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Introduction

In its 2012 Annual Report, Canada Post  Corporation reported a net loss in 2011 for the first time 
in fifteen years. (Canada Post 2013) In December 2013, Canada Post announced that it would be 
ending door-to-door delivery service for Canadians, increasing stamp prices to $1.00, as well as 
laying off 8000 workers.  This decision came without warning or consultation to many Canadian 
citizens and has been met with criticism and protest. (CBC January 26, 2014)

The information contained in the annual report states that the future of Canada Post will require 
modernization and a diversification of services. We hypothesize that an emphasis on retail 
delivery services, online banking and a better marketing communications strategy to engage the 
public will allow Canada Post to return to profitability. Our research will identify that Canadians 
want Canada Post to be successful and are seeking a modernization of services to meet their 
needs. (MacIntosh 2014)

Background

With the proliferation of e-mail, text, and video chats, the once thriving service of letter delivery 
is becoming a thing of the past.  Modern day competition in logistics and mail delivery is fueled 
by cutting edge technology and  customer service advantages.  In the business of parcel delivery, 
companies like FedEX and UPS occupy a significant amount of market share.  Canada Post has 
had similar success with its Purolator delivery service.  (CBC December 11, 2013) 

For Canadians, Canada Post is still a recognizable brand with a historic tradition as part of 
Candian Heritage. As technology changes, Candians are beginning to doubt the viability of the 
crown corporation and many are determined to find a solution to adapt it to modern day society. 
Some suggested solutions have been privatization, expansion of retail services, increased home 
parcel delivery and banking retail services. (Slavin 2014)

Company Information

Canada Post Corporation is a Canadian crown corporation which acts as the country's public 
postal service. The historic foundation of Canada Post was made by Benjamin Franklin in 1753 in 
Halifax on behalf of the British crown. From Confederation in 1867, Canada Post operated as 
Royal Mail Canada until ratified and renamed as a crown corporation in 1981. (Hillmer 2006) 
Canada Post currently handles all Canadian domestic mail delivery, as well as freight forwarding 
services, courier services (through the PUROLATOR brand), and logistics.



Research Objectives

We believe that Canadians want Canada Post to be successful and are seeking a modernization 
of communications and services, including an emphasis on retail delivery services and online 
banking. This requires research on the following questions:

 Do Canadians feel connected to Canada Post?
 What are the current levels of customer satisfaction?
 What services do Canadians want from Canada Post?
 How can Canada Post communicate clearly with them on the services they offer? 
 Is Canada Post meeting the growing need for retail delivery?
 Would Canadians use Canada Post for banking or other services?  

Research Methodology

Our research will be collected and triangulated using the following methods:

1. Secondary Research will be collected from Statistics Canada as well as Canada Post.
This information will be gathered between February 14, 2014 – February 28, 2014

2. A Semantic Differential Scale Survey will be delivered online through FluidSurveys.com. 
This information will be collected between February 17, 2014 – February 24, 2014.

3. Personal Interviews will be conducted February 25, 2014 – March 4, 2014. 

Research Framework

Our first method of research will be done using Statistics Canada, Industry Canada and Canada 
Post Corporation's own reporting methods.  Through these sites we will gather secondary 
research on the past and present use of Canada Post. 

Surveys and interviews will focus primarily on a student demographic, specifically between 18-
40, in order to forecast future decision=making. Both males and females will be surveyed 
anonymously to gather data.  The research provided will be casual and without detailed controls. 

We will distribute the Semantic Differential Scale Survey to St. Lawrence College students online, 
as well as at different locations of the school, on 7 different days of the week, at 4 different 
times. Our goal is to survey 200 individuals. Through our survey we hope to gain insight on the 
perceptions of Canada Post. This survey will also be advertised to St. Lawrence College Students 
and delivered through the school of business to every student at the college, as well as through 
social networking sites. 

Our final form of research will be through face to face interviews.  20 individuals will be 
interviewed.  Interviews will last no longer than 5 minutes.  Specific questions will be outlined 
before interviews commence.
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