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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 1,200 adult Albertans to assess access to Government of Alberta services and information.  This survey was conducted 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 pre-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” (33%).

· 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 (92%), issues certificates for birth, marriage or death (91%), provides provincial park services and information (89%) and provides information about the Alberta Health Care Insurance Plan (88%).  There were lower levels of awareness of treatment services for young offenders (66%), benefits program for seniors (67%), and information about schools in Alberta (67%).

Recent Access to Government of Alberta Services and Information

· Over the past six months, about half (53%) 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 43% to 49% of adult Albertans accessed or tried to access services or information offered by the Government of Alberta.

· Of those who actually accessed or tried to access Government of Alberta services or information, the vast majority (91%) got the service or information they needed.  Eight percent (8%) said they did not.

· Most (56%) last tried to access the service or information in-person, while 31% last tried to access by phone, 22% by the Internet, 9% by mail, and 2% by fax.

· The services they were most likely to access in-person included driver’s licensing or renewal services (24%), vehicle registration renewal service (22%) and vehicle registration services from private registries (16%).

· The services and information they were most likely to access by phone included health care information or services (12%), and information about the Alberta Health Care Insurance Plan (11%).

· The service and information most likely to be accessed by the Internet was student loans or training allowances (15%).

· Those who accessed services or information in-person were most likely to get the service or information they needed (97%), while those who accessed by phone were least likely to get the service or information they needed (82%).

· Most (76%) said it was easy to access the information or service, while 15% said it was difficult.  Those who accessed in-person were most likely to say it was easy (83%), while those who accessed by phone were least likely to say it was easy (57%).

· Of those who last tried to access by phone (n=156), 39% said they had called the Government of Alberta’s toll-free number.  Of those who called the toll-free number (n=60), most (72%) were satisfied with the information or service they received, while 22% were dissatisfied.

· Of those who tried to access by Internet (n=114), over half (56%) used the Government of Alberta’s homepage.  Most (71%) were satisfied with the service or information they received the last time they visited a Government of Alberta website, while 13% were dissatisfied.

Recent Access to Government of Alberta Services Information Via the Rite Line and/or Homepage

· The first phase of implementation of the Service Alberta initiative will be for those Albertans who use the Government of Alberta's toll-free information line (Rite Line), and/or the Government of Alberta’s homepage.  In the past six months, about 10% of Albertans last accessed the Government of Alberta via the homepage and/or the Rite Line.

· Of those who last used the Rite Line and/or the homepage (n=116):

· 82% got the service or information that they needed and 16% did not.

· 63% said it was easy to access the service or information and 25% said it was difficult.

· 72% were satisfied with the service or information they received and 18% were dissatisfied.

Future Access to Government of Alberta Services and Information 

· The services or information they are most likely to access next include vehicle registration renewal service (15%), driver’s licensing or renewal services (14%) and information about the Alberta Health Care Insurance Plan (12%).

· The vast majority of adult Albertans (92%) expect that they will need to access Government of Alberta services and information in the future.

· The next time they access Government of Alberta services or information, about half (47%) would prefer to access them in-person.  About 27% would prefer to access them by Internet, 26% by phone, 8% by mail and 2% by fax.

· The services and information they would most prefer to access in-person include vehicle registration renewal service (29%), driver’s licensing and renewal services (25%), and information about the Alberta Health Care Insurance Plan (12%).

· The services and information they would most prefer to access by phone include information about the Alberta Health Care Insurance Plan (18%) and the benefits program for seniors (9%).

· The services and information they would most prefer to access by Internet include provincial park services or information (11%), driver’s licensing or renewal services (10%), information about the Alberta Health Care Insurance Plan (9%), and student loans or training allowances (8%).

· Of those who would prefer to use the phone (n=282), 73% are likely to call the Government of Alberta’s toll-free number.  Hence, an estimated 17% of all Albertans will call the toll-free number the next time they need service or information from the Government of Alberta.

Internet Use 

· About 70% of adult Albertans have used the Internet.

· About 40% of adult Albertans have visited a Government of Alberta website.

· When accessing a Government of Alberta website for personal reasons, the most frequent services or information that they looking for were services or information to help find employment (13%).

· When looking for business services or information on the Government of Alberta website, a wide variety of services or information were mentioned, with the most frequent being agricultural services or information (6%).

· The last time they visited a Government of Alberta website for personal reasons, 86% found what they were looking for and 14% did not.

· The last time they visited a Government of Alberta website for business reasons, 89% found what they were looking for and 11% did not.

· Most (72%) were satisfied with the access to service or information that is available online via a Government of Alberta website.  Twelve percent (12%) were dissatisfied.

Awareness of Service Alberta 

· When the Service Alberta initiative was described to them, not one respondent was able to recall the name of the initiative.

· When asked if they had ever seen or heard anything about Service Alberta, about 9% of Albertans said they had.

Opinions about Access to Government of Alberta Services and Information

· Most Albertans (59%) agreed and 16% disagreed that “When accessing Government of Alberta services and information, your privacy will be protected in a secure manner.”

· Similarly, most Albertans (56%) agreed and 17% disagreed that “It is easy to access Government of Alberta services and information.”

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 conducted to gather input and feedback from Albertans before the first phase of the Service Alberta initiative was launched.

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

1. Services Albertans would most like to be able to access from the Government of Alberta by:

i. Internet

ii. Telephone

iii. Over-the-counter

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

i. Internet

ii. Telephone

iii. Over-the-counter

iv. Registry agents

v. Mail

vi. Fax

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

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

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

6. The percentage of Albertans who have heard of “Service Alberta” (even though it has not yet been announced).

The above objectives will also be addressed during the post-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 - Following the initial meeting, a questionnaire was drafted to address the specific research objectives.  Following review by Alberta Government Services and pretesting, the questionnaire was finalized.  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 be 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.

2.2 Phase 2: Telephone Interviews

All interviews were conducted by trained and experienced interviewers at Research Innovations’ Central Location Telephone Interviewing Facility in Edmonton.  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.

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.).  

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 (33%) 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 (92%); followed by 91% who were aware that they issue certificates for birth, marriage or death; 89% who were aware that they provide provincial park services or information; and 88% who were aware that the provide information about the Alberta Health Care Insurance Plan.

There were lower levels of awareness that the Government of Alberta provides treatment services for young offenders (66%), has a benefits programs for seniors (67%), or provides information about schools in Alberta (67%).

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

(n=1,200)


Aware Unaided
Aware

Aided
Total

Aware

Hunting or fishing licenses
1
91
92

Certificates for birth, marriage or death
1
90
91

Provincial park services or information
2
87
89

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

Vehicle registration renewal service
4
80
84

Driver’s licensing or renewal services
3
81
84

Funding or support for low income Albertans
5
78
83

Student loans or training allowances
3
77
80

Services or information to help find employment
4
75
79

Land titles registration or searches
1
72
73

Information about schools in Alberta
5
62
67

Benefits program for seniors
4
63
67

Treatment services for young offenders
-
66
66

Health care information or services
3
NA
NA

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

Department of Agriculture/agricultural services
2
NA
NA

Taxes/tax benefits
2
NA
NA

Education information or services
2
NA
NA

Social/family services
2
NA
NA

The environment/environmental issues
1
NA
NA

Internet/Government of Alberta website/online
1
NA
NA

Income tax information and forms
1
NA
NA

Travel information/Alberta tourism/Travel Alberta
1
NA
NA

Highway information/maintenance/quality of highways
1
NA
NA

The Rite number/direct government number
1
NA
NA

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

Other (less than 1% per item)
21
NA
NA

Don’t Know/Not Stated
33
NA
NA

Total
140*
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, about 7% of the information or services that they mentioned were not offered or provided by the Government of Alberta (e.g., income tax information and forms).  Based on the descriptions provided by respondents, an additional 12% 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, 59% to 71% of Albertans could recall, on an unaided basis, a service or information provided by the Government of Alberta.
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Figure 1
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3.2
Recent Access to Government of Alberta Services and Information

3.2.1
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 about half (53%) of Albertans said they had accessed or attempted to access Government of Alberta services or information in the past six months.


Figure 2

3.2.2
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 2.  Driver’s licensing and renewal services and vehicle registration renewal services were mentioned most often (12% each).

Table 2

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

(n=635)

Driver’s licensing or renewal services
12

Vehicle registration renewal service
12

Vehicle registration services from private registries
7

Student loans or training allowances
5

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

Health care information or services
4

Land titles registration or searches
4

Certificates for birth, marriage or death
4

Hunting or fishing licenses
3

Employment Services Plan/EI Office
2

Benefits program for seniors
2

Services or information to help find employment
2

Department of Agriculture/agricultural services
2

Human Resources/HR and Development
2

Income tax information and forms
1

Maintenance/child support enforcement
1

Provincial park services or information
1

Alberta Learning
1

Other (less than 1% per item)
28

Not Stated
1

Total
100

The responses in Table 27 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 4% of Albertans were mistaken as to who provided the service they received, an estimated 43% to 49% 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 512 respondents last accessed or tried to access service or information that is actually provided by the Government of Alberta.  Table 3 lists the services or information that they last accessed or tried to access.

Table 3

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

(n=512)

Driver’s licensing or renewal services
15

Vehicle registration renewal service
15

Vehicle registration services from private registries
9

Student loans or training allowances
6

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

Health care information or services
6

Land titles registration or searches
5

Certificates for birth, marriage or death
5

Hunting or fishing licenses
3

Benefits program for seniors
3

Services or information to help find employment
3

Department of Agriculture/agricultural services
2

Maintenance/child support enforcement
2

Provincial park services or information
2

Alberta Learning
1

Education information or services
1

Government of Alberta website
1

Travel Alberta/Alberta Tourism
1

Alberta Registries
1

Corporate Registries
1

Other (less than 1% per item)
14

Total
100

3.2.3
Percent Who Got the Service or Information They Needed

Among those who actually accessed or tried to access Government of Alberta service or information in the past six months (n=512), the last time they accessed or tried to access service, the vast majority (91%) got the service or information that they needed and 8% did not.  See Figure 4.
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Figure 4

3.2.4
How They Last Accessed Government of Alberta Service or Information

Of the 512 respondents who actually accessed service or information from the Government of Alberta in the past six months, over half (56%) accessed than service or information in-person or over the counter.  About one-third (31%) accessed the Government of Alberta by telephone, while 22% accessed the provincial government via the Internet.  Mail was the means by which 9% accessed the services and information.  There were only 2% who accessed by fax.  See Table 4.

Table 4

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

(n=512)

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

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

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

By mail
9

By fax
2

Not Stated
0

Total
120*

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

Table 5 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 driver’s licensing or renewal service (24%), or vehicle registration (16%) or renewal services (22%).  The services and information accessed most often by phone were information about health care (12%) or the Alberta Health Care Insurance Plan (11%).  The services accessed most often by Internet were student loans or training allowances (15%).

Table 5

Type of Service or Information Last Accessed by Method of Access


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%, 

Table 6 shows that respondents who accessed or tried to access the service or information in-person, were more likely to get what they needed (97%), followed closely by those who accessed or tried to access the services or information by mail or fax (95%).  Those who tried to access service or information by telephone or by Internet were less likely to get what they needed (82% and 83%, respectively).

Table 6

Whether They Got the Service or Information They Needed by Method of Access


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)

Yes, got what they needed
91
97
82
83
95

No, did not get what they needed
8
3
16
15
5

Not Stated
1
-
2
3
0

Total
100
100
100
100
100

‘-‘ = 0.1% to 0.4%

3.2.5
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 (76%) rated it as easy to access, while 15% rated it as difficult to access (Table 7).  

Table 7

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

(n=512)

Mean Rating
5.4

Easy
76

Neutral
9

Difficult
15

Not Stated
1

Total
100

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

Table 8 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, 83% said it was easy to access and 9% said it was difficult.  Those who tried to access the service or information by telephone reported the greatest difficulty, as 29% said the service or information was difficult to access.

Table 8

Ease of Accessing* Service or Information by Method of Access


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’.

3.2.6
Ease of Obtaining Service or Information by Phone

There were 156 respondents who had recently tried to access the Government of Alberta by phone (or 13% of all adult Albertans).  About half (46%) learned what number to call by looking it up in the phone book or blue pages.  Other means by which they learned what number to call are listed in Table 9.

Table 9

How did you learn what phone number to call?


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

(n=156)

Looked it up in the phone book/blue pages
46

Referred by someone else
14

Already knew it
10

Internet/website/web page
6

Health care invoice/information
5

Brochure/pamphlets/printed info
3

School form/information
3

Senior’s book/printed information
3

In newspaper
1

TV/radio ad
1

Application form
1

At work
1

Directory assistance/411
1

Got number after initial contact 
1

Through package of information
1

Other (less than 1% per item)
6

Not Stated
2

Total
105*

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

On average, when they recently tried to access the Government of Alberta by phone, respondents dialled an average of 1.9 phone numbers each (Table 10).  About 42% dialled more than one number.  Table 11 shows that if they dialled three or more numbers, then they were much more likely to say that the service or information was difficult to access.  

Table 10

And about how many different phone numbers did you dial to try and get the service or information you needed?


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

 (n=156)

Mean Number of Phone Numbers Dialled
1.9

1 number
55

2 numbers
22

3 numbers
10

4 numbers
3

5 numbers
4

More than 5 numbers
3

Not Stated
3

Total
100

Table 11

Ease of Accessing* Service or Information by Number of Phone Numbers Dialled


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


All Who Accessed by Telephone

(n=156)
Number of Phone Numbers Dialled



One (n=85)
Two

(n=35)
Three 

(n=16)
Four or More

(n=16)

Mean Rating
4.6
5.0
5.3
3.3
2.2

Easy
57
68
74
25
6

Neutral
13
9
14
25
13

Difficult
29
22
11
44
81

Not Stated
1
0
0
6
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’.

A phone call was transferred to someone else an average of 1.6 times each.  Only 30% were not transferred to anyone (Table 12).  Respondents whose calls were transferred once were most likely (80%) to say that the service or information was easy to access (see Table 13).  If their call was transferred more than 3 times, then most (73%) said it was difficult to access.

Table 12

And about how many times, if any, was your call transferred to someone else while trying to get the service of information you needed?


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

 (n=156)

Mean Number of Times Call was Transferred 
1.6

0 times
28

1 times
31

2 times
17

3 times
8

4 times
3

5 times
2

More than 5 times
4

Not Stated
6

Total
100

Table 13

Ease of Accessing* Service or Information by Times Call Was Transferred


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


All Who Accessed by Telephone

(n=156)
Number of Times Call Was Transferred



Zero

(n=44)
One (n=49)
Two

(n=26)
Three 

(n=13)
Four or More

(n=15)

Mean Rating
4.6
4.7
5.2
4.6
4.1
2.4

Easy
57
57
80
54
38
20

Neutral
13
14
6
23
23
7

Difficult
29
30
14
23
38
73

Not Stated
1
0
0
0
0
0

Total
100
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’.

Of those 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), 39% said they had called the toll-free number, 310-0000.  In the past six months, an estimated 5% of all adult Albertans called the Government of Alberta’s toll-free number for accessing service or information.  See Figure 5.
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Figure 5

There were 60 respondents who called the toll-free number the last time they tried to access Government of Alberta service or information.  While most (72%) were satisfied with the service or information they received, a substantial portion (22%) were dissatisfied with the service or information they received when they called the toll-free number (Table 14). 

Table 14

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

 (n=60)

Mean Rating
5.1

Satisfied
72

Neutral
5

Dissatisfied
22

Not Stated
2

Total
100

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

3.2.7
Ease of Obtaining Service or Information by Internet

There were 114 respondents who said that they last tried to access service or information from the Government of Alberta via the Internet (or 10% of all adult Albertans).  Figure 6 shows that about half (56%) used the Government of Alberta’s homepage, 32% went to another department or ministry webpage and 18% did not recall what webpage they went to.  
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Figure 6

There were 36 respondents who last accessed or tried to access service or information through a department or ministry webpage.  A substantial portion (36%) could not recall which webpage they had visited.  The webpages they visited most often are listed in Table 15.

Table 15

And what other Government of Alberta webpage or webpages did you use to try and access that service or information?


Percent of Those Respondents Who Actually Accessed or Tried to Access Government of Alberta Service or Information Through a Department or Ministry Webpage

 (n=36)

Learning
8

Travel Alberta
8

Human Resources
8

Agriculture
6

Alberta Learning Information Services (ALIS)
6

Health
6

Other (single mention per item)
28

Don’t Know/Not Stated
36

Total
106*

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

The last time respondents accessed or tried to access information or service by the Internet, they visited a Government of Alberta website an average of 4.1 times each to try and get the service or information they needed. Only 35% made one visit (Table 16).  Table 17 shows that that there were only minor variations in the ease of accessing the service or information by the number of times they visited the website to try and access the information.

Table 16

And about how many times did you visit a Government of Alberta website to try and get the service or information that you needed?


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

 (n=114)

Mean Number of Times Visited a Government of Alberta Website
4.1

1 time
35

2 times
22

3 times
13

4 times
6

5 times
3

6-10 times
9

More than 10 times
6

Not Stated
6

Total
100

Table 17

Ease of Accessing* Service or Information by Number of Visits to Website


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


All Who Accessed by Internet

(n=114)
Number of Visits to Website



One (n=40)
Two

(n=25)
Three 

(n=15)
Four or More

(n=27)

Mean Rating
5.3
5.4
5.3
4.9
5.5

Easy
77
80
76
73
81

Neutral
7
5
12
0
7

Difficult
16
15
12
27
11

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’.

Most (71%) were satisfied and 13% were dissatisfied with the service or information they received the last time they visited a Government of Alberta website (Table 18).

Table 18

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

 (n=114)

Mean Rating
5.2

Satisfied
71

Neutral
13

Dissatisfied
13

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’.
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3.3
Recent Access to Government of Alberta Services and Information Via the Rite Line and/or Homepage

3.3.1
Percent of Albertans Who Accessed Government of Alberta Services and Information Via the Rite Line and/or Homepage

The first phase of implementation of the Service Alberta initiative will be for those Albertans who use the Government of Alberta’s toll-free information line (Rite Line), and/or the Government of Alberta’s homepage.  In the past six months, about 10% of Albertans last accessed the Government of Alberta via the homepage and/or the Rite Line.  See Figure 7.


Figure 7

3.3.2
Type of Service or Information Last Accessed Via Rite Line and Homepage 

Table 19 lists the type of services and information last accessed by the 116 respondents who accessed or tried to access via the Rite Line and/or homepage.  The types services and information accessed via the Rite Line and/or homepage differ from those accessed by other means (see Table 5 for comparison).

Table 19

Specific types of service or information last accessed or tried to access from the Government of Alberta or from another organization acting on behalf of the Government of Alberta via the Rite Line and/or Homepage.


Percent of Those Respondents Who Actually Accessed or Tried to Access Government of Alberta Service or Information via the Rite Line and/or Homepage

(n=116)

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

Health care information or services
8

Student loans or training allowances
7

Benefits program for seniors
6

Vehicle registration renewal service
5

Land titles registration or searches
5

Services or information to help find employment
5

Department of Agriculture/agricultural services
5

Maintenance/child support enforcement
5

Government of Alberta website
4

Education information or services
3

Driver’s licensing or renewal services
3

Travel Alberta/Alberta Tourism
3

Hunting or fishing licenses
2

Provincial park services or information
2

Alberta Learning
2

Department website
2

Alberta Registries
2

Rite Line
2

Landlord and Tenant Act
2

Energy Utilities Board
2

Non-profit organization information
2

Other (less than 1% per item)
17

Total
100

3.3.3
Percent Who Got the Service or Information They Needed Via the Rite Line and/or Homepage

Among those who actually accessed or tried to access Government of Alberta service or information in the past six months via the Rite Line and/or homepage (n=116), the last time they accessed or tried to access service, 82% got the service or information that they needed and 16% did not.  See Figure 8.

[image: image8.wmf]Percent of Recent Rite Line and/or Homepage Users Who

Called the Rite Line, 310-0000

52%

48%

0%

20%

40%

60%

80%

100%

Yes

No/Don't Know

Recent Rite Line/Homepage Users (n=116)


Figure 8

3.3.4
How Homepage and Rite Line Users Last Accessed Government of Alberta Service or Information

Of the 116 respondents who actually last tried to access service or information from the Government of Alberta in the past six months via the Rite Line or homepage, there were approximately equal proportions who last tried to access service or information by telephone (56%) as by Internet (57%).  About 11% also last tried to access the service or information in-person, along with 5% by mail and 2% by fax.  See Table 20.

Table 20

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 Via the Rite Line and/or Homepage

(n=116)

In-person or over the counter, including at a registry agent or Alberta Health office
11

By telephone, including through the toll-free provincial government number which is 310-0000
56

By Internet.  The Government of Alberta’s ;main homepage has a picture of a wild rose
57

By mail
5

By fax
2

Total
131*

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

3.3.5
Ease of Obtaining the Information or Service They Needed Via the Rite Line and/or Homepage

Of the respondents who last tried to access service or information from the Government of Alberta via the Rite Line and/or homepage (n=116), about 63% said it was easy to access that service or information, while 25% said it was difficult (Table 21).  

Table 21

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


All Who Accessed

(n=512)
Accessed Via Rite Line and/or Homepage

(n=116)

Mean Rating
5.4
4.7

Easy
76
63

Neutral
9
12

Difficult
15
25

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’.

3.3.6
Obtaining Service or Information by Phone among Rite Line and Homepage Users

There were 65 respondents who, within the past six months, last tried to access the Government of Alberta using the Rite Line and/or homepage and who tried to access Government of Alberta information by phone.  About half (45%) learned what number to call by looking it up in the phone book or blue pages.  Other means by which they learned what number to call are listed in Table 22.

Table 22

How did you learn what phone number to call?


Percent of Those Respondents Who Accessed or Tried to Access Government of Alberta Service or Information by the Rite Line and/or Homepage

(n=65)

Looked it up in the phone book/blue pages
45

Already knew it
20

Referred by someone else
9

Health care invoice/information
6

Internet/website/web page
5

School form/information
3

At work
3

Through package of information
3

Other (single mention per item)
6

Not Stated
3

Total
103*

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

On average, those who recently tried to access the Government of Alberta using the Rite Line and/or homepage dialled an average of 1.9 phone numbers each (Table 23), which is the same average as those who dialled other numbers besides the Rite Line. 

Table 23

And about how many different phone numbers did you dial to try and get the service or information you needed?


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


All Who Accessed by Phone

(n=156)
Those Who Accessed Via the Rite Line and/or Homepage

(n=65)

Mean Number of Phone Numbers Dialled
1.9
1.9

1 number
55
59

2 numbers
22
25

3 numbers
10
8

4 numbers
3
2

5 numbers
4
3

More than 5 numbers
3
5

Not Stated
3
0

Total
100
100

The phone calls made by Rite Line and/or homepage users were transferred somewhat more often (mean=1.9 times) than the calls made by all who tried to access service or information by phone (mean=1.6 times).  See Table 24.

Table 24

And about how many times, if any, was your call transferred to someone else while trying to get the service of information you needed?


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


All Who Accessed by Phone

(n=156)
Those Who Accessed Via the Rite Line and/or Homepage

(n=65)

Mean Number of Times Call was Transferred 
1.6
1.9

0 times
28
29

1 times
31
29

2 times
17
14

3 times
8
9

4 times
3
5

5 times
2
0

More than 5 times
4
6

Not Stated
6
8

Total
100
100

Of the 116 respondents who last tried to access service or information via the Rite Line and/or homepage, 52% called the Rite Line (310-0000).  See Figure 9.
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Figure 9

3.3.7
Obtaining Service or Information by Internet among Rite Line and/or Homepage Users

Of the 116 respondents who last tried to access service or information via the Rite Line and/or homepage, 55% visited the Government of Alberta’s homepage.  See Figure 10.
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Figure 10

Homepage and/or Rite Line last visited Government of Alberta websites somewhat more often (mean=5.0 times) to get the service or information they needed when compared to all those who tried to access service or information by Internet (mean=4.1 times).  See Table 25.

Table 25

And about how many times did you visit a Government of Alberta website to try and get the service or information that you needed?


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


All Who Accessed by Internet

(n=114)
Those Who Accessed Via the Rite Line and/or Homepage

(n=66)

Mean Number of Times Visited a Government of Alberta Website
4.1
5.0

1 time
35
30

2 times
22
27

3 times
13
14

4 times
6
5

5 times
3
2

6-10 times
9
12

More than 10 times
6
6

Not Stated
6
5

Total
100
100

Respondents who last tried to access service or information at a Government of Alberta website and who also tried to access that service or information via the homepage and/or Rite Line (n=66), had similar levels of satisfaction, when compared to all who last tried to access service or information via a Government of Alberta website (Table 26).

Table 26

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


All Who Accessed by Internet

(n=114)
Those Who Accessed Via the Rite Line and/or Homepage

(n=66)

Mean Rating
5.2
5.3

Satisfied
71
73

Neutral
13
14

Dissatisfied
13
14

Not Stated
3
0

Total
100
100

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

3.3.8
Average Satisfaction of Rite Line and/or Homepage Users

Of the 116 respondents who last tried to access service or information via the Rite Line and/or homepage, 60 respondents rated their satisfaction with the service or information they received via the Rite Line and 66 respondents rated their satisfaction with the service or information they received via a Government of Alberta website.  Table 27 summarizes these ratings and provides a composite measure for all 116 respondents who last tried to access service or information via the Rite Line or homepage.  This composite measure was calculated by assigning equal weight to the results for each group of respondents (Rite Line users versus Government of Alberta website users).

Table 27

Rite Line/Homepage Users’ Satisfaction with the Service or Information They Received the Last Time They Called the Rite Line or Visited a Government of Alberta Website


Percent of Respondents Who Accessed or Tried to Access Service or Information Via the Rite Line and/or Homepage


Satisfaction with Rite Line Access 

 (n=60)
Satisfaction with Internet Access 

(n=66)
Average Satisfaction with Rite Line and/or Homepage Access

(n=116)

Mean Rating
5.1
5.3
5.2

Satisfied
72
73
72

Neutral
5
14
9

Dissatisfied
22
14
18

Not Stated
2
0
1

Total
100
100
100

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

3.4
Future Access to Government of Alberta Services and Information

3.4.1
Preferred Means of Future Access Among Those Who Recently Accessed Government of Alberta Services and Information

When asked to think about the last service or information they accessed or tried to access and how they would most prefer to access that service or information in the future, there were approximately equal proportions who would prefer to access it in-person (35%), by telephone (31%), or by Internet (29%).  See Table 28.

Table 28

If you ever needed that service or information again, by which means would you most prefer to access it in the future?  Would you prefer to access it…?


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


All

(n=635)
It is a GOA Service/Info

(n=512)
Not Sure if a GOA Service/Info

(n=72)
Not a GOA Service/Info

(n=51)



In-person or over the counter
35
37
24
29

By telephone
31
30
31
41

By Internet.  
29
28
42
26

By mail
2
2
1
0

By fax
2
2
1
2

Not Stated
2
2
1
2

Total
100
100
100
100

3.4.2
Type of Service or Information Most Likely to Access Next

Respondents were asked to think about the various services or information provided by the government of Alberta or by other organizations acting on behalf of the Government of Alberta.  When asked which service or information they are most likely to get next, vehicle registration renewal service (15%), driver’s licensing or renewal services (14%) and information about the Alberta Health Care Insurance Plan (12%) were mentioned most often.  About 8% thought they would never need to access service or information from the Government of Alberta.  See Table 29.

Table 29

When you think about the various 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 are you most likely to get next?


Percent of All Respondents

(n=1,200)

Vehicle registration renewal service
15

Driver’s licensing or renewal services
14

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

Hunting or fishing licenses
4

Benefits program for seniors
4

Provincial park services or information
4

Student loans or training allowances
4

Information about schools in Alberta
3

Land titles registration or searches
2

Services or information to help find employment
1

Department of Agriculture/agricultural services
1

Other (less than 1% per item)
10

None
8

Don’t Know/Not Stated
17

Total
100

Figure 11 shows that about 71% of Albertans will next try to access service or information that is actually provided by the Government of Alberta.  The next time they contract the Government of Alberta, an estimated 2% to 5% will contact the Government of Alberta to try and get service or information that is not provided by the Government of Alberta.
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Figure 11

3.4.3
Preferred Means of Future Access Among Those Who May Access Government of Alberta Services and Information in the Future

Of the 1,101 who will try to access Government of Alberta services or information in future, about half (47%) would prefer to access that service or information in-person.  About 27% would prefer to access by the Internet, and 26% would prefer by phone.  See Table 30.

Table 30

And how would you most prefer to access that service or information?  Would it be…?


Percent of Respondents Who May Access or Try to Access Service or Information in the Future

(n=1,101)

In-person or over the counter
47

By Internet.  
27

By telephone
26

By mail
8

By fax
2

Not Stated
1

Total
100

The services or information that they are most likely to access in-person (n=514), include vehicle registration renewal service (29%), driver’s licensing or renewal services (25%), or information about the Alberta Health Care Insurance Plan (12%).  The services and information they are most likely to request by phone is information about the Alberta Health Care Insurance Plan (18%), followed by the benefits program for seniors (9%).  Internet users would most like to get provincial park services or information (11%), driver’s licensing or renewal services (10%), information about the Alberta Health Care Insurance Plan (9%), and student loans and training allowances (8%).  See Table 31.

Table 31

Type of Service Most Likely to Get Next by Preferred Method of Access


Percent of All Respondents

(n=1,101)


All Methods

(n=1,101)
In-Person

(n=514)
Telephone

(n=282)
Internet

(n=298)
Mail/Fax/Don’t Know

(n=121)

Vehicle registration renewal service
17
29
3
6
9

Driver’s licensing or renewal services
15
25
4
10
7

Information about the Alberta Health Care Insurance Plan, such as what it costs, and what is covered under the plan
13
12
18
9
17

Hunting or fishing licenses
5
7
4
3
2

Benefits program for seniors
5
3
9
3
9

Provincial park services or information
5
2
4
11
2

Student loans or training allowances
4
3
4
8
3

Information about schools in Alberta
3
1
3
6
0

Land titles registration or searches
2
1
2
3
5

Services or information to help find employment
1
1
-
3
1

Department of Agriculture/agricultural services
1
1
1
2
2

Certificates for birth, marriage or death
1
1
1
-
1

Other (less than 1% per item)
10
6
12
14
17

Don’t Know/Not Stated
18
10
35
20
27

Total
100
100
100
100
100

3.4.4
How They Would Learn What Number to Call

Of those who would prefer to access the Government of Alberta by phone the next time they need service or information, most (71%) would learn what number to call by looking it up in the phone book or blue pages.  Other ways they would learn what number to call are listed in Table 32.

Table 32

How would you learn what phone number to call?


Percent of Respondents Who Prefer to Access Service or Information by Phone

(n=282)

Look it up in the phone book/blue pages
71

Already know it
12

Get referral from someone else
7

Internet/website/web page
3

Directory assistance/411
3

1-800 number for across Canada/O Canada
1

MLA’s office
1

On WIN (Wildlife ID Number) Card
1

Senior’s book/printed information
1

Brochure/pamphlets/printed info
1

School form/information
1

Health care invoice/information
1

Other (less than 1% per item)
2

Not Stated
1

Total
106*

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

3.4.5
Likelihood of Calling Toll-Free Number

Of those who are likely to use the phone (n=282) the next time they need to access a Government of Alberta service or information, about three-quarters (73%) are likely to access that service or information by calling the Government of Alberta’s toll-free number.  The next time they need service or information from the Government of Alberta, an estimated 17% of Albertans would call the toll-free number.  See Figure 12.
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Figure 12

3.5
Internet Use

3.5.1
Percentage Who Have Used the Internet

Most Albertans (70%) have used the Internet, as shown in Figure 13.

Use of the Internet varied by region (75% in Calgary and Edmonton, 71% in smaller cities, and 60% in towns and rural areas), by age (86% if 18-34 years old, 78% if 35 to 54 years old and 34% if 55 years of age or older), and by annual household income (50% if earning less than $20,000, 61% if $20,000 to less than $40,000, 76% if $40,000 to less than $80,000, 80% if $80,000 to $100,000 and 91% if $100,000 or more).
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Figure 13

3.5.2
Hours Used the Internet in the Past Month

Albertans who have used the Internet (n=842), spent an average of 30 hours each on the Internet last month.  Table 33 shows that, in the past month, about 38% were on the Internet about 5 hours or less, 28% spent 6 to 25 hours on the Internet, 23% spent 26 to 50 hours, and 17% spent more that 50 hours.

Table 33

In the past month, about how many hours have you spent using the Internet from any location, including from home, work or elsewhere?


Percent of Respondents Who Have Ever Used the Internet

(n=842)

Mean Hours Used the Internet in Past Month
30

0 hours
8

1 to 2 hours
18

3 to 5 hours
12

6 to 10 hours
12

11 to 25 hours
16

26 to 50 hours
23

51 to 100 hours
11

More than 100 hours
6

Not Stated
1

Total
100

3.5.3
Percentage Who Have Ever Visited a Government of Alberta Website

Figure 14 shows that an estimated 40% of Albertans have visited a Government of Alberta website.  About 31% of Albertans have visited a Government of Alberta website for personal reasons and 19% have visited the website for business reasons.
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Figure 14

3.5.4
Number of Times Visited a Government of Alberta Website in Past Six Months

Of those who have visited a Government of Alberta website for personal reasons, they have visited the website an average of 4.1 times each in the past six months.  Those who visited for business reasons visited more often (27 times each in the past six months).  See Table 34.

Table 34

In the past six months, about how many times have you visited a Government of Alberta website for personal/business reasons


Percent of Respondents Who Have Ever Visited a Government of Alberta Website


For Personal Reasons

(n=375)
For Business Reasons

(n=230)

Mean Times Visited a Government of Alberta Website in Past Six Months
4.1
27.2

0 times
14
13

1 time
22
14

2 times
21
20

3 to 5 times
23
16

6 to 10 times
10
11

11 to 25 times
7
7

26 to 50 times
1
7

More than 50 times
0
10

Not Stated
2
3

Total
100
100

3.5.5
Service or Information They Were Looking For the Last Time They Visited a Government of Alberta Website

The most frequent personal reason for visiting a Government of Alberta website was to access services or information to help find employment (13%).  Other personal reasons for visiting are listed in Table 35.  Of those who visited for personal reasons, about 8% were trying to get service or information that is not offered by the Government of Alberta (Figure 15).

The most frequent business reason for visiting a Government of Alberta website was to get agricultural information or services (6%).  A long list of specific types of information or services was mentioned by respondents who visited the website for business reasons, as show in Table 36.  Of those who visited for business reasons, about 5% were trying to get service or information that is not offered by the Government of Alberta (Figure 16).

Table 35

The last time you visited a Government of Alberta website for personal reasons, what service or information were you looking for?


Percent of Respondents Who Have Ever Visited a Government of Alberta Website

For Personal Reasons

(n=375)

Services or information to help find employment
13

Student loans or training allowances
6

Travel information/Travel Alberta
4

Education information or services
4

Job posting/job bank
4

Health care information or services
4

Provincial park services or information
3

Taxes/tax benefits
3

Information about the Alberta Health Care Insurance Plan, such as what it costs, and what is covered under the plan
2

Certificates for birth, marriage or death
2

Parks and recreation
2

Income tax information/forms
2

Information about schools in Alberta
2

Career development/counseling
2

Employment Services Plan/EI Office
1

Laws/legal statutes/regulations
1

Alberta Learning
1

Landlord and Tenant Act
1

Camping information
1

Vehicle registration renewal service
1

Maintenance/child support enforcement
1

Labour Standards Board
1

Citizenship and Immigration/passport
1

Fire bans/alerts/conditions
1

Other (less than 1% per item)
31

Not Stated
6

Total
100
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Figure 15

Table 36

The last time you visited a Government of Alberta website for business reasons, what service or information were you looking for?


Percent of Respondents Who Have Ever Visited a Government of Alberta Website

For Business Reasons

(n=230)

Department of Agriculture/agricultural services
6

Business information and services
5

Laws/legal statutes/regulations
4

Education information or services
3

Job posting/job bank
3

Services or information to help find employment
3

Land titles registration or searches
2

Alberta Learning
2

Employment Standards
2

For contact information on ministries/premier/employees
2

Health care information or services
2

Corporate registries
2

Taxes/tax benefits
2

Transportation/transit
2

Income tax information/forms
2

Statistical information
2

Employment Services Plan/EI Office
1

Subsidies/funding/rebates/loans/grants
1

Export information or services/international trade
1

General information
1

Other (less than 1% per item)
42

Not Stated
10

Total
100
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Figure 16

3.5.6
Percent Who Found the Service or Information They Were Looking For on the Website

Figure 17 shows that, when visiting the Government of Alberta website for personal reasons, the vast majority (86%) found what they were looking for.
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Figure 17

Among those who visited for business reasons, 89% found what they were looking for (Figure 18).
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Figure 18

3.5.7
Satisfaction with Online Service or Information 

Of the 307 respondents who visited the Government of Alberta website in the past six months for either personal or business reasons, most (72%) were satisfied and 12% were dissatisfied with the access to service or information that is available online.  See Table 37.

Table 37

Overall, how satisfied are you with access to service or information is available online via a Government of Alberta website?


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

 (n=307)

Mean Rating
5.1

Satisfied
72

Neutral
15

Dissatisfied
12

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’.

3.5.8
Additional Services or Information They Would Like to Have Online

About 17% of those who visited in the past six months would like to see additional services or information offered in the future on a Government of Alberta website (Figure 19).

A long list of suggestions was provided (see Table 38).
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Figure 19

Table 38

What new services or information would you like to obtain at a Government of Alberta website?


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

(n=82)

Direct e-mail/access to my MLA
5

More interactive site map
4

Better/less confusing directories/links
4

Online driver’s licences/vehicle registrations
4

Update database more frequently
4

Have 411 system put into place
2

Better access to environmental information
2

More information on starting a new business
2

Better/less complicated search engine
2

Detailed index
2

More statistics
2

Easier access to site locations
2

More detailed, yet understandable information
2

Bulletins summarizing status of current issues
2

More government decision information
2

More employment opportunities information
2

Other (single mention per item)
65

Not Stated
7

Total
115*

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

3.6
Awareness of Service Alberta

3.6.1
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, not one respondent mentioned “Service Alberta”.  When asked if they had ever heard or seen anything about “Service Alberta”, 9% indicated that they had.  See Table 39.

Table 39

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

(n=1,200)


Aware Unaided
Aware

Aided
Total

Aware

Service Alberta
0
9
9

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

Don’t’ Know
98
NA
NA

Total
100*
NA
NA

 ‘NA’ = Not Asked or Not Applicable

3.6.2
How Learned about Service Alberta

The nine percent of Albertans (n=102) 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 17% had heard or seen something about it at work.  A variety of other sources were mentioned, as listed in Table 40.  As the pre-implementation survey was conducted prior to announcing the initiative to the public, it is likely that 9% of Albertans may have been confusing “Service Alberta” with something else that they have seen or heard.

Table 40

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

(n=102)

Newspaper/radio/TV/media
47

Through work
17

Billboards/posters/signage
8

Information in the mail
8

Word of mouth
7

Government of Alberta website
5

Internet
3

Phone book
3

Travel Alberta
2

Brochure/pamphlet
2

Other (single mention per item)
5

Don’t Know/Not Stated
14

Total
108*

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

3.7
Opinions about Access to Government of Alberta Services and Information

3.7.1
Views on Protection of Privacy

Near the end of the interview, two questions were asked to assess the public’s opinions on accessing information from the Government of Alberta.  Table 41 shows that most Albertans (59%) agreed that their privacy would be protected in a secure manner when accessing Government of Alberta services and information.  About 16% disagreed.

Table 41

To what extent* do you agree or disagree that, “When accessing Government of Alberta services and information, your privacy will be protected in a secure manner”?


Percent of All Respondents

(n=1,200)

Mean Rating
5.1

Agree
59

Neutral
17

Disagree
16

Don’t Know/Not Stated
8

Total
100

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

3.7.2
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 the extent to which they agreed or disagreed that “It is easy to access Government of Alberta services and information”.  As shown in Table 42, over half (56%) agreed and 17% disagreed that it is easy to access Government of Alberta services and information.

Table 42

To what extent* do you agree or disagree that, “It is easy to access Government of Alberta services and information”?


Percent of All Respondents

(n=1,200)

Mean Rating
4.8

Agree
56

Neutral
22

Disagree
17

Not Stated
6

Total
100

* On a scale from 1 to 7 where ‘1’ was ‘strongly disagree’, ‘4’ was ‘neutral’ and ‘7’ was ‘strongly agree’.
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Percentage of Adult Albertans Who Have Ever Used the Internet
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Percentage of Adult Albertans Who Have Ever Visited a Government of Alberta Website
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Likelihood of Calling the Government of Alberta’s Toll-free Number for Accessing Service or Information

N=282 Albertans
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Percent of Albertans Who Said They Have Accessed or Attempted to Access Government of Alberta Services and Information in the Past Six Months

N=1,200 Albertans
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Percent of Albertans Who Accessed or Tried to Access 

Government of Alberta Services and Information

N=1,200 Albertans
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Percent of Albertans with Unaided Recall of 

Government of Alberta Services and Information

N=1,200 Albertans
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