POR-130-07

New Technologies and Government of Canada Communications
Phase I: Qualitative research with Canadians
Sept 17-20 Focus Groups

April 2008

Prepared for:

Agriculture and Agri-Food Canada
930 Carling Avenue
Ottawa, ON K1A OC5
POR-ROP@agr.gc.ca

Ce rapport est aussi disponible en francais sur demande

01B68-080343/001/CY
2007-07-31

Prepared by:
Pheonix Strategic Perspectives Inc.


mailto:POR/ROP@agr.gc.ca

Contract Number: 01B68080343/001/CY
Award Date: 2007-07-31
Fieldwork Completion Date: September 20, 2007

FINAL REPORT
New Technologies and Government of Canada Communications

Phase I: Qualitative research with Canadians
Sept 1 /20 Focus Groups

Prepared for Agriculture and Agri -Food Canada (AAFC)

Un résumé de ceapport est également disponible en francais.

October 2007

4

Phoenix

Strategic Perspectives Inc.

Phoenix Strategic Perspectives Inc.
1678 Bank Street, Ste. 2, Ottawa, Ontario K1V 7Y6
Tel: (613) 2601700 Fax: (613) 26300 Email: info@phoenixspi.ca
www.phoenixspi.ca



This report is formatted for doubkded printing.




New Technologies and GC Communicatidoridhase | Focus Groups Sept2Ad

TABLE OF CONTENTS

EXECULIVE SUMIMAIY......oiiiiiiiiiiiiis e et s ettt s s s e e e e e e e e e e e e aeees s s s e e e e aeeaaeeeeeeesesssannneaeaeeeeees i
Y01 1] = 1 =SSR IX
0o [ [ 1o ] o PP PPPPPP 1.
Communications & Information PreferenCes.............uuuvieiiiiccceieieiiiiiiieee e 6
Awareness and Use of New Applications/Technologies............ccccvvivieeeieniee e, 13
Use of New Applications/Technologies by Government of Canada........................ 21
Privacy and SECUILY ISSUES........uuuuuuiiiiiiee e e ceeetiiis s s s e e e e e e e e e e e e e eeeesa s e e e e aeeaeeeeeeeeeeennnans 36
Related COMUNICALIONS ISSUBS........ccevviiiiiieiiisimeeeeeeriinsnn s s e e e e e e e s smnmnee s e e e e e eeeaeees 38
Appendices:

M Recruitment screener
1 Confirmation email and instructions for Internet users
T Moderatorés guides (2).

Phoenix SPI Inc






New Technologies and GC Communicatidoridhase | Focus Groups Sept2Ad

EXECUTIVE SUMMARY

Agriculture and AgrFood Canada (AAFC) commissiondghoenix SPI to undertake
research related tnew technologies andheir potential use for Government of Canada
communicationsFunding for this project came fro23 different departmentagencies

The target audience wathe general public, 16 years of age and oldére research
program includesoth qualitative and quantitativelements The qualitative component
includes two phases, both before and after the quantitative research. This report presents
the findings of the first phase of the qualitative componerttisfresearch.

The main objective of this phase of the re
perceptions of new applications/technologies, particularly in the context of Government of
Canada (GC) communicatiorig. total, 12 focus groups were contiat, with two groups

in each of the following six locations: Halifax, Montreal, Saint Hyacinthe, Toronto,
Calgary,and Fort Stlohn, B.C. The focus groups were conducted Septemkzd, 122007

Three segments of the general public were included in the fgrougs, identified as
follows for the purposes of this research:

1. Web 2.0 Usersindividuals who are Internet users and wiawve used at least three
of thefollowing new and emerging applications/technologie¢easta few times a
monthduring the passix months blogs, wikis, social networking sites, YouTube,
RSS feeds, podcasts, and cell phones for text messaging or downloads.

2. Internet Users, noiwWeb 2.0 Individualswho are Internet users and who hat
used any of theetechnologies or have us#tem less than Web 2.0 useging the
past six months

3. Nonusers of the Internetndividuals who havaeverused thdnternet

Separate focus groups were conducted with each audiBmae was a mix of participants
in each focus group by age (as appiate for the type of audience), ethnicity (as
appropriate for the location), education, and income, with an approximate gender split.

In order to help focus the discussion, participants were shown examples of how these new
applications are being used/ Wlifferent government departments and agencies, both
Canadian and foreign. Internet users also reviewed some of the examples in advance of the
focus group (i .e. advance O6homewor ko).

This research was qualitative in nature, not quantitative. As such, theesults provide

an i ndication of participantsd Vviews about
generalized to the full populationof any of the audiences included in this research

Awareness and Use of NeMpplicationsfTechnologies

Not surprisingly, awarmeess othesenewapplications and technologies varied by audience,
although no one was f amioldesaivethemi Ashvould hbee t er m
expected, awareness was highest among recruited Web 2.0 msess or all participants

in this audiencevere aware ofnostof these applicationsAwareness was mixed among
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Internet users who haveot used these technologies or have used them less than Web 2.0
users.Most were aware of at least half of these applications, but felger halfwere
aware of tle majority of themAwarenesswvas limited aong norusers of the Internet,

with most or allof theseparticipantsunaware of most of these applications.

Participants, regardless of audience, wawastlikely to be familiar with YouTube, blogs,

and sociahetworking sites, followed by message boards, online forums, and chat rooms.
That said, Internet users were much more likely to express definite and spontaneous
awareness of these applications, whereas the awareness-udersrof the Internet was
more lkely to be vague, with many saying they had heard something about these
applications. Moreover, awareness was often prompted by a definition or description of the
application in question (i.e. after the application in question was described to them).

Paticipants (again regardless of audience) weastlikely to be aware of wikis and RSS
feeds. Indeed, relatively few participants were aware of either. Moreover, awareness
tended to be prompted by a description of the applications, and was limiteckrioetnt
users. Awareness of cell phorfes text messaging or downloading thingsd podcasts,
videocasts and webcastsried by audience and followed the same pattern for both
applications: it was highest among Web 2.0 users, mixed among Internet usevge(mo

2.0), and limited among newsers of the Internet.

In terms of use, the applications most likely to be used by Internet users during the past six
months, and most likely to be used frequently, wéraTube, social networking sites, and
blogs. At theother end of the spectrum, very few Internet users have usedantkiRSS

feeds Use of podcasts, videocasts, and webcasts vdngdvas relatively limitedMany
Internet users use text messaging, but were much less likely to use cell phones toddlownloa
things.

Regardless of the applications used, ugaamly for recreationé&kntertainmenpurposes,
particularly among youthVirtually no Internet users use any of these applications to
obtain information about the Government of Canada. That saidaNy all Internet users

were open to the possibility of doing so in future, even though most were unsure about
how such applications could be used in this context. This uncertainty tended to be
attributed to two factors: first, as just noted, most h#krusers associate use of these
applications with recreation, and therefore have difficulty conceiving how they might be
used for dealing with government. Second, many noted that their limited interaction with
government makes it difficult for them to esa&ge how they would use such applications.

Somelnternet users were able to identify applications they would like to use, or potentially
use, in dealing with the Government of Canada. This included, volunteered on an
unprompted basis, using blogs, RS&de and YouTube to receive information about
government policies, programs, and services, using chat rooms, forums, or message boards
to comment on government policies, programs, and services, using online forums or
networking sites to participate in catigtions on various issues, and having more-real

time access to the Government of Canada in general.
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Use of New Applications/Technologies by Government of Canada

At present, Web 2.0 users haveexpectationsegarding the adoption of such applicaton
by the Government of Canada (in other words, most have never thought about this).

Despite this lack of expectations, there was a near consensus among Web 2.0 users (as well
as among members of the other two audiences) that the goversimeitduse thee new
applications to communicate with and provide service to Canadians.

In explaining why, participants most often pointed to the need for government to
effectively reach the growing number of people conversant with these
applications/technologies, aense thatgovernment cannot ignore these applications
precisely because they are becoming more prevalent, and to facilitate access both to
government information and government itself. Regarding the latter, there was a
widespread impression that the udetltese technologiesepresents an opportunity to

t r ansf or nofthe lGeverrinferd of €Eahada by makihgppea more approachable

arnd more responsive to Canadians.

At the same timesupport did not awunt towholesale enorsement of these applicatis.

There was a widespread perception ttle# GC should proeed thoughtfully in the
implementation of thesapplications Concretely, this involves proceeding on a dage

case basis when deciding which application to use and for what purpose. ThaG§, t
shouldnotadopt Web 2.0 applications simply to
adopt specific applications to address specific communications or service reqtstemen
where such applications can more effegly address the objectives thare-existing
methods.

Most participants could not provide examples of how these technologies could be used in a
government setting, or had real difficulty doing so. Ways that were identified (by relatively
small numbers) included: providingpdates rgarding governmenpolicies, programsand
services conducting public consultations; providing Q&A opportunities where citizens can
ask questions and get responses; and providing pubhgce annourements and
information sessiondn short, while most p#cipants think theGC should use Web 2.0
applications, they have significant difficulty envisaging how this might be done.

When mrticipants were shown specific examples of how these applications are being used
by different governments, both domesticdaforeign, overall reaction tended to be
positive. Nearly all participants liked at least some of the applications they were shown,
and many said they were impressed by the range of applications available. Positive
reactions also typically included impresss that these applications make government less
remote, allow for greater citizens influence over government, and allow government to
reach different crossections of the population.

In light of these impressions, it is not surprising that there widespread agreement
among members of all audiences that the Government of Canada should use these new
applications to engage Canadians in public policy discussiongoandnsult them on

issues of the daly for consultations in other words.
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There was iimited feedback, however, on the actual modalities for implementing such
consultations. Feedback tended to be general and focused on a range of issues,:including
allowing citizens to choose or help choose topics of discussion, ensuring that consultations
are well advertised and easy to locate, providing advance information on topics, ensuring
that participation is easy, ensuring that highel public servants or politicians are
involved, providing information on next steps/follay to consultations, arghsuring that

the consultations are meaningful and will result in concrete outcomes.

In addition to being in favour of using these applications for consultations, most Internet
users said they themselves would particiffaitewas on a topic that intested them.

Doubt expressed about the GCb6s wuse of the
squarely on perceptions that they would not result in meaningful outcomes.

In terms of the potential use of these application€&G@hwebsites Internet gers were
divided in terms of whether they would be more likely to visit GC sites that take advantage
of Web 2.0 applications. That said, there was relatively widespread agreement that such
applications would make such sites more interesting and engatpmgever, participants
commented on the need to raise awareness of the content and capability of GC sites,
particularly if new, citizerfocused applications are made available.

When it came tdnternet advertising, participants were of the opinion thabwgrnment
advertising on the Internet is as legitimate as advertising through other media, such as
television, radio, and newspapers. Many added, however, that government ads should have
some kind of link in terms of content to the sites on which theyapMest Internet users

said they tend to ignore pagp ads andidentified banner ads as more likely to catch their
attention

While there was agreement that such advertising is legitimate, pamtgiwere divided on

the question as to whethatGC ad on a commercial website implies endorsement of the
site Many said no, explaining that this has to do with an attempt to increase visibility by
advertising on popular sites. Many others, however, did think that advertisirg on
commercial website impliesndorsement of the site organization, even if it is only soft
endorsement.

More generally, there was a consensus that it is appropriate for the Government of Canada
to reach out to web spaces where Canadians are instead of waiting for Canadisihs to
government websiteésh avi ng a i wimbthepworls €his eva@sdot only seen

to be appropriate, it was even regarded by some as necéssmya way to reach
Canadians, particularly youth, that are not likely to contact the government dir€btky.
impression was underscored by the fact that all participants reacted positively to the idea of
having links to government information, draving government material itself, on third

party commecial websitesSome agreed with the suggestibiat thee should be a clear
connection between the company amg tGovernment of Canad@.g. a link from
Mountain Equipment Gop to Parks Canada or from Pharma Plus to Health Canada).
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In summing up theiperceptions of the use of these napplicationsn the context ofGC
communicationsnearly all Internet users said it is at least moderateportant(many

said very important)for the Government of Canada to use these types of applications to
communicate with Q@adians while most norusers of the Internetlso viewed it as
appropriate to invest in them.

For the most part, participants had difficulty differentiating between those applications that
the government should invest in and use and which it should not take seripusharily
because they hadfficulty envisaging the use of such applicais in a GC contexOnce

again participants felt that the government should use applications appropriate to specific
needs, determined on a cdsecase basis.

In addition, the following findings emerged fnathis research:

1 Internet users expressed limitednfidence in_information_on_blogs viewing
them as vehicles to present the hostds
discussed (although some viewed them as alternatives to mainstream media, which
theytended to distrust). There was virtual unanimity that information on blogs does
not compare in terms of credibility to informatignovided on official websites
such agjovernment department or company websites, particularly the former.

1 Most Internet usarsaid they would prefer that @bvernment blogsbe centrally
located, irrespective of subjestatter, rather than residing on the various sites of
GC departments/agencies. However, many volunteered that a combined approach
should be use(l.e. central bcation as wellas blogs on respective sites).

1 In terms oflanguage policy a large majority of participants faured posting
citizen feedback for online consultations, blogs, etc. in-tiesd in the official
language in which they were written, with th@nslation to follow as soon as
possible.

1 There was a consensus that comments from Canadisnpad of public
consultationr blogs onGC websites should bmediated and monitored by the
government in order to control what gets posted to ensure thest &ppropriate
(e.g no racial comments, swearing, threats, etelpwever, participants were
adamant thathe government shouldot censor commentsy excluding unpopular
opinions or opinions coming from a certain ideological perspective.

1 As part of itsefforts to reach youth and other Canadians, participants tended to
support theGC making ads in_the style of YouTube to appeal to certain
audiences.

1 Despite the emphasis participants placed on the recreational character of Web 2.0
applications, there wawidespread support for harnessing these applications for
educational or_instructional ends That said, some expressed concern about the
government Oinvadingdé their recreational

1 In terms of the ability to reach Canadians quidklycase of emergencynone of
the newapplicationsstood out as more effective than others. Indeed, many thought
that traditional media like TV and radio are still thest effective in this regard.
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1 Internet users were nearly unanimous in preferring to be asked about thein®p
by the GC througlenline surveysrather than through telephone surveys. The main
reason was convenience.

1 Finally, therewas a widespread perception that @€ must foster awareness of
its use of these new applicationamong the population. This was theme that
recurred at various parts of the discussion, and was seen to be essential to their use.

Related Issues

When it came to the Government of Canada using Web 2.0 applications, the only
frequently identified concern among nagers of the Inteet concernednaintenance of

other methods of communication Many wanted reassurance that implementing Web 2.0
applications would not lead to a significant reduction in or elimination of the use of more
traditional communications means like television aadia. This concern was shared by
members of other audiences insofar as there was a consensus that if the Government of
Canada adopts some of these new ways of communicating with Canadians, it must retain
other communications methods or media that it igerly using.Some went further,
adding that the government should not try to encourage Canadians to adopt these new
technologies/applications. They should be available for those who wish to use them, but
there should be no attempt to try to steer peopbeydrom more traditional media.

Some expressed concern that even if traditional communications media were maintained,
users of new applications would have more access to government than those who do not
(e.g. consultations, public discussions). In othverds, there was aoncern that two-

tiered citizenship could resultfrom the GC use of these technologies.

The only other concern identified with any frequency across all audiences involved
security of information and privacy. While most participants saithey have no privacy

or security concerns in using these typesgplicationsto obtaininformation from the
Government of Canada, they might have some if they wgw&ieg information to the
government That said, there tended to be a basic assumptian ttie Government of
Canada would take measures to ensure privacy and security of the information provided.

Most Internet users indicated that type of personal information they are camiéble
providing onlinedepends on their perception of the sdgwf thewebsite in question, and

the reason why the personal information is needed. Assuming titatia secure, many

said they would be comfortable providing information such as full name, date of birth,
education, credit card number, income/incoraage, race, SIN, email address, home
address, and phone number. However, numerous participants are reluctant to give out some
of the information listed aboveven ifthe site is perceived to be secure. For instance, some
participants do not want to giveitheir SIN unless it is essential for the interaction being
undertaken.

On the issue of theeliability or credibility of information _, somelnternet usersaidtheir
levd of confidence or trust in the neapplicationsdepends on the extent to whicleith
content can bealtered or tampered with. On this basis, theyresomewhatess likely to
trustcontent on YouTuband social networking sites.
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In terms of future use of G®/eb 2.0 applicationsand whether the governmesttould
favour an approactnat requires users to identify themselves, remain anonymous, or allow
for either depending on the circumstanamest Internet users supported thé&d option,

i.e., user_identification _on_a voluntary, caseby-case basis The guiding principle
appeared tte that identification shouldnly be requiredto blogs, online forums, etc.) if

it is truly ne@ssary

Conclusions and Implications

While there weralifferences betweethe various audiencess terms of awareness and use
of these new applications/taublogies, attitudes regardintpeir poential use by the
Governmentof Canadan its communications with Canadiara)dfor citizen interaction
with thegovernment, were remarkaldymilar.

There was a near consensus acatisgudiences that the governmehoulduse these new
applicationgo communicate with and provide serviceQanadians, and thosého did not
think this were more likely to be uncertain rather than opposed to theNutgaover,
participants were readily able to provide reasons wis/ghould be done, regardless of
whether or not they themselves use (or think they will use) such applications.

One of the key reasons offered to explain why the federal government should use these
applications, and a recurring theme throughout the sésons, was the perception that

t heir adoption represents an opportunity
Canada, to make it appear more approachable, less reammtenore responsive to
Canadians. Use of these applications was seen to in@eesss, to make information and
services more convenient, to increase transparency, and to enable the GC to better reach
youth. Some even said government use of these types of applications would increase their
confidence in the government.

Conversely, fi it does not adopt these types of applications, the GC risks being seen as
more outof-touch than it is already perceived to be.

It is important to note, however, thahile participants support in principle the adoption of
these applications, this dorot amount to avholesale endorsement of them. It was clear
that participants thinkhat government should preedthoughtfully in the implementan

of these applications, anon a cas#y-case basiglecidewhich to uge and for what
purpose. Many partipants, especially (but not only) youth, made it clear ttinat
governmentshouldnot adopt these technologiesnply to look modern, but rather should
adopt specific applications to address specific communications or service requsrement

Despite widespead agreement that the Government of Canada should use these types of
applications, most participants could not provide examples of how they could be used in a
government setting, or haeal difficulty doing so. Similarly, participants had difficulty
differentiating between those applications that the government should invest in and use and
thosewhich it should noadopt

This isdue in part,to the fact that participants tenduew these nevapplicationswithin
the context of entertainment or reatienal activitiesand have difficulty envisaging the
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use of such applications in@C context. That saidhe more these issues were discussed
and the more participants were given concrete examples to react to, the more they were
able to begin to envisaghe use of such applicatioby the federal government.

In general, participants felt that the GC was better placed to determine the specifics of
implementation. Participants were much more able to identify guiding principles that they
felt should be ansidered by the government as it moves down this road (e.g. need for
monitoring but not censorship of citizen feedback on blogs, approach to bilingualism, etc.).

Raising awareness of GC use of these types of applications was seen to be of central
importancei how would the government inform Canadians that it was trying new ways to
communicate and deliver its information and services?

Finally, just as there was widespread agreement across all audiences that the Government
of Canadashould use these neapplications to communicate with and provide service to
Canadiansthere was also widespread agreement that it should retain traditional channels
of communication.

In short, these new applications tend to be seen as enhancements or supplements to
tradiional communications channels, not as replacements for them.

More Information:

Supplier Name: Phoenix Strategic Perspectives Inc.
PWGSC Contract Number: 01B68080343/001/CY
Award Date: 2007-07-31

To obtain more information on this study, please emapbor-rop@agr.gc.ca.
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SOMMAIRE

Agriculture et Agroalimentaire Canada (AAC) a confieriooenix SPI le soin de réaliser une
recherchnesur es nouvelles technologies et I Guti | 1 ¢
peut en faire pour ses commurioas Le financement de ce projet provenait de 23
ministeres et agences. peu bl i ¢ ci bl e ®tait constitu® de |
de16 ans et plus. Le programmer@ehercheeomportedes éléments a la fois qualitatifs et

guantitatifs. La paré qualitative comprendleux phases, soit avant et aprés la partie
guantitative. Le présent rapport fait état des résultats de la premiére phase de la recherche
qualitative.

Cette phase du travail portait padiensdaspal eme .|
nouvelles applications ou technologies et su
le contexte des communications avec le gouvernement du Canada (GC). Eh2tout

groupes de discussiamt eu lieu a raison de deux a chacun des siko#s suivants

Halifax, Montréal, SainrHyacinthe, Toronto, Calgary eFort St. John (Colombie

Britannique). Les groupede discussioge sont tenus du 17 au 20 septembre 2007.

Les groupes se composaient de membres de trois segments de la populatfoocéme
ci-dessous aux fins de la présente recherche

4. UtilisateursduWeb 20 per sonnes qui utilisent I nter
moins trois des applications ou technologies nouvelles et émergeitastes au
moins quelques fois parais au cours des six derniers mdiogues, wikis, sites de
réseautage personnel, YouTube, fils RSS, balados et téléphones cellulaires pour
messagerie électronique ou téléchargement.

5. Utilisateurs dol nt epersames guiautilisenhtermet mailsu We b 2
ne se sont servieesindbagceseodesdes sont ¢
gue les utilisateurs du Web 2.0 au cours des six derniers mois.

6. Nonut i | i sat eur ped8 bn famasutiEsé latgrren t

Chaque public a faittlo b j et sdde diggussiodigtiects. Dans chaque groupe, les
participants se distinguaient en fonction de
de | 6origine ethnique (selon | 6e mpommaese ment ) ,
et femmea y étdent partagés approximativement.

Y

De maniere a orienter la discussion, on a montré aux participants des exemples de

l utilisation que | es di ver s ,rnantncanadiensr e s et
guo ®t rpeuvenefaire de ces nouvellespapi cati ons. Les wutilisat
aussi pu étudier quelques exemples avant la @mgeoupe deliscussion (ils ont donc eu
des«devoirse © faire © | 6avance).

La recherche en cause était de nature qualitative et non quantitative. Par consémt,

| es r®sul tats donnent une i ndicati on de | 6
guestions ° | 6® ude mais ne peuvent °tre gor
quelgque public que ce soit faisant partie de cettecherche
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Connaissance et usktion des nouvelles applications ou technologies

Bien évidemment, la connaissance de ces nouvelles applications ou technologies variait
selon | e public, quoique per sWeb2b»poudblesi t semb
d®crire. C o mm atterodre, leproconmaissance &ait plus marquée parmi les
utilisateurs du Web 2.0 ayant été recrttés plupart des participants de ce segment, sinon

tous, étaient au courant teplupartde ces applications. Le degré de connaissance variait
parmilesut i | i sateurs dolntesneechida@alyagqite spacu ultde
souvent que les utilisateurs du Web2(a pl upart ®t ai ent au cour an
de ces applications mais ils étaient moins de la moitié a étre au courant d@i@em
déoentre ell es. La connai ssance dutllisacewes appl i
déol nternet ®tant donn® que |l a plupart de ces
plupart dodéentre ell es.

Quel que soit le public, les partiaipts étaiensurtoutsusceptibles de connaitre YouTube,
les blogues et les sites de réseautage personnel, suivis des babillards électroniques, des

forums en |l igne et du clavardage. Cela dit,
S us c e p tekplnee ge fatdn certaine et spontanée une connaissance de ces

applications, alors que lesnont i | i sateurs doélnternet tendai e
sensibilis®s, bon nombre doéoentre eux disant
aprées ag i r entendu une d®finition ou wune descr
conna“tre (i.e. apr s que | 6application en q

Les participants (quel que soit, ici encore, le public) étdiennoins susceptibles de

connaitre les wikis et les fils RSS. En fait, assez peu de participants étaient au courant de

| 6une ou | dautre application. De pl us, | 6 a
déclenchée par une description des applications et se confinaititext eur s .doél nt er
La sensibilisation aux téléphones cellulairgmur messagerie électronique ou

t ® ®char gement ai nsi gudaux bal ados, bal ado
public et suivait le méme modéle pour les deux applicati@te étaitplus prononcée

par mi l es wutilisateurs du Web 2.0, m®| ang®e
Web 2.0) et limitée parmilesnant i | i sat eurs délnternet.

Du point de vue de leur utilisation, les applications queilési | | s at eé@aestledd | nt er
plus susceptibles dbéavoir utilis®es au <cour
®t ai ent YouTube, l es sites de r®seautage per
tr s uped id@t e ont ecoudsdalxnwikes etraextfiR S S . Loutilisati
balados, balados vidéos et émissions Web varie mais est assez restreinte. Bon nombre
doutilisateurs doélnternet font de | a messac
cellul aire mais sont beaucpou gutéfdchargesents uscept i

Quelles que soient les applications utilisées, elles le sont surtout pour se distraire ou se

divertir, en particulier par mi |l es jeunes. @&

| une ou | 6aut poude obeaxenappldiecdtbiimdior mati on

du Canada. N®anmoins, ~ peu pr s tous |l es ut

faire -~ | 6avenir, mal gr® que |l a plupart s e

applications pougient étreemployees dans ce contexte. Cette incertitude dépend en

général de deux facteurs en premier | i eu, C O motidsateurs | 6a si
Phoenix SPI
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dol ntasrsroeti ent | 6utilisation de ces applicati
de la difficulté a imaginer comment elles pourraient leur permettre de traiter avec le
gouvernement . En second | ieu, ®t ant donn® |

beaucoup de participants ont du madecés envi s a
applications.

Quelqguesut i | i sat euamrst dpud nt ednguer des applicat
maintenant ou éventuellement, utiliser pour traiter avec le gouvernement du Canada. Il
sbagit eaestsuivantsmantiomnéssspontanément ahs aide les bloguedes fils

RSS et YouTube pour recevoir de | 6informati
services du gouvernemeré clavardage etes forums ou babillards électroniques pour
commenter les politiques, programmes et servitegouvernementes forums en ligne

ou les sites de réseautage pour prendre part a des consultations sur diverses;qtestions

avoir davantage accés en temps réel au gouvernement du Canada en général.

Utilisation des nouvelles applications ou teclogids par le gouvernement du Canada

Pour | 6heure, | es ut i lattestest re uoes q@uwi Wedn 2e rOn en 6
des applications de ce genre par le gouvernement du Canada (autrement dit, la plupart
néont jamais r®fl ®chi ~ cette question).
Mal gr® ce manque doattentes, |l es wutilisateur

deux autres publics) sont presque unanimes a penser que le gouventemeitge servir
de ces nouvelles applications pour communiquer avec les Canadiens feutaurdes
services.

Comme explications, les participants soulignent le plus souvieninécessité que le
gouvernement rejoigne de facon efficace le nombre grandissant de personnes habiles avec
ces applications ou technologiés6 i mpr e s s i 0 remantune pelt @as pissarde r n

clt® ces applications pour | a bonetkefat ai son ¢
guodell es facilitent | 6acc s tant ° l-6i nf or mi
méme. En ce qui a trait a cette derniére explit i o n l a majorit® est dof

ces technol ogi es pr ®sente une occasion de
Canada en le faisant paraitre plus approchable et plus sensible aux besoins des Canadiens.

Par contr e, | 6 pplicatioris neava pae sads®@ertainexréssrves De fagcon
g®n®r al e, on croi-t que | e GC devrait pr oc ¢
applications en cause. Plus précisément, il devrait y aller au cas par cas pour décider de

| 6applicatigumell eatil ns etft-&dre guedlée douvérrermeantrne . Cbec
dotpasadopter | es applications du Web 2.0 unigq

sympathique ou a la page mais il doit, plutét, adopter certaines applications afin de
répondre a telleu telle exigence particuliere en matiere de communication ou de service,

|l orsque ces applications permettent dbéattein
gudavec | es moyens pr®existants.

La plupart des parti ci p apléssde la dgagom tdontpcass pu (
technol ogies pourraient °tre employ®es dans
avec difficulté. Parmi les fins mentionnées (par assez peu de personnes) il y a, notamment
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faire des mises a jour sur les politigues,goamnmes et services gouvernementaux; mener

des consultations publiques; offrir des FAQ ou les citoyens peuvent obtenir réponse a leurs
guestions; pr ®senter des annonces doint®r °t
somme, bien que la plupart dearticipants estiment que le GC devrait se servir des
applications du Web 2.0, ils ont beaucoup de difficulté a imaginer comment cela pourrait

se faire.

Pl ac®s devant des exemples doéutilisation de
benau@nada qudé” | 6®tranger, |l es participants
Presque tous ont approuvé au moins quelgnes des applications qui leur étaient

montrées et beaucoup se sont dits impressionnés par la gamme des applications
disponibles.P a r mi l es r®actions positives, menti on
applications ont pour effet de rapprocher le gouvernement des gens, de permettre aux
citoyens dbexercer une plus grande influenc
gouvernemenl 6 at t ei ndre di ff ®rentes couches de | a

Compte tenu de ces i mpressions, i ndest pas
aient ®t ® g®n®r al ement dbéaccord pour dire qu
de ces nouvelles appéitions afin de solliciter la participation des Canadiens aux

di scussions doaffaires publiques et i pour | €
autrement dit, pour depnsultations

La r®troaction ° propos des ultatichadstitautefeis d e mi ¢
assez faible. Les idées tendent a étre de nature générale et a comporter certains themes
comme, entre autreslaisser les citoyens choisir ou contribuer a choisir les sujets a

débattre, voir a ce que les consultations soient anrecées et leur lieu facile a trouyver
fournir | 6avance de | 0i;datilder kaagarticipation,s ur | e
sbassurer de I 6intervention de f, tomrmgrde onnai r e
Il 6i nf or mat i on tapasroule suisi dgs coostitatipres nedler a @ que les
consultations soient significatives et débouchent sur des résultats concrets.

recourir " C

Qutre qudils sont en faveur de
Uuodi | silepgett i ci per

plupart des utilisateud 6 | nt er net di sent q
les intéressait.

Le doute entourant | 6utilisation de ces appl
|l a popul ation ®manait carr ®me npas poduireldé i mpr es
résultats sérieux.

En ce qui concerne | 6utilisatgitesMWelpdnoG@ntiell e
lesut i |l i sate®rai et ndevine®s quant ~ savoir soi
les sites du GC faisant appglu x appl i cations du Web 2.0. C

relativement bien pour dire que les applications de ce genre rendraient ces sites plus
intéressants et invitants. Cependant, les participants ont fait valoir la nécessité de mieux

faire connaitrele ont enu et | es possibilit®s des sites
de nouvelles applications orientées vers les citoyens.
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A propos de lpublicité dans Internet,| es partici pants ont expri m
du gouvernement dans Intetrest aussi légitime que la publicité dans tout autre média,

qguaoi l sbagisse de | a t® ®vision, de |l a radi
gue | es messages publicitaires du gouverneme
autre au cominu des sites ou ils sont affichés. La plupartudési | i sat edisest do6l nt e
avoir tendance a ne pas tenir compte des annautaiss et affirment que les bandeaux

publicitaires sont plus susceptibles doéattir

Tout en jugeant cettpublicité 1égitime, les participants étaient divisés sur la question de
savoir si une annonce du GC dans un site Web commercial signifie que le gouvernement

appuie ce site. Pl usieurs ont r®pondu que no
sedonne plus de visibilit® en se servant de si
estiment toutefois que la publicité placée dans un site Web commercial laisse entendre que

|l e gouvernement appuie | e site ou | 6organi
faiblement.

De fa-on plus gl obal e, on soOoaccorde ° dire
Canada de se servir dbébespaces Web 0% se trou
Canadiens viennent naviguer dans les sites Web gouverneméradux e me navoird i t , do

une «présence dans le Web. Non seulement la chose semblelle indiquée, mais elle

parait méme nécessaire aux yeux de certdiren tant que moyen de rejoindre les
Canadiens, en particulier les jeunes, qui ne sont pas enclinsnalcom ¢ u emémesod e u X

avec le gouvernement. Cette impression est encore renforcée du fait que tous les
participants ont r ®ag i de fa-on positive
gouvernementale ou du matériel provenant du gouvernement figumrestlelsite Web

commer ci al Cdrbtuani ntsi eges . sont toutefois dit do
relation ®vidente entre | 6ent exepunmlies ee et | e
Mountain Equipment Gop vers Parcs Canada ou de Pharmaprix veng &amada).

Pour r®sumer | a perception qubéon peut avoir
dans | e contexte des communications du GC, p
tout au moins assez important (plusieurs ontrég important) que le gouvernement du

Canada se serve des applications de ce genre pour communiquer avec les Canadiens, tandis

gue pour la plupart desnant i | i sat eurs doélnternet, i est
temps et argent.

La plupart des participants beu de la difficulté a différencier entre les applications dans

|l esquell es | e gouvernement devrait investir
pas prendre au sérieix sur t out parce qubil l eur ®t ai t
applicatons de ce genre puissent servir dans un contexte gouvernemental. Répétons que de

| 6avis des participants, |l e gouvernement dev

des besoins précis, définis au cas par cas.

La recherche a encore donné lie abservations eflessous

T Lesuti |l i sat e uaffisnentdavdirpte @r nceotnf i ance dans I 61
gudon trouve dabdosl sepebltoguenst comme des
v®hi cul er |l es I mpressions ou d¢menaque ons de
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certains les considérent comme des solutions de rechange aux médias grand public
dont ils ont tendance a se méfier). On est a peu prés unanime a penser que
| 6i nformation des blogues ne peut se CcO0mj
| 6 immaftoiro n gudon trouve dans des sites W
minist re, en particulier, ou dObune entre

T La plupart des wutilisateurs dolbldquesr net di
du gouvernementsoient centralisés, peu importe leurjset , au | i eu doé°tr
dans les divers sites des ministéres et agences du GC. Cependant, beaucoup ont
spontan®ment affirm® qubi l faudrait une a
centralisés et figurent en tant que blogues dans leursesigsctifs).

1 Du point de vudinguistigue, une vaste majorité de participants sont en faveur
déoafficher | es r®actions des citoyens aux
temps réel dans la langue officielle dans laquelle elles ont été rédigées, le
traduction devant suivre aussitét que possible.

1 llyaconsensusselonleqlele _gouvernement devrait servi

contrler | es propos ®mi s par |l es Canadiens d
publique ou doéun bl ogafei nd adnes subna sssiutree rWegbu
est affiché soit convenable (p. ex., pas de propos racistes, de jurons, de menaces,

etc. ). Les participants sont toutefois ¢ce

doit pascensurer les interventions en excluant lesiops impopulaires ou qui
sont émises dans une certaine perspective idéologique.

1 Dans le cadre de ses efforts pour rejoindre, entre autres, les jeunes, les participants
tendent " °tre doaéde ladublipité dans leptuleede | e GC
YouTube afin de plaire a des publics particuliers.

T Malgr® | 6insistance des participants sur
Web 2.0, il s sont nombr eux ~ agesfinser guo
éducatives et pédagogigues Certains craignent néawoins de voir le
gouvernement envahir» leur champ récréatif.

1 En ce qui concerne la possibilité de rejoindre rapidement les Canagliens
si t uat i o naucdubemnougedierappbcation ne se distingue par son efficacité.

En fait, pour beaucoup de paitiants, les médias plutot traditionnels comme la
télévision et la radio demeurent les plus efficaces a cet égard.

T Les wutilisateurs doélnternet sont presque

procede pasondage électroniquep | ut *'t que tveut c@mditeeteurque s 0|
opinion. Le souci de commodité en est la principale raison.

T Enfin, on soOaccor dé&Gg @oit @nsiilisertagaoptlation di r e q
a_son_utilisation _de ces nouvelles application€e théme est revenu a maintes
reprises touau long des discussions et il est jugé essentiel a leur utilisation.

Questions connexes

€ | 6i d®e que | e gouvernement canadien se se
inquiétude fréiquemment exprimée parles-noni | i sat eur s ld@dinteher net ¢
des autres modes de communicatiolBeaucoup ont voulu étre rassuegsse faisant dire
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qgue | 6adoption des applications du Web 2.0 1
voire la suppressigrdu recours aux moyens de communication traditisnobemme la

télévision et la radio. Cette préoccupation est aussi le fait des membres des autres publics

qgui sbaccordent ° penser que si -uhsedegepuverne
nouveaux moyens pour communiquer avec les citoyens, il doit eendes autres modes

ou moyens de communication dont il se sert préesentement. Certains vont méme plus loin

en ajoutant qud e gouver nement ne devrait pas tent e
adopter ces nouvelles technologies ou applications. Ces demérasent étre mises a la

disposition de ceux qui veulent les employer mais on ne doit pas du tout tenter
débencourager | es gens ° d®| ai sser | es moyens

Certains ont dit craindre que m°me Si | 6on
tradtionnels, les utilisateurs des nouvelles applications aient un meilleur acces au
gouvernement que les autres (p. ex., en raison des consultations et discussions publiques).
Autrement dit, on redoute une citoyenneté a deux vitesses le GC utilise ces
tedhnologies.

La seule autre préoccupation a avoir été exprimée assez fréquemment, quel que soit le
groupe de participants, conceinea._ s ®c ur i t ® de | 6i nAlwmsqoeat i on e
la plupart des participants affirment ne pas avoir de craintes g@rende sécurité ou de

protection de leurs renseignements personnels si les applicddoos genre servent a
obtenir de I 6information du gouvernement du
defournrde | 6i nf or mati on atwe, ogtend\a@rendre poeirmatquis Par ¢
gue le gouvernement du Canada se doterait des mesures propres a assurer la protection et

la sécurité des renseignements personnels ainsi fournis.

Pour la plupart desit i | i s at e,uleg genreddé renseignemepsonnel s quoi
sont pr°ts ° fournir en |ligne d®pend de | 6i m
guestion et de | a raison pour |l aquelle on de
site a été sécurisé, plusieurs participants seraiedtaails e de donner l es r

personnels suivantsnom au complet, date de naissance, niveau de scolarité, numéro de
carte de crédit, revenu ou tranche de revenu, origine ethnique, NAS, adresse courriel,
adresse du domicile et numéro de téléphonpefi@ant, de nombreux participants seraient

r®ti cents 7 | 06i 4B ees derseignementsnmemtionqéedesslsname s

sile site donne | 06i mpression doé°tre s %r. Par
leur NAS a moins que ce soit essen e | pour | 6interaction entrep
En matiere def i_ abi |l it ® ou cr ®d i kbasut t i sdeet elud isn fdobrir

affirment que leur degré de confiance dans les nouvelles applications dépend de la mesure
avec laquelle il serait facile de modifien de falsifier leur contenu. A cet égard, ils sont un
peu moins enclins a faire confiance a YouTube et aux sites de réseautage personnel.
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En ce qui concerne | Ooutilisation future des

savoir si le gouverneenn t devrait obliger |l es wutilisateu
conserver | 6anonymat ou pr®voir | 6une ou | 6c¢
l a plupart des wutilisateurs dlodlindeenrtniefti caaptp uoi
| ubilisateur sur une base volontaire, au casparcas En principe, il so6ag
| 6i denti fication obligatoire (pour l es bl og

vraiment nécessaire.

Conclusion et incidences

Malgré les difféerences & les divers publics en ce qui a trait a la connaissance des
nouvelles applications ou technologies et a leur utilisation, les attitudes a propos de leur
utilisation potentielle par le gouvernement du Canada dans ses communications avec les
Canadiens etpour que les citoyens puissent interagir avec le gouvernement se
ressemblaient de facon remarquable.

Les membres de tous |l es publics sont presque
se servale ces nouvelles applications pour communiquer avedtt®gns et leufournir

des services, et ceux qui ndéd®t ai ent pas de
qguoi r®pondre qud”™ soO6opposer 7 cette id®e.
penser © des r ai sons orttei elsbémes utdigemt ou non (@i nsi ,
envi sagent doéutiliser) ces applications.

Lobune des principales raisons donn®es pour
devrait utiliser ces applications, et ce theme est revenu a maintes reprises togtadaslon

di scussions, r ®si de dans | 6i mpressi on gue

transfor mer | 6i mage du gouvernement du Cana
moins ® oi gn® des Canadiens et pl a®wndoeensi bl e
ces applications aur ait pour ef fet ddaccr

renseignements et de services, de donner plus de transparence au gouvernement et de lui
permettre de mieux rejoindre les jeunes. Certains ont méme affirmé gugosivernement

avait recours a des applications de ce genre, ils auraient davantage confiance dans le
gouvernement.

Par contre, en ndadoptant pas ces sortes dba
déphasg u 6 i | ne | 6est maintenant
limporte toutefois de souligner que si l es pa

ces applications, cela ne signifie pas un cheque en blanc de leur part. De toute évidence, les
participants croient que le gouvernement doit procéder avec prudencéadarse en

Tfuvre de ces applications et d®ci der au <cas
Bien des participants, en particulier (mais non pas exclusivement) des jeunes, ont tenu a
préciser que le gouvernement ne devait pas adopter ces tagibaadimplement pour se
montrer moderne mais qudi l devait pl ut®t re
combler des besoins précis en matiere de communications ou de services.

M° me s | 6on sbaccorde g®&n®r alCamadandevrait dire
utiliser ce genre doéapplications, |l a plupart
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de la maniere dont elles pourraient étre utilisées dans un contexte gouvernesnelstal
ont eu beaucoup de difficulté a le faire. De méme, téadéficile pour les participants de
di ff®rencier entre | es applications dans | es
devrait utiliser et celles qubil devrait ®ca

Ces difficultés sont notamment attribuables au fait que les particifgematsnt a situer ces
nouvelles applications dans le cadre des activités de loisir et de divertissement et ont donc
du mal a envisager leur utilisation dans le contexte du gouvernement canadien. Néanmoins,
plus les participants avaient, au fur et a mederta discussion, la possibilité de réagir aux
exemples concrets qui leur étaient donnés, plus ils étaient a méme de commencer a

i maginer | O6utilisation que | e gouvernement f
En général, les participants étaiet@dvi s que | e GC serait en m
d®ci der des modalit®s de mise en Tuvre. !
principes devant servir a orienter le gouvernement dans sa démarche (p. ex., la nécessité de
surveiller maisnondeecn sur er | es interventions des <cito

en matiere de bilinguisme, etc.).

La sensibilisation des gens au fait que | e
ddune i mportance cruci al e, t infosmeenatal i las , C 0O MME
Canadiens de sa mise ° | 6essai de nouvell es

renseignements et services?

Enfin, tout comme | es publics sbébaccordent g
Canada devrait utiliser ces nouvsligpplications pour communiquer avec les Canadiens et
leurfournrdes servi ces, on tient aussi, de fa-on

communication traditionnels.

Bref, on tend a percevoir ces nouvelles applications comme des amélioxaitiatess
compléments aux modes de communication traditionnels et non comme des
remplacements.

Renseignements supplémentaires

Nom du fournisseur: Phoenix Strategic Perspectives Inc.
N° du contrat avec TPSGC: 01B68080343/001/CY
Date doat20@-078ut i on

Pour de plus amples renseignements sur cett
cette adresse por-rop@agr.gc.ca.

Phoenix SPI
- XVil -



New Technologies and GC Communicatidoridhase | Focus Groups Sept2Ad

I NTRODUCTION

Agriculture and AgrFood Canada (AAFC) commissionetoenix &ategic Perspectivas
undertake research relateminew technologies anttheir potential use for Government of
Canada communications Funding for this project came fror23 different federal
departmentagenciesThe research consists of both qualitative and quantitative phases.

Background

Agriculture aml Agri-Food CanadaPublic Works and Government Services Canada
(PWGSC), and the Treasury Board Secretariat (TBS) worked together to design a research
project on current awareness, attitudes and behaviours of the general public regarding new
technologies @d emerging media, with a specific focus on the implications for
Government of Canada communications. New technologies and emerging media include
things like blogs, iPod downloads, YouTube, wikis, social networking online (e.qg.
Facebook), RSS feeds, anddpasting, as well as nemeb applications, such as email and
instant messaging among othef3ollectively, these technologies or applications are
grouped under the label, Web 2.0.

A number of research companies track some of these issues as part eyrdaated

studies on Internet usage by Canadians. In addition, government departments can access
valuable information from theStatistics Canada Internet Use survey. That std,
Government of Canad&(C) context is unique and certain information gagsain. As a

result, AAFC and its partner organizations for this research wanted to undertake a custom
research project to explore this subject from the perspective of federal government
communications.

To better understand related issues and theiricatpdns for GC communications, the
department wanted to conduct research that includes both a qualitative potiene (
participants can be shown and/or try specific applications/technologies being considered

by some departmenttekdgemauiams) tandve HHowbi on
telephone and online data collection (with a comparative analysis of the data that results

from the two methodologies).

This research drew on the expertise and experience of the Public Opinion Research
Directorde (PORD) of PWGSC and the Chief Information Office of the Treasury Board
Secretariat, and needed to be designed in such a way as to assist communications managers
and decisiormakers across tHederal gvernment, who are currently faced with decisions
regarding:

1 The need for/desirability of financial and/or human investment in teesging
applicationgechnologies

1 Theneed to assess how quickly to shift the focus of their communications to take
advantage of these opportunities.

1 The appropriatenessf ahe Internet as a survey research medium that can
complement or replace telephone angh@mnson survey research.

1 The implications of these new technologies for advertising, public service
announcements, and other public communications.
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1 The need to ensureontinued compliance witlsC Communications Policy and
other TBS guidelines.

1 Identifying areas where further policy clarification might be required, or at the very
least, where additional direction or guidelines would be helpful.

The initiative for tlis project came from AAFC, whose ADM of Communications and
Consultations is the current champion for new technologies on behalf of the Government

of Canadads Communications Community Office
of the five priority acon ar eas set out i n thidegémer@ds Vi si
concept for this research was shared at an interdepartmental meeting of the POR (Public
Opinion Research) Community of Practice to ensure no duplication with research planned

by other departrmtés.Se ni or analysts from PWGSC6s PORD ¢
Office of TBS agreed to help AAFC gunanage this project.

AAFC, TBS and PWGSC designed a project that would do the following:

f Measure Canadi ansd® awar enetirsGCwdbpasadse of ,
information and in new/emerging applications/technologies.

1 Identify which segments of the population are using these applications/
technologies.

T Explore Canadians®6 expectat GOusesofthesed pot en
applicatiors/technologies.

1 Collect demographic and soes@onomic information for potential use in web
based communications, as well as federal government advertising.

1 Assess demographic and seeimonomic characteristics of completed unweighted
samples from the)aelephone and b) online panel surveys to determine which is
currently more representative of the Canadian population.

AAFC sent an email to all Heads of Communication, explaining the objectives of the
project, and asking for their assistance to entwaethe project could proceed in its full
scope, i.e., with both qualitative and quantitative elemdtitsre was broad expression of
interest and support for this initiative from many departments/agentidstal of 23
federal departments and agenciasédhmade a financial contribution, and are participating
in the design of research instruments.

This research will provide federal government managers and deoisikersi not just

those whose departments are participating financially, but all depastizet agencies

with a solid baseline reading of Cawvisadi ans?o
new and emerging applications and technologies in the context of their potential use by the
federal government in its communications with Canadiassyell as for citizen interaction

(oneway and tweway) with the federal government.

Research Activities

As noted, this research consists of both qualitative and quantitative components. The target
audience is the general public, 16 years of age &her.o The qualitative component
includes two phases, both before and after the quantitative elements, and includes a mix of
urban, rural and remote communities.
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The quantitative component consistsboth a telephonendan online survey in order to
(a)include Canadians who reachable by only one of the two media, but not both, and (b) to
enable a comparison of the sodemographic characteristics of the samples resulting
from both surveys.

Qualitative Research

The first phase of the qualitative resgahas been completed. This report presents the
findings from thefirst phaseof the qualitative component of this research, which was
conducted September -PD, 2007. A more detailed description of the specifications
applying to this phase of the resdaproject is provided below.

Detailed descriptions of the quantitative components and second phase of the qualitative
component of the research will be included in separate reports following completion of
those phases of the research.

The main objectig of this first, qualitative phase was to explore related issues in a
thorough, comprehensive manner. Since relatively little is known about the degree to
which Canadians embrace these new and emerging technologies/media, or of their
perceptions about thenparticularly in the context o6C communications, a qualitative
exploration of the issues was undertaken to better understand attitudes and behaviours
related to the use of the new/ emerging applications/technologies indaptim fulsome
manner. Thiphase of the research was conducted before the telephone and online surveys
and the findings provided valuable insight and support for the development of the
guestionnaire.

First Phase Focus Groups

Three segments of the general public were includelritst phase focus groups. For the
purposes of this research, they were identified as follows:

7. Web 2.0 Usersindividuals who are Internet users and wiawe used at least three
of thefollowing new and emerging applicatidtechnologiesat leasta few times a
monthduring the past six monthblogs, wikis, social networking sites, YouTube,
RSS feeds, podcasts, and cell phones for text messaging or downloads.

8. Internet Users, noiweb 2.0 Individualswho are Internet users and who hawé
used any ofttesetechnologies or have used them less than Web 2.0 digéng the
past six months

9. Nonusers of the Internetndividuals who havaeverused thdnternet

The following specifications applied to this set of focus groups:

1 Twelve groups were conductedith two groups in each of the following six locations:
Toronto (ON), Halifax (NS), Montreal (QC), Calgary (ABjort StJohn (BC), and
Saint Hyacinthe (QC).
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1 The distribution of the focus groups was as follows:

Toronto Halifax Montreal Calgary Fort St- St.
John Hyacinthe
Dates Sept. 17 Sept. 18 Sept. 19 Sept. 19 Sept. 20 Sept. 20
Language English English French English English French
6:00 pm Web 2.0 Internet Web 2.0 Internet Non-Users Internet
Users Users Users Users Users
8:00 pm Internet Web 2.0 Non-Users Web 2.0 Internet Web 2.0
Users Users Users Users Users

1 There was a mix of participants in each focus group by age (as appropriate for the
type of audience), ethnicity (as appropriate for the location), education, and
income, with an approximate gender split.

1 Half of the participants in Saint Hyacinthe and Fort St. John were drawn from
the rural area outside of the city centre.

1 Ten participants were recruited fo871o show per group. Turnout was good with
at least 8 paitipants in all but three groups. The remaining groups contained
between 5/ participants.

All participants were paid $60 to participate.

All groups were held in regular focus group facilities, with the exception of
SaintHyacinthe and Fort St. John, whdhe groups were conducted in hotel
meeting rooms.

The groups lasted two hours in length.

1 During the focus groups, there was a computer used by the moderator
(supported by higispeed Internet access, a projector, and a screen) to show
specific examples ofnew/emerging applications/technologies, including
potentialGC applications.

1 Internet users were asked to review specific examples of new or emerging

applications/ technologies in advance of the focus groups.

This research was qualitative in nature, noguantitative. As such, the results provide

an i ndicati on of participants?®d Vi ews about
generalized to the full populationof any of the audiences included in this research

Note on terminology

Throughout this report, h ex pr essi on o6l nternet userso is
users and Internet users, Adfe b 2. 0. The term o6Web 2.0 wus

participants that were recruited specifically because they already make use of such

applications (see aboverfdefining characteristics).
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The main investigator for this study was Steve Kiar of Phoenix who moderated the focus
groups in Toronto, Calgary, and Fort St. John. Phil Azzie moderated the groups in Halifax,
Montreal, and St. Hyacinthe. Both contributedhe final report.

Appended to this report are the followimgboth official languages:
1 Recruitment screener

M Confirmation email and instructions for Internet users
T Moderatordés guides (2).

Phoenix SPI
-5-



New Technologies and GC Communicatidoridhase | Focus Groups Sept2Ad

COMMUNICATIONS & INFORMATION PREFERENCES

This section repts onwayslinternet users and narserscurrentlyreceiveinformationfrom
or aboutthe Government of Canad&C) andtheir preferences in this regandith a focus
on the full spectrum of5C communicatios activities It also provides a prdé of Interne
usage Findings specific to each audience (i.e. Internet users andigess) are presented
first, followed bya presentation of findings comman bothaudiences

Internet Users
TV, Radio & Internet i Most Likely Sources of Information About GC

Internet users receive information from or about the Government of Cahaolagh a
variety of channelsthree of whichdominateas primary sourcegelevision, radio, anthe
Internet.Many Internet uss identified the latteas their main source of informatiérom or
about the Government of Canadaqualified it astheir main sourcevhen actively looking
for such information Some said the Internet was not yet their main source of information
regardingthe governmenbut thatits importancavasincreasing

Channels identified lessften, but by at least a few participants in most groupdudedthe
telephone lflue pages in phone book aie800 O Canada), andewspapersMoreover,
some participants described each of these as their primary source ofindorm

Smaller numbers identifieblillboards andads on public trangptation government offices,
mail flyers, community organizationgnd word of mouthThat said,none of thesewas

identified as a main source of information about or from the Goverhmok Canada.
Billboards were most likely to be identified the largest cities (i.e. Toronto, Montreal)
while word of mouth was most likely to be identified inadler communitiegi.e. Fort St.

John St. Hyacinthé

Time Spent on Internet Varies Widely

The amount of timepent on the Internet, duding email, varied widely, ranging frons a
low as1-2 hoursper weekto as high as50 hoursper week. Most Internet users situated
themselvedetween thesextremes, inranges which included-50 hours10-15 hours, 15
20 hours, 2680 hours, and 3@0 hoursa week Many of those spending longer amounts of
time on the Internet are using it both at work and at home.
In addition, the following differences between participants were evident:

1 Younger participntstend to spend more time ¢ime Internet than oldeparticipants

1 Web 2.0 usertend to spend more time on timernet than those who do not.

As expectedWeb 2.0 users are more likely to be younger participants.
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Internet Used Most Often for Entertainment, Recreation

The Internet is usetbr a variey of reasonsalthoughmost parttipants made it clear that
theyuse itmainly for entertainment or recreational activiti&ghile someof thesesaid they
use thelnternd for entertainment or recreatiom general, most identified specific ways in
which theydo this. The following activities were routinely identifidy at least some
participantsn all groups

1 Browsing or looking for information related to hobbies/personal interests (e.g.
cooking, spos, books, travel)

Downloading/watching videos
Downloading/listening to music

Social networkingtypically with friends or family(e.g. Facebook, MSN)

= =2 A =

Participating ivisiting blogs orforums on various topicée.g. sports, movies, TV
shows)

1 Playing onlinegames

Recreational etivities mentioned lessftenincluded:
1 Listening to the radio
1 Tuning in to live events
1 Downloading/looking at picturégraphics
1

Mai nt aini ng oowebsiées own bl og

Most Also Use Internet for Non-Recreational Activities

Although most Internet usersaid they use the Internemainly for entertainment or
recreational activitigsmostalso use it fomonrecreationareasons Moreover, manysaid
they use itmainlyfor nonrecreationapursuits Theseypically included the following

Researcland activitiegelated to work or school

Obtaining news (i.e. online newspaperatehing/listening tdhe newsg
Weather updates

Medical/healthrelated information

Job searchésmploymentrelated information

Online banking

Shopping

=4 =4 4 -4 A4 -4 -5 -2

Looking for information on asneeded basis (e.g. directions, travel information
phone numbejs

1 Looking for government information (see details below).
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Youth and other yoangerparticipantsand Web 2.0 usemseremuch more likely to uséhe
Internet for entertainmentidersion Conversely older participants wermore likely to use
the Internefor nonrecreational activities.

Most Use Internet to Deal With Government But Relatively Infrequently

Asked specifically if they use the Internet to deal with government bggernment
related informatin, most Internet users said they. é@s well, manyhad earlier identified
the Internet as their main source of information from or about the Government of @anada
one that was growing in importanddaving said that, partigants routinelyspecified that
their interactions with governmer(at any level)tend to be limited, regardless tie
medium usedin others words, though mogse the Internet to deal with government, they
tend to do so infrequently.

Those who use thiaterret to deal with government apgimarily involved in tryingto find
information on government @bsites. Types of inforation most frequently soughicluded
the following

1 Information about programs and services
1 Taxrelated information
1 Contactinformationor i nf or mati on through a 6Contact
1 Information about benefits (e.g. CPP, El, CCTB)
1 Jobs/possible employmersnd other mploymentrelated information
1 Downloadable forms/applications
1 Healthrelated information/advisories
1 Information about gtting/replacing personadéntification documents (e.g. passport,
birth certificate SIN, health cards)
Types of information identified lesgtenincluded:
1 Information aboufunding,loans, grantsscholarships
1 Information about education/schools
1 Online reports/publications
1 Changes to laws and regulations in general
1 Travelinformationadvisories
1 Rules and regulations (eigamigration, cross border traygun registry
9 Data/statistics (e.g. electoral results, census results)
1 Certificaion/accreditatiorrelated information

1 History/heritagerelatedarchivalinformation
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Only arelatively small number oparticipantssaid their online dealings with government
involve more than looing for information on g@vernment websites. Suelativities include
the following, none of which was identified by more than a few participants:

T

= =4 4 A -

Personally filing their taxes online
Downloadng podcasts bwebcasts
Ordering a publication

Accessinfupdating personal information
Completing a survey

Sending applications or fornedectronically.

Older participantsvere more likelythan youthto usethe Internet to deal with government
(because they are mdlikely to deal with government, not because they are more likely to
use the Interngt

Most Internet Users Have Visited GC Wésites But Visits Tend to be Infrequent

Most Internet usersn each locatiorhave visited a Government of Canada websited
many have visited more than one. Howetlee, following points should be noted:

1

Visits to Government of Canadaebsitestend to e infrequent. Participants re
iterated that their interactions with government tend to be limatedi on an as
needed basislo give the mostommonexample,manysaid they have visited the
website of the Canada Revenue Agermyt only during thetax-fili ng seasonThe
only exceptionn terms of frequencwasuse ofthe Job Bankwhich some said they
have visited frequentlgr regularly

Many visited Government of Canaddes as the result of using a search entgine
find information. In other words, tlyedid not intendor set outo go to a specificGC
site, but were directed there as the result of a se@:ghthroughGoogle.

Some participants cadiinot recall the name of the Government of Canaebsite
they visited orupon reflectiorwere unsure wéther or not the site belonged to the
federal or a provincial governmen few, for example, identified the site they
visited as gov.gc.ca, which is noG& website.

GC sites identified most often as having been visited includedCanada Revenue Agenc
andthe Job Bank, followed byHealth Canada, Environment Canada, and Service Canada.
All other sitesverevisitedby small numbers of participants, sometimes no moredharor

two. Thesencluded the following:

E B

1 Foreign Affairs and International
Trade

Industry Canada

National Defence

National Archives

Parks Canada

Statistics Canada

Transport Canada

Auditor General

Canada Border Services
CanadianFood Inspection Agency
Canadian Space Agency
Citizenship and Immigration
Elections Canada

Fisheries and Oceans

E R
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A few visited the site of the gifirearms registrybut could notecallthe name of the site.

Reasons for visitingGovernment of Canadawebstes were very similar, and usually
idertical, to the reasons givea explaindealngs with government in geeral (see above)
The only additional reason was visiting av@mment ofCanadawebsite as a result of
having seen or heard a specf@overnment of Canadalor announcement

Older participats were much more likely than younger ones to have visi@Q website

Non-Users ofthe Internet
TV, Radio & Phonei Most Likely Sources of Information About GC

Most nonrusersof the Internestaid theyeceive information from or about the Government
of Canadamainly through television, radio, and telephone. ésthof channels were
identified less frequentlyincluding newspapers, government offices, billboards, mail
flyers, and word of mouth.

TV & Phone 7 Preferred Sources of Information

When asked how they woulareferto receive such information, televisiondatelephone

were most often identified, followed by the ability wisit a government officeThe

strength oftelevision vas its reach as a broadcastigicle (i.e. its ability to reacmany
people).In explaining their preference for telems, some rticipants specifiedhat in

addition to adsthey would like to se@rogramsor spot® about Geernment ofCanada
activities, programs, and servicése . ¢ . what 6s avail abl e, wh o
The strengths of telephone and government cffieere the ability to talk with a live

person and ask specific questioBemenon-users of the Internetaid they would prefer to

be able to go through a single source (i.e-stigp accessto receiveinformationfrom or

about the Government of Canada

Various Reasons Offered to Explain NoflUse of Internet, None Dominates

Nonusers of the Internebllectively identifiednumerougeasons why they do not use the
Internet,although mositndividualsfocused on a single reasdrhese reasoriacluded the
following, none of which dominated:

1 Cost of accessSome patrticipants said they do not use the Internet because it is too
expensive and/or becaugheir limited resources are spent on other priorities
Related to the cost issue, some explained that ifiadyinternet access they would
only be able to afford dialp accessvhich is inefficient.

1 No computer Some participantsimply noted thathey donot have a @amputer,
and therefore no access to theernet

9 Privacy/securityconcerns Some said they ka privacy and/or securityelated
concerns aboutsing the Internet. This includdgke security of informatiorsent
over the Internetas well asconcerns over the abilityf othersto track their use of
the Internet
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1 Lack of need/interesEome said thelgave noneed for the Interneair no interest in
it andhave better ways of spending their time

1 Fear of being drawsn/wasting time onlineSome are concerned that they will
become addicted to thaternet and spend all theirer time on it. A few parest
expressedhis same concern regarding their children.

1 Preoccupations regarding use by children/adolescehtiew parents said they are
preoccupied about what their children would have access to on the Internet or who
they might be corresponding wiag. potential forchild predators

1 Perceived lack of technical competefuificulty using InternetA few described
themselves as not very contget with technology and suggestiy would have
difficulty using a computer and the Internet.

It is worth roting that while some participants identified lack of a computer as a reason for
not having access to the Internet, mattyernon-users of the Internet do have a computer.

Non-Users Divided Over Likelihood of Using Internet in Future

Non-users of therternet were divided as to whether or not they would be likely to use the
Internet inthe future and the difference broke down by location. Abn-users of the
Internet in Fort St. John said it was unlikely tHagyt would use the Internet in the future.
The reasonthey gave to explain why were the same asdlygiven to explain their current
nonuse of it

By contrast nearly allnonrusers in St. Hyacinthe felt it wad least somewhdikely that
they would be using the Interniet the future. Reasoriacluded a sense thatcreasingly,
important governmentinformation might only be available on the Internet ,aachong
some parents, sense that their children wile at a diadvantage in school if they dot
have access to the Interrfiegm home

Obtaining Information i Main Anticipated Use of Internet

Current norusers of the Imtrnet who think they wiluse it in future were most likglto

think they will use it to find information in generaln an asmeeded basjsincluding

government informatiorSome said their children will be the main users anduwsd it for
school A few think they willuse it fo shopping and/or entertainmiewhile a few others
said they will use it only in order to have access to email

Asked how likely they would be tose the Internet for gettingnformation from or
providing it to the Government of Canada, nearly all those who think they will be using the
Internet infuture said they wouldse it for the formetbut not the latter.
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Users& Non-Users of Internet
Inform ation Directly From GC Trusted M ore Than Filtered Information

Both users and nensersof the Internet tendet regard information coming directly from

the Government of Canada as better or more trustwdtihy information coming from
filtered sources (g. news, word of mouth)in a generakense, all channekend to be
trusted provided the informationsi coming diredy from the Government of Canada.
While there was some scepticism expressed about the objectivity of government
information in generalt was clear thainformation coming directly from the Government

of Canada izonsideredtredible and trustworthgas long as it does not have a partisan or
ideological slant).

Many participants did, nevertheless, express preferemcespécific channs] but only
three channels were identified as bettedbr more trustworthyhan others

1 GC websites Many Internet users describ&bvernment ofCanadawebsites as
more trustworthy than other sources of informatlmecause of themount of
information available and the level of detail provide®ome also felt the
information is more trustworthy becausestmore ugto-date while some viewed
GC websites as better becausfetheir conveniencé.e. 24/7accesk In response,
some Internet userdisagreedhat GC websites are better sources of information
suggestinghat information on these websites can difficult to find, especially if
one is looking fo something specific.

1 TelephoneA number of participas, primarily norusers of theriternet, saidhey
trust phone information mogprovided they are talking to a live person, because
they can get direct answers to specific questitmgesponse, a fewarticipants
disagreed, suggestirtbat information received over the phone can sometimees
contralictory (i.e.receivingdifferentinformation from differenstaff).

1 In-person/office Some participantgrimarily norrusers of the Internegaid hey
prefer informationreceived from service personnel in W@onment of Canada
offices. The main reason walse same ashat given by those preferring phone
service (i.e. they can get direct answers to specific quektibmss also noted that
service personnel in an office can provide additional information and details that a
client may not think of askingoaut.

Someparticipants(both users and nemsers of the Internetaid they sometimeasse one
sourceof informationto confirmor double checlnother
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\ AWARENESS AND USE OF NEW APPLICATIONS /TECHNOLOGIES |

This section r epor t fnewnandpeamerding techpolbgieedsid awar en
the case oflnternet userstheir current and anticipatedise of these technologies
Participants were asked specifically about the following technologiapplications

1 Blogs

Wikis

Social networking sites (e.Gaebook,MySpace Bebg
YouTube

RSS feeds

Podcasts, videocastsgbcasts

Cell phones for text messaging or downloading things
Message boards, online forums, ctims

= =4 4 -4 8 2 2

Awareness of NewApplications Varied by Audience
Not surprisingly, awareness thfeseapplicationsvariedby audienceype

1 Web 2.0 UsersAwarenesof these technologiesas highest amongapticipants who
were recruited asstablished sers ofsuchapplications Most or all participants this
audiencewere avare of most of these applicatons That said,a couple ofthe
applicationswvere not broadly known amomarticipants in this audiendsee below).

1 Internet users, noiVeb 2.0 Awarenes®f theseapplicationsamongthis audiencevas
mixed Most participantswere aware ofat leasthalf of them but mostwere also
unaware of at least a few of theagplications Overall fewer than half of these
participants were aware tife majority of applications

1 Nonusers of InternetAwareness of thesspplicationsvaslimited among nofusers of
the Internet Most or all participantgh both groupsonductedwith this audience were
unaware of most of these applicatiomdoreover, with the exception of Yowbe,
those who wee aware of specifiapplicationausually hadbnly a vague or very general
understanding of themysuallybased on secordand information.

Awarenessof theseapplicationsvaried by ageas well, thoughdifferences were less
pronouncedhan differences by audienc€&hat said, younger participants were generally
more likely to be aare ofmore oftheseapplicationghan older ones.

YouTube, Blogs, Networking Sites, Message BoardsMost Known Applications

Although levels of awareness varieg type ofaudiencethere wagonsistency iterms of
the technologiedhat participants wae most likely to beawareof. Participants werenost
likely to be familiar with the followingtechnologies YouTube blogs, and social
networking sitesfollowed bymessage boards, online forums, and chat rodimest said,
Internet users were much morkely to express definite amgpontaneous awareness of
these technologig®.g.expressed recogniticaas soon as the technologies were identijfied
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By comparisonthe awareness of narsers of the Inteet was more likely to beague or
indefinite, with many sayingthey had heard something about these technologies.
Moreover, awareness was ofterompted bya definition or descriptionf the technology

in question (i.e. after the technology in questiowas describedo then). This was
especially the caserfdlogs and message boards, online forums, and chat rooms.

Wikis, RSS Feed$ LeastKnown Applications

Participants regardless of audienceereleast likelyto be aware of ukis and RSSeeds
especially the formeidndeed,relatively few participantavere aware of eitheMoreover,
awarenss of both tended to be promptedabgefinition or descriptiorand was limited to
Internet uses. Although nearlyeveryone wasinfamiliar with wikis, manylinternet users
wereaware ofdNikipediad In other words, thy were familiar with a specific application
without being familiar with the underlying concept.

In the case of RSS feeds, manyernet users (mainly Web 2.0 usengre familiar with
the concept in general, even though they had no specific awardriRSS deeds. Many,
for example were familiar with the dea of receiving updates from various websites
through emaik containing links. Thisncluded updates fromwebsites of various stores
(e.g. Rona)fromwebstes ofentertainmentelated companig®.g Cineplex Odeon), from
entertainmentelated websites (e.g. Tétes a claques Tdn news sitesand from blogs

Awareness othe remaining twacategories of nevtechnologies ficell phonesfor text
messaging or downloading thinggiand podcasts, videmasts and webcast$ varied by
audienceand followed the same pattern for botitegoriesit was highest among Web 2.0
users, mixed among Internet usén®nWeb 2.0), and limited among noeusers of the
Internet

1 Web 2.0 UsersNearly all Web 2.0 usengere familiar with both types of applicatigns
though some were more familiar with the common tettownload$ to refer to
podcasts, videocasts and webcasts

1 Internet users, nofiVeb 2.0 Most members of this audieneeere familiar with cell
phones for teixmessaging or downloading things, but many were not familiar with the
latter. Awareness of podcasts, videocasts and webcasts was mixed. While many said
they were familiarwith these applicationanany were(or claimed to beuncertain.
Moreover, nany claimed awarenes®f these applicationsonly once they were
described, explaininglike someWeb 2.0 usejsthat they used the more general
expression 6downl| o aTdis as tspeciatlye thee case tammongt h e m.
Francophone Internet users who explained that he expr essi onar 6bal adoa
to them it was noted thatmore commonly used expresssoarethe English term
@odcasting or si mpl.y 6downl oads?d

1 Nonusers of InternetMost nonusers of the Internet were unfamiliar with thése
applicatiors, though awareness of cellphone technology was much higher than
awareness gbodcasts, videocasts and webcastany knav that cell phones could be
used for text messaginthough most did not know they could be used to download
things. nly one noruserwas aware of podcasts, videocastaebcasts

Phoenix SPI
-14-



New Technologies and GC Communicatidoridhase | Focus Groups Sept2Ad

Internet Users
Current Use of Web 2.0 Applications

For each of the eight technolodiasplicationsdiscussed,internet users werasked
whether theyhad usd it during the past six monthsand if s¢ how often andfor what
purpose Those who haveot used a specific technologyere asked about tHielihood
of theirusing it in future.

Overview

The tchnologiesor applicationamost likely to be usedand alsomost likely to be used
frequently were YouTube, social networking sitesand lbogs At the other end of the
spectrum, ukis and RSS tedswerethe leastlikely to be used these two technologies
were used by very few participanssll of theapplicationsveremore likely to be used by
Web 2.0 users timaby otherinternet users. As well, with the exception of RSS feeds, each
application was more likely to be used by yootlyounger participants.

A more detaileddiscussion ofeachapplicaton is provided belowwith the applications
most widely used daussed first, followed by those used less often

YouTube

YouTubewas the most frequentlysed application, with a large majority of Internetrase
having visitedthe siteduring the previousix months. Thissite is routinely used for the
following: watching music videosmovie trailers, amateur videos, comedy clips of one
kind or another,or interviews downloading video cligs finding archival/historical
footage and seeing things missed on TNO participantshad ever postedany videos on
the site.

The frequency of visits variewidely. Many visit YouTube every day or every few days,
while many others usually only go the sitewhentold about something speciflzy their
friends or othersSome receive emails informing them absoitnething nevan YouTube.

Most of those who have not yet visited YouTdaéd they probably wilin the near future
if only out of curiosity or becausthey have beeencouraged tty friends orothers A
few, however, said they probably will ndb this, explaining that the fear thiswill
become an addictive pastime.

Social NetworkingSites

Social networking sitesvere among thapplicationsmost widely used Most Internet
users said they have used or visited at least one social networkirhitgh many have

not Moreover, those who visit or use such sites are much more likely to be youth or
younger Internet userSuch sitesverealso among the most frequentiged applications

by those who used theriMany participants, mostly youth, said they visit such sites on a
daly basis. Others visit them every feshays or on a weekly basis. Relatively few who
visit such sites do so lesftenthan thisFacebook was the site used most often.
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Such sites areoutinely used forvarious types of networkingncluding communicating
with friends family and acquaintances, sharing photéiading old friends/acquaintances,
meeting new peoplemeetingcommunicating withpeople with similar interestsand
learning aboutipcomingeventsandactivities. A few have used such sites to orgaisign
petitions or advocate causes.

Those who haveat visited such sites were dividabout whether or not they would do so
in future. Manysaid theyhave no iterest in this type of activityOthers said they will
probably do thigo keep in touch wh friends or family but will limit their use of such
sites tointeraction withclose acquaintance few said they would likely visit such sites
because of pressure from friendsotrers

Blogs

Many Internet users, at least a few in most groups, Wigited blogs That saidmost still

have not.Participants identified a range of blogs they have visigetherallyrelated to

personal interests or hobbies. These include blogs about music, books, sports, trivia, travel,
shopping, politics, and televisipamong others. Some visit blogs belonging to friends and
family members(someof whom areliving overseas or travelling in order to keep in

touch, catch up, or seecpires.Blogs visited by smaller numbers included achme

related blogs (e.g. humaigints the environment), workelated blogs (e.gnee mp | oy er 6's
blog), and schoetelated blogs. Finally, amall numbesaid they have blogs of their own
generally photo blog&Vhile most said they do not leave comments on the blogs they visit,
many saidhey do.

The frequency of visiting blogs variedidely and tended to be linked to the topic or
subject matterThose visiting blogs related to personal interesteobbiesended to visit
them more often or describe their visitsGegulad This includes daily visits, visits every
few days, and weekly vis. Others said they visit blogsfrequently or only when they are
informed of something tbugh an email or if thelyave been directed toblogby others.

Thosewho do not visit blogsi the majorty of participants that use the Interiigbrovided
mixed feedbackabout vhether they would do so the future. Many of those who do not
currently do thissaid theyhave no mterest in doingso in future becausehey are not
interested in blgs orfeel that theyhave better ways of spending their tinidowever,
somesaid theymight start todo this to keep in touch viitfriendgfamily or if they hearof
blogs that interest thensome are uncertain asdidit would depend on the nature of the
blog and/orlie person hosting {e.g. reputable vs. not reputablenown vs. not known

Message Bards.Online Forums,ChatRooms

As is the case with blogs, many Internet adave visited or used message boards, online
forums, or chat room3#However most havenct. These technologiesre used mainly for
pursuinghobbies and interests, but in some instances are usewfior Foums and chat
roomsused by participants cover a range of topilesluding sports, books, cookingars,
music,politics, fan clubsandinvestmetffinance among others. Some also use chat rooms
for technical help ah howto advice Work-related uses included postings on message
boards and talking about/planning upcoming events or conferences.
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The freqency of using thesapplicationsvaried though siteselated tohobbies and
interestdendedto be used moreften Frequencyof-use variedrom daily visits, to a few
times a week, weekly, monthly or-tvionthly.

Most of hose who do not use theapplicationsdo not plan tado so in the ear future,

although some added that they might if they found a topic that interésted Others
were unsure whether they would use such applications.

PodcastsYideocastsWebcasts

Use ofpodcasts, videocasts and webcagss varied.The most fregently-identified use

was downloadingnusicfiles and transferring them to an iPod or MP3 playRerhaps not
surprisingly, yaith were most likely to do this and some adults said their children do this
regularly. These applications were also used, but tftsn for tuningin to live events

(e.g. sports),persmal overses communicationwork-related applicationge.g. video
conferencing), and for hobbies or personal interéstgeneral these applications did not
tend to be used frequently or regularly.

Most norusers were unsure whether they would use this in the future and said it would
depend orspecificapplications That said, most found the idea or concept interesting.

Cell Phones foiText Messaging obownloading

Many Internet usersise text messagig, mainly to sendjuick messages ttamily and
friends When it came to frequencef use there was no consistency. Some send text
messages every day, others do it on anesled basis, and still others do this infrequently
and only in case of emergengiParticipantsvere much less likely to use their cell phones
to download thingsand those who did were mainly youth. Things downloadetlided
ring tones, pictures, music, and games.

Most of thosewho donot ug these cell phonapplicationssaid thg do not expecto in
future. Mostsaidthey only need a cell phone for phoninghile a few said they are not
technically adept and would probably have difficulty using their cell phones in these ways
Others did not rule out the possibilityut were norcommittal or uncertain

RSSFeeds

Only a fewparticipantshave RSS feeds (i.kave subscribed to one) and teedsare from
news servicesThat said, manyelt they receivesomething similato an RSS feed ithat
they receiveemails with links catainng updatesrom various websitesThese include
updates from storeentertainmentelatedcompaniesandwebsitesandblogs.

Most Internet users did not think they would be using this techndlogyture but
primarily because they could not think odrecrete applicationthat would interest them
That said, it was the technology that gener#tesnost interes(in part because it was one
of the least known)
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Wikis
Similarly, very few participants(all of themWeb 2.0 usejsuse wikis and they ushem
for playingonlinegamesone used a wiki for workAs was the case with RSS feed®gn

did not think they would be using this technolagyuture because they could not think of
concrete applications that would interest them.

Web 2.0Applications Used Mainly for Recreation, Particularly by Youth

Just as the Internet in general is used mainlyréoreationalor entertainmentreasons
(although many also use it to obtain informatiotg various Web 2.@pplicationsare
used forsimilar reasons. Thissi especially the case for YouTube, and social networking
sites.In general, youngeparticipantsare more likely than older participant® usethese
variousapplicationdor entertainmenor recreational purposes

Some patrticipantsdo use thesgypes ofapplicationsfor nonrecreational purposes. This
includes using blogs for advocacy or work, message boards, online forums, or chat rooms
for work or technical help, videocasts or webcasts for videoconferencing, cell phone text
messaging for emergenciegdaRSS feeds for news updates.

Limited Confidence in Information on Blogs, Viewed as Opinion Pieces

Internet users were unanimous whasked aboutthe confidence they have in the
information providedhroughblogs.Participantonsiderblogs by their vey natureto be
vehicles topresent h e Iparcepftidn®r opinionson the issues discusd While they

do not simply discount what thegadon Hogs, neither do they trustimnplicitly. Blogs

were seen to be similar to editorials or opinion pienawnare traditional media, where the
credibility or value of the bogs is dependent on the individual expressing his/her views
through it. It isimportant to recall thahanyof those who visiblogsdo sofor recreational
reasons, not for instetion or information per seAs suchthey do not visit blogs witlthe

intent to learn or be instructed

In general most(but not all)Internet usergelt that nformation on blogs desnot have the

same credibilityas information in the mastream mediaA few addel thatthey compare
information on blogs with medianformation in order to helthem asseswhich blogsare

more credib¢ than othergOn the other hand, some participants said they do not have faith
in the mainstream mediaxpressing general scepticigimoutthe objectivity of the media

For some of these participants, blogs represent an alternative source of information to that
available through more traditional media sources.

There was virtual unanimity that information on blogs does not compaternms of
veracity or credibilityto information provided on official websitessuch aggovernment
departmenand company websitegarticularlythe former
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Virtually No Use of Web 2.0 Applications to Communicate With GC

Only two patrticipants curreély use any of these neapplicationgo communicate with the
Government of Canadar any of its agencieOne accesses RSS feeds friira CBC,
while another downloads podcasts from the Canadian Space Agency.

Uncertainty About Future Use of Web 2.0 Applicationdo Deal With GC

Virtually all Internet users suggested that twesre open to the possibility of using these
types of applicationso communicate with the Government of Canadduture. While
receptive however mostwerealsounsure about just how suelpplicationswvould be used
in this context. In other word#, was notimmediatelyselfevidenthow suchapplications
could be usedh dealingswith the Government of Canada.

This uncertainty tended to be based on two things:

1 Technologies associatediprarily with entertainment As noted, mosinternet
using participantsend to associate thesges of applicationsvith recreational or
entertainment activities. As such, many teatb havedifficulty conceiving how
these might be used fatealing withgovernment.This was especially the case
regarding social networking sitesd blogs While use of these technologies by
governmenhotruled out, neither digxamples comeasilyto mind.

1 Limited interaction withGC: Many also pointed to the fact that yhiend to have
limited interaction with the Government of Canadéth some specifying that this
is generallylimited to obtaininginformation. As such, it was not immediately clear
to many why or how they would use such technologies in the context eédimi
interaction.

Having said thatsomelnternet usersvere able to identify technologies they would like to
use or at leashave the option of using) their relations with the Gowement of Canada

1 Updatesfor GC policies, programs, servicessome sugested thablogs, RSS
feeds and YouTubecould be used tprovide updates orGC policies, programs,
and services. This could include alerts such as recallsdwaisories onhealth
related issues

1 Providing comments rgarding policies, programs, serviceSome also suggested

that these technologies could be used to allow citizens to comment on these same

Government of Canadapolicies, programs, and serviceshis could be done
through chat rooms, forums, and message boards.

1 Public consultations In addition to providing citizens with the opportunity to

comment on policies, programs, and services, it was also suggested that these
technologies could be used by the Government of Canada to actively consult

Canadians on various issudgyain, this could be dondatough online forums or
networking sites set up by the government.

1 Realtime access to ayernment Some participants felt that thesgplications
could be used to give citizens more ftale access to the Government of Canada
which would be useful, forxample, when dealing with tevelated issues or
applying for citizenship It was suggested that this would not only help give
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government more of @ u b faceatit could also increase government transparency
through increased communication.

Lack of Famil i ar i tWeb2M®Ht M ed m

All participants, both users and rasers of the Interngtveretold thatthet er m 6 We b 2. 0 ¢
is often used to descrilibesenew uses of the Interneiskedwhetherthey were familiar

with this expression, participants respeddunanimously in saying that they were not

familiar with it and had not heard it before
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USE OFNEW APPLICATIONS /TECHNOLOGIES BY GOVERNMENT OF CANADA

This section reports on participant perceptions regaritiegse of Web 2.0 technologies
by theGovernnent of Canadé communicate wittand provide service tGanadians. This
includes preoiding information to Canadiarand receiving information from Canadians.

In order to help focus the discussion in this section, participants were shown examples of
how these newapplicationsare currently beig used by different government departments
and agencies, both Canadian and foreMonusers of the Internet were shown examples
prior to the discussion of issues in this section. In other words, all the feedloawttepr

by nonusers of the Internet in this section was given with these examples in mind.

Internet users, by contrast, were shown the examplesatielybeing asked about the first

few issues reported on in this section (i.e. expectations regardird theeseapplications

by the Government of Canada, whether the Government of Canada should use the
applications and how it should use them). Whileese participantsad reviewed some of

the examplesn advance othe focus groug i . e . adv an,dtés impdrtaninte wo r k 6 )
keep in mind that their feedback on these first few issues was gik@rto their memory

being refreshed through examples shown in the group.

No ExpectationsRegarding GC Use of Web 2.0 Applications

At this time, here are no exp&tions regardingsovernment of Canadase of Web 2.0
applications among participants whaurrently use such technologies Asked what
expectations they have regarding the use of sypgticationsby thegovernment over the
next few yearsyirtually all Web 2.0 users said they have none. Some recognized the
potential use of suclpplications(i.e. this is something governmeatuld do), while
othes said they would not be surprised if government began using some of the
applications That said, they had mealexpectations in this regard.

Most Web 2.0 Users Have Not Thought About GC Using @plications

The extent to which this issudoes not resonate with Web 2.0 users (at least not
immediately) was underscored by the fact that the question tended t@ehainent of

silence or a reflective pause as an immediate reaction. In other words, this was not an issue
that triggered a spontaneous reaction, positive or negative, from members of this audience.
This suggests thasC useof Web 2.0applicationsis not something they have thought
about to any extent, despite the fact that they themselves use some apfiiestions

This was confirmed when Web 2.0 users were asked to explain their lack of expectations
regarding the use of thes@plicationsby the Government of Canada. Most replied that
they havenot thought about this. Some, focusing more specifically on social networking
sites, explained that they do not think of governmerdragntitywith which to keep in

touch or interact through these appiicas. These participant®iteratedthat they have
limited interaction with the Government of Canada and could not think of how they would
use suclapplicationgn the context of their limited interaction with tgevernment. A few

! This question was only askeflWeb 2.0 users, not of other users of the Internet.
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added that their commigationsrelated needs regarding the Government of Canada are
being met by existing communications channels.

Near Consensughat GC Should Use Web 2.0 Aplications

Despite their lack of expectations, there was a near consensus among Web 2.0 users that
the governmenshould use these nevapplicationsto communicate withand provide

service toCanadians. There was also a virtual consensus aotbeginternet usergnon

Web 2.0 and nonrusers of the Internet that the government should do this. Moreover,
those participants who did not think this were more likely to be uncerstirer than
opposed to the idea.

Many Reasons to Support @ Use of Web 2.0 Aplications

Participants collectively identifiedumerousreasons to explain why th@overnmentof
Canad should use thesapplicationsthough most individual participants identified one or
two reason®nly. Among the reasongresentedelow, the first four were identified most
often:

1 Acces@g citizenry Most participants, at least some in all groups, estggl that
the government should use these technologies because more and more people are
using them. In other words, if government wants to communicate with citizens, it
has to be able to reach them, and this means using the communiappboations
tha the citizenry is using. It was routinely noted, for example, that because youth
do not tend to read newspapers, government cannot expect to effectively reach this
audience using this channel of communication. In short, using these new
applicationshelps ensure the effectiveness of government communications (i.e.
helping ensure that communication reaciléaudiences).

1 Inevitability: Related to theabove many participants suggested that using these
technologies was more a matterioévitability than chace. They explained that
government cannot ignore theapplicationsbecause they are more and more
prevalent. Just as government adopted technologies like the telephone and websites
to communicate with citizens, so must it use new technol@gsdsey emege. In
short, there is a technological imperative at warkd one that will force the
governmento respond and/or adapt

1 Easier access to government informatidany participants felt that using these
new applications would make it easier for citizento access government
information. Access to government information was seen to be facilitated in four
ways:

o0 A larger number ofommunicatiorchannels.

0 Quickeraccess to information, including more riale access to government.
0 Increase®4/7 access tgovernment information.

o Government reaching out to citizens through media they themselves use.

1 Greater access to governmerts noted above, most participants felt that using
these newapplicationswould make it easier for government to reach citizens.
Conversely, many felt that these technologies would provide greater a@ocess
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government byitizers, and/or promote more interaction between the two., Timis
turn, was seen as havirtge followingpotentia) interrelated consequences:

0 Increased opennessihsparency Some felt that use of thesspplications
would lead to more openness and transparency in government hebeusgh
theseapplications,citizens would have the opportunity to learn more about
what government is doin@nd how it is doing it

0 Increased responsivenedslore access toand interaction with government
were seen abaving thepotentialto makegovernment more responsive to its
citizens.

o Citizen influence Related to the latter, some suggested thasethreew
applicationscould increasecitizen influence on government policipsograms
by affording Canadiansnoredirectopportunitesto voicetheir opinions.

o Making government less remoténally, some felt that providing more access
to government would makes it seem less remotensoré familiar to citizens.

In short, the use of Web 2.0 applications represents an opportunmgngiorm
the 6faced of the Government of Canada,
remote, and more responsive to Canadians.

Additional reasonsofferedto explain why government should ugééeb 2.0applications
were identified by smadr numbers of participants:

1 Environmental friendlinessSome felt that these neapplicationswould be more
ecological or environmentally friendly in that the governteuld cut back othe
use of paper anghail-out information (e.qg. flyers, pamphlets).

1 Up-to-date information Some felt that thesapplicationswould give Canadians
accessto the mostup-to-date information abougovernment programs, policies
and serviesat any given point in time

1 Cost savingsSome patrticipants felt that there would be cost saviegigtingfrom
GC use ofthese nevapplicationsthrough increased efficiency and effectiveness of
government communications and service delivefhat sad, at least a few
participants in many locations were worried about the possiblbgsiesresulting
from the use of thesapplications they suspected that cost savings resulting from
the use of these types ofpplications mightoe the result osome government
employees losing their jobs (e.g. telephone service agents, information officers).

1 Better service to remote areaSome participants, almost all from Fort St. John,
felt that these technologiesuld be effective in reaching Canadians living in
remote or rural communities. A few adddobwever that there would be a need to
ensure broadband in their area to ensure the ability to use these technologies.

T Use what 6:sinadlyy soind paridipants thought the government should
use these technajees simply because they exist as possibilities in terms of
communications. In other words, the government should do this becaasedid
this (i.e. the technology exists so why not use it).
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It is important to note, however, that participants who feltthe government should use
these technologies specified that their support did not amount to a wholesale
endorsement of Web 2.0 applications. Indeed, there was a widespread perception that
government should proceed if not cautiously, at least thoughtfully in the
implementation of these technologies. Concretely, thiinvolves proceeding on a case
by-case basis when deciding whichpplication to use and for what purpose. That is,
the GC should not adopt Web 2.0 applications simply to lookd ¢ o o m@dermg but
rather should adopt specific applications to address specific communications or
service requirements where such applications can more effectively address the
objectives then preexisting methods

Therelatively fewparticipants who dighot think thegovernment should use theygpes of
applicationancluded members of each audieng®reoverthey were no more likely to be
from one audience than another. They provided the following reasons to explaimonay,
of which was identified by more than avgarticipants

1 Too informal/not seriousA few Internet users felt that these napplicationsare
designed mainly for entertainment or diversion and should not be used for dealing
with government. While many raised this issue (see belmnly a few feltit was a
reason for government not to use them to communicate with Canadians. Those who
felt this way tended to have two specific applications in mind: YouTubeaciél
networking sites likéacebook.

1 Information glut There was a sense that the uséheteapplicatiors mightlead to
an oversupply of information or an information glut. It was suggested that the
current communicati@channels were adequate to ensure communication between
government and citizens.

M Devote resources elsewhere few nonuses of the Internet felt thabovernment
of Canadaresources would be better spent elsewhaseh as ornhealth, housing,
and education.

1 Omnipresence of governmenf few Internet users did not like the fact that
government was, according to their peraaptiextending its reach into areas used
for entertainment and relaxation. In the
government invading my entertainment spac

1 ImproveGC websitesFinally, a few hternet usergelt that the government should
focus on making its websites more usgendly, instead of implementing new
technologies.

Those participants who were uncertain about whether or not the government should use
these types of technologies were most likely to beusmrs of the Internet.

Significant Difficulty Identifying How G C Should UséWeb 2.0 Applications

Despitewidespread agreement that tBevernmentof Canadashould use thesgpes of
applicationsmostparticipants could not provide exampleshofv they could be used in a
governmehsettirg -- or hadrealdifficulty doing so.
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Relatively few participants offered suggestions as to the ways by v@Gcbould apply
these new technologies, and where exampiere provided, theywere virtually identical
to the ones identified by Internesers when explaining the purposes for which theght
use these technologies to deal with the Government of Canaue|y

providing yodates rgardinggovernmenpolicies, programsandservices
conducting public consultatiorss governmenpolicies,programsandservices

providing Q&A forums where citizens can ask questions and get responses
regardinggovernmenpolicies, programsandservices

1 providing public ®rvice annourements, including health alerend

1 providing information sessions, includ) information for new Canadians.

In short,while most participants think théC should use Web 2.0 applicatiorieey have
significant difficulty envisaging how this might be done.

Positive Reaction to Examples of Web 2.0 Applications Used by Governnie

As noted at the beginning of this section, participants were rstexamples of how
Web 2.0 applicationare being used by different governmetisth domestic and foreign

Overall reaction to the use of thesg@plicationstended to be positive. Nearlsll

participants liked at least sonoé the applicatiors they were shownand many said they

were impressed by the range of applications available. Participants typically commented

that use of thesapplicationswas a good idea, that thevere engaging omteresting,

and/ or that they seemed hel pful and conveni
discussion forums, videocastnd RSS feedtended to elicit a more positive reaction in

general, while blogs, at least initially, tended to be seen asuke=ful/pertinent. Overall

positive reactions also typically included impressions that tregaications make

government less remote, alldar greatercitizen influenceover government, and allow

govanment to reach different crosections of the popation.

Some norusers of the Internet were a little overwhelmed byapplications describing
themselves as confused thyemor unable to really understatibtem A few describedhe
applicationsas impressivgbut said that they themselves were nagriested in usinthem

Some Internet users, mainly youth, wondered if the government was using these
applicationspr i marily to appear to be O0hipd or on
made it clear that they were not opposed to the use of thesel@giesor applicationdy

the Government of Canada, but felt that it should be done in order to improve
communications and not simply in order to 0l

Widespread Perception that GC Must Foster Awareness of Web 2.0 Uses

As part of their reaction to the examples they were shown, many participants, primarily
Internet users, also commented that use of these applications by government was not
something of which they were aware prior to this study. Related to this, thera was
widespread perception that the Government of Canada must foster awarenessuséthe
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of suchapplicationsamong the population. In subsequent discussions about the use of
specificapplications, participants sometigspecified that they would use arpéipation if
they were aware of its existence.

Maintaining Traditional Communications i Main Concern of Non-Users of Internet

Most nonusers of the Internetvhen askedexpressed concerns about the Government of
Canada using Web 2.0 applicatiokwever the only frequenthrdentified concerrwas
related tothe maintenance of otharethodsof communication. Many wanted reassurance
that implementing Web 2.8pplicationswould not lead to a reduction in the use of more
traditional communicationsieandike television and radio. Moreover, some specified that
this was their only concern and that as long as they would not be obliged to useethese
technologies and still had accds$lsrough traditional channel$p the same information
and services as thosdo will use them, they would be satisfied.

The only other concern identified with any frequelagross all audiencesoncerned the
security of information and privacyThis concern involved how much personal
information people would be required to gito use these applications and who might have
access to it. A few expressed specific conedrout the potential fadentify theft.

Otherpotentialconcerns were identified by no more than a few participants and included
the following, some of which wersimilar or identical to reasons given for not using the
Internet in the first place:

1 Cost of accessThis involved the costs associated with dealing with government in
these ways. The concern was that people would have to acquire a computer and
have accss to the Internet.

1 Twotiered citizenshipA few were worried that even if traditional communications
media were maintained, those who use these ammlicationswould have more
access to government than those who do not. One participant asked, foteexamp
what happens if the government holds an online discussion or forum. Would this
mean that the government will only consider the opinions of citizens who
participate in the forum and if so what about the opinion of-users of the
Internet? In other wals, there was aoncernthat use of these technologies could
lead to twetiered citizenshipwith nontusers taking a back seat to those who were
active on the Internet.

1 Difficulty using technologyThis involved apprehensions that using these new
applicatons to deal with government would be complicated or require a level of
technical competence that they do not have.

1 System failure A few expressed concern that increased interaction with
government over the Internet could lead to system failure or systeashing,
thereby creating confusion and turmoil in dealings with government.
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Non-Internet UsersHave Mixed Views on Likelihood of Using Web 2.0 Bplications

Non-users of the Internet who indicated earlier that they would probably use the Internet in
the near future were asked if they would use any of the Webpplicationsthey were

shown, and if so, would they use them to deal withGle Responses were mixed, with a

few saying they wouldise some (or try to), a few saying they probably would arad few

saying they were unsure. All those whaid they would use these applicati@iso said

they would use tha to deal with the Government of Canada. However, they also specified
that they would use them ontp get information, not provide it. Thepplications that
elicited most interestinthisregardn c |l uded RSS fa@p@ést@®dnd O6AsKk

Citizen Engagement

Participants were asked specifically about the potential of the Internet for engaging
Canadians in public policy discussions and consuttiegn on issues of the day.

Widespread Perception That GC Should Use Web 2.0 to Consult Citizens

There was widespread agreement among participants in all audiences that the Government
of Canadashould use these nevapplicationsto engage Canadians in publpolicy
discussions and consult them on issues of the day. Some added that this would be easier or
more convenient than writing a letter. Others suggested that this could help bring together
or unite people with similar political interests or similar vieon various issues.

Limited Feedback on Modalities of Consultations

There was limited feedbackowever on the actual modalities for implementing such
consultations using new technologies or Interfssed applications Asked more
specifically how theywould see this happening, many could not say. Those who did
provide feedback on this issue were much more likely to be Internet users thasensn
Feedback tended to be general and focused on a range of issues, all of which were
identified by relative} small numbers:

1 Allow citizens to choose or help choose topics of discussion. This process should
not be entirely driven by government.

1 Ensure that discussions are well advertised and easy to find/locate. There should be
dedicated sites identifying topiesd timing/schedules.

1 Provide advance information on topics, for examiiieough podcasts, webcasts, or
documents/publications daC websites.

1 Ensure that participation is ea€yo not require that participants provide too much
information or acquire iddification (e.g. epass)As well, ensure that actual
participation is as usdriendly as possible.

1 Include highlevel public servants/politicians. This will give participants the
impression that their opinions are taken seriously and will encourageipetran.

1 Provide information on next steps/follewp. Inform participants about what will
be done with the results of the consultation (e.g. who will see them) and whether
there will be subsequent or follewp consultations.

Phoenix SPI
- 27_




New Technologies and GC Communicatidoridhase | Focus Groups Sept2Ad

1 Ensure that the consultatioase meaningful. There was a widespread sense that
Canadians will need to see that their feedback provided through the consultations
will be listened to, and will result in meaningful outcomes. Otherwise, there will be
a lack of interest in participatingee below)

Some drew attention to one of the examples they had been shown, from the government of
the United Kingdom, as a model to be followed. Specifically, some participants liked the
ability to sign or start a petitigisomething available on the Nber 10 Downing site

SomeExpress DoubtAbout Online Consultations Linked to Lack of Impact

While most participants were in favour of usitigese newapplicationsto engage
Canadians in public policy discussions and consultations, some expressed Houbts a
These patrticipants came from all three audiences and their doubts focused primarily on the
extent to which such consultations would actually be taken seriously by the Government of
Canada. More specifically, these doubts included the following:

1 Who would actually be wolved in these consultation®n the part of the
government? Will it be highevel or important officials or lowelevel staff?

1 How can one be sure about who is involved on the part of the government? Some
suggested, for example, thesen if participants are told that a minister or high
level official will be involved in a consultation or discussion, there is no way to
verify this (i.e. it may their assistant).

1 What if anything will be done with the results? Will these consultatiactually
be taken seriously or is it just a way to give citizens the impression that their
opinions matte?

A few participants expressed doubts about the actual logistics of administering such
consultations. They were uncertain, for example, about hevedhsultation would work

in terms of editing/excising unacceptable content, preventing tampering with content, or
ensuring that participants take the consultation seriously.

Most Internet Users Would Participate in Forumsif Issues Interested Them

In addtion to being in favour of using thesew onlineapplicationsfor consultations and
public discussions, most Internet users said they themselves would participate in such
activitiesif it was on a topic that interested them. Some added that this woulchiiee
convenient than attending a public consultationting a letter to their MP, and other
current means of communicating their views to governm@rfew others said they would

be more likely to participate in an online consultation than a live ecause of fear of
speaking in public. Many also added that they would participate provided they knew about
the consultation andn that regardjt was incumbent upon the government to inform
people about upcoming consultatior@3nce again, the issue ofis|g awareness was
deemed essential.
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Widespread Support for Postings in Real Time, With Translations to Follow ASAP

Given the Gov er rOffi@ah LtanguafjesA&, avnexed al dnaterial must
appear in both official languagegarticipants were sked which of the following ways
should be used toandlethings like blogs:

1 Postingcomments in real time solely in the official language in which they were
written.

Postingcomments in both official languages simultaneously as soon as possible
Postingcomments in real time in the official language in which they were written,
with the translation to follow as soon as possible

il
il

In response, a large majority participants favouregosting comments in real time in the
official language in which they weneritten, with the translation to follow as soon as
possible The reason given was that it allowed comments to be posted and readimeeal
or as closely as possible to réiahe.

The exceptiors were in both groups iBt. Hyacintheand among nowmisersof the Internet

in Fort St. Johnwhere most favouregbosting comments in both official languages
simultaneously as soon as possifilee reason given was that this allowed equal access at
the same time to all comments by everyone.

A small number of partipants, primarily Francophones, preferred posting comments in
real time solely in the official language in which they were writiére rationale was that
translations, no matter how good, are interpretattbascould distort the meaning of a
statemenbr overlook certain subtleties of language. It was also suggested that people who
really want a translation can find people to help them.

It is important to note that the cost of translation of citizen feedback was not part of the
context or framing of tis question, nor was it volunteered by participants.

Consensus That GC Should Monitor UseiGenerated Content, Ensure Appropriate

There was a consensus tltmmmentsfrom Canadians as part gfublic consultations
discussionsor blogs onGC websitesshoutl be mediated and monitored lgpvernment
departments/ageres in order tacontrol what gets posted ensure that it is appropriate
Everyone agreed that there is a nee@nsure basic standardicivility. There was also
agreement as to what types ofiments should be removed or prevented from appearing,
including prejudicial comments, whether racist, sexist, or homophdhreats of any
kind, including incitements to violengeand cursingandor swear words.However,
participants were just as adamahat government should not exercise censorship by
excluding unpopular opinions or opinions coming from a certain ideological perspective.

In order to help ensure that proper standards of civility are maintained, many suggested
that participants in disssions or consultations be informed in advance that certain types
of comments or ways of expressing oneself will not be tolerated and will be excised from
the proceedings.
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Asked to what extent they would hold government responsible if something indpfaop
were to take place in such an environment, most said they vholddthe GC at least
somewhat responsible. However, many also acknowledged that it is possible that
something could slip by the monitoring process. With this in mind, some said that they
would only hold government responsible if something inappropriate were not removed
after a reasonable amount of time (i.e. once the government had sufficient time to review
the content).

Near Consnsus that GC Should Use Online Surveys, Not Telephone latviewing

Given the choicelnternet users were nearly unanimous that they would preferdskieel

about their opiniondy the Government of Canada through online surveys rather than

through telephone surveys. The reason given most often to explain vghyevability to

compl ete the survey at oneods @asthe ingrassienn c e . Al
that more thoughtful or more considered answers could be proWdedt would be easier

to understand the questions if they were seen rather thath bed that it would be less

disruptive that phone interviews (often at inconvenient times)

A few Internet users said they prefer the telephone because it ensures that they will
complete the survey. These participants were not sure that they woulcetomglrvey if
it was left to them to access and complete it online.

Advertising
Participants were also asked specifically about issues related to advertising on the Internet.

Virtual Consensus That GC Should Advertise on Internet

All participants wereof the opinion that government advertising on the Internet is just as
legitimate as advertising through other mediach as television, radio, and newspapers.

Many added, however, that government ads should have some kind of link in terms of
contenttoth sites on which they appear (e. 0. H e
website). Some added that advertising in general is usually placed where it is most likely to

be noticed by the intended audienaed that more and more people are now using the

Internet

Banner Ads Considered More Effective Than PogJps

Internet users weralsoasked what types of Internet ads tlaeg most likely to notice or

pay attention to. While many could not answer this, most made it clear that there is a type
of Internet ad the find annoying and tend to ignore immediatepop-up ads. Many
identified streaming banner ads as most likely to catch their attention. Many others
suggested that the likelihood of an ad attracting their attention depends on its content. In
this regardit was suggested that Government of Canada ads make it as clear as possible
who the sponsor is, mainly by using the Government of Canaddmark.
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Mixed Views on Whether GC Ads on Commercial Sites Implies Endorsement

Participants were divided when ked if seeing a Government of Canada ad on a
commercial website implies endorsement of the diEny said they would not think this,
adding that they would be more likely to thinke GC is attemping to increaseits
visibility by advertising on populaites. Manyothers however, did think that advertising

on a commercial website implies endorsement of theositrganizationeven if it is only

a soft endorsement. In order to address this, some suggested that the Government of
Canada be equitable by\aaitising on alkey sitesrelated to that topi¢e.g. advertising on
pharmacy websitesould appear orPharma Plus, Shoppers Drug Mamd others

An issue for some participants was the need for government to avoid favouritism by
showing preferenceof some firms in an industriput not others. Some also compared this
type of advertising with government advertising in more traditional print media, noting that
eventhere, the Government of Canada has stasdaslto the type of publicatioih
advertiss in (e.g. nothing of questionable taste). It was suggested that the same types of
standards should apply to online advertising.

Strong Positive Reaction to Links from Commercial Websites to GC Sites/Material

By contrast, there wass consensus thatving a link to government informatigir having
government material its@lfon a thirdparty commecial website does not imply
endorsement of that organization or si#eme added that this situation is actually the
oppositeT i.e. it is the websiterganizéion endorsing the governmendr specific
government informatianMoreover, all participants reacted positively to this andtferas
appropriate Some agreed with the suggestitiat theconnection between the company
and the Government of Canada beaclée.g. a link from Mountain Equipment ©p to
Paks Canada or from Pharma Plus to Health Canada).

Consensus That GC Should Reach Out Beyond Own Websites

More generally, there was a consensus that it is appropriate for the Government of Canada
to reachout to web spaces where Canadiansinstead of waiting for Canadians ¥sit
government websiteJhisidea ofGChavi ng fAa weadbnotmnlyessea to be 0
appropriate, it was even regarded by some as necdssarya way to reach Canadians,
particularly youth, that are not likely to contact the government directly.

That said, smeexpressed doubt about YouTube in particulaa agedium for advertising

and think this could potentially affect the credibility of Government of Canada messages.
This concern was compounded by the impression that count&eimessages could be
placed on YouTube. For some, the solution to this problem was to have a link from
Government of Canada websites to YouTube. Others suggested that the Government of
Canada advése its use of YouTube in other media as y&dl that people become aware

of this.

As part of its efforts to reach youth and other Canadians, participants tended to support the
GC making ads in thetyleof YouTube to appeal to certain audiences.
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Mix ed Views on Whether Web 2.0 Application®Vould Increase Use of @ Websites

While Internet users were in agreement that the Government of Canada should be using
Web 2.0 technologies to communicate with Canadians, these same participants had mixed
views abotithe likely impact this would have on their own use of government websites.

Somelnternet users, mostly Web 2.0 users, said they wbalanore likely to us&C
websites if they included more options to use new technologies/applications. Some said
that the existence of more options for dealing with government in and of itself would lead
them to visit these websites more often. Others said they would be interested in
participating in forums and public discussions and that this would lead them to visit
govenment sites to learn about consultations that might be taking place. Foatlg said

they might visit these sites more often out of curiosity to see what was available through
these new applications.

Conversely othersdid not think their use of govement website would increase iWeb
2.0 applications were incorporated into the silesexplaining why, these participants
identified the following:

1 Some reterated that their interactions with government are very limited to begin
with, and that the aailability of Web 2.0 applications would likely have effect
in increasing such interaction.

1 Some were of the opinion that the Government of Canada should focus more on
making its websites more uskiendly and suggested that thmght increase their
likelihood of using them.

1 Some said that while thesgpes of applications should be available, they
themselves are not particularly interested in using them.

Finally, some Internet users were unsure what impact this would have on their use of
governmentvebsites. Some suggested that they might visit government sites more often at
first, out of curiosity, to see the new applications but they could not say for certain whether
this would translate into greater use of these websites over ther teng. Othes said it

would depend on the actual content as opposed to the technologies themsalwker
words, it would depend aime content or subject mattertbe blogs, webcast®yr podcasts

in question A few said it would depend on the udgaendlinessof the new technologies

and that they would be less likely to visit government sites if the new technology was not
easy to use.

Overall, while participants were divided in terms of whether they would be more likely to
visit GC sites that take advantagéWeb 2.0 applications, there was a general consensus
that the government should nevertheless adopt such applications to their wéalhstes

was relatively widespread agreement that such applications would make such sites more
interesting and engaging.nCe again, however, participants commented on the need to
raise awareness of the content and capabilitgsGfsites, particularly if new, citizen
focused applications are made available.

Phoenix SPI
-32-



New Technologies and GC Communicatidoridhase | Focus Groups Sept2Ad

Most Prefer Central Location for GC Blogs

Most Internet users shithey would prefer that afjovernmentlogs be centrally located,
irrespective of subjeanatter rather than residing on the various site$56f departments

and agenciesThe reasongiven most oftenwas that thiss more convenienbecause it
would sae time (i.e. those interested in government blogs would not have to go from one
site to another to see what was available). Related tcstinsgsaid that a central location
would give visitors an overview of wheg available. Some who had visited or s@own

the U.S. government websiteat gives centralized accessUdS. governmenblogs and
podcasts pointed to this as an example that could be followed in this regard.

On the other hand, sonparticipants preferred more decentralized approagheferring

that each governmentepartmentgencyrun its own blog service. Reasonsderpinning

this preference included an interest in specific issues (e.g. health, the environment, the
economy), the ability to see what else is available on a specifiagtese@assd a perception

that a central location makes the government look too much like a controller or overseer
(i.e. dig brothed.

Many volunteered tha combined approadiould be usedi.e. a central locationas well
as blog on respective sijes

Widespread Support for Educational/Instructional Use of Web 2.0 Applications

Despite the emphasis participants had placed on the recreational character of Web 2.0
applications there was widespread support for harnessing these applications for
educationalor instructional purposesSupport was widespread and strongdducational
government podcasts or webcasts about things like nature and the environment, culture and
heritage andimportant heah issues, as well assarvice that allows you to accessioa s k

an expert o .Thatsadpsemseraddetetiey would support such applications as
long astheywere not usedor partisan ends or in order to promote a certain ideological
agenda.

There was alsgeneralbut more moderatsupport for the followng: a step-by-step video

on hawv to get a passport on YouTube, and webinamwealcasts to educate Canadians on
government services, offerings or policiehe more mderate support for these
applicationswas based mainly orthe perceptionthat it might beeasier to just print this
information from the website instead of trying recall it from a webcast or vided-or
instance, a fewsuggested that it might be necessary to play the video or webcast a few
times before the information was processetiereas pnting it would ensure that the
information was ready at hand.

Some Concern About Using Entertainment Sites for Educational Purposes

While most participants were in favour dhe governmentproviding educational
information like videos, blogs and inteta® games or quizzes, on sites like YouTube,
Facebook, or MySpacenany nevertheless tempered this support with a cautionary note.
As noted already, there is a widespread perception (especially among youth) that websites
like YouTube and Facebook are pariy entertainment sites. Consequently, maayd

they are not entirely sure that tlypvernment can effectively harness these sites for
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educational purposes. Some also cautioned the goveragenst using these sites to give
the i mpressoohoébBbatdohitpis O

While the large majority said they would ndistrust government content found on these

sites certain measures were identified as waydelping ensure that the informatios

viewed ageliable and accurate. These measures, identiidteewith specific reference

to YouTube, includedhaving links from Government of Canada websites to these sites
incorporating th&sC wordmark,and having thgovernment advertise its use of these sites

in other mediasothat people become awaretbbegover nment 6 s .use of suct

Some Internet users, howeveserenotin favour ofthe governmenproviding educational
informationon sites like YouTube, Facebook, or MySpaeeause of what they described
as the potential talter the content of govemment information, ads or other material.

Traditional Media Seen to be More Effective for Emergency Communication

In terms ofthe ability to reach Canadians quickily case of emergency, none of the new
technologies stood out as more effective than othedeed, many thought thataditional
media like TV and radio are stithe most effectivaneans of communicating in these
circumstances.

Some viewed text messaging @stentiallythe most effective othe new applications in

this regargdbecause peoplesually have access to their cell phones and therefore could be
reached quickly wherever they are. However, it was observed that text messaging might
not be effective in readafg large numbers because many people (perhaps most) still do not
use cell phore Moreover it was alsosuggestedhat many people (perhaps mosi)o

have cell phoreprobablydo notuse them for text messaging.

Some felt that social networking sites would be very good for broadcasting emergencies
because of &nowbalb effect (i.e people on site communicating immediately to others
However some suggested that people might not trust or believe emergency information
originating from social networking sites because of the possibility of placing counterfeit
information on such sites

Finally, a few thought RSS feeds would be a good way of reaching Canadians quickly
case of emergencput othes pointed out that one would have to be online at the time to
receive the information.

Most Ascribe Importance to GC Use of Web 2.0 Appliations

Regardinghe more general use by government of Web 2darly all Internet users think
it is at least moderately importafinany saidvery important) for the Governmentof
Canadao use these types of applications to communicate with Canadi@nsote, most
nonusers of the Internetiew it as appropriate to invest in the new applications.
Moreover, most of the remaining participants ascribed limited importangevernment
use of these applicationss opposed to no importance at &he regons given to explain
why it is important were the san@s thosegiven to explain why government should use
these nevapplicationgo communicate with Canadia(seepages 223).
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General Support for Use of Web 2.0, Difficulty Differentiating Between Appltations

For the most part, participants had difficulty differentiating between those applications that
the government should invest in and use and which it should not take seripusharily
because they had difficulty envisaging the use of such apipis in aGC context. In
general, participants felt that the government should use applications appropriate to the
specific needs, determined on a ehgease basis.

There was a widespread sense that virtually every afiphicaould appeal to someass

section of the population or audience. RSS feeds genaateelwhat morenterest among
participants. The main reason was the ability to get updates on specific topics of interest
without having to go to a websitelowever, it is important to keep inina that there was

very limited awareness &®&SS feedamong participants prior to the focus group. As such,
support for its use is based on limited understanditpwaf RSS feeds actually function

There was also suppddr blogs, social networking site¥ouTube, and podcasts. Support

for these applications was tinged with a certain amount of uncertainty. In the case of social
networking sites and YouTube, there was a sense that there is an experimental dimension
at work because these sites are usedgriiynfor entertainment, not instruction. In other
words, while the government should proceed, it will be trying to harness these applications
in waysthat arenot currentlycommon or typical.

In the case of podcasts and blogs, the uncertainty wagllimiegnly to uncertainty about
content. While there was support for the government using these applications, there was
also a sense thaffectivenessvould be a direct function othe actual content of blogs and
podcasts (i.e. will people be interestedhent?).

The only application about which there was widespread doubt was wikis. Virtually
everyone expressed doubt about the government adopting this technology because they
could not think of ways in which it could be used.

Beyond this, there was no a@spread opposition to the use of any technologies. Some felt
that government should not use YouTube or social networking sites and for both
applications this had to do with the entertainment orientation of theseStegof these
participants did notiink government should use these applications because it would affect
the credibility of the content. However, a few did not want government to use the
technologies because they saw it as an encroachment on their entertainment space.

Consensus That @ Must Retain Traditional Communications Methods

The concern expressed by raser of the Internét that the implementation of Web 2.0
applicationsmust notresult in the Government of Canadstoppingits use of more
traditionalcommunications mediawasshared by members of other audienddserewas

a consensus that if the Government of Candaesadopt some of tlee new ways of
communicating with Canadians, must still retain other communications methods or
media currentlyn use. This was seen tbe essential because of the number of Canadians
that do not use the Internet. The only exceptenregards traditional communication
methodswas that eme participants felt that thgopvernment could reduce its use of mail
out materials.
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PRIVACY AND SECURITY |SSUES

This section reports on issues related to privacy and security.

Comfort Giving Personal Information Online Depends on Perceived Security of Site
& Use of Information

Most Internet users havprovided personal information on avelsite to regiter for
something Asked what type of personal information they are comfortable providing, most
said it depends on their perception of the security of the site in queatidrthe reason
why the personal information is needddgsumingthata site is seae, manyparticipants

said they would be comfortable providing information that includes the following:

1 Full name 1 Race

1 Gender T SIN

9 Date of birth 1 Email address
1 Education 1 Home address
1 Credit card number 1 Phone number
1 Incoméincome range

However, if they wex asked to provide information on sites where they feel there is little
or no security, the list becomes much shorter, with most reticent to provide any but the
most general informatigrsuch as their name apdovince.

The above notwithstanding, numesoparticipantexpressedeluctarce to give out some

of the information on the list above even if the site is perceived to be secure. For instance,
some participantdid not want to give out their SIN unless it is essential for the interaction
being undedken. Othersverenot comfortable giving out credit card informati@md so

do not buy items onlingl{eyonly compaisonshop). Still others are uncomfortable giving

out information about race, or about their home address. Aild many said they would

also provide an email address, many others wouldaubtof fear of getting spam sent to
them.

In short, while the list above includes information that many participants are comfortable
sharing as long as the site is secure, many other participameduatant to share different
pieces of personal information on the liseven on sites perceived as secure.

Less Confidence in Applications That Can be Altered or Tampered With

Some Internet users indicated that their level of confidence or trust enlbb 2.0
applications depends on the extent to which their content can be altered or tampered with.
In terms of credibility or reliability, Internet users wesemewhaiess likely to trustGC
content onYouTube, wikis, and social networking sites.

Internet users were less likely to distinguish between various applications in terms of
security/privacy. Many did not consider wikis secure based on whathtie\beertold

about them. That said, it was also noted that the ability to edit or alter contetitenzasic

idea behind a wiki. Some considered RSS feeds to be more secure than others in the sense
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that one is receiving information, not giving it. That said, a few responded by saying that if
one has to subscribe to an RSS féed likely that one ks to provide some information.

On this issue, neasers of the Internet either took one of two positions. Some said they
knew nothing about the relative credibility and security of the various applications and so
could not comment. Othessaid they did at trust anything on the Internet in general when

it came to security.

Limited Concerns Regarding Government Use of Web 2.0 Applications

Asked if they had any privaay security concerns terms of the Government of Canada
using these newypes oftechologies/applications to communicate with Canadiamsst
participants said that they have no concerns about getting information (e.g. through
webcasts), though they might have some if they werimg information. Regarding the
latter, there tended to ke basic assumption that the Government of Canada would take
measures to ensure privacy and security of information provided.

That said, some participants suggested that their level of concern would depend on answers
to the following two questions:

1 How much personal information will the government require from users of these
new technologies GC application®

1 What will the government do witthe information it collects through these new
applications? For instanchpw long will it keep it, will it sharehis information
with anyoneand if sQ with whom?

Most Support Choice Regarding Personal Identification on @ Forums

Participants weresked ifGC use ofWeb 2.0 applicationshould favour an approach that
requires users to identify themselvds, reman anonymous, orto allow for either
depending on the circumstanceédost Internet users supported ttierd option. The
guiding principle appeared to be that identificatadrparticipantsshould only be required
(to blogs, online forums, etc.) if it tsuly neessary Otherwise, participants should have
the choice as to whether notthey want to selfdentify.

That said, some participargsipported the first approag¢igentification required)n order
to help validate the identity of those participgtin online forums or discussiondt was
suggested that participants be required to sigor register on a secure si@nd then
choose a user name for the discusstmethat may or may not be their actual name.
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RELATED COMMUNICATIONS |SSUES

This final section reports oa few miscellaneousommunications issuetiscussed in the
focus groups.

Retention of Traditional Media i Key Issue forNon-Internet Users

According to participantsif the Government of Canada moves in thigection for its
communications,there is one key issue to address for Canadians who daseothe
Internet, or those who are on the Internet but who are not using Wepi€ations the
retention of other media or vehicles of communicatidinere was a consensus that th
government should make it clear that the implementation and use of new technologies will
not lead to asignification reduction or elimination of othetraditional communications
vehicles. Some went further, adding that the governmsbotld nottry to encourage
Canadians to adopt these new technoldgpsications They should be available for
those who wish to use therout there should be no attempttty to steerpeopleaway

from more traditional media.

Some participants identified another issueyticonsidered to be important in this regard
anissuethathad been identified earlier by some agmers of the Internet when discussing
possibleconcernssurrounding the use of these nawplications namelythe questiorof
whether users of these nepgicationswould have morer betteraccess to government
than those who daot use them. Once again, the concern here was the potential for two
tiered citizenship where some Canadians have a higher level of access to their
government

Most Support Public Servant Access to Web 2.0 for Work Purposes

Nearly all Internet users think public servants should be able to access Web 2.0
applications(such as Facebook or YouTypdrom work for work-related purposes
However, some specified that it is important teacly define what constitute@vork
purposeS . T h egeneralagreement that public servants should be able to access these
sites to understand how they work, as well as their potential strengths and weaknesses as
communications vehicles if the goverant is considering using therivloreover, ifGC
information or material uses or incorporates Web 2.0 applications, there is an obvious need
for public servants to be able to access and work with such applications.

The only concerrsomeparticipantsexpresed waghat somepublic servants will access
these sites for recreational reasons as well. Inddedglatively fewwho do not think

public servants should be allowed to access such sites identified this reason to explain why.
Participants felt that Yolube had the most potentidbr abuse (i.e.,to be used
recreationally instead of for work.)To some, this issue underscored the primarily
entertainmentelated nature of such sites and provided government with another issue to
take into account when thimmg abouttheir potential use as a vehicle for communications
with Canadians.
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APPENDIX
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New Technologies and Government of Canada Communications
Focus Groups
Recruitment Screener

Final Versioni September6, 2007

Profile characteristics

Yo

Yo

Ys

Yo
Yo

Ys

Yo
Yo
Yo

12 focus groups in six locations (2 per city): Halifax, Montreal (French), St.
Hyacinthe (French), Toronto, Calgary, and FortJstin (BC).

Target audiences: members of the general public who fit into one of the following
three categories:

1. Web 2.0Users Individuals who are Internet users and who currently use new
and emerging technologies/applications (e.g. blogs, wikis, social networking
sites, YouTube, RSS feeds, podcasts, cell phones for text messaging or
downloads).

2. Internet Users, noitwWeb 2.0 Individuals who are Internet users but who do not
use, or make only limited use of, any Web 2.0 applications.

3. Nonusers of the Internetndividuals who daot use the Internet.

For the purposes of this research, the following additional specificationgdw
apply to members of each audience:

0 Web 2.0 Users: include individuals who have used at least three of the
technologies (Q5) a few times a month or more during the past six months. Try
to have at least half of each group consisting of individuals \ate tised four
or more of these technologies this often during the past six months.

o Internet Users, nelveb 2.0:include individuals who not used any of the
technologies or have used them less than Web 2.0 users (see above). Try to
have at least half of el group consisting of individuals who have used one or
none of these technologies during the past six months.

0 Nonusers of the Internetinclude individuals who haveever used the
Internet(this includesemail).

All participants would be 1gearsof ageand older.

There will be a mix of participants in each focus group by age (as appropriate for
the type of audience), ethnicity (as appropriate for the location), education, and
income, with an approximate gender split.

Half of the participants in St. Hganthe and Fort St. John will be drawn from the
rural area outside of the city centre.

10 patrticipants to be recruited foi87o show per group.
Participants to be paid $60.

Sponsorship of study to be revealed (i.e. Government of Canada).
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% In advance ofhe focus group, Internet users (both users aneusers of 2.0) will
be asked to review specific examples of new or emerging technologies or media.

Distribution of focus groups:

Toronto Calgary Fort St- Halifax Montreal St.
John Hyacinthe
Dates Sept. 17 Sept. 19 Sept. 20 Sept. 18 Sept. 19 Sept. 20
Language English English English English French French
6:00 pm Web 2.0 Internet Non-Users Internet Web 2.0 Internet
Users Users Users Users Users
8:00 pm Internet Web 2.0 Internet Web 2.0 NonUsers Web 2.0
Users Users Users Users Users
Facility Locations
SEPTEMBER 17™ Fort St. John
Toronto Best Western Coachman Inn i Fort St John
Research House 8540 Alaska Rd
1867 Yonge Street, 250-787-0651
2" floor,
416.488.2328
SEPTEMBER 18"
Halifax
Focal Research
7071 Bayers Road
Bayers Road Shopping Centre
Suite 326
902.454.8856
SEPTEMBER 19"
Montreal
Opinion Search
1080 Cote du Beaver Hall

4th Floor
(514) 288-0199

SEPTEMBER 19"
Calgary

Ipsos Reid

635 Eighth Avenue South
Suite 600

SEPTEMBER 20"

Saint Hyacinthe

Hotel Des Seigneurs
1200 Rue Johnson Ouest
450-774-3810

SEPTEMBER 20"

Phoenix SPI
-42-



New Technologies and GC Communicatiéridhase | Focus Groups SeptaAd

Recruitment Screener

Hel | o, my name is _ . |l 6m cal |l ir

research firm. WeBythe Gdverrenent af Camada ts comndochaeseries
of discussion groups with members of the general public to explore communicsioes

Each discussion group will last up to two hours. People who take pateniid $60 for
their time, and light reéshments will be serveBarticipation in the research is completely
voluntary. All information collected in the discussion group will be used for research
purposes only in accordance with laws designed to protect your prMagyl ask you a

few questiois to see whether you qualify for the discussion group?

Yes CONTINUE
No THANK AND DISCONTINUE

IF RESPONDENT QUESDNS VALIDITY OF THE RESEARCH INVITE HIM/HER TO CALL NANCY
PAWELEK OF THE GOVERNMENT OFCANADA OR HAVE NANCY CALL THE RESPONDENT
NANCY CAN BE REACHED AT(613)7597253

1. Do you, or does any member of your household or immediate family, work in any of the
following fields? READ LIST)

Marketing Research, Public Relations firm, or Advertising Agency
Themedia (radio, televisio, newpapers, magazines, etc.)

Federal, provincieor municipal government

Information Communications Technology/ICT

Computer software/hardware

Website development

Yes 1 THANK AND DISCONTINUE
No 2 CONTINUE

2. Do you currently have access to ane tise Internet? This can be through home, work
or some other location. If you have access to email, this counts as having access to the

Internet.
Yes 1 CODE AS OI NTERNET USERG6:; GO TO
No 2 CODE AS-USEQRNM; SKIP TO Q. 6
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ASK INTERNETUSERS:

3. Onaverage, bw often would you say you use the Internet, not including enrERY
LIST; GET MIX BUT INCLUDE NO MORE THAN 2 PARTICIPANTS WHO USE THE INTERNET

LESS THAN 2 HOURS/WEEK PER GROYP

Less than 2 hours per week
2-5 hours per week

6-10 hours per week

More than 10 hours per week
Only use Internet for email

a b wnNBE

THANK AND DISCONTINUE
4. Have you visited anggovernment of Canada websita the past year(GET MIX).

Yes 1
No 2

5. During the past six months, which ofetfiollowing technologies or applications have
you personally wused, I f any? Have youé?

during the past six monthsRHAD LIST. CHECK APPROPRIATE BOX FOR EACH ITEM;
ENSURE INDIVIDUALS HAVE CLEAR UNDERSTANDING OF EACH TEEINOLOGY/MEDIUM.
PROVIDE DEFINITIONS LOCATED AT THE END OF THE SCREENER IF NECESSARY

No Yes | If yes, how
often?*
i) read or contributed to a blog. A A
i) used or visited a wiki**. A A
iii) participated in a social networking site such . .
Facelmok, MySpace, or Bebo. 'f‘ 'f‘
iv) viewed or downloaded videos from YouTube. A A
v) accessed an RSS feed. A A
vi) downloaded a podcast. A A
vii) used a cell phone for text messaging or to downl¢ .
things. A A

*RESPONSE OPTIONS/CODES FOR FREQUENOF USE:

A few times a week or more 1
Once a week or so 2
A few times a month 3
Less than once a month 4

** Wiki use does not include use of Wikipedia unless the individual actually posted
information, not just retrieved it.
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NOTES:

1 WEB 2.0 WBERS: INCLUDE INDIVIDUALS WHO HAVE USED AT LEAST THREE OF THE
TECHNOLOGIES (Q5) A FEW TIMES A MONTH OR MORE DURING THE PAST SIX MONTHS.
TRY TO HAVE AT LEAST HALF OF EACH GROUP CONSISTING OF INDIVIDUALS WHO HAVE
USED FOUR OR MORE OF THESE TECHNOLOGIES THBFTEN DURING THE PAST SIX
MONTHS.

1 INTERNET USERS, NONVEB 2.0: INCLUDE INDIVIDUALS WHO NOT USED ANY OF THE
TECHNOLOGIES OR HAVE USED THEM LESS THAN WEB 2.0 USERS (SEE ABOVE). TRY TO
HAVE AT LEAST HALF OF EACH GROUP CONSISTING OF INDIVIDUALS WHO HAVE USED
ONE OR NONE OF THESE TECHNOLOGIES DURING THE PAST SIX MONTHS.

ASK NON-USERS OF THE INTERNET:

6. Have you ever had access to and used the Internet, including email?

Yes 1 THANK AND DISCONTINUE
No 2 CONTINUE

ASK EVERYONE:

7. Could you please tel me#hi ch of the foll owi ngREAQgeEe
LIST; GET MIX AS APPROPRIATE BY TYPE OF AUDIENCE, BUT AVOID EXTREMES SUCH
AS 6 N OISEROGROUPSCOMPOSED MAINLY OF PEOPLE OVER 56

16-18
19-25
26-35
36-45
46-55
56-65
Over65

~No o~ WN B

8. What is the highest level of education you have complgfEAD LIST IF NECESSARY; GET
MIX AS APPROPRIATE BY TYPE OF AUDIENCE, BUT AVOID EXTREMES SUCH AS N GUSERD
GROUPSCOMPOSED MAINLY OF PEOPLE WITH LESS THAN HIGH SGBDL EDUCATION).

Less than high school 1
High school 2
Some college/technical school/CEGEP 3
Graduated college/technical school/CEGEP
Some university 5
Graduated university 6

9. Of which ethnic or cultural group are you a mentdGET MIX AS APPROPRIATE BY
LOCATION. ENSURE GOOD MIX IN TORONTO, MONTREAL, CALGARY; INCLUDE AT
LEAST two ABORIGINAL CANADIANS IN EACH GROUP IN FORT ST. JOHN).

Ethno-cultural group:
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*NOTE: IF INDIVIDUAL IS UNCLEAR ABOUT WHAT IS MEANT PROVIDE EXAMPLES(E.G.
FRENCH CANADIAN, ENGLISH CANADIAN, ABORIGINAL CANADIAN, CHINESE, ETC.).

10.During the last 12 months, what was your total household income before taxes and

deductions, f r om (READILISTSGETUMIXCARGBD EXTRERIES SUCH € ?
AS 6 N CMISEROGROUPSCOMPOSED MAINLY OF LOW INCOME PEOPLE)

Less than $20,000
$20,001 to 40,000
$40,001 to $60,000
$60,001 to $80,000
$80,001 to $100,000
More than $100,000

OO WNPE

ASK IN ST HYACINTHE AND FORT ST JOHN:

11.Do you live outsideof the city of [St. Hyacinthe/Fort St. John] but within 30 minutes
driving time of the city?HALF TO BE FROM OUTSIDE CITY)

Yes 1
No 2

ASK EVERYONE:

12.Have you ever attended a discussion group or interview which was arranged in advance
and for which you receivea small sum of money?

Yes 1
No 2 GO TO END SECTION

13.When did you last attend one of these discussion groups or interviews?

Less than 12 months ago 1 THANK AND DISCONTINUE
Over 12 months ago 2

14.Have you attended more than three discussiomupgrcor paid interviews in your

lifetime?
Yes 1 THANK AND DISCONTINUE
No 2

RECORDGENDERBY OBSERVATION (ENSURE APPROXIMATE SPLIT)

Female 1
Male 2
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The group discussion will take place @ny OF WEEK), (MONTH/DATE), at (TIME). It will

last approximately two hours. As mentioned, people who attend will receive $60 for their
time, and light refreshments will be servggbD NEXT SENTENCE FOR WEB 2.0 USERS AND
OTHER INTERNET USERSPeoplewho take part will be asked to visit a few websitin
advance of the discussion group to review a few examples ebassda technologies and
how they are being used. Would you be willing to attend?

Yes 1
No 2 THANK AND DISCONTINUE

Do you have a pen handy so that | can give you the addresstivbeliscussion group will

be held? It will be held at . Please tell people you are there for a focus group.
| would like to remind you that the group is atME) on DATE). We need you to arrive 15
minutes early. If you use glasses to redglage remember to bring them with you.

The group will be audio or videaped for research purposes and members of the research
team will be observing the discussion from an adjoining room. You will be asked to sign a
waiver to acknowledge that you may laudio or video taped during the session. All
information collected will be used for research purposes only and administered
accordance with laws designed to protect your privacy.

As we are only inviting a small number of people to attend, your pmaticn is very
important to us. If for some reason you are unable to attend, please call so that we can get
someone to replace you. You can reach us at __ at our office. Please ask for
Someone will call you the day before to remind you about if®islsion groupgINCLUDE
FOLLOWING TEXT FOR WEB 2.0 USERS AND OTHER INTERNET USER®{s | mentioned, we

will need you to visit a few websites in advance of the discussion group. An email will be
sent to you with brief instructions on what you will needl®o Please make sure you check

your email in the next few days.

Could | please confirm your name and phone number [and email address]?
ADJUST LANGUAGE BY AUDIENCE. NONUSERS WILL NOT BE ASKED FOR EMAIL ADDRESS.

kkkkkkkkkkhkkkkkkkkkkkkhkkkhkkkhkkkkkkkkkkkkkkhkkk kkkkkkkkkkkkkkkkkkkkkkkkx

RESPONDENT'S NAME:

PHONE # HOME:

EMAIL ADDRESS:

FOCUS GROUP TIME/LOCATION:

Thank you.
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Nouvelles technologies et communications du Gouvernement du Canada
154447 WEB / Groupes de discussion

Questionnaire de recrutement

NQM:
TELEPHONE:
RECRUTEUR: GROUPE

Caracteéristiques du profil::

% 12 groupes de discussion a six endroits (2 par ville): Halifax, Montréal (francais),
St. Hyacinthe (frangais), Toronto, Calgary, et FortJ8thn (CB).

% Audiences ciblées: membres du grand public qui corresponds a une des trois
catégories suivantes:

1. Utilisateurs de Web 2.0individus qui sont des utilisateurs de l'internet et qui
utilisent actuellement les technologies/applications nouvelles et émergentes (ex.
blogues, wiki, sites de réseautage personnel, YouTube, fils SVS, balado,
téléphones cellulaires pour messagerie électronique textuelle ou
téléchargements).

2. Utilisateurs de linternet, nofVeb 2.0 Individus qui sont des utilisateurs de
l'internet mais qui n'utilisent pas, ou qui font un usage limité de toutes
applications de Web 2.0.

3. Nonutilisateurs de l'internetindividus qui n'utilisenpasl'internet. .

% Pour les fins de cette recherche, les caratéristiques additionnelles suivantes
s'appliquerontt aux membres de chaque audience:

o Ultilisateurs de Web 2.0: inclut des individus qui ont utiliséreoins trois des
technologies (Q5) quelques fois mois ou plus au cours des six derniers mois.
Essayez davoir au moins la moitié de chaque groupe qui se compose
d'individus qui ont utilisé quatre ou plus de ces technologies aussi souvent au
cours des siglerniers mois.

o Utilisateurs de l'internet, neWeb 2.0:inclut des individus qui n'utilisent
aucune de ces technologies ou les ont utilisé moins que les utilisateurs de Web
2.0 (voir cthaut). Essayer d'avoir au moins la moitié de chaque groupe qui se
compose d'individus qui ont utilisé une ou aucune de ces technologies au cours
des six derniers mois.

o Nonutilisateurs de linternet: inclut des individus qui n'garnhais utilisé
l'internet (ceci inclut le courriel).

% Tous les participants seront agies16 ans ou plus.

% Il y aura dans chaque groupe de discussion un mixte de participants par age
(approprié pour le type d'audience), ethnicité (approprié pour I'endroit) éducation, et
revenu, avec un partage approximatif du sexe.
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Ya

Yo
Yo
Yo
Yo

Moitié des participanta St. Hyacinthe et Fort St. John seront recrutés de la région
rurale a I'extérieur du centre de la ville.

10 participants seront recrutés pot8 présences par groupe.
Les participants seront payés 60$.
Le commanditaire de I'étude a étre ré@éGouvernement du Canada).

Avant les groupes de discussion, les utilisateurs de l'internet (les deux, utilisateurs
et nonutilisateurs de 2.0) seront demandés d'examiner des exemples spécifiques de
technologies ou médias nouvelles ou émergentes.

Distribut ion des groupes de discussion

Toronto Calgary Fort St- Halifax Montréal St.
John Hyacinthe

Dates 17 sept. 19 sept. 20 sept. 18 sept. 19 sept. 20 sept.
Langue Anglais Anglais Anglais Anglais Francais Francais
18h00 Utilisateurs | Utilisateurs Non Utilisateurs | Utilisateurs | Ultilisateurs

de Web 2.0 | de l'internet | utilisateurs | de l'internet | de Web 2.0 | de linternet
20h00 Utilisateurs | Utilisateurs | Ultilisateurs | Utilisateurs Non Utilisateurs

de l'internet | de Web 2.0 | de linternet | de Web 2.0 | utilisateurs | de Web 2.0
Lieux des salles
17 SEPTEMBRE Suite 600
Toronto
Research House 20 SEPTEMBRE
1867 Yonge Street Saint-Hyacinthe
2" floor Hotel Des Seigneurs
416.488.2328 1200, rue Johnson ouest

450-774-3810
18 SEPTEMBRE
Halifax 20 SEPTEMBRE
Focal Research Fort St. John
7071 Bayers Road Best Western Coachman Inni Fort St John
Bayers Road Shopping Centre 8540 Alaska Rd
Suite 326 250-787-0651
902.454.8856
19 SEPTEMBRE
Montréal
Opinion Search
1080, Cote du Beaver Hall
de étage
(514) 288-0199
19 SEPTEMBRE
Calgary
Ipsos Reid
635 Eighth Avenue South
Phoenix SPI
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Questionnaire de recrutement

Bonjour/Bonsoir, mon nom est . Je vous appelle de la part de Phoenix, une
firme d'étude de marché et dopinion publigue. Nous avons été mandatée p
Gouvernement du Canada pour mener une série de groupes de discussion auprés des
membres du grand public, pour explorer les questions sur les communications.

Chaque groupe de discussion durera jusqu'a deux heures. Les personnes qui prendront part

au groupe de discussion seront pay@s pour leur temps, et un Iéger raffraichissement sera

servit. Votre participation a cette recherche est entierement volonfaitge information
recueillie, sera utilis®e ontdfrditéesdcerdormerments de r
aux exigences de la Loi sur la protection des renseignements persdtuis|s. vous poser

guelques questions afin de voir si vous qualifiez pour le groupe de discussion?

Oui CONTINUER
Non REMERCIER ET TERMINER

Sl LE/LA REPONDANT(E) QUESTIONNE LA VALIDITE DE CETTE ETUDE INVITEZ-LE/LA A
APPELER NANCY PAWELEK DU GOUVERNEMENT DU CANADA OU DEMANDEZ A NANCY
D'APPELER LHLA REPONDANT(E). NANCY PEUT ETRE REJONTE AU (613)759-7253.

1 . Estce que vous, ou un membre detvr e f oyer ou famille i mm®di
des domaines suivant$2RE LA LISTE)

Recherche en marketing, firme de relations publiques, ou agence de publicité
Un média (radio, télévision, journaux, magazines, etc.)

Gouvernement fédéral, proaal ou municipal

Technologie de l'information et des communications/TIC

Logiciel/matériel informatique

Développement de site web

Oui 1 REMERCIER ET TERMINER
Non 2 CONTINUER

2 . Avez-vous actuellement acces a et utilisems l'internet? Ga peut étre de la maison,
du travail ou de tout autre endroit. Si vous avez accés au courriel, ceci compte comme
ayant acces a l'internet.

Oui 1 CODER COMME O6UTI LI SATEUR DE L' I NTERNET;
Non 2 CODER COMMEUTOINONSATEURG; SAUTER & Q. 6
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DEMANDER AUX UTILISATEURSDE L'INTERNET:

. En moyenne, a quelle fréquence diries utiliser l'internet, sans inclure le courriel?

(LIRE LA LISTE; PAR GROUPE, OBTENIR UN MIXTE MAIS NE PAS INCLURE PLUS DE 2
PARTICIPANTS QUI UTILISENT L'INTERNET MOINS DE2 HEURES/SEMAINE)

Moins de 2 heures par semaine
2-5 heures par semaine

6-10 heures par semaine

Plus de 10 heures par semaine
Utilise l'internet seulement pour le courriel 5 REMERCIER ET TERMINR

A WDN P

. Avez-vous visité un site dGouvernement du Canada au cours de la derniére année?

(OBTENIR UN MIXTE).

Oui 1
Non 2

. Au cours des six derniers mois, lesquelles des technologies ou applications suivantes

avezvous utilisé personellement, s'il y a lieu? Axen u s € ?  $uelle dréquence ~

avezvous au cours des six derniers moisRE (A LISTE. COCHEZ LE
CARRE APPROPRIE POUR CHAQUE ITEM; ASSURBZOUS QUE LES INDIVIDUS
COMPRENNENT CLAIREMENT CHAQUE TECHNOLOGIE/MOYEN. SI NECESSAIRE, LEUR

FOURNIR LES DEFINITIONS QUI SE TROUVENT A LA FIN DU QUESTIONNAIRE

Non Oui | Sioui, a quelle
fréquence?*
i) lu oucontribué a un blogue. A A
i) utilisé ou visité un wiki**. A A
iii) participé a un site de réseautage personnel tel| | .
Facebook, MySpace, ou Bebo. f‘ 'f‘
iv) visioné ou téléchargé des vidéos de YouTube.| A A
v) accédé a un fils SVS. A A
vi) téléchargé un balado. A A
vii) utilisé un téléphone cellulaire pour message . .
electronique textuelle ou pour télécharger des cho A A

*OPTIONS DE REPONSES/CODES POUR LA FREQUENCE D'UTILISATION:

Quelques fois par semaine ou plud
Environ une fois par semaine 2
Quelues fois par mois 3
Moins qu'une fois par mois 4

** | 'utilisation de Wiki n'inclut pas I'utilisation de Wikipedia a moins que la personne a
actuellement  affichée de [linformation, pas seulement la  récupérée.
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NOTES:

f  UTILISATEURS DE WEB 2.0: INCLUTLES INDIVIDUS QUI ONT UTILISE AU MOINS TROIS DES
TECHNOLOGIES (Q5) QUELQUES FOIS PAR MOIS OU PLUS AU COURS DES SIX DERNIERS
MOIS. ESSAYER D'AVOIR AU MOINS LA MOITIE DE CHAQUE GROUPE COMPOSE
D'INDIVIDUS QUI ONT UTILISE QUATRE OU PLUS DE CES TECHNOLOGIES ABS8SOUVENT
AU COURS DES SIX DERNIERS MOIS.

f  UTILISATEURS DE L'INTERNET, NONWEB 2.0:INCLUT LES INDIVIDUS QUI N'ONT UTILISE
AUCUNE DE CES TECHNOLOGIES OU QUI LES ONT UTILISE MOINS QUE LES UTILISATEURS
WEB 2.0 (VOIR CIHAUT). ESSAYER D'AVOIR AU MOINS LA MATIE DE CHAQUE GROUPE
COMPOSE D'INDIVIDUS QUI ONT UTILISE UNE OU AUCUNE DE CES TECHNOLOGIES AU
COURS DES SIX DERNIERS MOIS.

DEMANDER AU NON-UTILISATEURS DE L'INTERNET:

6 . Avez-vous déja eu acces a et avez déja utilisé l'internet, incluant le courriel?

Oui 1 REMERCIER ET TERMINR
Non 2 CONTINUER
DEMANDER A TOUS:
7 .Pourriezvous me dire dans | aquelle des cat®gor.i

(LIRE LA LISTE; OBTENIR UN MIXTE APPROPRIE POUR LE TYPE D'AUDIENCE, MAIS EVITEZ
LES EXTREMES TELS QUE LES GROUPES DE 'NONTILISATEURS' COMPOSES
PRINCIPALEMENT DE PERSONNES DE PLUS DE 56 ANS).

16-18
19-25
26-35
36-45
46-55
56-65
Plus de 65

~NOoO Ok~ WNE

8 . Quel est le dernier niveau de scolarité que vous @eszplété?(LIRE LA LISTE SI
NECESSAIRE; OBTENIR UN MIXTE APPROPRIE POUR LE TYPE D'AUDIENCE, MAIS EVITEZ LES
EXTREMES TELS QUE LES GROUPES DE 'NGWMTILISATEURS' COMPOSES PRINCIPALEMENT
DE PERSONNES AVEC UNE EDUCATION DE MOINS QUE LE SECONDAIRE).

Moins que le secondaire 1
Secondaire complété 2
College/école technique/CEGEP en parti@
College/école technique/CEGEP compléte
Université en partie 5
Université complété 6
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9 .De quel groupe ethnique ou culturel étesis membre?*(OBTENIR UN MIXTE
APPROPRIE PAR ENDROIT. ASSURER UN BON MIXTE A TORONTO, MONTREAL,
CALGARY; INCLURE AU MOINS deux AUTOCHTONES CANADIENS DANS CHAQUE
GROUPE A FORT STJOHN).

Groupe ethnetulturel:

*NOTE: SI L'INDIVIDU EST INCERTAIN DE CE QUE L'ON VEUT DIRE, FOURIR DES
EXEMPLES (EX.CANADIEN FRANCAIS, CANADIEN ANGLAIS, AUTOCHTONE CANADIEN,
CHINOIS, ETC.).

1 OAu cours des 12 derniers mois, quel était le revenu annuel total de votre foyer, avant les

impots et déductions, de toutes les sources? -&gaif(LIRE LA LISTE; OBTENIR UN
MIXTE. EVITER LES EXTREMES TELS QUE LES GROUPES 'NANILISATEURS'
COMPOSES PRINCIPALEMENT DE PERSONNES AVEC UN FAIBLE REVENU).

Moins de 20,000$
20,001% a 40,000%
40,001% a 60,000%
60,001%$ a 80,000%
80,001% a 10000%
Plus de 100,000%

DEMANDER A ST-HYACINTHE ET FORT ST JOHN:

OOk WNE

1 1Vivez-vous al'extérieurde la ville de [St. Hyacinthe/Fort St. John] mais a 30 minutes

de temps de conduite de la ville@MOITIE DOIVENT ETRE DE L'EXTERIEUR DE LA
VILLE).

Oui 1
Non 2
DEMANDER A TOUS:
1 2Avez-vous déja participé a un groupe de discussion ou a une entrevue qui était arrangée
“ Il avance et pour | equel vous avez re-u
Oui 1
Non 2 ALLER A LA FIN DE LA SECTION

1 3A quand renonte votre derniere participation a une de ces discussions ou entrevues?

Moins de 12 mois 1 REMERCIER ET TERMINER
Plus de 12 mois 2

1 4Avez-vous participé a plus de trois groupes de discussion ou entrevues payées au cours
de votre vie?

Oui 1 REMERCIER ET TERMINER
Non 2
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ENREGISTRER LE SEXE PAR OBSERVATION (OBTENIR UN PARTAGE)

Femme 1
Homme 2

Le groupe de discussion aura lieudeyrR DE LA SEMAINE)M (MOIS/DATE, et HEURE). La
discussion durera environ deux heures. Tel geetionné, les personnes qui participeront

recevront la somme de 60$ pour leur temps, et un léger raffraichissement sera servit.
[AJOUTER LA PHRASE SUIVANTE POUR LES UTILISATEURS DE WEB 2.0 ET LES AUTRES

UTILISATEURS DE L'INTERNET]. Les personnes qui préront part seront demandées de
visiter quelques sites web avant le groupe de discussion pour examiner quelques exemples
de technologies en ligne et comment elles sont utilisées. Serisalisposé a participer?

Oui 1

Non 2 REMERCIER ET TERMINER
Avez-vous un stylo a la portée de la main afin que je puisse vous donner l'adresse a
laquelle aura lieu le groupe de discussion? Il aura lieu a . Veuillez dire aux

personnes sur place que vous étes la pour un groupe de discussion. d'aimesai
rappeler que le groupe estHE(URE) le (DATE). On vous demande d'arriver 15 minutes a
'avance. Sivous portez des lunettes pour lire, veuillez les apporter avec vous.

Le groupe sera enregistré sur bande audio ou vidéo pour fins de rectetfesenembres

de | 6®qui pe de recherche obseNweadlasndussii a di s
vous demander de signer un formulaire de consentement stipulant que vous pourriez étre
enregistré sur bande audio ou vidéo pendant la ses$mute inbrmation recueillie ne

sera utilis®e quod- des fins de recherche s
exigences de la Loi sur la protection des renseignements personnels.

Puisque nous invitons un petit nombre de personnes pour participer, adicgation est
importante pour nous. Si pour une raison quelconque vous ne pourrez pas vous présenter,
veuillez nous appeler afin que nous puissions trouver une personne pour vous remplacer.
Vous pouvez nous rejoindre au & nos bureaux. Veddemnder pour
Quelqu'un vous appellera le jour avant pour confirmer votre présence au groupe de
discussion.[INCLURE LE TEXTE SUIVANT POUR LES UTILISATEURS DE WEB 2.0 ET LES
AUTRES UTILISATEURS DE LINTERNET]. Tel que mentionné, vous allez devoisiter
guelques sites web avant le groupe de discussion. Un courriel vous sera envoyé avec des
brefs instructions sur ce que vous devez faire. Veuillez vous assurer de bien vérifier votre
courriel au cours des prochains jours.

0 Puis-je confirmer avec wus votre nom et numéro de téléphone [et adresse

courriel]? ADAPTER LANGUE PAR AUDIENCE. LES NONUTILISATEURS NE SERONT PAS
DEMANDES POUR UNE ADRESSE COURRIEL.

*hkkkkkkkkhkkhkhkhkhkhkhkhkhkhkkkkkkhhhhhhkhhhhhhkkkkkkkihhihhhhhhkhhhhhkikkikkikikkikk
NOM DU REPONDANT:

# DE TELEPHONE A LA MAISON:

ADRESSE COURRIEL:

HEURE/LIEU DU GROUPE DE DISCUSSION:

Merci.
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Définitions de divers technologies/Applications

Blogues Un blogue est un site web qui fourni des commentaires ou desllesusia

un sujet en particiculier (ex. nourriture, politiques, nouvelles locales). Les blogues se
composent typiqguement de textes, images et liens a d'autres blogues, pages web, et
autre média relié a ce sujet. Plusieurs blogues sont aussi interapgfsnetitent aux
lecteurs de laisser leurs commentaires.

Wikis: Un wiki est unsite webdont le contenant peut étre ajouté ou supprimé par
n'importe qui qui y a acceés. Par exemple, un wiki permet dogaoment (ex. lettre,
article, liste) d'étre travaillé par un nombre de personnes de facon collaboratif.

Sites de réseautagpersonnel Un site de réseautage personnel est un site en ligne ou
un site web de réseautage personnel pour les personnear@gent leurs intéréts et
activités. Il fournit diverses maniéres aux utilisateurs d'interagir, telles que le
clavardagemessagerie électroniquegurriel groupes de discussipet ainsi de suite.
Des exemples inclut Facebook et MySpace.

YouTube: YouTubeest un site dpartage vidému les utilisateurs peuvent télécharger,
visioner et partager deslips vidéo incluant des extraits déilms, clips télé et
vidéoclips mucisaleainsi que des vidéos d'amateurs.

Fils SVS SVS est un format qui livre leontenu web changeant régulierement, telles

que les nouvelles. Les fils SVS permettent aux personnes de demeurer informées en
récupérant le contenu plus récent des sites auxquels ils sont intéressées, ou les fils SVS
les informent des nouveaux contenusdes sites spécifiques (ainsi ils ne doivent pas
visiter des sites individuellement pour examiner eeiyxar euxméme).

Balado: Les balados sont des fichiers multimédias numériques, généralement des
fichiers audio, qui sont automatiquement livrés a votdinateur de bureau, et peuvent
étre transférés a votre iPod ou autre baladeur MP3.

Téléphones cellulaires pour messagerie électronique textuelle ou téléchargements

La messagerie électronique impligue envoyer des courts messages textuelles de
téléphones mobilesElle est disponible sur la plupart des téléphones mobiles
numériques.Les différents messages qui sont envoyés s'appellent messages textuelles.
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New Technologies and Government d@anada Communications
Focus Groups
Email Confirmation & Instructions

To:
From:
Subject: Researclon New Technologies and Government of Canada Communications

DearX,

Thank you for agreeing to take part in this research undertaken on luéhdie
Goverrment of CanadaAs a mrticipant, you will receiveés60 in cash for your time. As
mentioned when we contacted you by phone, we are asking participants to take some time
prior to the group discussidn reviewa few examples of technologies and how they are
currently being used by governments or other organizations.

We ask that you review at least four (4) of the examples from the list below (please review
more if you have timé& many are very interesting). When reviewing them, please reflect
on their potetial as a possible means of communication between citizens and the
Government of Canada.

The table below provides a brief desciptiof each example and its URIn order to
access themeither click on th&JRL link or copy it and paste it into your & browser:

Description URL
Governor General of Canada: blog www.citizenvoices.gg.ca/en/
online forum

Library and Archives Canada: podcas www.collectionscanada.ca/gramophone/4t®Ge.html
video

Canada Site: RSS feeds http://news.gc.ca/web/view/en/index.jsp?categoryid=12
Virtual Museums of Canada: paakts, www.collectionx.museum/
usergenerated content, RSS feeds

United Kingdom Prime  Minister www.number10.gov.uk/output/Pagel.asp

webchats, live video, YouTube, virtu;
tour, epetitions, podcasts

Centre for Disease Control (CDC) www.fruitsandveggiesmorematters.org/?page_id=7
Atlanta: blogs, message board, ask
expert

US Govt: podcasts for all govt., web chf www.usa.gov/Topics/Reference Shelf/Libraries/Podcasts.s
(ask an expert), blogs, RRS feeds

National Parks Service (US Gont www.civilwartraveler.com/audio/index.html
podcast tours for historic sites (e WWW.Nps.gov/

Gettysburg), kidmade podcasts linke
from home page

Health Canada: public  serviq www.youtube.com/watch?vBgV_ELfk9c
announcements, educational videos
YouTube
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Canadian Space Agency: podcasts

www.space.gc.ca/asc/eng/missionsist8/podcast.asp

Canadian Forces: recruitment ads
YouTube

www.youtube.com/user/cdnforces

UK Law Reform Commission: onling
forum on imily law.

www.familycourtsforum.net/

Government of Ontario: allows YouTul
videos, usegenerated content, blog
message board

www.obviously.ca

NOAA  (National Qeanic  and
Atmospheric Administration; US Gowt)
strong YouTube presence. On o\
website, have podcasts and RSS feed:

www.youtube.com/user/NOAAOceanMediaCenter
WWWw.noaa.gov

Royal Ontario Museum (ROM): phot
blog

www.rom.on.ca/photodiary

Facebook: social networking

www.facebook.com

YouTube: online video site,
generateatontent

use

www.youtube.com

Museumpods; audio and video podcay
image slide shows, links to Facebook

WWW.museumpods.com

US Botanical Garden: Blogs, RSS fee
forums

www.ubcbotanicalgarden.org/potd/

Pleaseprint this emailor saveit in an easyto-remember location so you can refer to it
when you need to. If you have any questions or probl@hessecontact Phil &zie at
PhoenixSP| the research firm conducting this study, byail (pazzie@phoenixspi.g@r
phone (6132601700, extension 222).

As a reminder, your focus group will take place (orsert date)at (inset time) at the
following location:(insert location.,

Finally, please confirm receipt of thisneail by sending us a brief message in reply.

Thank you again for agreeing to take part in this research.
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Nouvelles technologies et communications du Gouvement du Canada
Groupes de discussion
Confirmation du courriel et des instructions

A:

De:

Sujet: Recherbe sur les nouvelles technologies et communications du Gouvernement du
Canada

Cher/ChereX,

Nous vous remercions d'avoir accepté de prendreapaette recherche entreprise au nom

du Gouvernement du Canada. En tant que participant(e), vous recevrez 60$ en argent en
guise de remerciement pour votre temps. Tel que mentionné lorsque nous vous avons
contacté par téléphone, nous demandons aux partisi(es) de prendre un peu de temps
pour passer en revue quelques exemples de technologies et comment elles sont
actuellement utilisées par les gouvernements ou autres organismes.

Nous vous demandons de passer en revue au moins quatre (4) des ederglete ci

dessous (veuillez passer en revue plus si vous avez le terppsieurs sont trés
intéressants). En les passant en revue, réfléchissez sur leur potentiel en tant que moyen de
communication possible entre les citoyens et le GouvernemeZamada.

Le tableau cdessougontient des exemples en francais et/ou bilinguésuehi une courte

descriptond e chaque exemple et son Weullezcligueri n dobac

sur le lien URL ou copiele et collezle dans votre navigatir web:

Description URL

Gouverneur général du Canada: blogy WwWw.citizenvoices.gg.ca/fr’home
forum en ligne

Bibliotheque et Archives Canad; www.collectionscanada.ca/gramophone/0of.html
baladodiffusion, vidéo

Site Canada: Fils de nouvelleS® http://news.gc.ca/web/view/fr/index.jsp?categoryid=12
Musée virtuel du Canadé www.collectionx.museum/
baladodiffusion, Fils de nouvelles RSS

Agence spatiale canadienn www.space.gc.dasc/fr/missions/std18/balado.asp
baladodiffusion

Forces Canadiennes: publicité pour www.youtube.com/user/cdnforces
recrutement sur YouTube

Gouvernement de I'Ontario: permets www.obviously.ca/fr

vidéos YouTube, blogues, bdhild
électronique

Musée Royal de [I'Ontario (ROM] www.rom.on.ca/photodiary/?p=57&langswitch_lang=fr
blogue photo
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Si Vvous comprenez | ééaenigtéresdés d 6 ewxoaursi ns er eqzu e p g
exemples dans le tableaudg#s® u s . Ces exemples viennent de
Encore une fois, vous trouverez dans le tableau une abesteiptionde chaque exemple

et son URL.

Description URL
National Parks Service (Gouv. des- | www.civilwartraveler.com/audio/index.html
U.): baladodiffusion des visites de sit WWW.Nps.gov/
historiques (ex. Gettysburg),
baladodiffusion lié & partir de la pag
d'accueil
NOAA  (National = Oceaic  and| www.youtube.com/user/NOAAOceanMediaCenter
Atmospheric Administration; Gouv. de www.noaa.gov

E-U.): forte présence de YouTub
Baladodiffusion et Fils de nouvelle
RSS.sur son propre site web

Facebook: réseautage personnel www.facebook.com
YouTube: site vidéo en ligne www.youtube.com
Jardin Botanique des {El.: Blogues, www.ubcbotanicalgarden.org/potd/

Fils de nouvelles RSS, forums

Veuillez imprimer ce courriel ou lesauvegardedans un lieu facile a se rappeler afin que
vous puissiez vous Yy référer lotmgvous en aurez de besoin. Si vous avez des questions
ou des probléemes, veuillez contacter PBp# Azzie chez Phoenix SPI, la firme de
recherche qui meéene cette étude, par courpekzZie@phoenixspi.faou pa téléphone
(6132601700, poste 222).

Ne pas oublier, votre groupe de discussion aura li¢udéréz la dategt (insérez I'heure)
a I'endroit suivant{insérez I'endroit)

Enfin, veuillez confirmer réception de ce courriel en nous envoyant dinmessage en
réponse.

Encore une fois, nous vous remercions d'avoir accepté de prendre part a cette importante
étude.
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New Technobgies and Government of Canad&€ommunications
Focus Groups
Moderator's Guide

Final Versioni September 142007

Introduction (5 minutes)

¢
¢
¢

Introduce moderator/Phoenix

Internet Users

Thanks for attending/value your being here

Explain general purpose of focus group discussions:

- Gaugeopinionsabout issues/ideas/products

- Not a knowledge test; no right or wrong answers (aggted in opinions;
everything is important)

- Okay to disagree; want people to speak up if hold different view

Tonight ,

weobdr e

conductii

ng

research

on

general communications issues, including the potential diseew or emerging
technologies by the Government of Canada

Looking for candour and honesty; comments treated in confidence; reporting in

aggregate form only; observers present; taping fortakieg purposes only.

Please turn off cell phones, blackbestipagers, etc.

Any questionsACCEPT BRIEF QUESTIONS BUT DO NOT LINGER.

We have a lot to cover tonighitmore than usual. So, please forgive me if | cut off
comments at different times and move on to new issues!

Roundtable introduction: Please tell usuy first name and one of your favourite

interests or hobbies.
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Communications & Information Preferences (10 mins)
Information Patterns & Preferences

|l 6d | i ke to start by asking you idornfaiow quest i
about,and preide informationto, the Government of Canada.

For these and other questions, please keep in mind thgoveenment undertakes a wide
range of communications activities. For example, government departments and agencies
engage in education activitiesoand health, environment, conservation, culture, etc.,
inform Canadians about services, programs and laws/regulations (e.g. El, CPP, CSLP),
provide online or onsite experiences (e.g. teachers materials, virtual museums, physical
displays at parks/visitoremtres), and undertake outreach activities (e.g. seniors, youth),
among other things. Please think of the full spectrum of communications activities
undertaken by government bodies when answering these questions.

1. *What would you say is the main way in s you currently hear about the
Government of Canada, suas information about its activities, programs, policies or

services? What is the best and most trusted source for this type of informatiesr?
BRIEF

Probe: - television, daily newspapers, v papers, Internet, radio, mail
word of mouth, billboards/transit ads800 numbers.

Internet Usage

2. *How much time would you say you spend using the Internet each week, not including
email? What do you tend to use the Internet for?

3. *Do you use thelnternet to deal with government or get governmetdted
information? If so, for what purpose(s)?

4. *Have you ever visited a Government of Canada website? If so, which site(s)? How
often? For what purpose(s)?

5. *Thinking about all the different kinds wfebsites that you visit generally, do you ever
provide personal information on a site to register for something, whatever the reason?
If so, how do you feel about doing thi¥?hat information are you comfortable/not
comfortable sharingREFER TO DEFINITIONOF PERSONAL INFO AS NEEDED.
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Current & Future Use of New Technologieg20 mins)

|l 6d now |i ke to turn to your awareness and
going to read you a list of some of these new technologies or applications and want to
know which ones you use, and for those who use them, what you use them for.

How about é?

READ LIST OF NEW TECHNOLOGIES/APPLICATIONS ROTATE ORDER ACROSS FOCUS
GROUPS OBTAIN HANDCOUNT FOR USE OF EACH. READ SHORT DESCRIPTION OF EACH
TECHNOLOGY, IF NEEDED APPENDED).

Blogs

Wikis

Social networking sites, like FacebobdkySpace, or Bebo
YouTube

RSS feeds

Podcasts, videocasts, or webcasts

Cell phones for text messaging or downloading things

Message boards, online forums, chat rooms, and things like this.

= =4 4 -4 8 A8 2 -2

ASK QUESTIONS 67 ABOUT EACH NEW TECHNOLOGY/APPLICATION.

6. *Do you ever use this new technology/applicatichYES. How often do you use it?
What do you use it for? Anything else?

IE NO:

7. *Thinking about the next year sq do you think teclmalogy | use
application?aF YES. Why? What will you use it forfr NO: Why not?

8. Thinking specifically aboutblogs what confidence or faith do you have in the
information provided in blogs? How would you compare this to information obtained
through tle mainstream media? How would you compare this information to that
provided on official websitessuch asgovernmentdepartments, company websites,
etc?

9. Do you ever watclvideosonline? If so, is it on sites that specialize in videos, such as
YouTube, o sites that include videos as well as other content, or on both? Do you ever
tune into live streaming events online, such as concerts, sports events, lectures or
debates, or museum or educational eveille?you ever watch digital video on a
mobile devicesuch as a cell phone, iPod or PDA? If so, how often do you do this?

10.*These types of new technologies and applications all fall under the label Web 2.0.
This term is often used to describe new uses of the Inté&oegou currently use any
Web 2.0 applicgons for getting or providing information to the Government of
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Canada related to its activities, programs, policies or serviees?s. What do you
use, and for what purpose(s)? Would you like to in future? If so, what would you like
to use, and for whadurpose?

Use of New Technologies by Government of Canadé5 mns)

|l 6d now | i ke everyone to |l ook a few years d
that the Government of Canadauld communicate with Canadians. This includes both
providing informaton to Canadians, and receiving information from Canadians.

11.*Thinking about the types of new technol og
about, whaexpectationslo you have, if any, regarding their use by the Government of
Canada? Why do you sdyait?

12.*Do you think the governmemsthoulduse these types of technologies/applications to
provide information to and receive information from Canadians? Why/why not?

13.*In your view, how could these types of new technologies/applications be used in a
government setting? That is, how could they be used by government to better reach or
serve Canadians? Once again, please think of the full range of activities undertaken by
government departments and agencies.

Probe:- blue skying: keep open ended and seens discussion leads

After we recruited you for this focus group, we sent you an email with links to some of the

Web 2.0 technologies/ applications wedve been
by different governments. Hopefully you have all rmd¢hance to look at some of the

examples.

| 6m now going to use my | aptop to show you
continue our discussion after viewing them.

MODERATOR SHOWSEXAMPLES OF WEB 2.0 APPLICATIONS USING LAPTOP COMPUTER AND
SCREEN. WHENFINISHED, CONTINUE.

We wanted to show you some examples of how these types of technologies/applications
can be used by government and others so that the rest of the discussion can proceed with
this in mind.

14.*Qverall, what do you think about the usetbése types of technologies/applications
by governmentREEP BRIEF

Probe:- blue skying: keep open ended
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Citizen Engagement

There has been talk about the potential of the Internet in terms of connecting citizens with
their government.

15.*Do you think the Government of Canada should use these types of tools to engage
Canadians in public policy discussions and consult with them on the issues of the day?
If so, how do you see that happening?

Probe: - use of blogs, wikis,-orums or other collaboratosoftware

16.*If citizen-generated content were allowed on Government of Canada websites, how do
you see this working? Would you personally be interested in participating in a
consultation on a subject that interests on a government website through adzoteo
other sharing tool? If yes, would you go there on your own? Would you go there if
invited?

17.*Gi ven t he Gov e rQffioie bahguayd#ctCrvharesall mafesal MUST
appear in both official languages (English and French), how do you thimk
government could or should handhengs likeblogs...AHAND COUNT)

0 posting comments in real time solely in the official language in which they were
written

0 posting comments in both official languages simultaneously as soon as possible

0 posting commets in real time in the official language in which they were written,
with the translation to follow as soon as possible

18.*When content comes from users, should government departments/agencies mediate
the discussion and monitor and/or control what getsepg@siVhy/why not? How much
would you hold the government responsible if something inappropriate were to take
place in one of these environments?

Probe: - common knowledge that host group can only control so much?

Advertising
Turning briefly to adverting and related issues,

19.*Do advertising banners on websites catch your attention? Do you read them? Are
there other forms of advertising on the Internet that are effective? If so, what type of
ads? What makes them effective?

20.*Do you think that seeing Government of Canada ad on a commercial website
implies endorsement of the site? Why do you say that?

21.*How about having a link to government information, or government material itself, on
athidparty commerci al websit eéorsament ofthat t hi
organi zation or site? Do you think itds
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on thirdparty websites or use applications that are popular among the Canadians they
are targeting for a specific initiative, or should they limit thaitreach to their own
websites and platforms?

22.What about the Government of Canada reaching out to web spaces where Canadians
ARE instead of waiting for Canadians to come looking at gbeernment web
spaces.... if it costs no more for the governmengutoits TV ads or other content on
YouTube, should they do this?

23.What about the Government of Canada creating ads or other content that would have
more appeal to people who use websites | i ke

General Topics

Turning to otker, moregeneral issues and topics

24.*Would you be more likely to use government websites if they included more options
to use new technologies/applications, such as blogs, wikiydcasts, etc.&hy/why
not?

Probe: -useful t o deal blogs, that rognusy\V®IP phoreen t é
assistance tied to web content?
- should government maximize use of new technologies on its sites,
such as using podcasts, videos or audio?

25.*0On Government of Canada websites, would you want to be able to create and use a
personal, customizable portal or web interface?

26.Would you prefer that all blogs be centrally located, irrespective of subject matter, or

would you prefer that each government agency (i.e. CRA, Health Canada, Parks
Canada, etc.) run its own blog service?

Potential Uses/Specific Scenarios

27.There are a number of other specific uses that the federal government could make of
the new technol ogi es. |l 6d |Ii ke to explore ¢

For instance,

a. *Do you think the government should be providing ediocel information, like
videos, blogs and interactive games or quizzes, on sites like YouTube, Facebook, or
MySpace? Why/why not? Would you trust government content found on thesdssites?
there something the government could do to put you more at leststhé content is
reliable and accurate? If so, what? Should the government be active in these types of
applications by creating profiles and supplying content to sites like YouTube,
Facebook, MySpace, etc.?
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Probe: - degree of trust placed in the infoation accessed through new
technologies/applications
- accept information there or question it or verify it in other ways?
-YouTube site is hugeé would | ook f ¢

b. *Are any of these Web 2.0 applications particularly effective waysaithr€anadians
in case of emergen@yf so, which? And why?

c. *Would you subscribe to educational government podcasts or webcasts about things
like nature and the environment, culture and heritage, important health issues,
emergency preparedness, or othanassrelevant to you? Should the government list its
podcasts with popular sites like the iTunes store or Podcast.net?

d *What about a service that allows you to ac
fisheries, agriculturei mad cow; natural resources pine beetle infestations,
environmenti best type of energgfficient technology; public safety emergency
preparedness kit)? Would this interest you?

Other quick examples:

e. Stepby-step video on how to get a passport on YouTube (trust more or les$ tima
government site?)

f. Webinars or webcasts to educate Canadians on government services, offerings or
policies.

Summary of Perceptions

28.*Thinking about all we have discussed, how important do you think it is for
government to use these types of tedbgies/applications to communicate with
Canadians? Why do you say that?

IF YES

29.*Which of the new technologies/applications do you think the government should
invest in and use? Why? Any others?

30.*Do you think there are any new technologies/applicatidreg tou think the
government should NOT take seriously or adopt? If so, which one(s)? Why?

31.If the Government of Canada does adopt some of these new ways of communicating
with Canadians, are there any communications methods or media that the government
should stop using? If so, which one(s) and why?

32Z2Are there any ot her types of technol ogi es
something innovativéhat grabs your attention, or has helped you? If so, what? How
could these be applied in a governmenirsgh
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Privacy and Security Issues (10 mins)

33.*Which of these new technologies/applications do you have confidence in or trust the
most? Why? Are there any that you do not trust or have confidence in? If so, which
one(s) and why?

Probe: - trust/confidene from security/privacy perspective
- trust from a content/reliability perspective

34.*Do you have anyprivacy or security concerns in terms of the Government of Canada
using these new technologies/applications to communicate with Canadians? If so, what
concerns do you have, and with which technologies/applications?

Probe: - concerns relative to each technology
- social networking sites specifically

35.With some of the social media/networking sites, users are able to create profiles or
remain anonymaal Should the government favour an approach that requires users to
identify themselves, remain anonymous, or allow for either depending on the
circumstances?

Related Issues (10 mins)

36.*What about Canadians who donbotelnemmetbut he | nt
who are not using Web 2.0 applications, what issues arise if the Government of Canada
moves in this direction for its communications? Any other issues? How should these
issues be addressed by the government?

37.Do you think public servant$suld be able to access Web 2.0 applications from work,
such as Facebook or YouTyler work-related purpos@sWhy? What are the benefits
of this? Do you have any concerns about it? Are some Web 2.0 applications more
appropriate for this than others? &, svhich ones do you think are most appropriate?
Why?

Conclusion
38.Do you have any final comments or suggestions about anything we have discussed

tonight?

THANK PARTICIPANTS.
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Nouvelles technologies et communications du gouvernement du Canada
Guide du modérateur des discussions de groupe

Version définitive 1 14 septembre 2007

Ver si on pour utilisateurs doélnte

Introduction (5 minutes)
¢ Présentation du modérateur/de Phoenix
¢ Remerciement pour étre venu/rble précieux a jouer
¢ Objectif général des discusas de groupe
-Me s u r gniontduéhant des questions/idées/produits

- Pasun test de connaissances; pas de bonne ou de mauvaise réponse (des opinions
seulement; tout est important)

- Les divergences de vues sont permises; bien vouloir les exprimer

¢ Ce soir, nous faisons pour le compte du gouvernement du Canada une recherche sur la
guestion des communications en g®n®r al , y
gouvernement du Canada de technologies nouvelles ou en émergence.

¢ |1 faut s outexfranchisenet simpécité; Iés propos seront traités de facon
confidentielle; l es donn®es de tout rappor
enregistrement a la seule fin du compte rendu.

¢ Veuillez éteindre vos téléphones cellulaires, BlackBsrti&éavertisseurs, etc.
¢ Des questionsRCCEPTER DES QUESTIONS BREVES MAIS SANS VOUS ATTARDER.

¢ Notre programme de ce soir est tres chdargel us que dobéhabitude. P
veuill ez mbébexcuser soil moéarrive doabr ®ger
¢ Tour de table pour présentatiangrésentex ous par votre pr ®nom, S
mentionnez | 6un dtempyfaveris.i nt ®r °ts ou passe
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Communi cations et pr ®f ®rences en mat.i

Habitudes et pr ®f ®rtemces en mati re doéinform
Voi ci débabord quel gques questions sur | a fa-.
gouvernement du Canada ou fournir de | 6infor

Pour toute question de cette nature, rappetes que les activités de communioatidu
gouvernement sont trés variées. Entre autres, les ministéeres et agences du gouvernement

font de | 6®ducation en mati re de sant®, dobe
ils informent les Canadiens sur des services, programmes, loideemge nt s  ( p . ex.,
l e RPC, l e PCPE) , ils donnent | doccasion de
lieux (p. ex., matériel pédagogique, musées virtuels, expositions dans des parcs ou centres

de visiteurs) et i hescatggoded deparsomest(p. gx.apersoories ~ ¢
©g®es, jeunes). Lorsqgue vous r®pondrez aux (¢

toute la gamme des activitts de communication entreprises par les organismes
gouvernementaux.

1. *Quelle est, selon ws, la principale facon dont vous entendez parler du gouvernement
du Canada, comme | orsqudi l sbagit de recev
programmes, ses politiques ou ses services? Quelle est la source la meilleure et la plus
dignedeconface pour ce (ge GARDERIBREfmMf or mati on?

Approfondir: - télévision, journaux, hebdomadaires, Internet, radio, courrier,

bouchea-oreille, panneaux/publicité dans les moyens de transport,
numeros 1800.

Utilisation doéolnternet

2. *Combien de temps paszvous dans Internet chaque semaine autrement que pour
votre courriel? A quelles fins avepus tendance a utiliser Internet?

3. *Yous servezv O U S doéol nternet pour traiter avec I
|l 6i nformation gouver bwmental e? Si oui, dan:

4. *Avez-vous déja consulté un site Web du gouvernement du Canada? Si oui, lequel ou
lesquels? A quelle fréquence? Dans quel but?

5. *En ce qui concerne les sites Web de toute nature que vous consultez de facon
générale, vous arriveil de fournir danaun site des renseignements personnels afin de
VOUus enregistrer pour une raison quelconque? Si oui, comment vous\sergen le

faisant? Etes ous | 6ai se de | e faire?vols@aur quoi ?
| 6ai se/ mal 7 \MolA, auBES®IN, dADEFNIAIONIDE RERSEIGNEMENTS
PERSONNELS.
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Utilisation actuelle et future des nouvelles technologie2@min.)

Parlons maintenant de votre connaissance et de votre utilisation des technologies nouvelles
et émergentes. Je vais vous énumerelquesunes de ces technologies ou applications
nouvelles et vous demander lesquelles vous utilisez et, pour ceux qui les utilisent, a quelles
fins vous les utilisez.

Qubenlegsteée?

LIRE LA LISTE DES NOUVELLES TECHNOLOGIES/APPLICATIONSP E R MU T E RRDRESAD

SEIN DES GROUPES. POUR CHACUNE, DEMANDER & CEUX QUI ¢
MAIN. AU BESOIN, LIRE LA COURTE DESCRIPTION DE CHAQUE TECHNOLOGIE (EN

ANNEXE).

Blogues

Wikis

Sites de réseautage personnel comme Facebly§pace ou Bebo

YouTube

Fils RSS

Balados

Téléphones cellulaires pour messagerie textuelle ou téléchargement

Babillards électroniques, forums en ligne, groupes de conversation, et ainsi de suite.

= =4 4 4 A8 A8 5 -9

POSER LEQQUESTIONS 67 POUR CHAQUE NOUVELLE TECHNOLOGIE/APPLICATION.

6. *Vous arrivet-il dd6ut il i ser cette nouwel teEStAeotiino ]| o ¢
guell e frerwens?z Daodug idwemd® Yierudti | | dwtaiult ir ees?

SI__C6EST NON

7. *Au cours de la prochaine année, environ, penses utliser cette nouvelle
techndogie/application’s1 C6EST PBOIlur quoi ? Da n svousisie | but
Co6 EST :IPowquoi pas?

8. En ce qui concerne précisément dsgues dans quelle mesure faitesus confiance
aux renseignements @uw ry trouve? Comment les compareri®pus aux
renseignements obtenus dans les médias grand public? Comment les comypauisriez
aux renseignements fournis par des sites Web officiels comme les sites des ministéres,
des entreprises, etc.?

9. Vous arrivet-il de visionner desvidéos en ligne? Si oi) estce dans des sites
sp®ci ali s®s dans | es vid®os, comme YouTube,
contenu ou les deux sortes de sites? Vous ailvde vous brancher sur un événement
offert en continu en ligne, comme un concert, un évémeisportif, un cours, un débat,
un événement muséal ou éducatif? Regaves parfois une vidéo numérique sur un
appareil mobile comme un téléphone cellulaire, un iPod ou un PDA? Si oui, a quelle
fréquence le faitegous?
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10.*Ces sortes de technologiessep pl i cati ons nouvell es ut ombent
Web 2.0. Léoexpression est souvent empl oy ®e
dolnternetvoWoupr @ewvtetement dounVeebu el congq
pour obtenir deuvernément dwCanadat ou miren fdusnir uchant
ses activités, programmes, politiques ou servies? Co6 E S lLesquelles utilisez
vous et dans quel but? Aimerigezous | e faire ° | 6avenir? Si
vous utiliser et dans quel but?

Utilisation des nouvelles technologies par le gouvernement du Canadib(
min.)

Je vais maintenant demander ~° tout |l e monde
pour parler de certains nouveaux moyens avec lesquels le gouvernement du Canada
pourrait communiquer avec les Canadiens. Cela consigt@ussi bien a fournir de

| 6i nformation aux Canadiens qud” en recevoir

11.*En ce qui concerne les sortes de nouvelles technologies/applications dont nous avons
parlé, quelles sont, le cas échéanbs wattentestouchant leur utilisation par le
gouvernement du Canada? Pourquoi-gtss de cet avis?

12.*Trouvezvous que le gouvernemermtevrait utiliser ces sortes de technologies/
applications pour fournir de | tformdtianr mat i on
des Canadiens? Pourquoi/Pourquoi pas?

13.*A votre avis, comment pourrai@n utiliser ces sortes de nouvelles technologies/
applications dans un c o e X tcanmeng ol&l ver nem
gouvernement pourrait | s6en s er weajoindreaol senvir ldseCanadieas? x
Tenez compte, ici encore, de toute la gamme des activités entreprises par les ministéres
et agences du gouvernement.

Approfondir: - en toute liberté au gré de la discussion

Aprés vous avoir recrutés en vue de cdisgussion de groupe, nous vous avons adressé
un courriel comportant des liens vers certaines de ces technologies/applications du Web
2.0 dont nous venons de parler, y compris la fagon dont divers gouvernements les utilisent.
JOesp res (utempsdewérifieaau enains quelqelese de ces exemples.

Au moyen de mon ordinateur portable, je vais maintenant vous montrer quelques
exemples, aprés quoi nous poursuivrons notre discussion.

LE MODERATEUR MONTRE CERTAINES APPLICATIONS D WEB 2.0 EN & SERVANT DE SON
ORDINATEUR PORTABLE ET DE SON ECRAN. CELA FAIT, IPOURSUIT.

Nous voulions vous montrer quelgues exemples de la fagcon dont le gouvernement, entre
autres, peut se servir de ces sortes de technologies/applica@omnsaniere a pouvoir
por sui vre notre discussion en gardant <cel a
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A

14.En général, que pensgzous de | 6utilisation de ces t e
gouvernement? GARDER BREF

Approfondir: - & ciel ouvert garder la question ouverte

Léengagement des citoyens

! a ®t ® gqguestion des possibilit®s doélnterne
gouvernement.

15.*Trouvezv ous que | e gouvernement du Canada dev
inciter | es Canadi ens affairgs publiguexet Ipseconsulter des d
sur des questions doact u-dseifare®? Si oui , comr

Approfondir: - au moyen de blogues, wikis, forums électroniques ou autres
logiciels de collaboration

16.*Si les citoyens avaient la possibilitédd j out er du contenu 7 de
gouvernement du Canada, comment cela pottraé faire, selon vous? Serigpus
intéressé, vouméme, a participer a une consultation touchant un sujet qui vous
intéresse dans un site Web du gouvernement,auntbpea n bl ogue ou dobun
de partage? Sivousdeedreé prapre initiative?e e feri@aus sevbus
y étiez invité?

17.*Compte tenu de la Loi sur les langues officielles du gouvernement du Canada en vertu
de laquelle tout DOIT paraite dans |l es deux |l angues of f |
fran-ai-e¢, ggadeé®t gouvernement pourrait ou
blogue...2COMPTER LES MAINS LEVEES)

o afficher les commentaires en temps réel uniqguement dans la langue officialle dan
laquelle ils ont été écrits

o afficher les commentaires dans les deux langues officielles aussi simultanément
gue possible

o afficher les commentaires en temps réel dans la langue officielle dans laquelle ils
ont été écrits, suivis aussitot que possiblesde fraduction

18* Lor squodi l y a du contenu qui provi ent d
devraie | s servir dointer m®di aire dans | a IS
est affiché? Pourquoi/Pourquoi pas? A quel point tiendmes le gouernement
responsabl e si quo.i gue ce soit ddéi nconve

environnements?

Approfondir: - saton bi en que | e groupe qui h®ber
controle limité?
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La publicité:
Parlons brievement de publicitéde questions connexes,

19.*Est-ce que les bandeannonceglans ks sites Web attirent votre attention? Les lisez
vous? Y at-i | doautres formes de publicit® dans
guellessontces or mes de p uwbéduilesend effitaceQU 6 e s t

20.*Trouvezvous que le fait de voir une annonce du gouvernement du Canada dans un
site Web commercial signifie que le gouvernement appuie ce site? Pourqumétes
de cet avis?

21.*Queditesvous de | a pr ®s e nc e tiod gouvernemenwle oleder s de
mat ®r i el gouvernement al propr emesacequeli t dan:
cela signifie un appui a cette organisation ou a ce site? Traueem s q u 6 i | est i
pour | e gouvernement, ddafelsi Medr tder mato®r id
applications popul aires aupr s des Canadi
initiative particuliere, ou devrait limiter sa sollicitation & ses propres sites Web et
plateformes?

22.Que ditesvy ous de | 6i eé®ee mauret | kku glaivada se se
SE TROUVENT | es Canadiens au | ieu doatt
dans les espaces Web du gouvernement.... si ¢a naitcpéas plus cher au
gouvernement déafficher escantenuudans iYouTube® t ®1 ®\
devraitil le faire?

23.Vous semblé-il indiqué pour le gouvernement du Canada de créer de la publicité ou

débautre contenu capable de plaire davant a:
YouTube?

Questions ddéint®r°t g®n®r al

Pas ons maintenant ~ des questions et sujets ¢

24.*Seriezvous plus portés a vous servir de sites Web gouvernementaux qui offriraient
plus dbéoptions en vue dobéutiliser l es nouv
blogues, wikis, baladg etc.? Pourquoi/Pourquoi pas?

Approfondir: -ut i |l it ® pour traiter avec | e gouv.
conversation, assistance téléphonique sur IP liée au contenu Web?
- le gouvernement devrait utiliser au maximum les nouvelles
technologieglans ses sites, comme les balados, vidéos ou audio?

25.*Dans les sites Web du gouvernement du Canada, aimexiez pouvoir créer sur
mesure et utiliser votre portail ou une interface personnelle?
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26. Préféreriezvous que tous les blogues soient centralisésjmpeorte leur sujet, ou que

chaque organi sme gouvernement al (i .e., 1 06A
son propre service de blogue?

Utilisations possibles/scénarios particuliers

27.Le gouvernement fédéral pourrait se servir des nouvelles tegiesla diverses autres

fins. Voyonsen quelquesines.

Par exemple,

a.

*Trouvezvous que le gouvernement devrait fournir des renseignements éducatifs au

moyen de vidéos, blogues, jeux interactifs ou jgugstionnaires dans des sites comme

YouTube, Facebdoou MySpace? Pourquoi/Pourquoi pas? Fevimzs confiance a du

contenu gouvernemental qui se trouverait dans ces sigeg@uvernement pourrait

faire quoli qgue <ce soi't pour VoOous rassurer
contenu? Si oui, que poait-il faire? Devraiti | s6int ®resser ~ ce ge
en créant des profils et en fournissant du contenu a des sites comme YouTube,
Facebook, MySpace, etc.?

Approfondir: -degr ® de <confiance accord® ° I
moyen des nowlles technologies/applications

- cette information estlle acceptéeoueste qu béon | a met
doute ou quodéon | a v®rifie par do
-l e site de YouTube -emsvtaméthor meé
de | 6info du gouv. ?

*Y a-t-il de ces applicationsudWeb 2.0 qui sont particulierement efficaces pour
rejoindre les Canadie®gsn s i t uat ? % oui, ldsqueliesy Etrpauryuoi?

*Vous abonneriexous a de la baladodiffusion éducative concernant la nature et

|l 6environnement, | a de< quéstionsr de sapté importantgs,da r i mo i
protection civile ou dbéautres sujeis qui v
inscrire ses balados dans des sites populaires comme iTunes store ou Podcast.net?

*Quediriez2v ous doéun ser vi canmunuesavear anrspeeidlisteadn t d e
gouvernement (dans des domai hmaadiccdename | es
vache folle; les ressources naturellesinfestation par le dendroctone du pin;

Il 6 envi r bteachloggena plus écologique; sécuritélgue T trousse en cas

doéur genc-wlsintéiessa?i e z

Autres exemples rapides

e.

Une vidéo dans YouTube sur la marche a suivre pour demander un passeport
(confiance plus grande ou moins grande gque

Webinaires oubalados pour renseigner les Canadiens sur les services, offres ou
politiques du gouvernement.

Résumé des impressions
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28.*Tenant compte de tout ce que nous avons discuté, a quel peihingsbrtant, selon
vous, que le gouvernement utilise ces sortes tat#nologies/applications pour
communiquer et traiter avec les Canadiens? Pourquohaditescela?

SI CO6EST OUl

29.*Quelles sont, selon vous, les nouvelles technologies/applications dans lesquelles le
gouvernement devrait ?RourguifVY entielt daadutr ee¥r

30.*Y a-t-il, selon vous, des nouvelles technologies/applications que le gouvernement ne
devrait PAS prendre au sérieux ou adopter? Si oui, laquelle ou lesquelles? Pourquoi?

31.Si le gouvernement du Canada adoptait quelgnes de ces nouvelles fagcons de
communiquer avec les Canadiens, Y-ilades moyens de communication ou des
m®di as quodoi |l de\Sroaiilegueloelssguels et gbdrquaid | i ser ?

32.Y at-i | doautres genres de teawoonsopgasspaphp®i
guel que ¢ heusgei valiHdaptive @ quitvous a été utile? Si oui, de quoi
S 0 ailg Commentpourrab n sO6en servir dans un contexte

Vie privée et sécurité (10 min.)

33.*Auxquelles de ces nouvelles technolegfapplications faitegous le plus confiance?
Pourquoi? Y en -#&il auxquelles vous ne faites pas confiance? Si oui, lesquelles et
pourquoi?

Approfondir: - confiance du point de vue de la sécurité/vie privée
- confiance du point de vue du contenuééabilité

34.* Lo6utilisation par | e gouvernement du Ca
applications pour communiquer avec les Canadiens sotigle chez vous des
préoccupations en matiére e privée ou de sécurité? Si oui, quelles sont vos
préoccypations et quelles technologies/applications concerlig?

Approfondir: - préoccupations touchant chaque technologie
- sites de réseautage personnel en particulier

35.Dans certains sites médiatiques ou de réseautage personnel, les utilisateeins peu
dresser leur profil ou demeurer anonymes. Le gouvernement dévwaiticher en
faveur dobéobliger | es wutilisateurs ~° sb6iden:
| un ou | 6autre selon | es circonstances?

Questions connexes (10 min.)

36.*Ehcequ concerne | es Canadiens qui ne s
mai s noutilisent pas ddéapplications d
gouvernement du Canade lance dans cette vg®ur ses communications? Yt-d
d 6 a u uestiers? Op quelle facon le gouvernement deitnaitépondre?

e ser
u Web
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37.Trouvezvous que les fonctionnaires devraient, a partir de leur poste de tpaeaiir
accéder a des applications du Web 2.0 comme Facebook ou YouTube a des fins
professionnelles? Powqi? Quels en seraient les avantages? Awes des
préoccupations a cet égard? X-iades applications du Web 2.0 plus indiquées que
débautres ° cette fin? Si oui, |l esquelles vc

Conclusion

38. Auriez-vous des commeaires ou des suggestions a ajouter sur quoi que ce soit dont
nous avons discuté ce soir?

REMERCIER LES PARTICIPANTS.
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New Technobgies and Government of Canad&€ommunications
Focus Groups
Moderator's Guide

Final Versioni September 142007
Non-Usersof Internet

Introduction (5 minutes)

¢
¢
¢

Introduce moderator/Phoenix

Thanks for attending/value your being here

Explain general purpose of focus group discussions:

- Gaugeopinionsabout issues/ideas/products

- Not a knowledge test; no right or wrong anssveinterested in opinions;
everything is important)

- Okay to disagree; want people to speak up if hold different view

Tonight ,

weobdr e

conductii

ng

research

on

general communications issues, including the potents® of new or emerging
technologies by the Government of Canada

Looking for candour and honesty; comments treated in confidence; reporting in

aggregate form only; observers present; taping fortakieg purposes only.

Please turn off cell phones, bkberries, pagers, etc.

Any questionsACCEPT BRIEF QUESTIONS BUT DO NOT LINGER.

We have a lot to cover tonighitmore than usual. So, please forgive me if | cut off
comments at different times and move on to new issues!

Roundtable introduction: Pleasdltas your first name and one of your favourite

interests or hobbies.
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Communications & Information Preferences (20 mins)
Information Patterns & Preferences

|l 6d | i ke to start by asking you idornfaiow quest i
about,and provide informatioto, the Government of Canada.

For these and other questions, please keep in mind thgoveenment undertakes a wide
range of communications activities. For example, government departments and agencies
engage in education actids around health, environment, conservation, culture, etc.,
inform Canadians about services, programs and laws/regulations (e.g. El, CPP, CSLP),
provide online or onsite experiences (e.g. teachers materials, virtual museums, physical
displays at parks/sitor centres), and undertake outreach activities (e.g. seniors, youth),
among other things. Please think of the full spectrum of communications activities
undertaken by government bodies when answering these questions.

1. What would you say is the main wap which you currently hear about the

Government of Canada, such as information about its activities, programs, policies or

services? What is the best and most trusted source for this type of informeatEm?
BRIEF

Probe: - television, daily newspaperweekly papers, Internet, radio, mail
word of mouth, billboards/transit ads800 numbers.

2. How would you prefer to receive informatiofrom or about the Government of

Canada, including information about its activities, programs, policies or services?
Moved below.

Internet Usage
When we recruited you, you told us that you do not use the Internet.

3. Why is it that you do not use the Internet? Any other reasons?

4. In future, how likely is it that you will use the Internet? Why/why not?

IF AT ALL LIKELY :

5. What do you think you will use the Internet for? That is, what will you do using the
Internet? Anything else?

6. How likely is it that you will use the Internet for getting or providing information
related to activities, programs, policies or serviceth@eiGovernment of Canaela
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Awareness & Future Use of New Technologies (10 mins)

|l 6d now I i ke to turn to your awareness of n
read you a list of some of these new technologies or applications and want to knbw whic
ones yothave heard of

How about é?

READ LIST OF NEW TECHNOLOGIES/APPLICATIONS ROTATE ORDER ACROSS FOCUS
GROUPS OBTAIN HANDCOUNT FOR USE OF EACH. READ SHORT DESCRIPTION OF EACH
TECHNOLOGY, IF NEEDED (APPENDED).

1 Blogs

1 Wikis

1 Social networking sitesike FacebookMySpace, or Bebo

1 YouTube

I RSS feeds

1 Podcasts, videocasts, or webcasts

1 Cell phones for text messaging or downloading things

1 Message boards, online forums, chat rooms, and things like this.

7. Were you aware of this type of technology or aglan? READ DESCRIPTIONS AS

NEEDEDi BACK PAGE. If yes, what do you know about it?

These types of new technologies and applications all fall under the label Web 2.0. This
term is often used to describe new uses of the Internet.

Use of New Technologieby Government of Canada (60 mins)

|l &m now going to use my of sgpne opthetWeb Z0how Yy o
technol ogies/ applicat i andow they are esedbbg different al ki n ¢
governmentsnd othersWe 6cbritinue our discussion afteiewing them.

MODERATOR SHOWSEXAMPLES OF WEB 2.0 APPLICATIONS USING LAPTOP COMPUTER AND
SCREEN. WHEN FINISHED, CONTINUE.

We wanted to show you some examples of how these types of technologies/applications
can be used by government and others sotligatest of the discussion can proceed with
this in mind.

|l 6d now | i ke everyone to | ook a few years d
that the Government of Canadauld communicate with Canadians. This includes both
providing information to Caadians, and receiving information from Canadians.
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8. Overall, what do you think about the use of these types of technologies/applications by
governmentKEEP BRIEF

Probe:- blue skying: keep open ended

9. Do you think the governmerghoulduse these typesf technologies/applications to
provide information to and receive information from Canadians? Why/why not?

IF YES:

10.In your view, how could these types of new technologies/applications be used in a
government setting? That is, how could they be usegbligrnment to better reach or
serve Canadians? Once again, please think of the full range of activities undertaken by
government departments and agencies.

Probe:- blue skying: keep open ended and see where discussion leads

11.What are the main benefits advantages of the Government of Canada uiege
types of new technologies/applicatiods?y others?

12.And what concerns do you have, if any, about the Government of Canaddahesiag
types of technologies/application8Ry others?

ASK THOSE WHO PLAN T USE INTERNET:

13.Now that youobve seen examples of some of t|
do you thinkyou might use any of them over the next year or Is0%ES. Would you
use themin your dealing with the Government of Canadasuch as gettm or
providing information related to the gove
service?® If so, in what way or for what purpos@uld you use thefh

|l 6d now | i ke t o fuses ofshese techrmlogee by the goeemimenta ll
wanttolear from you whether or not you think vyo
of technologies/applications. We recruited all of you for this research because, when we

talk about whether these types of technologies should be used by the governntent,in fu

and if so how, we also want to hear from people who do not use them or the Internet, and

might never use them. Is that clear?

Citizen Engagement

There has been talk about the potential of the Internet in terms of connecting citizens with
their government.

14.Do you think the Government of Canada should use these types of tools to engage
Canadians in public policy discussions and consult with them on the issues of the day?
If so, how do you see that happening?

Probe: - use of blogs, wikis,-orums or other collaboration software
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15.Gi ven t he Gov e rOffici@ hanguagéfctOwheraall mdtesial MUST
appear in both official languages (English and French), how do you think the
government could or should handhengs likeblogs...ZHAND COUNT)

0 posting comments in real time solely in the official language in which they were
written

0 posting comments in both official languages simultaneously as soon as possible

0 posting comments in real time in the official language in which they were written,
with the translation to follow as soon as possible

16.When content comes from users, should government departments/agencies mediate the
discussion and monitor and/or control what gets posted? Why/why not? How much
would you hold the government responsilflesamething inappropriate were to take
place in one of these environments?

Probe: - common knowledge that host group can only control so much?

Advertising
Turning briefly to advertising and related issues,

17.Do you think thahavinga Government of Geada ad on a commercial website implies
endorsement of the site? Why do you say that?

18.How about having a link to government information, or government material itself, on
athirdparty commerci al websiteé do you think
organi zation or site? Do you think 1tds appr
on thirdparty websites or use applications that are popular among the Canadians they
are targeting for a specific initiative, or should they limit their outreach to d¢heir
websites and platforms?

Potential Uses/Specific Scenarios

19.There are a number of other specific uses that the federal government could make of
the new technol ogi es. | 6d | i Faindtaoce,e x pl or e ¢

a. Do you think the govement should be providing educational information, like videos,
blogs and interactive games or quizzes, on sites like YouTube, Facebook, or MySpace?
Why/why not?

b. Are any of these Web 2.0 applications particularly effective ways to reach Canadians
case oemergency If so, which? And why?

Summary of Perceptions

20Do you think it és appropriate for the f ec
technologies/applications to communicate with Canadians? By invest, we mean
spending staff time, internal resoureesid t axpayer sd money on t he
Why/why not? Given that we live in a world of limited funds and competing priorities,
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