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In a nutshell

Website exit survey to identify 
and measure top tasks:

• Runs continuously
• Self-reported by site visitors
• 1000s to 10,000s of participants
• Evaluates task completion, ease of use and 

satisfaction

Survey launched in January 2021
Partnership between Principal Publisher and 

Digital Transformation Office



Why a task success survey?

• Focus on user needs

• Measure current performance

• Identify areas for improvement

TBS expects institutions to 
identify, measure and improve top tasks

GC Task Success Survey is a tool that 
allows institutions to prioritize improvements 



Survey invitation

• Visitors invited at 
beginning of visit

• Asked to complete 
survey at end of visit

• 10% minimum invite 
rate, extra optional

• Uses the GC Invitation 
Manager



Survey questions

1. What was the main reason for your visit 
today?

2. How satisfied were you with your 
experience on the website?

3. How easy or difficult was it to use the 
website?

4. Were you able to complete what you 
came to do? 

a. If no, why weren’t you able to complete 
what you came to do?

b. If yes, how can we further improve 
things?



Implemented this fall:

- Sept: Optimized survey invitation, based on results of experiments 
aimed at improving participation rate

- Oct: Increased minimum invite rate from 5% to 10%

Currently working on:

- Dec-Jan: Experiments to optimize and increase survey completion rate
- Jan-Feb: Experiments aimed at encouraging more participant feedback 

in open text fields
- Jan-Mar: Task list clean up with institutions, to ensure task labels are 

relevant to participants

Continuous improvements to survey design



Implemented by 
35 institutions

• Complete coverage 
across MWS + 27 
non-MWS websites

Several large institutions 
still to come

Roll-out



Community

Support and engagement

• Support channels set up

• Processes for ongoing 
updates implemented

• Working group and office 
hours established

• Guidance documentation 
developed

GC Task Success Survey on GCpedia

https://www.gcpedia.gc.ca/wiki/Government_of_Canada_Task_Success_Survey


Policy work

Collaborating with TBS policy centres to facilitate culture change

- Service and Digital: 

- Mapping top tasks to service inventory dashboards

- Incorporating top task performance in the GC Digital Operations Strategic Plan

- Results: 

- Reporting on top task performance in the results framework for TBS

- Communications: 

- Exploring possibility of including top task performance in policy instruments



Reporting and data

Pilot reporting spreadsheet

• Sent quarterly to institutional 
analytics reps, their manager, and 
their director

• Reports on performance at the 
theme, department and task level

• Provides top areas to focus on to 
improve results

• Exploring web-based reporting



Reporting and data

Qualitative feedback

• Comments from survey 
respondents captured in the 
feedback viewer

• Guidance on accessing and 
analyzing feedback available on 
GCpedia

• Collaborating with ESDC’s Chief 
Data Office to use machine 
learning and natural language 
processing to automate analysis



Preliminary results

Uptake

Increased minimum 
invite rate to 10%

+ optimized invite text
Over 221,000 

survey completions 
since launch



Preliminary results

Distribution of top 100 tasks by institution

IRCC
31%

CRA
20%

ESDC
17%

HC
7%

PSPC
6%

PHAC
4%

CBSA
4%

PSC
3%

LAC
2%

Others
6%

 68% of the top 100 tasks are 
from IRCC, CRA, or ESDC



Continuous 
improvement

Turning data into 
insights into change
 

The GC task success survey…

• gives institutions a common 
starting point 

• should be combined with 
additional data sources and 
user research
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Thank you for 
your time

Reach out if you 
have questions, 
comments, ideas, 
etc.

GC Task Success Survey 
on GCpedia
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