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APPENDIX A - Survey Questionnaire

APPENDIX B - Outcome of Call Attempts
Summary

Alberta Government Services commissioned Research Innovations Inc. to conduct a telephone survey of 1,201 adult Albertans to assess access to Government of Alberta services and information.  This survey was conducted in February and March of 2003.  A similar survey was conducted in June 2002 just prior to launching the first phase of implementation of Service Alberta, which is a government-wide initiative for making it easier to access the many different services and information offered by the Government of Alberta.  Key findings of the post-implementation survey are as follows:

Awareness of Government of Alberta Services and Information

· When asked what services or information provided by the Government of Alberta first come to mind, the most frequent response was “Alberta Health Care Insurance Plan information” (38%).

· When read a list of thirteen selected services and information offered by the Government of Alberta, the vast majority were aware that the Government of Alberta issues hunting or fishing licences (91%), provides information about the Alberta Health Care Insurance Plan (89%), issues certificates for birth, marriage or death (88%), and provides provincial park services and information (88%).  There were lower levels of awareness of treatment services for young offenders (64%) and benefits program for seniors (61%).  Similar results were found in June 2002, although there has been an increase in awareness since that time that the Government of Alberta provides information about schools in Alberta (67% aware in 2002, compared to 73% in 2003), and a decrease in awareness of benefits programs for seniors (from 67% to 61%). 

Awareness of Service Alberta 

· When the Service Alberta initiative was described to them, three respondents were able to recall the name of the initiative, compared to none in June 2002.

· When asked if they had ever seen or heard anything about Service Alberta, a total of 11% of Albertans were aware of the initiative, for a two percent increase in awareness since June 2002.  Albertans’ awareness of the initiative continues to be very low.

Recent Access to Government of Alberta Services and Information

· Over the past six months, less than half (45%) of the survey respondents said they had accessed or attempted to access Government of Alberta services or information.  Upon analyzing the types of service or information they accessed or attempted to access to determine whether or not they are offered by the Government of Alberta, over the past six months, an estimated 32% to 43% of adult Albertans accessed or tried to access services or information offered by the Government of Alberta.  In June 2002, a higher proportion of Albertans accessed services in the past six months (43% to 49%).

· There appears to be seasonal differences in how Albertans access services.  Over the fall and winter of 2002/2003, a substantially higher percentage of Albertans accessed services by Internet (40%) or phone (38%), than they did in the winter and spring of 2002 (22% and 31% respectively).  In the fall and winter of 2002/2003, a lower percentage accessed services in-person (41%), than they did in the winter and spring of 2002 (56%).

· The services they were access most often in-person included vehicle registration renewal services (36%), driver’s licensing or renewal services (15%), and certificates for birth, marriage or death (11%).

· The services and information they were access most often by phone included information about the Alberta Health Care Insurance Plan (23%).

· The services and information accessed most often by the Internet were information about the Alberta Health Care Insurance Plan (12%) and services and or information to help find employment (11%).  The services or information accessed most often by Internet in winter and spring of 2002 were different as, at that time, 15% accessed student loans or training allowances.

· In the fall and winter of 2002/2003 it was more difficult to access service (68% said it was easy and 18% said it was difficult) than it was in the winter and spring of 2002 (76% said it was easy and 15% said it was difficult).  This may reflect the fact that the means by which Albertans accessed service differed from survey to survey.  In both surveys, those who accessed in-person were most likely to say it was easy (72% in 2003), while those who accessed by Internet (64% in 2003) or phone (59% in 2003) were less likely to say it was easy.  Also, the ease of accessing service in person received a lower rating in 2003 (72%) than it did in 2002 (83%), which may be a reflection of the harsh winter conditions in the months preceding the 2003 survey.  While a much higher proportion accessed service by Internet in 2003, the rating of the ease of accessing service by Internet decreased from 77% who said it was easy in 2002, to 64% who said it was easy in 2003.  The ease of accessing service by phone increased marginally since 2002, from 57% to 59% easy.

· When trying to access service or information from the Government of Alberta, about 35% had to deal with more than one person.  When this happened, about half the time (47%) the first service person arranged the contact with the next service person, followed by 29% where the first service person gave information on who to contact and how to contact them, 6% where the first service person gave information on who to contact and the respondent had to find out for themselves how to contact them, and 13% who had to find out for themselves both who to contact and how to contact them.

· When read a list of 12 different types of problems that people can have when trying to access service or information, when trying to access Government of Alberta service or information, 6% to 25% encountered each type of problem.  Two-thirds of all respondents (66%) had at least on of the 12 problems when trying to access service.

Satisfaction with Accessing Service or Information by Phone

· There were 145 respondents who had recently tried to access the Government of Alberta by phone (or 12% of all adult Albertans).  Most were satisfied (63%), although a substantial portion were dissatisfied (22%).  Reasons for dissatisfaction included not getting the information they needed, being put on hold, receiving wrong information, the use of automatic telephone systems, poor follow-up service, getting transferred to the wrong person and staff not being knowledgeable.

· Of those who accessed by phone about half (50%) said they had called the Government of Alberta’s toll-free number.  When compared to all those who tried to access service or information by phone, those who called the toll-free number (n=73) were more satisfied, as 68% were satisfied with the information or service they received and 14% were dissatisfied.

Assessment of Access to Over-the-Counter Services and Information

· Of the 154 respondents who recently accessed in-person or over-the-counter services or information, the vast majority (86%) said it was easy to find out where to go for over-the-counter service or information.  Only 5% said it was difficult.

· Most (70%) made only one visit to get the service or information they needed., with an average of 1.5 visits per over-the-counter customer.

· Most (76%) were satisfied with the Over-the-counter service or information they received.  About 10% were dissatisfied.  Reasons for dissatisfaction included that the staff was not helpful, that they did not get the information they needed or that the staff was rude.

Assessment of Access to Services and Information Via the Internet

· Of those who tried to access by Internet (n=151), over half (52%) used the Government of Alberta’s homepage.  Only 2% used the Service Alberta homepage.

· Since the pre-implementation survey, there has been little change in satisfaction with the service or information they received.  Most (72%) were satisfied with the service or information they received the last time they visited a Government of Alberta website, while 12% were dissatisfied.  Reasons for dissatisfaction were that they could not find the information they needed, the information was not clear, or that it was difficult to navigate.

· About 6% of all Albertans have visited the Service Alberta website.  Those who have visited the site (n=69) have each visited an average of 3.7 times.

· When visiting the Service Alberta website, most (77%) found the service or information they were looking for.  Sixteen percent (16%) did not.

· Most (68%) of those who visited the Service Alberta website were satisfied with the access to service or information that is available online via the Service Alberta website.  A substantial portion (34%) were neutral and only 3% (or two respondents) were dissatisfied.

Opinions about Access to Government of Alberta Services and Information

· When asked to rate the importance of four aspects of accessing Government of Alberta services and information, all four aspects were highly important to Albertans.  It was most important that they be able to access reliable information on a specific service, followed closely by knowing where to go for a specific service and being able to complete a whole service process in one place even when that process may have several different components.  While still highly important, it was somewhat less important that they be able to go to one place for all the service they may need.

· Albertans are most likely to agree that their privacy will be protected when they access Government of Alberta services and information in-person or over-the-counter from Government of Alberta staff (82% agreed).  There was lightly less agreement that it would be protected when they access services or information by telephone (81%), or in-person or over-the-counter from private agents (78%).  There was considerably lower agreement (68%) and slightly higher disagreement (11%) that their privacy would be protected in a secure manner when access services or information by Internet.

· Most Albertans (59%) were satisfied with their current ability to access Government of Alberta information and services, 28% were neutral and 10% were dissatisfied.  When compared to all Albertans, satisfaction was higher among those who actually accessed Government of Alberta services and information in the past 6 months, as 74% were satisfied, 17% were neutral and 8% were dissatisfied.

1.0 Introduction and Objectives

Government Services is currently leading the Service Alberta cross-ministry service improvement initiative.  The purpose of this long-term initiative is to create a one-stop government shop that can be accessed through the Internet, over-the-counter, over the telephone, through regular and electronic mail and by fax.  

The first phase of implementation was scheduled for June 2002, at which time the Government of Alberta website was updated and the RITE call centre was expanded.  The objective of these changes was to improve access by Internet and by phone.

The Service Alberta initiative required input and feedback from citizens both before and after the first phase was launched and Research Innovations was contracted to gather the required information.

This report provides the results of a survey of Albertans that was conducted to gather input and feedback from Albertans after the first phase of the Service Alberta initiative was launched.  Results are compared to a survey that was conducted in June 2002, just prior to launching the first phase.

The following objectives were addressed during the post-implementation survey:

1. Current channel usage when accessing Government of Alberta services and information, including:

i. Internet

ii. Telephone

iii. Over-the-counter

iv. Mail

v. Fax

2. The percentage of Albertans who are confident that their privacy will be protected in a secure manner when accessing Government of Alberta services.

3. The percentage of Albertans who accessed the Service Alberta website and were satisfied with their ability to access the services or information they needed.

4. The percentage of Albertans who accessed the Service Alberta call centre and were satisfied with their ability to access the services or information they needed. 

5. The percentage of Albertans who have heard of “Service Alberta”.

6. Identify ways to further improve access to Government of Alberta Services.

Similar objectives were addressed during the pre-implementation survey of Albertans, thereby enabling comparison of pre- versus post-implementation results.

2.0 Method

The study was conducted in three phases, as follows:


Phase 1: Orientation, Questionnaire Design and Sampling

Phase 2: Data Collection

Phase 3: Analysis and Reporting

The following provides a detailed description of each phase:

2.1 Phase 1: Orientation, Questionnaire Design and Sampling

Project Orientation and Planning - During the initial meeting with representatives of Alberta Government Services, the questionnaire requirements, work plan, timing and background information were reviewed.

Questionnaire Design – The questionnaire used during the pre-implementation survey was reviewed by Alberta Government Services and changes were made as required to address the study’s objectives.  A copy of the telephone questionnaire is provided in Appendix A.  Once the survey instrument was finalized and approved, it was programmed into Research Innovations’ computer assisted telephone interviewing system. 

Sampling – A total of 1,200 Albertans, 18 years of age or older, were interviewed, thereby providing a margin of error that is no greater than 2.8% at the 95% confidence level.  Within each geographic area of the province (as defined by postal forward sortation areas), quotas were established for the number of interviews with each age group (i.e., 18-34, 35-54, 54 years or older) and, within each age segment, for the number of contacts with males and females.  Utilizing Statistics Canada’s data, the number of contacts within each geographic-age-gender segment was proportionate to the most recent population estimates.

The sample was drawn randomly from the most recent residential phone listings within Alberta.  The last digit of each telephone number was randomized, thereby allowing inclusion in the sample of new and unpublished listings.  To maximize the representativeness of the sample, up to ten call back attempts were scheduled for each listing prior to excluding it from the final sample.  When there was an answering machine, fax or no answer, the call back was scheduled at a different time period on the following day.  The first attempts to reach each listing were made during the evening or on weekends.  Subsequent attempts were at a different time on the following day.  

To randomly select the respondent at the household level, and to ensure that only those who live in the household were interviewed, we spoke to the person who lives in that household, is 18 years of age or older, and is having the next birthday.

Phase 2: Telephone Interviews

All interviews were conducted by trained and experienced interviewers at Research Innovations’ Central Location Telephone Interviewing Facility in Edmonton in February and March of 2003.  The interviewing was monitored in progress, and 10% of each interviewer's work was directly monitored.  Interviewers were thoroughly briefed by the project leader prior to working on the project.

The survey instrument was programmed into Research Innovations’ Computer Assisted Telephone Interviewing (CATI) System.  Using this system, data collection and data entry were simultaneous given that data was entered into a computer file while the interview was in progress.  Interviewer was the software used by the CATI system.   Using Interviewer, all required skip patterns were automatically followed, and question order was randomly rotated as required to minimize potential question order bias.  Using the system, interviewers directly entered responses to both closed- and open-ended questions.

Using Interviewer’s call management capability, the outcome of each call attempt was recorded, and callbacks were automatically scheduled according to the sampling callback rules.  The final outcome of all call attempts for the survey is provided in Appendix B.

2.2 Phase 3: Analysis and Reporting

Data Analysis – At the computer analysis stage, computer programs were written to check the data for quality and consistency (e.g. no out-of-range values, proper skip patterns, etc.). Within a day of completing the data collection, a topline report on the frequency and percentage distributions for each closed-ended question was generated.  

Responses to each open-ended question were printed and then coded, using a code list approved by the project director.  Coded responses were then entered into the data file.  All coding was checked for accuracy and consistency.

Subsequent data analysis was conducted using STATXP software.  Data tables were generated, whereby the frequency and percentage distribution of the results for each question were broken down on the basis of key respondent characteristics or responses (e.g. age, gender, education, income, etc.).  

3.0
Survey Results

In reviewing the survey results, please note that the individual values in the tables and graphs may not add to 100% due to rounding or multiple mentions.

3.1
Awareness of Government of Alberta Services and Information

At the outset of the interview, respondents were asked to think about the various types of services or information provided by the Government of Alberta or by other organizations acting on behalf of the Government of Alberta, should they need or wish to access them.  When asked what services or information came to mind, the most frequent response (38%) was information about the Alberta Health Care Insurance Plan, such as what it costs, and what is covered under the plan.  Other unaided top-of-mind responses are listed in Table 1.

If not mentioned on an unaided, top-of-mind basis, respondents were then provided with a description of thirteen different types of service or information and asked if they were aware that the Government of Alberta offers or provides that service.  The vast majority of Albertans were aware that the Government of Alberta issues hunting or fishing licences (91%); followed by 89% who were aware that the provide information about the Alberta Health Care Insurance Plan, 88% who were aware that they issue certificates for birth, marriage or death; and 88% who were aware that they provide provincial park services or information.  

There were lower levels of awareness that the Government of Alberta has a benefits programs for seniors (61%), or provides treatment services for young offenders (64%).

Similar levels of awareness were found during the pre-implementation survey in June 2002, although there has been an increase since that time that the Government of Alberta provides information about schools in Alberta (67% aware in 2002, versus 73% in 2003), and a decrease in awareness of benefits programs for seniors (from 67% to 61%).

Table 1

When you think about the services or information provided by the Government of Alberta, or by other organizations acting on behalf of the Government of Alberta, which service or information comes first to your mind?  Any others?


Percent of Respondents

(2002 n=1,200; 2003 n=1,201)


Aware Unaided
Aware

Aided
Total

Aware

Hunting or fishing licenses
Pre
1
91
92


Post
1
90
91

Information about the Alberta Health Care Insurance Plan, such as what it costs, and what is covered under the plan
Pre
33
55
88


Post
38
51
89

Certificates for birth, marriage or death
Pre
1
90
91


Post
-
88
88

Provincial park services or information
Pre
2
87
89


Post
2
86
88

Vehicle registration renewal service
Pre
4
80
84


Post
6
78
84

Driver’s licensing or renewal services
Pre
3
81
84


Post
6
77
83

Funding or support for low income Albertans
Pre
5
78
83


Post
6
75
81

Student loans or training allowances
Pre
3
77
80


Post
5
75
80

Services or information to help find employment
Pre
4
75
79


Post
5
72
77

Land titles registration or searches
Pre
1
72
73


Post
1
75
76

Information about schools in Alberta
Pre
5
62
67


Post
9
64
73

Treatment services for young offenders
Pre
-
66
66


Post
-
64
64

Benefits program for seniors
Pre
4
63
67


Post
6
55
61

Table 1 - Continued

When you think about the services or information provided by the Government of Alberta, or by other organizations acting on behalf of the Government of Alberta, which service or information comes first to your mind?  Any others?


Percent of Respondents

(2002 n=1,200; 2003 n=1,201)


Aware Unaided
Aware

Aided
Total

Aware

Taxes/tax benefits
Pre
2
NA
NA


Post
3
NA
NA

Roads/road construction/road repairs/road bans
Pre
2
NA
NA


Post
2
NA
NA

Highway information/maintenance/quality of highways
Pre
1
NA
NA


Post
2
NA
NA

Transportation/transit
Pre
-
NA
NA


Post
2
NA
NA

Health care information or services
Pre
3
NA
NA


Post
1
NA
NA

Social/family services
Pre
2
NA
NA


Post
1
NA
NA

Children’s services/programs/child welfare/foster care
Pre
1
NA
NA


Post
1
NA
NA

Employment insurance.
Pre
-
NA
NA


Post
1
NA
NA

Utilities
Pre
-
NA
NA


Post
1
NA
NA

Other (less than 1% per item)
Pre
30
NA
NA


Post
26
NA
NA

Don’t Know/Not Stated
Pre
33
NA
NA


Post
31
NA
NA

Total
Pre
140*
NA
NA


Post
156*
NA
NA

‘-‘ = 0.1% to 0.4%, ‘NA’ = Not Asked or Not Applicable

* Adds up to more than 100% due to multiple mentions

In analyzing the various types of information or services that respondents recalled on an unaided basis, some of the information or services that they mentioned were not offered or provided by the Government of Alberta (e.g., employment insurance, income tax information and forms).  Based on the descriptions provided by respondents, an additional 14% mentioned services or information that may or may not be offered by the Government of Alberta (e.g., road construction/repairs, social/family services).  As shown in Figure 1, 61% to 75% of Albertans could recall, on an unaided basis, a service or information provided by the Government of Alberta.
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Figure 1

3.2
Awareness of Service Alberta

3.2.1
Percent Aware of Service Alberta

It was explained to respondents that the Government of Alberta has an initiative to try and make it easier for Albertans to gain access to the many different services and information it offers, regardless of how a person first contacts them.  When asked if they could recall the name of this initiative, three respondents mentioned “Service Alberta”, compared to none in June 2002.  When asked if they had ever heard or seen anything about “Service Alberta”,  a total of 11% were aware of the initiative, for a two percent increase since June 2002.  See Table 2.  Albertans’ awareness of the initiative continues to be very low.

Table 2

The Government of Alberta has an initiative to try and make it easier for Albertans to gain access to the many different services and information it offers, regardless of how a person first contacts them.  What, if you can recall, is the name of this initiative?


Percent of Respondents

(2002 n=1,200; 2003 n=1,201)


Aware Unaided
Aware

Aided
Total

Aware

Service Alberta
Pre
0
9
9


Post
-
10
11

Other (less than 1% per item)
Pre
2
NA
NA


Post
3
NA
NA

Don’t’ Know
Pre
98
NA
NA


Post
97
NA
NA

Total
Pre
100
NA
NA


Post
100
NA
NA

‘-‘ = 0.1% to 0.4%, ‘NA’ = Not Asked or Not Applicable

‘NA’ = Not Asked or Not Applicable

3.2.2
How Learned about Service Alberta

The eleven percent of Albertans (n=128) who said they had seen or heard something about “Service Alberta” were then asked through what source or sources they had heard or seen something about it.  About half (47%) said they had heard or seen something about it in the media, while 11% had heard or seen something about it through word-of-mouth.  A variety of other sources were mentioned, as listed in Table 3.  Since implementation, there has been an increase in the percentage who heard about Service Alberta on the Internet (10%, versus 3% prior to implementation), as well as through the Government of Alberta’s toll-free number (3%, versus none prior to implementation).  

Table 3

Through what source or sources did you first hear or see something about Service Alberta?


Percent of Respondents Who Have Ever Visited a Government of Alberta Website and Who Would Like Added Online Services or Information


2002

Pre-Implementation

(n=102)
2003

Post-Implementation

(n=128)

Newspaper/radio/TV/media
47
47

Word of mouth/relative/friend/coworker
24
11

Internet
3
10

Information in the mail
8
7

Billboards/posters/signage
8
6

Government of Alberta website
5
5

Brochure/pamphlet
2
5

When called the Government of Alberta toll-free number (310-0000)
0
3

Phone book
3
2

School
0
2

E.I. office
0
2

Travel Alberta
2
0

Other (single mention per item)
5
4

Don’t Know/Not Stated
14
10

Total
108*
114*

* Adds up to more than 100% due to multiple mentions

3.3
Recent Access to Government of Alberta Services and Information

3.3.1
Percent of Albertans Who Accessed Government of Alberta Services and Information

Next respondents were asked if, over the past six months, they have accessed or attempted to access service or information from the Government of Alberta or from other organizations acting on behalf of the Government of Alberta.  Figure 2 shows that less than half (45%) of Albertans said they had accessed or attempted to access Government of Alberta services or information in the past six months.  In June 2002, 53% said they had accessed Government of Alberta services or information in the past six months, which suggests that there may be seasonal variation in the percentage who access Government of Alberta services or information.
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Figure 2

3.3.2
Type of Service or Information Last Accessed

Respondents who said they accessed or tried to access Government or Alberta service or information in the past six months, were then asked to describe the type of service or information that they last accessed or tried to access from the Government of Alberta or from another organization acting on behalf of the Government of Alberta.  The most frequent services and information mentioned are listed in Table 4.  Vehicle registration renewal services was mentioned most often (12%).

Table 4

What specific type of service or information did you last access or try to access from the Government of Alberta or from another organization acting on behalf of the Government of Alberta?  And from which department, agency or organization?


Percent of Respondents Who Accessed or Tried to Access Service or Information


2002

Pre-Implementation

(n=635)
2003

Post-Implementation

(n=535)

Vehicle registration renewal service
12
12

Information about the Alberta Health Care Insurance Plan, such as what it costs, and what is covered under the plan
4
9

Driver’s licensing or renewal services
12
6

Services or information to help find employment
2
5

Student loans or training allowances
5
4

Certificates for birth, marriage or death
4
4

Land titles registration or searches
4
3

Alberta Learning
1
3

Employment Services Plan/EI Office
2
2

Benefits program for seniors
2
2

Department of Agriculture/agricultural services
2
2

Information about schools in Alberta
-
2

Maintenance/child support enforcement
1
2

Department websites
-
2

Taxes/tax benefits
-
2

Small business setup information/funding
-
1

Health care information or services
4
-

Hunting or fishing licenses
3
-

Human Resources/HR and Development
2
-

Provincial park services or information
1
0

Income tax information and forms
1
0

Vehicle registration services from private registries
7
0

Other (less than 1% per item)
28
36

Not Stated
1
5

Total
100
100

The responses in Table 4 were classified into three groups, those that are provided by the Government of Alberta, those that may or may not be provided by the Government of Alberta (not sure) and those that are definitely not provided by the Government of Alberta. See Figure 3.  As about 3% of Albertans were mistaken as to who provided the service they received, an estimated 32% to 42% of adult Albertans received service or information from the Government of Alberta over the past 6 months.  
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Figure 3

Upon excluding those who last accessed or tried to access services or information that are not or that may or may not be provided by the Government of Alberta, a total of 379 respondents last accessed or tried to access service or information that is actually provided by the Government of Alberta.  Table 5 lists the services or information that they last accessed or tried to access.  Vehicle registration renewal services (17%) and information about the Alberta Health Care Insurance Plan (13%) were mentioned most often.

Table 5

What specific type of service or information did you last access or try to access from the Government of Alberta or from another organization acting on behalf of the Government of Alberta?  And from which department, agency or organization?


Percent of Those Respondents Who Actually Accessed or Tried to Access Government of Alberta Service or Information


2002

Pre-Implementation

(n=512)
2003

Post-Implementation

(n=379)

Vehicle registration renewal service
15
17

Information about the Alberta Health Care Insurance Plan, such as what it costs, and what is covered under the plan
6
13

Driver’s licensing or renewal services
15
8

Services or information to help find employment
3
7

Certificates for birth, marriage or death
5
6

Student loans or training allowances
6
5

Land titles registration or searches
5
4

Alberta Learning
1
4

Benefits program for seniors
3
3

Department of Agriculture/agricultural services
2
3

Maintenance/child support enforcement
2
3

Information about schools in Alberta
-
2

Department websites
-
2

Hunting or fishing licenses
3
1

MLAs
-
1

Labour Standards Board
-
1

Aids for Daily Living
-
1

Alberta Gaming and Liquor Commission
-
1

Health care information or services
6
-

Government of Alberta website
1
-

Travel Alberta/Alberta Tourism
1
-

Alberta Registries
1
-

Corporate Registries
1
-

Provincial park services or information
2
0

Education information or services
1
0

Vehicle registration services from private registries
9
0

Other (less than 1% per item)
14
17

Total
100
100

3.3.3
How They Last Accessed Government of Alberta Service or Information

Of the 379 respondents who actually accessed service or information from the Government of Alberta in the past six months, about 41% tried to access than service or information in-person or over-the-counter, followed closely by 40% who tried to access by Internet, and 38% who tried to access by phone.  There appears to be seasonal differences in how Albertans accessed services.  Over the fall and winter of 2002/2003, a substantially higher percentage of Albertans accessed services by Internet (40%) or phone (38%) than they did in the winter and spring of 2002 (22% and 31% respectively).  In the fall and winter of 2002/2003, a lower percentage accessed services in-person (41%), than they did in the winter and spring of 2002 (56%).  

Table 6

And how did you try to access that service or information, was it…?


Percent of Those Respondents Who Actually Accessed or Tried to Access Government of Alberta Service or Information


2002 

Pre-Implementation

(n=512)
2003

Post-Implementation

(n=379)

In-person or over-the-counter, including at a registry agent or Alberta Health office
56
41

By Internet.  The Government of Alberta’s ;main homepage has a picture of a wild rose
22
40

By telephone, including through the toll-free provincial government number which is 310-0000
31
38

By mail
9
6

By fax
2
2

Not Stated
0
1

Total
120*
128*

* Adds up to more than 100% due to multiple mentions

Table 7 provides a breakdown of the Government of Alberta services and information they last accessed or tried to access based on the method by which they accessed or tried to access that service or information.  The most frequently mentioned in-person services were vehicle registration renewal services (36%), driver’s licensing or renewal service (15%), and certificates for birth, marriage or death (11%).  The services and information accessed most often by phone were information about the Alberta Health Care Insurance Plan (23%).  The services and information accessed most often by Internet were information about the Alberta Health Care Insurance Plan (12%), and services or information to help find employment (11%).  Mail or fax were used most often for vehicle registration renewal services (14%) and information about the Alberta Health Care Insurance Plan (14%).

For comparison purposes, Table 8 provides the results from the June, 2002 survey.  At that time, the most frequently mentioned in-person services were vehicle registration services (38%), and driver’s licensing or renewal service (24%).  The services and information accessed most often by phone were information about health care or the Alberta Health Care Insurance Plan (23%).  The services accessed most often by Internet were student loans or training allowances (15%).

The types of services and information accessed most often via the Internet in the fall and winter of 2002/2003 differed from those accessed most often in the winter and spring of 2002.

Table 7

Type of Service or Information Last Accessed by Method of Access

2003 POST-IMPLEMENTATION SURVEY RESULTS


Percent of Those Respondents Who Actually Accessed or Tried to Access Government of Alberta Service or Information By…


All Methods

(n=379)
In-Person

(n=154)
Telephone

(n=145)
Internet

(n=151)
Mail/Fax

(n=29)

Vehicle registration renewal service
17
36
9
5
14

Information about the Alberta Health Care Insurance Plan, such as what it costs, and what is covered under the plan
13
7
23
12
14

Driver’s licensing or renewal services
8
15
5
4
7

Services or information to help find employment
7
5
4
11
3

Certificates for birth, marriage or death
6
11
4
3
7

Student loans or training allowances
5
3
6
7
10

Land titles registration or searches
4
3
5
3
7

Alberta Learning
4
1
3
7
0

Benefits program for seniors
3
1
6
1
3

Department of Agriculture/agricultural services
3
3
5
3
7

Maintenance/child support enforcement
3
3
4
5
3

Information about schools in Alberta
2
2
1
4
0

Department websites
2
0
1
5
0

Hunting or fishing licenses
1
3
1
1
3

MLAs
1
1
2
1
3

Labour Standards Board
1
0
1
2
0

Aids for Daily Living
1
1
2
0
0

Alberta Gaming and Liquor Commission
1
0
1
2
0

Other (less than 1% per item)
17
8
17
24
17

Total
100
100
100
100
100

‘-‘ = 0.1% to 0.4%, 

Table 8

Type of Service or Information Last Accessed by Method of Access

2002 PRE-IMPLEMENTATION SURVEY RESULTS


Percent of Those Respondents Who Actually Accessed or Tried to Access Government of Alberta Service or Information By…


All Methods

(n=512)
In-Person

(n=284)
Telephone

(n=156)
Internet

(n=114)
Mail/Fax

(n=56)

Driver’s licensing or renewal services
15
24
5
4
16

Vehicle registration renewal service
15
22
5
8
5

Vehicle registration services from private registries
9
16
2
0
0

Student loans or training allowances
6
2
7
15
11

Information about the Alberta Health Care Insurance Plan, such as what it costs, and what is covered under the plan
6
3
11
3
13

Health care information or services
6
5
12
3
2

Land titles registration or searches
5
4
5
5
13

Certificates for birth, marriage or death
5
6
3
1
4

Hunting or fishing licenses
3
4
1
2
4

Benefits program for seniors
3
1
7
4
5

Services or information to help find employment
3
3
1
6
2

Department of Agriculture/agricultural services
2
1
3
5
2

Maintenance/child support enforcement
2
0
5
1
0

Provincial park services or information
2
1
3
2
0

Alberta Learning
1
1
2
4
0

Education information or services
1
0
1
3
5

Government of Alberta website
1
-
0
4
0

Travel Alberta/Alberta Tourism
1
1
2
3
0

Alberta Registries
1
0
2
2
0

Corporate Registries
1
1
1
3
0

Other (less than 1% per item)
14
6
24
24
20

Total
100
100
100
100
100

‘-‘ = 0.1% to 0.4%, 

3.3.4
Ease of Obtaining the Information or Service They Needed

Respondents who had tried to access information or service from the Government of Alberta in the past six months were asked to rate how easy or difficult it was to get the service or information that they last accessed or tried to access.  Most (68%) rated it as easy to access, while 18% rated it as difficult to access (Table 9).  In the fall and winter of 2002/2003, it was more difficult to access service than it was in the winter and spring of 2002.

Table 9

And how easy or difficult* was it to access that service or information?


Percent of Those Respondents Who Actually Accessed or Tried to Access Government of Alberta Service or Information


Pre-Implementation

(n=512)
Post-Implementation

(n=379)

Mean Rating
5.4
5.2

Easy
76
68

Neutral
9
14

Difficult
15
18

Not Stated
1
0

Total
100
100

* On a scale from 1 to 7 where ‘1’ was ‘very difficult’, ‘4’ was ‘neutral’ and ‘7’ was ‘very easy’.

Table 10 shows that ease of access varied based on the means by which they tried to access the service.  For those who tried to access the service in-person, 72% said it was easy to access and 14% said it was difficult.  Those who tried to access the service or information by telephone reported the greatest difficulty, as 26% said the service or information was difficult to access.  

For comparison, Table 11 provides the results from the 2002 pre-implementation survey.  In-person access was easier in the winter and spring of 2002 (83% easy) than it was in the fall and winter of 2002/2003 (72% easy).  The ratings of the ease of access by phone have improved slightly since the pre-implementation survey (from 57% to 59% easy).  The ratings of ease of access via the Internet have decreased since the pre-implementation survey (from 77% easy to 64% easy). 

Table 10

Ease of Accessing* Service or Information by Method of Access

2003 POST-IMPLEMENTATION SURVEY RESULTS


Percent of Those Respondents Who Actually Accessed or Tried to Access Government of Alberta Service or Information By…


All Methods

(n=379)
In-Person

(n=154)
Telephone

(n=145)
Internet

(n=151)
Mail/Fax

(n=29)

Mean Rating
5.2
5.5
4.7
5.1
5.5

Easy
68
72
59
64
76

Neutral
14
14
15
15
10

Difficult
18
14
26
21
14

Not Stated
0
0
0
0
0

Total
100
100
100
100
100

* On a scale from 1 to 7 where ‘1’ was ‘very difficult’, ‘4’ was ‘neutral’ and ‘7’ was ‘very easy’.

Table 11

Ease of Accessing* Service or Information by Method of Access

2002 PRE-IMPLEMENTATION SURVEY RESULTS


Percent of Those Respondents Who Actually Accessed or Tried to Access Government of Alberta Service or Information By…


All Methods

(n=512)
In-Person

(n=284)
Telephone

(n=156)
Internet

(n=114)
Mail/Fax

(n=56)

Mean Rating
5.4
5.8
4.6
5.3
5.6

Easy
76
83
57
77
80

Neutral
9
7
13
7
5

Difficult
15
9
29
16
14

Not Stated
1
1
1
0
0

Total
100
100
100
100
100

* On a scale from 1 to 7 where ‘1’ was ‘very difficult’, ‘4’ was ‘neutral’ and ‘7’ was ‘very easy’.

3.3.5
Contacts to Get the Service or Information They Needed

Respondents who had tried to access information or service from the Government of Alberta in the past six months were asked if they had to deal with more than one person to get the service or information they needed.  About 35% said they contacted more than one person, as shown in Figure 4.
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Figure 4

Those who said they contacted more than one person to get the service or information they needed were then asked how the contact with the next person or people was achieved.  Table 12 shows that for about half (47%), the first service person arranged the contact with the next service person.  For 29%, the first service person gave information on who to contact and how to contact them.  For about 6%, the first service person gave information on who to contact and the respondent had to find out for themselves how to contact them.  There were 13% who had to find out for themselves who to contact and how to contact them. 

Table 12

How was the contact with the next person(s) achieved?


Percent of Those Respondents Who Actually Accessed or Tried to Access Government of Alberta Service and Who Had to Contact More Than One Person to Get the Service or Information They Needed

(n=131)

The first service person arranged the contact for me with the next service person
47

The first service person gave me the information on who to contact and how to contact them
29

The first service person gave me the information on who to contact and I had to find out for myself how to contact them
6

I had to find out for myself who to contact and how to contact them
13

Service person didn’t have/did not provide info I needed
2

Service person provided wrong info
1

Don’t Know/Not Stated
3

Total
100

3.3.6
Frequency of Problems in Accessing Service or Information

Next those who tried to access Government of Alberta service or information were asked whether or not they encountered selected types of problems when trying to access that service or information.  Table 13 show that 6% to 25% encountered each of the types of problem listed.  Two-thirds of all respondents (66%) had at least one of the problems listed in Table 13.  The other problems they encountered are provided in Table 14.

Table 13

Percent Who Encountered Selected Problems When Trying to Access Government of Alberta Service or Information


Percent of Those Respondents Who Actually Accessed or Tried to Access Government of Alberta Service and Information

(n=379)

You got bounced from one person to another
25

You had trouble with automatic telephone answering systems or voice mail
24

You didn’t know where to start
24

When you called the telephone number, you were put on hold for a long period of time
24

Telephone lines were busy
23

You couldn’t find the service in the Blue pages of the telephone book
16

You traveled to one service location only to be told you had to go somewhere else
14

You were concerned about the security; e.g. submitting a credit card or personal information
13

You had trouble finding the service on the Internet
11

Parking was difficult
11

You could not get there by public transportation
7

You had to travel too great a distance
6

Other problems
22

Table 14

Other Types of Problems Encountered When Trying to Access Government of Alberta Service or Information


Number of Respondents Who Actually Accessed or Tried to Access Government of Alberta Service and Information and Who Had Other Types of Problems

(n=83)

Restatement of problems already mentioned
20

Information was not easy to access
9

Staff were not helpful
8

Rude staff
8

Could not find the information that I needed
8

It took longer than it should have to get the information
6

Poor follow-up service
5

Staff were not available
4

Had to pay extra money
3

Long waits for healthcare
2

Information from website was controlled by staff
2

Received wrong information
2

Forms were difficult to complete
2

Other (single mention)
13

Don’t Know/Not Stated
5

Total
97*

*Adds up to more than the number of respondents due to multiple mentions.

3.4
Satisfaction With Accessing Service or Information by Phone

3.4.1
Satisfaction Among All Who Accessed by Phone

There were 145 respondents who had recently tried to access the Government of Alberta by phone (or 12% of all adult Albertans).  Most were satisfied (63%), although a substantial portion were dissatisfied (22%).  See Table 15.

Table 15

How satisfied are you with the service or information you received the last time you called a Government of Alberta telephone number for accessing service or information?


Percent of Those Respondents Who Actually Accessed or Tried to Access Government of Alberta Service or Information By Phone

(n=145)

Mean Rating
4.8

Satisfied
63

Neutral
12

Dissatisfied
22

Not Stated
3

Total
100

* On a scale from 1 to 7 where ‘1’ was ‘very dissatisfied’, ‘4’ was ‘neutral’ and ‘7’ was ‘very satisfied’.

Table 16 lists the reason why respondents were satisfied, and Table 17 lists the reasons why respondents were dissatisfied with the service or information they received by phone.

Table 16

Reasons Why Respondents Were Satisfied when Trying to Access Government of Alberta Service or Information by Phone


Number of Respondents Who Actually Accessed or Tried to Access Government of Alberta Service and Information and Who Were Satisfied When Trying to Access by Phone

(n=91)

Having my questions answered
41

Quick/prompt service
17

Helpful staff
15

Polite/courteous/pleasant staff
10

My call was answered right away
9

Able to access the information easily
6

Good service
6

Not being transferred from one person to another
4

Attentive staff
2

Great follow-up service
2

Impressed with service
2

Knowledgeable/informative staff
2

I didn’t get automated voice system
2

Other (single mention)
3

Don’t Know/Not Stated
5

Total
126*

*Adds up to more than the number of respondents due to multiple mentions.

Table 17

Reasons Why Respondents Were Dissatisfied when Trying to Access Government of Alberta Service or Information by Phone


Number of Respondents Who Actually Accessed or Tried to Access Government of Alberta Service and Information and Who Were Dissatisfied When Trying to Access by Phone

(n=32)

Did not receive the information I needed
8

Was on hold too long
7

Received wrong information
5

Automatic telephone system
4

Poor follow-up service
3

Call not transferred to right person
2

Staff not knowledgeable
2

Other (single mention)
3

Don’t Know/Not Stated
4

Total
38*

*Adds up to more than the number of respondents due to multiple mentions.

3.4.2
Satisfaction of Those Who Accessed Via Toll-Free Number

Of the 145 respondents who tried to access service or information by phone the last time they accessed or tried to access Government of Alberta service or information (n=156), half (50%) said they had called the toll-free number, 310-0000.  Since the pre-implementation survey in June 2002, use of the toll-free number appears to have increased.  In the past six months, an estimated 6% of all adult Albertans called the Government of Alberta’s toll-free number for accessing service or information (compared to 5% of Albertans in the pre-implementation survey).  See Figure 5.
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Figure 5

There were 73 respondents who called the toll-free number the last time they tried to access Government of Alberta service or information, compared to 60 respondents in the June 2002 pre-implementation survey.  There was less dissatisfaction (from 22% to 14%) after implementation than before implementation, although satisfaction also decreased slightly (from 72% to 68%).  Since implementation of Service Alberta, there has been an increase in the percentage who felt neutral (from 5% to 16%).  See Table 18.

Table 18

How satisfied are you with the service or information you received the last time you called the Government of Alberta’s toll-free number for accessing service or information?


Percent of Those Respondents Who Actually Accessed or Tried to Access Government of Alberta Service or Information Via the Toll-Free Number


Pre-Implementation

(n=60)
Post-Implementation

(n=73)

Mean Rating
5.1
5.2

Satisfied
72
68

Neutral
5
16

Dissatisfied
22
14

Not Stated
2
1

Total
100
100

* On a scale from 1 to 7 where ‘1’ was ‘very dissatisfied’, ‘4’ was ‘neutral’ and ‘7’ was ‘very satisfied’.

The reasons why they were satisfied are provided in Table 19, and the reasons why they were dissatisfied are listed in Table 20.

Table 19

Reasons Why Respondents Were Satisfied when Trying to Access Government of Alberta Service or Information Via the Toll-Free Number


Number of Respondents Who Actually Accessed or Tried to Access Government of Alberta Service and Information and Who Were Satisfied When Trying to Access Via the Toll-Free Number

(n=50)

Having my questions answered/getting the answers I needed
19

Quick/prompt/efficient service/saves time/timely service
14

Call transferred to right department in a timely manner
10

Helpful staff
6

My call was answered right away/got through right away
3

Able to access the information easily/easy to access
2

Good/useful service/system
4

Free for everyone/toll-free
2

Other (single mention)
3

Don’t Know/Not Stated
5

Total
68*

*Adds up to more than the number of respondents due to multiple mentions.

Table 20

Reasons Why Respondents Were Dissatisfied when Trying to Access Government of Alberta Service or Information by Phone


Number of Respondents Who Actually Accessed or Tried to Access Government of Alberta Service and Information and Who Were Dissatisfied When Trying to Access Via the Toll-Free Number

(n=10)

Did not receive the information I needed/no info available
2

They are still trying to find answers
2

Got the runaround/fallen into no man’s land
2

Other (single mention)
5

Don’t Know/Not Stated
2

Total
13*

*Adds up to more than the number of respondents due to multiple mentions.

3.5
Assessment of Access to Over-the-Counter Services and Information

3.5.1
How They Learned Where to Go

There were 154 respondents who last accessed Government of Alberta services and information in person or over-the-counter.  These respondents were asked how they learned where to go to get that service or information.  Besides already having been there (35%), respondents were often referred by someone else (27%) or looked it up on the phone book or blue pages (22%).  About 8% found it via the web site.  Other means by which they learned where to go are listed in Table 21.

Table 21

How did you learn where to go?


Percent of Those Respondents Who Accessed or Tried to Access Government of Alberta Service or Information In Person or Over-the-counter

(n=154)

Already knew it/been there before
35

Referred by someone else
27

Looked it up in the phone book/blue pages
22

Looked it up on the web site
8

Drove by
7

Signage
3

Through advertising
2

On the form
1

Other (less than 1% per item)
3

Don’t Know/Not Stated
3

Total
111*

* Adds up to more than 100% due to multiple mentions

3.5.2
Ease of Finding Out Where to Go for Over-the-counter Service or Information

When asked to rate how difficult it was to find out where to go for over-the-counter service or information, the vast majority (86%) said it was easy.  Five percent (5%) rated it as difficult. As shown in Table 22.

Table 22

Ease of Finding* Out Where to Go for Over-the-counter Service or Information


Percent of Those Respondents Who Actually Accessed or Tried to Access Government of Alberta Over-the-counter Service or Information

(n=154)

Mean Rating
6.1

Easy
86

Neutral
9

Difficult
5

Total
100

* On a scale from 1 to 7 where ‘1’ was ‘very difficult’, ‘4’ was ‘neutral’ and ‘7’ was ‘very easy’.

3.5.3
Number of Visits to Get the Service or Information They Needed

The last time respondents accessed or tried to access over-the-counter information or service, they made an average of 1.5 visits to get the service or information they needed.  Most (70%) made only one visit (Table 23). 

Table 23

And about how many visits did you make to try and get the service or information you needed?


Percent of Those Respondents Who Actually Accessed or Tried to Access Government of Alberta Over-the-counter Service or Information

 (n=154)

Mean Number of Visits
1.5

1 visit
70

2 visits
12

3 visits
8

More than 3 visits
3

Not Stated
6

Total
100

3.5.4
Satisfaction of Those Who Accessed Over-the-counter

Of the 154 respondents who tried to access over-the-counter service or information, 76% were satisfied with the service or information they received.  About 10% were dissatisfied (Table 24).

Table 24

How satisfied are you with the service or information you received the last time you accessed service or information in person or over-the counter, including at a registry agent or Alberta Health office?


Percent of Respondents Who Accessed or Tried to Access Over-the-counter Service or Information

 (n=154)

Mean Rating
5.6

Satisfied
76

Neutral
14

Dissatisfied
10

Not Stated
1

Total
100

* On a scale from 1 to 7 where ‘1’ was ‘very dissatisfied’, ‘4’ was ‘neutral’ and ‘7’ was ‘very satisfied’.

Table 25

Reasons Why Respondents Were Satisfied when Trying to Access Government of Alberta Over-the-counter Service or Information


Percent of Respondents Who Actually Accessed or Tried to Access Government of Alberta Over-the-counter Service and Information and Who Were Satisfied

(n=117)

Fast/quick/prompt service
33

Easy to access
18

Friendly/courteous staff
14

Didn’t have to wait/wait was not too long
12

Helpful staff
9

All my questions were answered
7

They were efficient
7

Service was completed
7

Convenient
7

Good service/information
6

Knowledgeable staff
6

Good customer service
6

Received information that I could understand
3

They did the job that they were supposed to
3

Competent staff
3

No problems
2

Everything done at one place
2

Good value for money
2

Don’t Know/Not Stated
6

Total
153*

*Adds up to more than 100% due to multiple mentions.

Table 26

Reasons Why Respondents Were Dissatisfied when Trying to Access Government of Alberta Over-the-counter Service or Information


Percent of Respondents Who Actually Accessed or Tried to Access Government of Alberta Over-the-counter Service and Information and Who Were Dissatisfied

(n=15)

Staff were not helpful
6

Did not receive the information I needed/no info available
5

Rude staff
3

Other (single mention)
5

Don’t Know/Not Stated
2

Total
21*

*Adds up to more than the number of respondents due to multiple mentions.

3.6
Assessment of Access to Services and Information Via the Internet

3.6.1
Webpage Used to Access Service or Information by Internet

There were 151 respondents who said that they last tried to access service or information from the Government of Alberta via the Internet.  Figure 6 shows that over half (52%) used the Government of Alberta’s homepage, 27% went to another Government of Alberta webpage, 2% used the Service Alberta homepage and 21% did not recall to which webpage they went.  
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Figure 6

3.6.2
Satisfaction of Those Who Accessed Via the Internet

Most (72%) were satisfied and 12% were dissatisfied with the service or information they received the last time they visited a Government of Alberta website (Table 27).  Since the pre-implementation survey, there has little change in satisfaction with Internet access.

Table 27

How satisfied are you with the service or information you received the last time you visited a Government of Alberta website?


Percent of Respondents Who Accessed or Tried to Access Service or Information Via the Internet


Pre-Implementation

(n=114)
Post-Implementation

(n=151)

Mean Rating
5.2
5.4

Satisfied
71
72

Neutral
13
12

Dissatisfied
13
12

Not Stated
3
4

Total
100
100

* On a scale from 1 to 7 where ‘1’ was ‘very dissatisfied’, ‘4’ was ‘neutral’ and ‘7’ was ‘very satisfied’.

Table 28 lists the reasons for being satisfied with service or information they received at a Government of Alberta website.  The most frequent reasons were that they got the information they needed (31%), it was easy to access or find the information or service (30%), it was fast/quick (11%), they had a lot of information (11%), and that it was easy to use or navigate (11%).

Of the 18 respondents who were dissatisfied, 7 could not find the information they needed, 4 said the information was not clear and 2 found it difficult to navigate the site.  See Table 29.

Table 28

Reasons Why Respondents Were Satisfied when Trying to Access Government of Alberta Service or Information Via the Internet


Percent of Respondents Who Actually Accessed or Tried to Access Government of Alberta Service and Information Via the Internet and Who Were Satisfied with the Service or Information Received

(n=109)

I got the information I needed
31

Easy to access/find
30

It was fast/quick
11

Had a lot of information
11

Easy to use/navigate
11

Well laid out webpage
9

Convenient
6

Most of the information was there
6

Clear information
6

No problems
4

Good links
3

Visually appealing
3

Good service/information
2

Easy to read the information
2

Other (single mention per item)
4

Don’t Know/Not Stated
5

Total
144*

*Adds up to more than 100% due to multiple mentions.

Table 29

Reasons Why Respondents Were Dissatisfied when Trying to Access Government of Alberta Service or Information Via the Internet


Number of Respondents Who Actually Accessed or Tried to Access Government of Alberta Service and Information Via the Internet and Who Were Dissatisfied with the Service or Information Received

(n=18)

Could not find the information I needed
7

The information was not clear
4

Difficult to navigate
2

Other (single mention per item)
4

Don’t Know/Not Stated
4

Total
21*

*Adds up to more than the number of respondents due to multiple mentions.

3.6.3
Visits to Service Alberta Website

There were 535 respondents who thought they had accessed Government of Alberta service or information in the past six months.  These respondents were asked if they have ever visited the Service Alberta website to obtain services or information.  About 13%, or 6% of all Albertans, had visited the Service Alberta website, as shown in Figure 7.
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Figure 7

3.6.4
Number of Visits to the Service Alberta Website

A total of 207 visits were reported by the 69 respondents who said they had visited the Service Alberta website in the past six months, for an average of 3.7 visits per respondent.  Table 30 shows that most (54%) made more than one visit, 28% visited only once and 19% could not recall how many times they visited. 

Table 30

In the past six months, about how many times have you visited the Service Alberta website?


Percent of Those Respondents Who Said They Had Visited the Service Alberta Website in the Past Six Months

 (n=69)

Mean Number of Visits
3.7

1 visit
28

2 visits
15

3 visits
19

4 or 5 visits
7

6 to 10 visits
6

More than 10 visits
7

Not Stated
19

Total
100

3.6.4
What They Were Looking for When Visiting the Service Alberta Website

The 69 respondents who visited the Service Alberta website in the past six months were asked what they were looking for the last time they visited the website.  Employment and health care information were mentioned most often, as shown in Table 31.

Table 31

The last time you visited the Service Alberta website, what service or information were you looking for?


Number of Respondents Who Said They Had Visited the Service AlbertaWebsite in the Past Six Months

(n=69)

Services or information to help find employment
9

Health care information/Alberta Health Care
6

Just searching to see what it offered
6

Maintenance/child support enforcement
2

Information on farm rebate
2

Environmental information/Alberta Environment
2

Other (single mention per item)
29

Don’t Know/Not Stated
13

Total
69

Upon analyzing the descriptions of the services or information they tried to access at the Government of Alberta website, most (96%) were trying to access service or information that is (41%) or may or may not be (55%) offered by the Government or Alberta.  Only 4% were trying to access service or information that is not provided by the Government of Alberta.  See Figure 8.
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Figure 8

3.6.5
Ability to Find What They Were Looking for When Visiting the Service Alberta Website

Of the 69 respondents who visited the Service Alberta website in the past six months, most (77%) found the service or information they were looking for (Figure 10).
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Figure 10

3.6.6
Agreement with Selected Statements About the Service Alberta Website

Respondents who had visited the Service Alberta website in the past six months were asked to rate their level of agreement with nine statements about the website.  Most agreed with seven of the nine statements, as shown in Table 32.  Less than half agreed (45%), 44% were neutral, and 4% disagreed that the website is visually appealing.  The highest level of disagreement (20%) was with the statement, “You are confident that your privacy will be protected if you provide personal information on this site”, while about half (51%) agreed and 22% were neutral.

Table 32

Level of Agreement* with Selected Statements about the Service Alberta Website


Percent of Respondents Who Said They Had Visited the Service AlbertaWebsite in the Past Six Months

(n=69)


Mean Rating
Agree
Neutral
Disagree
Don’t Know/

Not Stated

The site is clean and uncluttered
5.6
78
13
3
6

Information is up-to-date
5.6
70
10
7
13

Search engines work well
5.5
74
12
7
7

Pages load quickly
5.3
64
17
10
9

You always know where you are in the site
5.2
64
22
10
4

It has all the information you need
5.1
65
16
12
7

It is easy to find what you are looking for
5.0
59
22
14
4

It is visually appealing
4.8
45
44
4
7

You are confident that your privacy will be protected if you provide personal information on this site
4.7
51
22
20
7

* On a scale from 1 to 7 where ‘1’ was ‘strongly disagree’, ‘4’ was ‘neutral’ and ‘7’ was ‘strongly agree’.

3.6.7
Satisfaction with Access Via the Service Alberta Website

Most (68%) who visited the Service Alberta website were satisfied with the access to service or information that is available online via the Service Alberta website.  A substantial portion were neutral (34%) and only 3% were dissatisfied (Table 33).

Table 33

How satisfied are you with the access to service or information that is available online via the Service Alberta website?


Percent of Respondents Who Visited the Service Alberta Website in the Past Six Months

(n=69)

Mean Rating
5.3

Satisfied
68

Neutral
23

Dissatisfied
3

Not Stated
6

Total
100

* On a scale from 1 to 7 where ‘1’ was ‘very dissatisfied’, ‘4’ was ‘neutral’ and ‘7’ was ‘very satisfied’.

Table 34 lists the reasons why respondents were satisfied with the access available via the Service Alberta website.  The most frequent comments were that they got the information they needed and that the information was readily available or available 24 hours a day.

Only two respondents were dissatisfied with the access available via the Service Alberta website.  One said the site was slow and one could not find the information they needed.

Table 34

Reasons Why Respondents Were Satisfied with the Access to Service or Information that is Available Online Via the Service Alberta Website


Number of Respondents Who Visited the Service Alberta Website in the Past Six Months and Were Satisfied with the Access AvailableVia Service Alberta

(n=47)

I got the information I needed
13

The information was readily available/available 24 hours a day
11

Was able to find it right away
8

User friendly
7

Loads quickly/fast
4

Accurate information
2

Well organized webpage
2

Good links
2

Other (single mention per item)
4

Don’t Know/Not Stated
7

Total
60*

*Adds up to more than the number of respondents due to multiple mentions.

3.6.8
Additional Services or Information They Would Like to See Offered on the Service Alberta Website

Of those who visited the Service Alberta website in the past six months (n=69), 13% said they would like to be able to access additional services or information that are not currently offered on the Service Alberta website (Figure 11).  Nine respondents suggested additional services that they would like to see offered in the future (Table 35).
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Figure 11

Table 35

What new services or information would you like to obtain at the Service Alberta website?


Number of Respondents Who Said They Would Like to Have Additional Services or Information on the Service Alberta Website

(n=9)

Simplifying information about health care services
1

Bulletin updates regarding agriculture
1

More information on what is happening in the Edmonton area
1

Highway information
1

Training programs
1

Information about student loans
1

Maternity leave qualifications (wages, etc.)
1

More information on how to apply to operate a registry business
1

More on the arts
1

Total
9

3.7
Opinions about Access to Government of Alberta Services and Information

3.7.1
Importance of Selected Aspects of Accessing Over-the-counter Services and Information

When asked to rate the importance of four aspects of accessing Government of Alberta services and information in person or over-the-counter, all four aspects were highly important to Albertans, as shown in Table 36.  It was most important that they be able to access reliable information on a specific service, followed closely by knowing where to go for a specific service, and being able to complete a whole service process in one place even when that process may have several different components.  While still highly important, it was somewhat less important that they be able to go to one place for all the service they may need.

Table 36

Importance of Selected Aspects of Accessing In Person or Over-the-counter Services and Information


Percent of Albertans

(n=1,201)


Mean Rating
High

(5-7)
Moderate

(4)
Low

(1-3)
Don’t Know/

Not Stated

Being able to access reliable information on a specific service
6.4
94
3
2
1

Knowing where to go for a specific service
6.2
90
5
4
1

Being able to complete a whole service process in one place, even when that process may have several different components
6.1
89
6
4
1

Being able to go to one place for all the services you may need
5.9
82
10
7
1

* On a scale from 1 to 7 where ‘1’ was ‘not at all important’, and ‘7’ was ‘extremely important’.

3.7.2
Views on Protection of Privacy

Albertans are most likely to agree that their privacy will be protected when they access Government of Alberta services and information in person or over-the-counter from Government of Alberta staff (82%).  There was slightly less agreement that it would be protected when they access services or information by telephone (81%), or in person or over-the-counter from private agents (78%).  There was considerably lower agreement (68%) and slightly higher disagreement (11%), that their privacy would be protected in a secure manner when accessing services or information by Internet.  See Table 37.

Table 37

Level of Agreement* with Selected Statements about Protection of Privacy


Percent of Albertans

(n=1,201)


Mean Rating
Agree
Neutral
Disagree
Don’t Know/

Not Stated

When accessing Government of Alberta services and information in person or over-the-counter from Government of Alberta staff, your privacy will be protected in a secure manner
6.1
82
12
4
2

When accessing Government of Alberta services and information by telephone, your privacy will be protected in a secure manner
6.0
81
12
6
1

When accessing Government of Alberta services and information in person or over-the-counter from private agents providing services on behalf of the Government of Alberta, you privacy will be protected in a secure manner
5.9
78
12
9
2

When accessing Government of Alberta services and information by Internet, your privacy will be protected in a secure manner
5.7
68
11
11
9

* On a scale from 1 to 7 where ‘1’ was ‘strongly disagree’, ‘4’ was ‘neutral’ and ‘7’ was ‘strongly agree’.

Tables 38, 39, 40, and 41 list the reasons why respondents disagreed that their privacy will be protected for each of the four means by which they access information (Internet, over-the-counter from private agents, telephone, or over-the-counter from Government of Alberta staff).

Table 38

Why do you disagree with the statement that when accessing Government of Alberta services and information BY INTERNET, your privacy will be protected in a secure manner?


Percent Who Disagreed

(n=135)

The Internet is not a safe or secure means of keeping personal information
33

Computers can be hacked
32

Don’t trust the Internet/lack of trust
18

Anybody can access information on the Internet
14

Internet is not private
7

Don’t know very much about the Internet
3

Too easy for the information to go to the wrong place
2

Information can be stolen
2

Other (single mention per item)
1

Don’t Know/Not Stated
9

Total
121*

* Adds up to more than 100% due to multiple mentions

Table 39

Why do you disagree with the statement that when accessing Government of Alberta services and information IN PERSON OR OVER-THE-COUNTER FROM PRIVATE AGENTS providing services on behalf of the Government of Alberta, your privacy will be protected in a secure manner?


Percent Who Disagreed

(n=104)

Not as secure as it should be
17

Lack of trust
13

People talk/information leaks
11

Too easy to access information
11

Lack of privacy
10

People overhearing conversations
8

Information is going through too many people
8

Guidelines not strict enough
7

People are willing to sell private information
5

Government gives information to whoever they see fit
5

Private companies are only looking out for themselves
5

Questions the screening of the employees in the private agencies
4

They are not government employees
4

More stages for leaks of information, better chance of information being lost
3

Don’t know exact type of information they can ask for
2

Don’t know where the information is going
2

Information could be stolen
2

Don’t Know/Not Stated
16

Total
133*

* Adds up to more than 100% due to multiple mentions

Table 40

Why do you disagree with the statement that when accessing Government of Alberta services and information BY TELEPHONE, your privacy will be protected in a secure manner?


Percent Who Disagreed

(n=75)

Lack of privacy
19

Lack of trust
17

Don’t know who you are really talking to
12

Don’t know if anyone else is able to hear conversation
12

People talk/information leaks
7

Too easy to access information
7

They record your call
7

Monitor calls
5

Don’t like doing things over the phone
4

Information could be stolen
3

Other (single mention per item)
4

Don’t Know/Not Stated
24

Total
121*

* Adds up to more than 100% due to multiple mentions

Table 41

Why do you disagree with the statement that when accessing Government of Alberta services and information IN PERSON OR OVER-THE-COUNTER FROM GOVERNMENT OF ALBERTA STAFF, your privacy will be protected in a secure manner?


Percent Who Disagreed

(n=53)

Information is not kept private
17

Don’t like giving information in front of other people
15

Government is able to access everything
13

Don’t trust the government
11

Privacy and security is non-existent
11

Government gives information to whoever they see fit
4

They don’t necessarily follow FOIP Act
4

Lack of trust in employees
4

Other (single mention per item)
11

Don’t Know/Not Stated
23

Total
113*

* Adds up to more than 100% due to multiple mentions

Views on Ease of Access

Regardless of whether or not they had recently tried to access services or information from the Government of Alberta, respondents were asked to rate their satisfaction their current ability to access Government of Alberta information and services.  As shown in Table 42, most (59%) were satisfied, 28% were neutral and 10% were dissatisfied with their current ability to access Government of Alberta services and information.

Table 42

How would you rate your satisfaction with your current ability to access Government of Alberta information and services?


Percent of All Respondents

(n=1,201)

Mean Rating
4.9

Satisfied
59

Neutral
28

Dissatisfied
10

Not Stated
3

Total
100

* On a scale from 1 to 7 where ‘1’ was ‘very dissatisfied’, ‘4’ was ‘neutral’ and ‘7’ was ‘very satisfied’.

When compared to all Albertans, satisfaction was higher among those who actually accessed Government of Alberta services and information in the past 6 months (n=379), as 74% were satisfied, 17% were neutral and 8% were dissatisfied.
























































































� EMBED PowerPoint.Slide.8  ���





� EMBED PowerPoint.Slide.8  ���





�EMBED PowerPoint.Slide.8���





� EMBED PowerPoint.Slide.8  ���























� EMBED PowerPoint.Slide.8  ���





�EMBED PowerPoint.Slide.8���





�EMBED PowerPoint.Slide.8���





�EMBED PowerPoint.Slide.8���





�EMBED PowerPoint.Slide.8���





�EMBED PowerPoint.Slide.8���








PAGE  

[image: image11.wmf]Percent of 

Albertans 

Who Said They Have Accessed or

Attempted to Access Government of Alberta Services and

Information in the Past Six Months

53%

47%

45%

55%

1%

1%

0%

20%

40%

60%

80%

100%

Yes

No

Not Stated

2002 (n=1,200)

2003 (n=1,201)

[image: image12.wmf]Percent of 

Albertans 

with Unaided Recall of Government

of Alberta Services and Information

59%

12%

61%

14%

6%

31%

33%

7%

0%

20%

40%

60%

80%

100%

Recalled a Government of Alberta Service

Not Sure if Recalled a Government of

Alberta Service/Info

Mistakenly Recalled Service/Info Not

Provided by the Government of Alberta

Nothing recalled

2002 (n=1,200)

2003 (n=1,201)

[image: image13.wmf]Percent of 

Albertans 

Who Accessed or Tried to Access

Government of Alberta Services and Information

43%

6%

32%

10%

3%

55%

47%

4%

0%

20%

40%

60%

80%

100%

It is a Government of Alberta Service/Info

Not Sure if a Government of Alberta

Service/Info

Not a Government of Alberta/Service/Info

Did not Access or Try to Access

2002 (n=1,200)

2003 (n=1,201)

[image: image14.wmf]Did you have to deal with more than one person to get the

service or information you needed?

35%

62%

4%

0%

20%

40%

60%

80%

100%

Yes

No

Not Stated

N=379 Who Actually Accessed or Tried to Access Government of Alberta Service or Information

[image: image15.wmf]Percent Who Called the Government Of Alberta’s Toll-

free Number, 310-0000, for Accessing Service or

Information

39%

62%

50%

50%

0%

20%

40%

60%

80%

100%

Yes

No/Don't

Know

2002 (n=156)

2003 (n=145)

[image: image16.wmf]Percent Who Used the Government of Alberta’s

Homepage, Service Alberta Homepage or Other

Government of Alberta 

Webpage

56%

52%

2%

27%

21%

18%

32%

0%

20%

40%

60%

80%

100%

Gov't of Alberta Homepage

Service Alberta Homepage

Other Webpage

Don't Know

2002 Pre-Implementation Survey (n=114)

2003 Post-Implementation Survey (n=151)

[image: image17.wmf]Percent of All 

Albertans

 Who have Visited the Service

Alberta 

Website

 to Obtain Services or Information in the

Past Six Months

6%

93%

1%

0%

20%

40%

60%

80%

100%

Yes, Visited

No, Did Not Visit

Don't Know

[image: image18.wmf]Percent of Those Who Visited the Service Alberta

Website 

Who Accessed or Tried to Access Government of

Alberta Services and Information

41%

55%

4%

0%

20%

40%

60%

80%

100%

It is a Government of Alberta Service/Info

Not Sure if a Government of Alberta

Service/Info

Not a Government of Alberta/Service/Info

N=69

[image: image19.wmf]Did you find the service or information you were looking

for (when visiting the Service Alberta 

website

)?

77%

16%

7%

0%

20%

40%

60%

80%

100%

Yes

No

Not Stated

N=69

[image: image20.wmf]Is there any additional service or information that is not

currently offered, but which you would like to see offered

in the future on the Service Alberta 

website

?

13%

68%

19%

0%

20%

40%

60%

80%

100%

Yes

No

Don't Know/Not

Stated

N=69

_1110527990.ppt


Percent of All Albertans Who have Visited the Service Alberta Website to Obtain Services or Information in the Past Six Months













6%


93%


1%


0% 20% 40% 60% 80% 100%


Yes, Visited


No, Did Not Visit


Don't Know





_1110530903.ppt


Did you find the service or information you were looking for (when visiting the Service Alberta website)?

N=69













77%


16%


7%


0% 20% 40% 60% 80% 100%


Yes


No


Not Stated





_1110534344.ppt


Is there any additional service or information that is not currently offered, but which you would like to see offered in the future on the Service Alberta website?

N=69













13%


68%


19%


0% 20% 40% 60% 80% 100%


Yes


No


Don't Know/Not


Stated





_1110530869.ppt


Percent of Those Who Visited the Service Alberta Website Who Accessed or Tried to Access Government of Alberta Services and Information

N=69













41%


55%


4%


0% 20% 40% 60% 80% 100%


It is a Government of Alberta Service/Info


Not Sure if a Government of Alberta


Service/Info


Not a Government of Alberta/Service/Info





_1110529847.ppt


Percent Who Called the Government Of Alberta’s Toll-free Number, 310-0000, for Accessing Service or Information













39%


62%


50%


50%


0% 20% 40% 60% 80% 100%


Yes


No/Don't


Know


2002 (n=156) 2003 (n=145)





_1110305112.ppt


Did you have to deal with more than one person to get the service or information you needed?

N=379 Who Actually Accessed or Tried to Access Government of Alberta Service or Information













35%


62%


4%


0% 20% 40% 60% 80% 100%


Yes


No


Not Stated





_1110368739.ppt


Percent Who Used the Government of Alberta’s Homepage, Service Alberta Homepage or Other Government of Alberta Webpage













56%


52%


2%


27%


21%


18%


32%


0% 20% 40% 60% 80% 100%


Gov't of Alberta Homepage


Service Alberta Homepage


Other Webpage


Don't Know


2002 Pre-Implementation Survey (n=114)


2003 Post-Implementation Survey (n=151)





_1110294929.ppt


Percent of Albertans Who Said They Have Accessed or Attempted to Access Government of Alberta Services and Information in the Past Six Months













53%


47%


45%


55%


1%


1%


0% 20% 40% 60% 80% 100%


Yes


No


Not Stated


2002 (n=1,200) 2003 (n=1,201)





_1110297174.ppt


Percent of Albertans Who Accessed or Tried to Access Government of Alberta Services and Information













43%


6%


32%


10%


3%


55%


47%


4%


0% 20% 40% 60% 80% 100%


It is a Government of Alberta Service/Info


Not Sure if a Government of Alberta


Service/Info


Not a Government of Alberta/Service/Info


Did not Access or Try to Access


2002 (n=1,200) 2003 (n=1,201)





_1110292128.ppt


Percent of Albertans with Unaided Recall of Government of Alberta Services and Information













59%


12%


61%


14%


6%


31%


33%


7%


0% 20% 40% 60% 80% 100%


Recalled a Government of Alberta Service


Not Sure if Recalled a Government of


Alberta Service/Info


Mistakenly Recalled Service/Info Not


Provided by the Government of Alberta


Nothing recalled


2002 (n=1,200) 2003 (n=1,201)





