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Executive Summary

Overall Satisfaction Results

Respondents to the 2008 microwave client satisfaction survey have expressed a
high level of satisfaction with the services provided by the Spectrum, Information
Technologies and Telecommunications (SITT) branch of Industry Canada.

In response to overall satisfaction, the survey respondents indicated that they are
very satisfied (combining very satisfied and satisfied responses resulted in a
100% satisfaction rating) with the service they received from Industry Canada. A
mean score of 92.0 was achieved which represents a 6.3 point increase from the
results posted in the 2005 survey.’

All clients also stated that they in fact did receive what they required from
Industry Canada.

Observations on Client Interaction

The two main areas of satisfaction investigated include overall satisfaction and
satisfaction with eight specific aspects of service provided, namely:

« waiting time over the phone

+ waiting time at the office

» knowledge and competence of staff
 courtesy of staff

« time required to deliver service

« fairness and equity of service provided
+ all necessary information provided, and
+ accessibility of service

Respondents are increasingly taking advantage of electronic means of
submitting applications. For a first time, clients have indicated that they are only
using either Internet or email to submit their applications. They also suggest
that Internet use would be even higher if more form options were available on
the SpectrumDirect website.

! Please refer to the methodology section (page 2) for a detail explanation of Mean Weighted Average.
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Satisfaction and Importance Assessments of the Service Provided

The courteousness of service staff, waiting time over the phone, and the
knowledge and competence of service staff were ranked as the top three
areas of satisfaction for services provided.

The extent to which applicants were informed about everything throughout the
process received the lowest satisfaction rating of all eight aspects of service
listed, achieving a mean score of 84.

Comparing the satisfaction results of the 2005 study with those of the 2008
study, shows that gains were posted in the waiting time over the phone (+6.4),
the time required to deliver the service (+3.6), and the accessibility of the
service provided (+1.1).

With the exception of fairness of the service provided and courtesy of staff, all
service categories have seen their importance rating increase in the past year
indicating an increased expectation with regard to service delivery.

Using both the “top box” (or “very satisfied” responses) as well as mean score
ratings, the three aspects of service considered most important include:

1) knowledge and competence of staff,
2) The extent to which you were informed about everything, and
3) timeliness of Service.

In mapping satisfaction versus importance, the areas targeted for improvement
include: the extent to which you were informed about everything, timeliness

of service, and to a lessor extent the accessibility of service.

The key strength identified from the satisfaction versus importance matrix is the
knowledge and competence of service staff.

Use of On-line Forms and Utilities

There appears to be a high level of satisfaction with on-line filing of microwave
applications, as all of those surveyed who had used the on-line
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form were also interested in submitting their next application via the Internet.

It appears that the respondents to the survey are having some degree of
difficulty accessing the information they require on-line. When asked how easy it
was to navigate and access information on-line a mean score of only 63.6 was
achieved. This is consistent with the value of 62.5 recorded in the 2005 survey.

Interference to System

The majority (92%) of respondents have not experienced interference to their
microwave radio system.

Procedures and Arrangements

Over half (56%) of those surveyed were aware of the displacement procedures
when vacating a frequency band. Nine out of ten respondents having an opinion
on this subject indicated that these procedures were adequate.

Excluding those who were not in a position to comment, the majority (95%)
indicated that they would encourage the co-location of antenna structures where
practical.

Almost all respondents (92%) indicated that they have adequate access to the
spectrum.

Service Expectations

All respondents agreed that Industry Canada's current standard for authorizing
microwave applications is acceptable.

Review and Recommendations

The results of this survey will be reviewed by the PNR Microwave Licencing
Team for their analysis and further recommendations regarding future service
improvements.

Prairie and Northern Region . Industry Canada
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Chapter 1

Introduction

The purpose of the survey was to gather feedback regarding the quality of
service provided during the microwave radio application process. From the initial
application request (involving frequencies above 960 Mhz) to the final issuance
of licences for operation in those frequency bands.

This survey was identified as a key priority in our Prairie and Northern Region's
business plan under the “knowledge of our clients" strategic outcome. The
feedback gained will be used to improve the microwave application process and
will provide Industry Canada with a greater knowledge and understanding of our
microwave clients' needs and expectations.

Methodology

The microwave client satisfaction survey was first conducted in 2005. Only
minor refinements were made to the original questionnaire thus ensuring
comparable results between surveys.

The client contact list was extracted from Industry Canada’s Spectrum
Management Workflow and Electronic Application program (GDOC). The list
included all applicants having submitted a microwave application during the
period of April 01 to October 17, 2007.

Due to the relatively small population involved, the survey was conducted using a
census approach (attempts were made to contact all clients on the contact list)
over a four month period from November 14, 2007 to February 12, 2008. The
total survey population was 42 entries of which five contacts were no longer
employed by the company involved, six refused to participate in survey, and
another six entries were unavailable or unable to contact. In total, twenty-five
people participated in the survey.

The individuals surveyed were instructed to respond to a variety of questions
related to different aspects of service using a 5 point ranking scale: Very
Satisfied, Satisfied, Neutral, Dissatisfied, and Very Dissatisfied.

The average length of each telephone interview was approximately 20 minutes.
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The interviewers identified themselves as employees of Industry Canada at the
start of the survey.

Clients were asked to base their responses on their last submitted application
should they have submitted multiple microwave radio station applications during
the specified time period.

Telephone calls were made during regular business hours.

The survey sample was culled from the GDOC tables and included application
types 20 through 24. Description of application types as follows:

Type 20 Microwave - Transportable
Type 21 Microwave - Point to Point
Type 22 Microwave - MCS

Type 23 Microwave - Earth Station

Type 24 Microwave - Space Station

Repeat client entries and accounts in cancelled status were also not considered
for the survey.

Questions were scored and compared using the Mean Weighted Average
(MWA) calculation. Using this method, each response is assigned a value and
then the corresponding values are averaged to find one weighted score for each

question:

Very Satisfied/Important 100
Satisfied/Important 75
Neutral 50
Dissatisfied/Unimportant 25
Very Dissatisfied/Unimportant 0

MWA (simply referred to as ‘mean score’) allows for better comparison of results
over time. Generally, a score of 80 to 100 is considered to be very good to
excellent. Lower scores (<70) may indicate service delivery issues. Unless
otherwise indicated, all analysis and numbers reported reflect the mean score for
each question throughout this report.

Responses were recorded on-line at the time of the interview using Apian
SurveyPro software Version 3.0 (software that includes questionnaire design,
data collection, reporting, and data import/export for multimedia surveys). All
responses were kept completely anonymous and confidential.
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Chapter 2

Client Interaction

This section provides overall results on the type of stations applied for, the applicant
type, and the method of filing the microwave application.

Just over half of the total applications received were submitted for a completely new

microwave system.

Exhibit 2.1 - Type of Station

What type of microwave radio station did you apply for? Was it:
Count Percent Percent
(%) 0 100
i 0
:;c()jrir;plsigfilgnnew microwave 13 52% —
Ad.dit.ions or changes tq an 9 36% -
existing microwave radio system
Both 2 8 % [ ]
Short term licences 1 4% |
Other 0 0%
Totals 25 100% I

Exhibit 2.2 - Applicant Type

Who submitted the microwave application?
Count Percent Percent
(%) 0 100
In-house Engineer 18 72% [ ]
Outside Consultant 7 28% [
Totals 25 100% I

The majority of
applications received
were from an in-house
engineer. Lessthan a
third of submissions
were received from
outside consultants.
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Industry Canada



Exhibit 2.3 - Ease of Completing Radio
Station Application

Approximately 80% of In your opinion how easy was it to complete and file your
respondents indicated that radio station application ?
they found the radio station Count Percent SmieE
application process easy to (%) 0 100
complete. A mean score of .
81.3 was achieved whichis | "o 2% 12 48% | N—
slightly lower (1.1 points) Easy 8 32% |
than the results recorded in
the 2005 survey Neutral 3 12% ||
Only one client indicated that | DPifficult 0 0%
they had difficulty in this Very Difficult 1 4% |1
area.

Don’t Know 1 4% |1

Totals 25 100% | I

When asked in an open
ended question how this process could be improved, the maijority of responses
surrounded enhancements to either:

a) the on-line forms (ie: missing check boxes, ability to enter decimal places for
certain fields, cumbersome short-term forms, etc...)

b) the steps of the current application process (ie: delays with the issuance of
temporary authority, quicker coordination between headquarters and the regions,
etc...)

Some respondents suggested that Industry Canada host a workshop detailing the
steps of the microwave application process.
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Exhibit 2.4 - Method of Filing Application

Method used to file radio station 2005 "=%° 2008 "% Difference
application
Percentage (%) Percentage (%)
By the Intemet using the Industry Canada 40% 76% ~36.0
website.
By email using a published Industry Canada 28% 24% ~4.6
Email account
Mailing your application to Industry Canada. 17.1% 0% “17.1
By telephone or fax direct to Industry Canada 14.3% 0% ~14.3
In-person at an Industry Canada office 0% 0% --
location
Totals 100% 100% --

Clients indicated that they are no longer using the traditional methods (mail or fax) of
filing the radio station application. Internet usage has become increasingly popular
resulting in over three quarters of clients (19 responses) indicating this is the preferred
method to submit microwave applications.

When the six remaining respondents were asked if they were aware of the option to
submit on-line, only two indicate that they were not familiar with this method. Of the
four who were aware, all indicated that the website did not have a suitable form or that
the form that was available was too cumbersome for their needs.

Prairie and Northern Region
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Chapter 3

Client Service Satisfaction

As the title of the survey indicates, the majority of the questions asked are directly
focussed on client satisfaction. The two main areas of satisfaction investigated
include overall satisfaction and satisfaction with eight specific aspects of service
provided, namely:

* waiting time over the phone

+ waiting time at the office

* knowledge and competence of staff

* courtesy of staff

* time required to deliver service

« fairness and equity of service provided
» all necessary information provided, and
» accessibility of service

The satisfaction questions were designed using a five-point scale and respondents
were asked to indicate their level of satisfaction when dealing with Industry Canada
staff regarding each aspect of service as one of very satisfied, satisfied, neutral,
dissatisfied, or very dissatisfied.

This report focuses on two indicators of client service — firstly, the percentage of
clients satisfied with the service received (this includes the "satisfied" and "very
satisfied" responses) and second, the "mean" satisfaction rating. The mean average
rating was coded to a range from zero to 100 using a 50-point scale corresponding to
the neutral category.?

Comparisons to the 2005 Microwave Client Satisfaction Survey are also presented in
the report.

2 Please refer to the methodology section (page 2) for a detail explanation of Mean Weighted Average.
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The next four service areas involve having direct contact with Industry Canada staff.
Twenty of the total twenty five respondents interacted directly with Industry Canada

staff.

Waiting Time at the Office

All responses recorded were deemed “not applicable” indicates that there were no in-
person visits to the local Industry Canada office. No further reporting will be available

for this aspect of service.

Excluding the one “not
applicable” reply, all
respondents were either
satisfied or very satisfied
with waiting time over the
phone. Waiting time over
the phone was the second
highest ranked aspect of
service for satisfaction.

Exhibit 3.1 — Waiting Time Over the Phone

Your satisfaction with waiting time over the phone.

Count Percent Percent
(%) 0 100

Very Satisfied 13 65% I
Satisfied 6 30% | Il
Neutral 0 0%
Dissatisfied 0 0%
Very Dissatisfied 0 0%
Not Applicable 1 5% |
Totals 20 100% ]
Mean 92.1

Prairie and Northern Region
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Exhibit 3.2 — Knowledge and Competence of

Staff
Approximately 95% of Your satisfaction with the knowledge and competence of staff.
reslpond.ents exprgssed Count Percent Percent
satisfaction (that is, they (%) 0 100
responded ‘very satisfied’ or
‘satisfied’) in this area. Very Satisfied 14 70.0% r—
A mean score of 91.3 was
recorded in 2008, this is Satisfied 5 25.0% |
within a similar range as the
results obtained in the 2005 Neutral 1 5.0% [
survey (91.7).
Dissatisfied 0 0.0%
Very Dissatisfied 0 0.0%
Totals 20 100.0% I
Mean 91.3
Exhibit 3.3 - Courtesy of Staff
Your satisfaction with the courtesy of staff. There were no dissatisfied clients
Count | Percent Percent when it came to the _
(%) 0 100 | courteousness of staff. This
o aspect of service received a
Very Satisfied 14 709 .
ery satistie % | — mean score of 92.5 which was
Satisfied 6 30% | mm the highest ranked aspect of
service recorded.
Neutral 0 0%
Dissatisfied 0 0%
Very Dissatisfied 0 0%
Totals 20 100% | I
Mean 92.5

Prairie and Northern Region

Industry Canada



The following four aspects of service are general in nature and were asked to all
of the twenty five respondents.

Exhibit 3.4 — Time Required to Deliver the Service

Just over half of respondents
indicate that they were very

100 satisfied with the timeliness of

Your satisfaction with the time required to deliver the service.

Count Percent Percent
(%) 0

Very Satisfied 13 52% [ ]

Satisfied 9 36% | N

Neutral 3 12% [ |

Dissatisfied 0 0%

Very Dissatisfied 0 0%

Totals 25 100% ]

Mean 85.0

Exhibit 3.5 — Fairness and Equity

service provided.

A mean score of only 85 was
achieved in this area which
represents the second lowest
score of all eight aspects of
service listed.

This aspect of service
earned a 96% satisfaction

Your satisfaction that the service was provided in a fair and
equitable manner.

rating from clients
indicating they were either

satisfied or very satisfied,
and a mean score of 88.

Count Percent Percent
(%) 0 100

Very Satisfied 14 56.0% |
Satisfied 10 40.0% | mm
Neutral 1 4.0% | 1
Dissatisfied 0 0.0%
Very Dissatisfied 0 0.0%
Totals 25 100.0% | I
Mean 88.0

Prairie and Northern Region
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Exhibit 3.6 — All Necessary Information was Provided

Although receiving a v PO y S of i
0, . . . our satistacuon that you were informea or everyining you
92 _/° Satl,SfaCt!on rating, had to do in order to get the service.
satisfaction with the
information provided Count | Percents Percents
ranked the lowest of all 0 100
aspects of service Very Satisfied 12 48% | -
provided. The only
negative response Satisfied 11 44% | .
received was recorded for
this aspect of service. Neutral 1 4% | 1
Dissatisfied 1 4% |
Very 0 0%
Dissatisfied
Totals 25 100% |
Mean 84.0

Exhibit 3.7 — Accessibility of the Service

Your satisfaction with the accessibility of the service. Accessibility of service scored a
& e e et 100% satisfaction rating and a

(%) 0 100 | mean score of 89 was achieved.

Very Satisfied 14 56% | I

Satisfied 11 44% | -

Neutral 0 0%

Dissatisfied 0 0%

Very Dissatisfied 0 0%

Totals 25 100% | I

Mean 89.0

Prairie and Northern Region Industry Canada
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Exhibit 3.8 — Summary of Expressed Satisfaction

Aspect of Service 2005 "% 2008 "% Difference
Mean (0 to 100) Mean (0 to 100)

The courteousness of service staff 93.9 92.5 ~1.4
Waiting time over the phone 85.7 92.1 ~6.4
Knowledge and competence of service staff 91.7 91.3 ~0.4
Accessibility to service provided 87.9 89.0 711
The extent to which the service was 88.6 88.0 ~0.6
provided in a fair and equitable manner

The time required to deliver the service 81.4 85.0 ~3.6
The extent to which you were informed 89.3 84.0 ~5.3

about everything throughout the process

Waiting time at the office -- -- N/A

A comparison of the results from the 2005 study with those of the 2008 study shows
significant gains were posted in the waiting time over the phone (+6.4) and the
time required to deliver the service (+3.6).

The extent to which applicants were informed about everything throughout the
process saw a drop of 5.3 points from the results posted in 2005, suggesting an
increase in the unfamiliarity of the microwave application process.

All other aspects of service received only nominal increases or decreases in
satisfaction.

Prairie and Northern Region Industry Canada
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Chapter 4

Importance of Service

Respondents were then asked to rank the importance of the eight service areas. The
chart below provides a summary of the importance placed upon each aspect of
service.

Exhibit 4.1 — Perceived Importance of Service Provided

Knowledge and competence of staff

All necessary information was provided
Timeliness of service

Accessibility of service

Courtesy of staff

Waiting time over the phone

Fairness of service

Waiting time at the office

0 20 40 60 80 100
. Very Important . Important D Neutral
. Unimportant D Very Unimportant . Not Applicable

Using the “top box” (or the number of “very important” responses) representation, the
three aspects of service considered most important include:

1) knowledge and competence of staff,
2) The extent to which you were informed about everything, and
3) timeliness of Service.

Prairie and Northern Region Industry Canada
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Table 4.2 — Summary of Perceived Importance

Aspect of Service 2005 =% 2008 "=* Difference
Mean (0 to 100) Mean (0 to 100)

Knowledge and competence of service staff 96.2 97.5 ”1.3
The extent to which you were informed 90.0 94.0 ”4.0
about everything throughout the process
The time required to deliver the service 87.9 94.0 76.1
Accessibility to service provided 90.7 93.0 ”2.3
Waiting time over the phone 83.3 86.8 ~3.5
The extent to which the service was 89 86.0 ~3.0
provided in a fair and equitable manner
The courteousness of service staff 90.2 86.3 ~3.9
Waiting time at the office n/a n/a --

The survey results indicate that all aspects of service tested were of significant
importance with the exception of waiting time at the office which can be explained by
the fact that none of the applicants made an in-person visit to a local Industry Canada
office.

Clearly clients value knowledge and competence of staff the most. In 2008, very
much like the case in 2005, clients ranked staff competence as the most important
aspect of service.

With the exception of fairness and equity of service and courteousness of staff all
service categories have seen theirimportance rating increase in the past three years
indicating an increased expectation with regard to service delivery.

Prairie and Northern Region Industry Canada
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Chapter 5

Satisfaction vs Importance

Exhibit 5.1 — Satisfaction vs Importance Matrix

100.00
A = Waiting time over the phone
B
S B = Knowledge and competence of staff
' FD
. C = Courtesy of staff
8
g 40,00 D = Timeliness of service
E
= = Fairness of service
E AC
sson4 : F = The extent to which you were informed about
everything in order to obtain the service
G = Accessibility of service
80.00 : :
B0.00 85.00 90400 9500 100.00
Batisfacticn

Note: The above figures use a weighted average which essentially combines the 5 level
choices (from very dissatisfied to very satisfied) to a single "mean" value. The top possible
score is 100. This single value can then be used to make comparisons between past and
present surveys (refer to the Methodology section on page 2 for a more detailed explanation).

Mapping satisfaction levels of a particular service against the perceived importance of
that service aspect provides insight into the key strengths as well as the opportunities
for improvement.

Low satisfaction and high importance components (top left quadrant) are targeted as
the top priority areas for service improvement. In the case above, information

Prairie and Northern Region Industry Canada
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provided, timeliness of service, and to a lessor extent, accessibility of service, can
be targeted for areas of improvement.

High satisfaction and high importance service components (top right quadrant) are
viewed as key strengths. The key strength identified in this area is the knowledge
and competence of service staff.

High satisfaction and low importance components (bottom right quadrant) are
considered areas where an organization over-delivers. Waiting time over the phone
and courtesy of staff fall within this area.

Lastly, the bottom left quadrant contains the low importance and low satisfaction
service component and are associated with lower priorities for service improvement.
The aspect of service listed here is fairness of service provided.

Prairie and Northern Region Industry Canada
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Chapter 6

On-line Forms and Utilities

Exhibit 6.1 - On-line Application Form ease of use

Do you consider the online application form user friendly? Of the 19 respondents
that have used the
Count Percent (%) Percent Internet to file their
0 100 .
application, all
Yes 19 100% I indicated that the
forms supplied was
o, .
No 0 0% user friendly.
Totals 19 100% ]

Exhibit 6.2 Frequency Search Utilities

The majority of those who Have you ever used the frequency search utilities at the Spectrum
have submitted a Direct website?

microwave application have Count | Percent (%) S
also used the frequency 0 100
search tool.

Yes 17 89.5% [

No 2 10.5% ]

When asked how satisfied they were with the frequency search utility, the majority
(84%) indicated that they were either satisfied or very satisfied with the system. A
mean score of 81.6 was recorded regarding the satisfaction with the frequency search
utility.

Prairie and Northern Region Industry Canada
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Exhibit 6.3 - Use of Spectrum Website for informational purposes

Have you ever used the Spectrum website for informational purposes?

Count Percent (%) Percent
0 100
Yes 22 88% I
No 3 12% [ |
Totals 25 100% ]

Of Yes responses : In your opinion how easy was it to navigate and
access the information you required?

Very easy 4 18.2% [ |

Easy 7 31.8% [

Neutral 8 36.4% [ |

Difficult 3 13.6% ||

Very difficult 0 0%

Totals 22 100% [ ]
Mean 63.6

All of the respondents
indicated they had
Internet access, and
almost all have used the
Spectrum website for
informational purposes.

Only half of the
respondent have found
navigating the spectrum
website for information
to be easy or very easy.
The mean score of 63.6
reflects the lowest rating
of all questions asked.

When asked if they had any suggestions for improving the access to the on-line
licencing information, the comments received were mostly related to: having contact
information for district offices easily available, defining district office boundaries, better
description (title) of publications, and having more pertinent information available
regarding the microwave application process.

Prairie and Northern Region
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Exhibit 6.4 - Use of Virtual Licence Option

Have you ever obtained a licence printout at the Spectrum Direct

When asked whether
they had ever obtained

a licence print-out at
the Spectrumdirect

website, sixty percent
indicated that they had

done so. The majority
(93%) of respondents

having accessed this

website?
Count Percent Percent
(%) 0 100
Yes 15 60% ]
No 10 40% ]
Did not know about it 0 0%
Totals 25 100% ]

utility found it easy to
use.

Of Yes responses

: Did you find this option easy to use?

Yes 14 93.3% I
No 1 6.7% |
Totals 15 100.0% I

Recommendations for improvement to the system included, faster update, ability to
search by company name, ability to print multiple licences at a time, and easier access
to the system (currently too many layers to sift through).

Exhibit 6.5 - Fee Payment Method

The majority of those

surveyed indicated that they

did not pay their invoices

online. Similar results were
recorded in the 2005 survey
where 21% of respondents

paid

on-line.

Have you paid your new licence or licence renewal fees online?

Count | Percent Percent
(%) 0 100
Paid new licence 1 5% |
Paid licence renewal 0 0%
Both 3 15% [ |
Did not pay 16 80% I
Totals 20 100% ]

Prairie and Northern Region
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Exhibit 6.6 -1.C. Headlines Awareness

Almost all of the "I.C. Headlines" is a weekly e-mail bulletin that helps you locate the
latest information and resources in the areas of small business,

respondents W?re unaware exporting, technology, Canadian industries, legislation and

of the. IC Headlines e- regulations.

bulletin; however the Do you subscribe to I.C. headlines?

majority (71%) were

int J t{ (d . O)bt .. d Count Percent Percent

interested in obtaining (an (%) 0 100

were provided with) the

web address to subscribe. Yes 1 4% |
No 24 96% |
Totals 25 | 100.0% |

Of No responses : Would you like to obtain the web address for
subscribing to I.C. headlines?

Yes 17 70.8% I
No 7 29.2% -
Totals 24 | 100.0% I

Submitting On-line in the
Future

All of those surveyed who had used the on-line application form were also interested in
submitting their next application via the Internet. This suggests a high level of
satisfaction with the method of filing microwave applications via the Spectrumdirect
website.

This represents a 7.1% increase from those indicating that they would likely submit their
application online in 2005.

Although there is loyalty towards using this method of electronic submission, it appears
there is still room for improvement. When asked if there were any features or options
that they would like added to the Spectrumdirect website, most responses involved
technical enhancements to the existing on-line utilities (ie: additional links and
calculation tools, consolidated invoice option, the creation of a tower ownership
database, etc...). The viability of all options presented will be further reviewed by the
PNR microwave licencing team.

Prairie and Northern Region Industry Canada
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Chapter 7

Radio Interference

Table 7.1 — Interference Experienced

Within the last year have you experienced interference to your
microwave radio communication system?

Count Percent Percent
(%) 0 100
Yes 2 8% ]
No 23 92% I
Totals 25 100% ]

Of Yes responses: To whom did you report the radio interference?

Did not report 2 100% I
Industry Canada 0 0%

Engineering 0 0%

Consultant

Totals 2 100% |

The majority (92%) of respondents have not experienced interference to their
microwave radio system. Of the 2 respondents who have received interference, none
thought the interference was significant enough to call for assistance, or they were able
to remedy the situation on their own.

Prairie and Northern Region Industry Canada
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Chapter S

Procedures and Arrangements

Table 8.1 — Frequency Band Displacement

As circumstances dictate, it may be necessary for Industry Canada to Almost one third of
displace current users from certain frequency bands. Have you been respondents indicated
. : >
displaced from a frequency band in the past 2 years” that they have
Count | Percent Percent experienced being
(%) 0 100 displaced from a
Yes 7 289% m frequency band in the
past.
No 18 72% I
Totals 25 100% I

Table 8.2 — Displacement Procedures Awareness

Over half (56%) of those Are you aware of Industry Canada’s displacement procedures?
surveyed exp_ressed an Count Percent Percent
awareness with the (%) 0 100

displacement procedures.
Yes 16 64%

Those who had suggestions
on how to improve this No 9 36%

process included lengthening
the current time-frame for

Totals 25 100%

vacating the frequency band, Of Yes responses: Are the displacement procedures adequate?

and being advised of who the

new user of the band will be. | Yes 9 56.3% I
No 1 6.3% |
Don’t know 6 37.5% [ ]
Totals 16 100.0% ]
Prairie and Northern Region Industry Canada
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Table 8.3 — Access to the Spectrum

Almost all respondents Do you believe that you have adequate access to the Spectrum?
indicated that they have Count Sl ST
adequate access to the (%) 0 100
spectrum.

Yes 23 92% |

No 2 8% I

Totals 25 100% I

From those who indicated otherwise, one response suggested that the spectrum in the
Fort McMurray, AB area was becoming very congested. Another recommendation was
for Industry Canada to explore and make available more frequency bands between 24
and 28 Ghz.

Table 8.4 — Tower Sharing Arrangement

Industry Canada encourages the co-location of antenna structures The maijority (84%)
whenever practical. Is your organization willing to consider entering into indicated that they would
. s 5
sharing agreements with other users? encourage the co-
Count Percent Percent location of antenna
(%) 0 100 structures where
Yes 21 84% — practical.
No 1 4% |
Unable to comment 3 12% [ ]
or don’t know
Totals 25 100% |
Prairie and Northern Region Industry Canada
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Chapter 9

Service Expectations and Overall Satisfaction

When asked, “Industry Canada strives to provide authorization to microwave radio
station clients before the proposed in-service date that was requested on the submitted
application. Is this standard acceptable to you?”, all respondents agreed with this
statement. Of the two respondents offering input into how the service can be further
improved, one indicated that it was almost too efficient, while the other requested further
guidance around the entire application process.

Exhibit 9.1 — Overall Satisfaction Results

Overall, how satisfied were you with our service at Industry Canada?

Count Percent Percent
(%) 0 100

Very Satisfied 17 68% [
Satisfied 8 32% [
Neutral 0 0%
Dissatisfied 0 0%
Very Dissatisfied 0 0%
Totals 25 100% [ ]
Mean 92.0

No applicant was
dissatisfied with the overall
service provided by
Industry Canada. A mean
score of 92.0 was
achieved which is 6.3
points higher than the
results posted in the 2005
survey.

When asked, “In the end, did you get what you needed from Industry Canada?” all
clients survey stated that they did get what they needed from Industry Canada.

Prairie and Northern Region
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Appendix A

Questionnaire
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Microwave Radio Station Client Survey
P&NR REGION (version 1.3) 09/2007

INTERVIEWER NOTES:

If respondent questions validity of the survey, please ask him/her to call Barry Kram at
(306) 780-6982 for follow-up.

Note, there are two possible client types:
- direct ‘core’ clients(applied for license through an in-house engineering department)
- third party clients (all dealings were with an outside engineering consultant)
Ensure respondent focuses on service received from Industry Canada, not on service
related to any other parts of the federal or provincial governments that they may have

dealt with.

Ensure that respondent is the person that had hands-on experience with the application
process. If necessary, get referral from initial contact.

Note: that radio station license does not mean radio broadcasting station, but rather
microwave radio station.

Please record all open ended question responses as close as possible to the client’s
actual response, ensuring that sufficient information is captured to accurately determine
the intent of the client’'s comment. All questions should be asked exactly as they appear
on the survey template. Please ensure that the available responses are also provided
for each question.

If the client requires additional information/services during the course of the survey,
please record his name and phone number along with his question and forward it to the
appropriate manager for follow-up.

Should the contact person have submitted multiple applications or applications for
multiple clients during this time period, please request that their survey responses be
based on their last submission to Industry Canada.

The satisfaction scale response categories (very satisfied...very dissatisfied) are
repetitive. Adjust repetition frequency to ensure clarity but avoid tedium.

Prairie and Northern Region Industry Canada
25



Preamble to be used for interviews:

Hi, may | speak to (insert client’s name if known)

- if person is available, continue.

- if not available, arrange call-back or get new number where person can be reached.
If necessary, explain purpose of phone call (use information from introduction below).

- if asked how we received the person’s name, inform the client that it was obtained
from our database of individuals and businesses that have submitted a microwave
radio application to Industry Canada in the past 6 months.

My name is . I'm with Industry Canada and | am calling to conduct a
survey of individuals or businesses that have recently been granted a microwave radio
station license.

Participation in the survey is voluntary. However, your feedback would be extremely
valuable and will help improve the service provided by Industry Canada. Your decision
to participate or not will not affect any dealings you may have with the federal
government. The full names of participants will not be recorded as part of this survey or
shared with any other third party. The report following this survey will contain only
non-identifying aggregate information. The information you provide will be used for
research purposes only and will be administered in accordance with applicable privacy
laws.

The survey will take approximately 15 minutes to complete depending on your
responses. Do you have time now to take part in this survey?

If no, ask if you can call back later at a more convenient time.
Note to interviewer: Should anyone request a copy of the privacy act it can be accessed

at: http://laws.justice.gc.ca/en/P-21/

I'd like to begin by asking you a few questions about what type of radio station
application you applied for and with whom you dealt during the application process.
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(6) What type of radio station did you apply for? Was it: (Read list, accept one
response only)

Q Completely new microwave radio system
Q4 Additions or changes to an existing microwave radio system
Qa Other (please specify)

(7) In your opinion, how easy was it to complete and file your radio station application?

Q Very Easy 4 Easy Q Neutral Q Difficult Q Very Difficult Q Don’t Know (skip to 9)

(8) How could this process be improved?

(9) Which of the following methods did you use to file your radio station application?
(Read list and accept one response)

Q By the Internet using the Industry Canada website. (Skip to 12)
Q By Email using a published Industry Canada Email address

Q By telephone or fax direct to Industry Canada.

Q Mailing your application to Industry Canada.

Q In-person at an Industry Canada office location.

(10) Did you know that you can submit your microwave radio application via the Internet
to Industry Canada?
Q Yes 4 No (skip to 11)

(10A) What was the main reason for not using the Internet to file your application?

Q No Internet access (Skip to 20)
Q Other (please specify )

(11) Would you like someone to contact you and provide you with more information
regarding the on-line application process? (If yes, record contact name and number and
forward to the originating district office manager.)
QYes (please enter name and phone number )
Q No (skip to 20)

(12) Do you consider the on-line application form user friendly?
U Yes U No

(13) Can you suggest any improvements regarding the on-line application form?

Prairie and Northern Region Industry Canada
27



(14) Have you ever used the frequency search utilities at the Spectrum Direct website?
QYes QONo d Unaware it existed (skip to 17)

(15) How satisfied are you with the frequency search utility?
QO Very Satisfied Q1 Satisfied 1 Neutral 1 Dissatisfied 1 Very Dissatisfied

(16) Can you suggest any improvements to the search utility?

(17) Are there any additional features or options that you would like to see added to the
Spectrum Direct website?

(18) If you had to submit another radio application, how likely would you do it on-line with
Industry Canada? (Read options)

Q very likely (Skip to 20)
Q somewhat likely (Skip to 20)
U not very likely
Q not at all likely
Q don’t have access to the Internet (Skip to 20)

(19) Why not? (Specify)

(20) Were you in contact with Industry Canada staff at any time regarding your radio
station application?
dYes 4 No Skip to (29)

Using the scale of: very satisfied, satisfied, neutral, dissatisfied, and very dissatisfied,
please indicate your level of satisfaction when dealing with Industry Canada staff
regarding:

(21) Waiting time at the office. Would you say you were:
Q Very Satisfied Q Satisfied Q Neutral O Dissatisfied Q Very Dissatisfied 1 Not Applicable

(22) Waiting time over the phone.
Q Very Satisfied Q Satisfied Q Neutral QO Dissatisfied Q Very Dissatisfied Q1 Not Applicable

(23) Competency of the service staff.
Q Very Satisfied  Q Satisfied Q Neutral Q Dissatisfied Q Very Dissatisfied

(24) Courteousness of the service staff.
Q Very Satisfied  Q Satisfied Q Neutral Q Dissatisfied Q Very Dissatisfied
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Now, using the following scale very important, important, neutral, unimportant, and very
unimportant, could you please rate the importance of these aspects of service:

(25) Waiting time at the office?
Q Very Important Q Important Q Neutral Q Unimportant QO Very Unimportant Q1 Not Applicable

(26) Waiting time over the phone?
Q Very Important Q Important Q Neutral Q4 Unimportant Q Very Unimportant Q1 Not Applicable

(27) Competency of staff?
Q Very Important O Important QO Neutral Q Unimportant Q Very Unimportant

(28) Courteousness of staff ?
Q Very Important O Important QO Neutral Q Unimportant Q Very Unimportant

(29) Do you have access to the Internet at your workplace?
U Yes 4 No (Skip to 41)

(30) "I.C. Headlines" is a weekly e-mail bulletin that helps you locate the latest
information and resources in the areas of small business, exporting, technology,
Canadian industries, legislation and regulations.

Do you subscribe to I.C. headlines?

QYes (Skipto 31) a No
(30A) Would you like to obtain the web address for subscribing to I.C. headlines?
A Yes then, http://ic.gc.ca/headlines Q No
(31) Have you ever used the Spectrum Website (www.ic.gc.ca) for informational
purposes?
Q Yes Q No (Skip to 34)

(32) In your opinion, how easy was it to navigate and access the information via the new
Industry Canada website?
4 Very Easy Q1 Easy (skip to 34) Q4 Neutral Q Difficult A Very Difficult

(33) Do you have any suggestions on how Industry Canada could improve access to on-
line radio licencing information?

(34) Did you know that you can pay for a new licence or licence renewal on-line at the

Spectrum Direct website? *Please note that $5,000 is the online payment limit*
Q Yes Q No (skip to 38)
Prairie and Northern Region Industry Canada

29



(35) Have you paid your new licence or licence renewal fees online?

Q4 Paid new licence

Q1 Paid licence renewals online

QO Paid both new licence and renewals online
Q Did not pay online (skip to 38)

(36) Was this option easy to use?
Q Yes (skip to 38) 4 No

(37) Do you have any suggestions on how this option could be improved?

(38) Have you ever obtained a licence printout at the Spectrum Direct website?
Q Yes d No (skip to 41)

(39) Was this option easy to use?
Q Yes 4 No

(40) Do you have any suggestions on how this option could be improved?

A few more questions related to the levels of service provided by Industry Canada.
Using the scale of: very satisfied, satisfied, neutral, dissatisfied, and very dissatisfied,
please indicate your level of satisfaction when dealing with Industry Canada staff
regarding:

(41) Time required to deliver the service.
Q Very Satisfied Q Satisfied QO Neutral QO Dissatisfied Q Very Dissatisfied

(42) The service was provided in a fair and equitable manner?
Q Very Satisfied Q Satisfied QO Neutral QO Dissatisfied Q Very Dissatisfied

(43) | was informed by Industry Canada of everything | had to do in order to get the

service.
U Very Satisfied O Satisfied 1 Neutral U Dissatisfied Q Very Dissatisfied

(44) | was satisfied with the ease of access to the service?
U Very Satisfied O Satisfied 1 Neutral U Dissatisfied Q Very Dissatisfied
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Now, using the following scale very important, important, neutral, unimportant, and very
unimportant, could you please rate the importance of these aspects of service:

(45) Timeliness of service provided?
Q Very Important Q Important QA Neutral O Unimportant Q4 Very Unimportant

(46) Faimess of the service provided?
Q Very Important Q Important Q4 Neutral O Unimportant Q4 Very Unimportant

(47) All necessary information was (is) provided?
Q Very Important Q Important Q4 Neutral O Unimportant Q4 Very Unimportant

(48) Accessibility of service provided?
Q Very Important Q Important QA Neutral O Unimportant Q4 Very Unimportant

(49) Industry Canada strives to provide authorization to microwave radio station clients
before the proposed in-service date that was requested on the submitted application. Is
this standard acceptable to you?

Q Yes a No

(50) In your opinion what could we do to improve this service delivery time?

(51) As circumstances dictate, it may be necessary for Industry Canada to displace
current users from certain frequency bands. Have you been displaced from a frequency
band in the past 2 years? (Note to surveyor: this is a general statement only used to
gauge the respondents knowledge of our displacement procedures)

U Yes 4 No
(52) Are you aware of Industry Canada’s displacement procedures?
Q Yes Q No (skip to 55)

(53) Are the displacement procedures adequate?
Q Yes Q No Q Don’t Know (skip to 55)

(54) Can you recommend any improvements to the displacement process?

Prairie and Northern Region Industry Canada
31



(55) Do you believe that you have adequate access to the spectrum?
Q Yes (skip to 57) a No

(56) Why not? (Ask for specific examples or frequency bands)

(57) Within the last year have you experienced interference to your microwave radio
communication system?

Q Yes Q No (skip to 60)

(58) To whom did you report the radio interference?
Q Industry Canada directly (Skip to 60) QO Engineering consultant
Q Did not report the interference

(59) Would you like someone from Industry Canada to give you a call regarding your
interference problem?
Q Yes (forward name and number to district office manager ASAP) a No

(60) In general, is there a radio licencing service or product you need from us that we're
currently not providing?

(61) Industry Canada encourages the co-location of antenna structures whenever
practical. Is your organization willing to consider entering into sharing agreements with
other users?

U Yes 4 No 4 Unable to Comment or Don’t Know

(62) Do you find that your business is more competitive as a result of the use of the
radio frequency spectrum?
U Yes 4 No

(63) In the end, did you get what you needed from Industry Canada?
Q Yes (skip to 65) a No Q | received part of what | needed

(64) From your experience, how could Industry Canada improve its service to you?

(65) Overall, how satisfied were you with our service at Industry Canada?

Q Very Satisfied Q Satisfied Q Neutral Q Dissatisfied Q Very Dissatisfied 0 Don’t know

This completes our survey ... thank you for your time.
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