means neither satisfied nor dissatisfied.  

Base: N=176 excludes don't know/not sure
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Services or Information Missing From Seniors Canada On-line

What services or information for seniors, their families and caregivers is missing from Seniors' Canada On-lineat present?  

Base: N=179 excludes don't know/not sure
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Familiarity With On-line Government of Canada Information and Services

How familiar are you with the range of information & services the Government of Canada currently offers on-line?  Would you say you are…

Base: N=255 excludes don't know/not sure







20%


33%


40%


7%


Not at all familiar


Not very familiar


Somewhat familiar


Very familiar





_1142178978.ppt


Rating the Importance of Information About Non-Government Services On-line

Base: N=268 excludes don't know/not sure

Please indicate how important each of the following aspects of service are to you when you access a government Web site. Please respond using a scale from 1 to 5 where 1 means not at all important, 5 means very important & 3, the mid-point, means it would be neither important nor unimportant to you. 
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Willingness to Allow Levels of Government to Share Personal Information

How likely would you be to agree to the following? Please respond using a scale from 1 to 5 where 1 means not at all likely, 5 means extremely likely & 3 -- the mid point -- means neither likely nor unlikely. 

Sharing of contact information/ personal and financial information between the federal, provincial, territorial and municipal governments?

Base: N=173 excludes don't know/not sure
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Rating the Importance of Potential On-line Government Services

Base: N=268 excludes don't know/not sure

Please indicate how important each of the following aspects of service are to you when you access a government Web site. Please respond using a scale from 1 to 5 where 1 means not at all important, 5 means very important & 3, the mid-point, means it would be neither important nor unimportant to you. 
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Reasons for Visiting Government of Canada Websites

What was the main reason for visiting the site? Was it….

Base: Visited a Government of Canada Website N=202 excludes don't know/not sure
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Best Way to Refer to Seniors

In your opinion, how should adults 55 years of age & older be referred to?

Base: N=171 excludes don't know/not sure
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Interest in Potential Subscription Services

How likely would you be to actively subscribe to the following services if Government of Canada Web sites offered them? Please respond using a scale from 1 to 5 where 1 means not at all likely, 5 means extremely likely & 3, the mid-point, means neither likely nor unlikely. 

Base: N=268 excludes don't know/not sure
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Importance That Levels of Government Share Personal Information

Base: N=268 excludes don't know/not sure

Please indicate how important each of the following aspects of service are to you when you access a government Web site. Please respond using a scale from 1 to 5 where 1 means not at all important, 5 means very important & 3, the mid-point, means it would be neither important nor unimportant to you. 
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Experience With Government of Canada Websites

Before today, when was the last time that you visited a Government of Canada Web site? 

Base: N=261 excludes don't know/not sure
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