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Institut Website

[4] Dissemination calendar for statistical information on various aspects of Québec 
society 

[5] Declaration of Services to the Public

[14] Information for Institut de la statistique Survey Respondents 

[36] Centre d’information et de documentation (information and documentation 
centre)

[37] Centre d’accès aux données de recherche of the Institut de la statistique du 
Québec (research data access centre)

Other documents

[29] Results evaluation sheet and collection management assessment chart

Policy statements and future documents

[12] Policy on information to be given to survey respondents – section 11 of the 
Act

[13] Mandate and composition of the Institut’s ethics committee

[16] Roles and responsibilities of members of the project team … to understand one 
another clearly

[26] Compendium of good practices in surveys

[27] Survey quality self-assessment form

[28] Survey quality policy

[30] Program evaluation and process review policy

[31] Overview of technologies, orientations and procedures

[32] List of reusable technological components

[33] Internal documentation policy

[34] Statistical information and metadata dissemination policy

* Also on the Institut Website.
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Normative framework for quality management
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Institut Intranet
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[6] Management values*
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[8] Employee assistance program
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1. Objective

The goal of the General Quality Management Policy of the Institut de la statistique 
du Québec is to systematize, harmonize and improve the means now in place 
at the Institut to ensure the quality of its products and services for the benefi t 
of users.

The policy fi rst defi nes the concept of quality determined by the Institut. It 
sets forth the general orientation of the Institut as regards quality and clarifi es 
the content of the normative framework intended to ensure the quality of the 
Institut’s products and services.

2. Definitions

2.1 Concept of quality

The quality of a product or service is embodied in all the characteristics that 
infl uence its capacity to meet a given need. This multi-dimensional approach 
to quality presupposes consideration of all the criteria that tailor statistical 
information to the needs of users.

2.2 Dimensions of quality

To ensure that statistical information adequately meets the needs of its users, 
the Institut has defi ned the following six dimensions as criteria of quality: 
relevance, reliability and objectivity, comparability, timeliness, intelligibility, and 
accessibility. Before production, they constitute the targets to be met in order 
to ensure quality. After production, they represent the criteria on the basis of 
which the quality of the information is evaluated.

2.2.1 The relevance of statistical information refers to the degree to which 
it meets the needs meant to be satisfi ed. Ensuring the relevance of statistical 
information means that products and services meet the needs of users as 
comprehensively as possible. The objective is to enable users to have, on a 
routine basis and according to changes in their concerns, both an overview and 
a suffi ciently detailed description of the situation and trends in the society and 
economy of Québec.

2.2.2 The reliability and objectivity of statistical information refer to the 
degree to which it is consistent with the reality it is to describe. To ensure the 
reliability and objectivity of statistical information, users must be reassured that 
the information is as accurate as possible. This means that it was produced, on 
the one hand, so as to minimize the typical errors that normally affect data and, 
on the other, so as to maximize scientifi c rigour in the interpretations, analyses 
and summaries produced on the basis of the data. The objective is to ensure 
that the work measures reality as precisely as possible.

• The dissemination calendar for statistical information on various aspects of 
Québec society [4], distributed at the beginning of each fi scal year, enables 
users to know in advance the dates of publication of the year’s statistical 
information.

• The Institut has acquired a normative framework, a highly secure dissemination 
environment and practices to facilitate access by third parties to its statistical 
products. In particular, it places at the disposal of its clientele various access 
mechanisms: its Website, which contains all the statistical information it 
produces and its publications, may be consulted free of charge; the Centre 
d’information et de documentation (the information and documentation 
centre), which provides information on request; and the Centre d’accès aux 
données de recherche (the research data access centre) for microdata fi les 
[11] [36] [37].

• The Institut has monthly indicators of the response time for inquiries 
at the Centre d’information et de documentation, in order to monitor the 
commitments set forth in that regard in the Declaration of Services to the 
Public. Furthermore, the Institut periodically conducts a survey on the 
clientele’s satisfaction with the Centre.
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2.2.3 The comparability of statistical information refers to the possibility of it 
being compared or combined with other similar information (over time and over 
space, between fi elds, and between data sources). Ensuring the comparability 
of statistical information means seeing it is based as much as possible on 
concepts, classifi cations, population units, measurement tools and integration 
frameworks consistent with international standards in the fi eld in question, 
while leaving room for justifi ed particularities or innovations. The objective is, 
in the fi rst place, to make it possible, for the benefi t of users, to establish the 
coherence of the statistical information with other sources in the same fi eld or 
between related fi elds. It is, in the second place, to allow comparisons over time 
and space, in order to highlight development trends and changes that arise, or 
compare the situation observed at various geographic levels or between various 
governments, from regional, national and international standpoints.

2.2.4 The timeliness of statistical information refers to its availability at 
the appropriate and anticipated time. Ensuring the timeliness of statistical 
information means seeing that the information is produced and disseminated 
within the shortest possible time frame or with the appropriate frequency so 
as to minimize the time lag with the period or moment of observation. It also 
means ensuring that the time when it becomes available is in keeping with the 
announced or agreed upon deadline.

2.2.5 The intelligibility of statistical information refers to the ease with which 
it is understood by users. Ensuring the intelligibility of statistical information 
means providing users, in as clear a manner but also in as adapted a manner 
as possible, with the explanations required for the adequate interpretation and 
use of the statistical information. The explanations must be presented succinctly 
in layman’s terms or in a more specialized and elaborate manner, according to 
the types of users and their needs.

2.2.6 The accessibility of statistical information corresponds to the ease with 
which users can obtain it. Ensuring the accessibility of statistical information 
implies that the conditions under which it is obtained by users are as simple 
and as user-friendly as possible. It is a matter of presenting the statistical 
information available to users in a diversifi ed manner, i.e. in various formats 
and through various access modes. Users choose according to their needs, the 
anticipated use and the technical means they have available.

4.2.2 Processes

The Institut has a number of mechanisms instrumental in ensuring the quality 
of its processes, a sine qua non of the quality of its products and services. 

• A compendium of good practices in the Institut’s surveys makes it possible 
to harmonize ways of doing things in the design and implementation phases 
[26].

• A quality self-assessment form in surveys is used particularly for design, 
implementation and evaluation [27].

• The survey quality policy is aimed at explaining the use of the compendium 
of good practices in Institut surveys, and of the self-assessment form [28].

• Results and productivity indicators for collection activities make it possible to 
monitor their performance for each project [29].

• The Institut has a recurrent and cyclical process review practice under which 
its projects and processes are thoroughly reviewed and recommendations are 
made to improve their quality. A program evaluation function, particularly to 
assess the relevance of products and services, is also in place [30].

• With a view to supporting and improving its processes, the Institut ensures 
optimal use of information technologies and sees that staff understand both 
their possibilities and limitations [31] [32].

• Frequent post mortems also help to improve processes and content.

4.3 Outputs – products and services

To guarantee that the outputs of the Institut’s production system meet the needs 
of users, products and services must be reliable, accessible and able to be used 
properly. Moreover, the Institut must be in a position to evaluate the products 
and services, and reproduce them if needed. The Institut has a number of 
policy statements and mechanisms in that regard:

• The internal documentation policy [33] ensures that complete and detailed 
documentation supports all the Institut’s products and services. This makes 
it possible, among other things, to ensure the durability of the project record 
and to facilitate the work of new employees. 

• The statistical information and metadata dissemination policy [34] defi nes 
the standards for the dissemination of statistical information, in order to 
provide the user with an adequate understanding for the user’s statistical 
information evaluation and analysis work.

• The communication policy [35] defi nes the processes for communication 
with users and within the Institut, with a view to ensuring the relevance, 
reliability, neutrality and accessibility of its products and services.
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3. General orientation

The goal of the Institut is to achieve, for a given level of resources, the best 
compromise between the dimensions of quality, with a view to meeting user 
needs in the best way possible. The level of quality sought for each dimension 
cannot be absolute, since it must take two realities into consideration—the 
constraint of the interdependence of some dimensions of quality and the 
Institut’s scarce resources—and adjust to them.

Quality is a requirement at all levels of the organization: all employees, at every 
level of the hierarchy, must make a commitment to it, as each must play his or 
her role and assume his or her responsibilities.

4. Normative framework

The Institut’s normative framework for quality management is made up of the 
policy statements, procedural code, practices and mechanisms it has put in 
place with a view to managing the quality of its products and services. These 
are grouped according to three stages in the Institut’s statistical information 
production system (see below the normative framework conceptual model). First 
are the inputs into the production system, i.e. user needs. They then determine 
production, which constitutes the second stage in the system. That stage is 
itself composed of two elements: human, informational, fi nancial and material 
resources, and production processes—elements that together produce statistical 
information. The third stage corresponds to the output of the production system, 
namely, the Institut’s products and services.

The presentation of the normative framework contains references to documents 
listed in the appendix [see numbers in square brackets]. The normative 
framework for quality is implemented through the application of each policy 
statement, procedural code and practice, and each mechanism. When the 
documents are policy statements, they clarify the roles and responsibilities of 
the various parties.

• The Institut maintains a culture conducive to productive relations with its 
respondents and data suppliers, since the quality of the data it produces is 
directly linked to their collaboration. In that regard, the Institut is committed 
to lighten the burden of respondents; it assures them that the data gathered 
will be kept confi dential, and it concerns itself with all the ethical aspects 
of surveys. A special section on its Website, entitled “Information for Institut 
de la statistique Survey Respondents”, is intended especially to reassure 
respondents that the information they provide the Institut is confi dential and 
to give them information about the surveys to which they respond [11] [12] 
[13] [14].

From the standpoint of the organizational context: 

• As for its project management philosophy, the Institut functions according 
to the matrix management of its activities in order to capitalize to the extent 
possible on the benefi ts derived from the competence and motivation of its 
human resources, given the relatively modest size of the organization and the 
type of projects it carries out. The Institut’s organizational structure refl ects the 
centralization of expertise: administrative units are responsible for statistical 
programs, while other units are in charge of specialized services (methodology, 
collection, information technologies, publishing and communications) [15] 
[3].

• Hence, teamwork has a dominant place at the Institut and project managers 
play a key role in it [16].

• The Institut’s employees, particularly project managers, are supported by a 
project offi ce whose role is to document, integrate and systematize the project 
management process, and to dispense information. To that end, management 
tools for the various stages and dimensions of project management have 
been developed [17] [18] [19] [20] [21] [22].

• A program to welcome and integrate new employees provides them with 
the most comprehensive information possible about the Institut and how it 
operates [23].

• From the standpoint of information technologies, the Institut makes available 
to its staff tools, means and a work environment tailored to the varying needs 
of its projects. Specialists in that fi eld play an advisory role and ensure that 
each employee benefi ts from technologies easily and with complete security, 
always with the goal in mind of improving the effi ciency, accessibility, quality 
and simplicity of its services [24] [25].
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* Human, informational, financial and material resources.

Normative framework
– Conceptual model – 4.1

User needs

4.3
Products 

and services

4.2.1
Resources*

4.2.2
Processes

4.1 Inputs – user needs

The Institut has a number of mechanisms to establish an ongoing dialogue with 
its clientele and involve it in the development of its statistical programs, and 
the defi nition of its products and their evaluation, as well as to ensure that its 
clientele becomes aware of its commitment to quality:

• The Institut has set up and leads several advisory committees in its various 
fi elds of intervention with a view to enabling its principal clients and partners 
to express their needs and concerns, and take part in the development of its 
main orientations [1].

• The Institut has an accounting mechanism whereby it can gather own-source 
revenue. Thus, it responds to particular requests by producing customized 
statistical information.

• The Institut has a multi-year strategic plan [2] and monitors it by means 
of performance indicators. The annual management report [3] reiterates 
the commitments described in the strategic plan and accounts for the 
achievement of objectives, particularly in terms of meeting the needs of the 
clientele.

• It also conducts an annual planning exercise for its activities according to 
its available resources and the priorities it establishes, and makes public, at 
the beginning of each fi scal year, the dissemination calendar for statistical 
information on various aspects of Québec society [4].

• It produces and distributes the Declaration of Services to the Public, in 
which it acknowledges the importance of each person and makes clear 
commitments in terms of its ways of doing things and know-how, the 
protection of confi dential information and the respondents to its surveys 
[5].

• In all sectors of its activities, the Institut sets up and participates in various 
consultation mechanisms (for example, steering committees, task forces and 
follow-up committees).

4.1 Production

4.2.1 Resources

The Institut makes use of various measures to promote an organizational culture 
and context conducive to quality.

From the standpoint of the culture of the organization:

• The Institut has management values [6] that all refer to the quality of 
services and the satisfaction of the clientele, its search for performance 
and the importance of well-trained and competent human resources. More 
particularly, training activities [7] aimed at improving quality are regularly 
made available to employees.

• To be able to rely on a staff that is motivated and mobilized to respond to 
quality-related issues, and to attract and retain competent personnel, it is 
essential that the Institut be able to respond to the needs of its employees and 
know their perceptions. It is in this spirit that the Institut has institutionalized 
the conducting of a survey every three years on the organizational climate.

• The Institut is also concerned by work force planning. It has acquired a 
variety of means to maintain an optimal level of expertise, to provide for new 
employees, to have accurate knowledge of human resource needs so as to 
have suffi cient staff at all times, and to adjust staff movements in order to 
promote diversity of experience and culture.

• Furthermore, numerous programs and policy statements are aimed at the 
well-being of employees at work, as the Institut realizes that this determines 
mobilization, motivation and the provision of quality services [8] [9] [10].

• Routine, rapid and complete communication of information of an institutional 
or other nature to employees is facilitated by various mechanisms, such as 
the Intranet, the content of which is updated regularly.

General Quality Management Policy of
the Institut de la statistique du Québec

General Quality Management Policy of
the Institut de la statistique du Québec



8 9

* Human, informational, financial and material resources.

Normative framework
– Conceptual model – 4.1

User needs

4.3
Products 

and services

4.2.1
Resources*

4.2.2
Processes

4.1 Inputs – user needs

The Institut has a number of mechanisms to establish an ongoing dialogue with 
its clientele and involve it in the development of its statistical programs, and 
the defi nition of its products and their evaluation, as well as to ensure that its 
clientele becomes aware of its commitment to quality:

• The Institut has set up and leads several advisory committees in its various 
fi elds of intervention with a view to enabling its principal clients and partners 
to express their needs and concerns, and take part in the development of its 
main orientations [1].

• The Institut has an accounting mechanism whereby it can gather own-source 
revenue. Thus, it responds to particular requests by producing customized 
statistical information.

• The Institut has a multi-year strategic plan [2] and monitors it by means 
of performance indicators. The annual management report [3] reiterates 
the commitments described in the strategic plan and accounts for the 
achievement of objectives, particularly in terms of meeting the needs of the 
clientele.

• It also conducts an annual planning exercise for its activities according to 
its available resources and the priorities it establishes, and makes public, at 
the beginning of each fi scal year, the dissemination calendar for statistical 
information on various aspects of Québec society [4].

• It produces and distributes the Declaration of Services to the Public, in 
which it acknowledges the importance of each person and makes clear 
commitments in terms of its ways of doing things and know-how, the 
protection of confi dential information and the respondents to its surveys 
[5].

• In all sectors of its activities, the Institut sets up and participates in various 
consultation mechanisms (for example, steering committees, task forces and 
follow-up committees).

4.1 Production

4.2.1 Resources

The Institut makes use of various measures to promote an organizational culture 
and context conducive to quality.

From the standpoint of the culture of the organization:

• The Institut has management values [6] that all refer to the quality of 
services and the satisfaction of the clientele, its search for performance 
and the importance of well-trained and competent human resources. More 
particularly, training activities [7] aimed at improving quality are regularly 
made available to employees.

• To be able to rely on a staff that is motivated and mobilized to respond to 
quality-related issues, and to attract and retain competent personnel, it is 
essential that the Institut be able to respond to the needs of its employees and 
know their perceptions. It is in this spirit that the Institut has institutionalized 
the conducting of a survey every three years on the organizational climate.

• The Institut is also concerned by work force planning. It has acquired a 
variety of means to maintain an optimal level of expertise, to provide for new 
employees, to have accurate knowledge of human resource needs so as to 
have suffi cient staff at all times, and to adjust staff movements in order to 
promote diversity of experience and culture.

• Furthermore, numerous programs and policy statements are aimed at the 
well-being of employees at work, as the Institut realizes that this determines 
mobilization, motivation and the provision of quality services [8] [9] [10].

• Routine, rapid and complete communication of information of an institutional 
or other nature to employees is facilitated by various mechanisms, such as 
the Intranet, the content of which is updated regularly.

General Quality Management Policy of
the Institut de la statistique du Québec

General Quality Management Policy of
the Institut de la statistique du Québec



10 7

3. General orientation

The goal of the Institut is to achieve, for a given level of resources, the best 
compromise between the dimensions of quality, with a view to meeting user 
needs in the best way possible. The level of quality sought for each dimension 
cannot be absolute, since it must take two realities into consideration—the 
constraint of the interdependence of some dimensions of quality and the 
Institut’s scarce resources—and adjust to them.

Quality is a requirement at all levels of the organization: all employees, at every 
level of the hierarchy, must make a commitment to it, as each must play his or 
her role and assume his or her responsibilities.

4. Normative framework

The Institut’s normative framework for quality management is made up of the 
policy statements, procedural code, practices and mechanisms it has put in 
place with a view to managing the quality of its products and services. These 
are grouped according to three stages in the Institut’s statistical information 
production system (see below the normative framework conceptual model). First 
are the inputs into the production system, i.e. user needs. They then determine 
production, which constitutes the second stage in the system. That stage is 
itself composed of two elements: human, informational, fi nancial and material 
resources, and production processes—elements that together produce statistical 
information. The third stage corresponds to the output of the production system, 
namely, the Institut’s products and services.

The presentation of the normative framework contains references to documents 
listed in the appendix [see numbers in square brackets]. The normative 
framework for quality is implemented through the application of each policy 
statement, procedural code and practice, and each mechanism. When the 
documents are policy statements, they clarify the roles and responsibilities of 
the various parties.

• The Institut maintains a culture conducive to productive relations with its 
respondents and data suppliers, since the quality of the data it produces is 
directly linked to their collaboration. In that regard, the Institut is committed 
to lighten the burden of respondents; it assures them that the data gathered 
will be kept confi dential, and it concerns itself with all the ethical aspects 
of surveys. A special section on its Website, entitled “Information for Institut 
de la statistique Survey Respondents”, is intended especially to reassure 
respondents that the information they provide the Institut is confi dential and 
to give them information about the surveys to which they respond [11] [12] 
[13] [14].

From the standpoint of the organizational context: 

• As for its project management philosophy, the Institut functions according 
to the matrix management of its activities in order to capitalize to the extent 
possible on the benefi ts derived from the competence and motivation of its 
human resources, given the relatively modest size of the organization and the 
type of projects it carries out. The Institut’s organizational structure refl ects the 
centralization of expertise: administrative units are responsible for statistical 
programs, while other units are in charge of specialized services (methodology, 
collection, information technologies, publishing and communications) [15] 
[3].

• Hence, teamwork has a dominant place at the Institut and project managers 
play a key role in it [16].

• The Institut’s employees, particularly project managers, are supported by a 
project offi ce whose role is to document, integrate and systematize the project 
management process, and to dispense information. To that end, management 
tools for the various stages and dimensions of project management have 
been developed [17] [18] [19] [20] [21] [22].

• A program to welcome and integrate new employees provides them with 
the most comprehensive information possible about the Institut and how it 
operates [23].

• From the standpoint of information technologies, the Institut makes available 
to its staff tools, means and a work environment tailored to the varying needs 
of its projects. Specialists in that fi eld play an advisory role and ensure that 
each employee benefi ts from technologies easily and with complete security, 
always with the goal in mind of improving the effi ciency, accessibility, quality 
and simplicity of its services [24] [25].
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2.2.3 The comparability of statistical information refers to the possibility of it 
being compared or combined with other similar information (over time and over 
space, between fi elds, and between data sources). Ensuring the comparability 
of statistical information means seeing it is based as much as possible on 
concepts, classifi cations, population units, measurement tools and integration 
frameworks consistent with international standards in the fi eld in question, 
while leaving room for justifi ed particularities or innovations. The objective is, 
in the fi rst place, to make it possible, for the benefi t of users, to establish the 
coherence of the statistical information with other sources in the same fi eld or 
between related fi elds. It is, in the second place, to allow comparisons over time 
and space, in order to highlight development trends and changes that arise, or 
compare the situation observed at various geographic levels or between various 
governments, from regional, national and international standpoints.

2.2.4 The timeliness of statistical information refers to its availability at 
the appropriate and anticipated time. Ensuring the timeliness of statistical 
information means seeing that the information is produced and disseminated 
within the shortest possible time frame or with the appropriate frequency so 
as to minimize the time lag with the period or moment of observation. It also 
means ensuring that the time when it becomes available is in keeping with the 
announced or agreed upon deadline.

2.2.5 The intelligibility of statistical information refers to the ease with which 
it is understood by users. Ensuring the intelligibility of statistical information 
means providing users, in as clear a manner but also in as adapted a manner 
as possible, with the explanations required for the adequate interpretation and 
use of the statistical information. The explanations must be presented succinctly 
in layman’s terms or in a more specialized and elaborate manner, according to 
the types of users and their needs.

2.2.6 The accessibility of statistical information corresponds to the ease with 
which users can obtain it. Ensuring the accessibility of statistical information 
implies that the conditions under which it is obtained by users are as simple 
and as user-friendly as possible. It is a matter of presenting the statistical 
information available to users in a diversifi ed manner, i.e. in various formats 
and through various access modes. Users choose according to their needs, the 
anticipated use and the technical means they have available.

4.2.2 Processes

The Institut has a number of mechanisms instrumental in ensuring the quality 
of its processes, a sine qua non of the quality of its products and services. 

• A compendium of good practices in the Institut’s surveys makes it possible 
to harmonize ways of doing things in the design and implementation phases 
[26].

• A quality self-assessment form in surveys is used particularly for design, 
implementation and evaluation [27].

• The survey quality policy is aimed at explaining the use of the compendium 
of good practices in Institut surveys, and of the self-assessment form [28].

• Results and productivity indicators for collection activities make it possible to 
monitor their performance for each project [29].

• The Institut has a recurrent and cyclical process review practice under which 
its projects and processes are thoroughly reviewed and recommendations are 
made to improve their quality. A program evaluation function, particularly to 
assess the relevance of products and services, is also in place [30].

• With a view to supporting and improving its processes, the Institut ensures 
optimal use of information technologies and sees that staff understand both 
their possibilities and limitations [31] [32].

• Frequent post mortems also help to improve processes and content.

4.3 Outputs – products and services

To guarantee that the outputs of the Institut’s production system meet the needs 
of users, products and services must be reliable, accessible and able to be used 
properly. Moreover, the Institut must be in a position to evaluate the products 
and services, and reproduce them if needed. The Institut has a number of 
policy statements and mechanisms in that regard:

• The internal documentation policy [33] ensures that complete and detailed 
documentation supports all the Institut’s products and services. This makes 
it possible, among other things, to ensure the durability of the project record 
and to facilitate the work of new employees. 

• The statistical information and metadata dissemination policy [34] defi nes 
the standards for the dissemination of statistical information, in order to 
provide the user with an adequate understanding for the user’s statistical 
information evaluation and analysis work.

• The communication policy [35] defi nes the processes for communication 
with users and within the Institut, with a view to ensuring the relevance, 
reliability, neutrality and accessibility of its products and services.
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1. Objective

The goal of the General Quality Management Policy of the Institut de la statistique 
du Québec is to systematize, harmonize and improve the means now in place 
at the Institut to ensure the quality of its products and services for the benefi t 
of users.

The policy fi rst defi nes the concept of quality determined by the Institut. It 
sets forth the general orientation of the Institut as regards quality and clarifi es 
the content of the normative framework intended to ensure the quality of the 
Institut’s products and services.

2. Definitions

2.1 Concept of quality

The quality of a product or service is embodied in all the characteristics that 
infl uence its capacity to meet a given need. This multi-dimensional approach 
to quality presupposes consideration of all the criteria that tailor statistical 
information to the needs of users.

2.2 Dimensions of quality

To ensure that statistical information adequately meets the needs of its users, 
the Institut has defi ned the following six dimensions as criteria of quality: 
relevance, reliability and objectivity, comparability, timeliness, intelligibility, and 
accessibility. Before production, they constitute the targets to be met in order 
to ensure quality. After production, they represent the criteria on the basis of 
which the quality of the information is evaluated.

2.2.1 The relevance of statistical information refers to the degree to which 
it meets the needs meant to be satisfi ed. Ensuring the relevance of statistical 
information means that products and services meet the needs of users as 
comprehensively as possible. The objective is to enable users to have, on a 
routine basis and according to changes in their concerns, both an overview and 
a suffi ciently detailed description of the situation and trends in the society and 
economy of Québec.

2.2.2 The reliability and objectivity of statistical information refer to the 
degree to which it is consistent with the reality it is to describe. To ensure the 
reliability and objectivity of statistical information, users must be reassured that 
the information is as accurate as possible. This means that it was produced, on 
the one hand, so as to minimize the typical errors that normally affect data and, 
on the other, so as to maximize scientifi c rigour in the interpretations, analyses 
and summaries produced on the basis of the data. The objective is to ensure 
that the work measures reality as precisely as possible.

• The dissemination calendar for statistical information on various aspects of 
Québec society [4], distributed at the beginning of each fi scal year, enables 
users to know in advance the dates of publication of the year’s statistical 
information.

• The Institut has acquired a normative framework, a highly secure dissemination 
environment and practices to facilitate access by third parties to its statistical 
products. In particular, it places at the disposal of its clientele various access 
mechanisms: its Website, which contains all the statistical information it 
produces and its publications, may be consulted free of charge; the Centre 
d’information et de documentation (the information and documentation 
centre), which provides information on request; and the Centre d’accès aux 
données de recherche (the research data access centre) for microdata fi les 
[11] [36] [37].

• The Institut has monthly indicators of the response time for inquiries 
at the Centre d’information et de documentation, in order to monitor the 
commitments set forth in that regard in the Declaration of Services to the 
Public. Furthermore, the Institut periodically conducts a survey on the 
clientele’s satisfaction with the Centre.
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5. References

■ Other reference document of the Institut

Integrated Quality Management Framework of the Institut de la statistique du Québec. 
General Orientation Document

■ Other publications

BRACKSTONE, Gordon (1999). “Managing Data Quality in a Statistical Agency”, Statistics 
Canada, Survey Methodology, Vol. 25, No. 2, December (12-001-XPB).

TREWIN, Dennis. “The Importance of a Quality Culture”, Proceedings of Statistics 
Canada Symposium 2001 entitled Achieving Data Quality in a Statistical 
Agency: A Methodological Perspective.

STATISTICS FINLAND (2002). “Quality Guidelines for Offi cial Statistics”, on-line at www.
stat.fi /qualityguidelines.

STATISTICS CANADA. “Statistics Canada’s Quality Assurance Framework” (12-586-XIA).

General Quality Management Policy of
the Institut de la statistique du Québec



Table of contents

1. Objective  5

2. Definitions  5

 2.1 Concept of quality 5

 2.2 Dimensions of quality 5

3. General orientation 7

4. Normative framework 7

 4.1 Inputs – user needs 8

 4.2 Production 9

  4.2.1 Resources 9

  4.2.2 Processes 10

 4.3 Outputs – products and services 11

5. References  13

Appendix    14

14

Appendix

Normative framework for quality management

Documentary references

Institut Intranet

[1] Mandates, composition and reporting of advisory committees

[2] Multi-year strategic plan*

[3] Annual management report*

[6] Management values*

[7] Human resource development

[8] Employee assistance program

[9] Workplace health policy

[10] Policy to fi ght harassment

[11] Set of policies, procedures and guidelines for the protection of confi dential 
information and for security

[15] Organizational chart*

[17] Project management workshops

[18] Work sheet (project cost estimate)

[19] Project charter

[20] Budgetary adjustment form

[21] Change request

[22] Project organization manual

[23] Program to welcome and integrate new employees

[24] Compendium of technology tips and tricks

[25] Set of guidelines and procedures in the “Technologies” section

[35] Communication policy
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Institut Website

[4] Dissemination calendar for statistical information on various aspects of Québec 
society 

[5] Declaration of Services to the Public

[14] Information for Institut de la statistique Survey Respondents 

[36] Centre d’information et de documentation (information and documentation 
centre)

[37] Centre d’accès aux données de recherche of the Institut de la statistique du 
Québec (research data access centre)

Other documents

[29] Results evaluation sheet and collection management assessment chart

Policy statements and future documents

[12] Policy on information to be given to survey respondents – section 11 of the 
Act

[13] Mandate and composition of the Institut’s ethics committee

[16] Roles and responsibilities of members of the project team … to understand one 
another clearly

[26] Compendium of good practices in surveys

[27] Survey quality self-assessment form

[28] Survey quality policy

[30] Program evaluation and process review policy

[31] Overview of technologies, orientations and procedures

[32] List of reusable technological components

[33] Internal documentation policy

[34] Statistical information and metadata dissemination policy

* Also on the Institut Website.

General Quality Management Policy of
the Institut de la statistique du Québec



C

M

J

CM

MJ

CJ

CMJ

N

CoverPolicy_cmjn.ai   2006-12-21   11:10:45CoverPolicy_cmjn.ai   2006-12-21   11:10:45


	General Quality Management Policy of the Institut de la statistique du Québec
	For any information concerning the ISQ
	Table of contents
	1. Objective
	2. Definitions
	2.1 Concept of quality
	2.2 Dimensions of quality

	3. General orientation
	4. Normative framework
	4.1 Inputs – user needs

	5. References
	Appendix
	Normative framework for quality management
	Documentary references
	Institut Intranet
	Institut Website
	Other documents
	Policy statements and future documents





<<
  /ASCII85EncodePages false
  /AllowTransparency false
  /AutoPositionEPSFiles true
  /AutoRotatePages /None
  /Binding /Left
  /CalGrayProfile (Dot Gain 20%)
  /CalRGBProfile (sRGB IEC61966-2.1)
  /CalCMYKProfile (U.S. Web Coated \050SWOP\051 v2)
  /sRGBProfile (sRGB IEC61966-2.1)
  /CannotEmbedFontPolicy /Error
  /CompatibilityLevel 1.4
  /CompressObjects /Tags
  /CompressPages true
  /ConvertImagesToIndexed true
  /PassThroughJPEGImages true
  /CreateJDFFile false
  /CreateJobTicket false
  /DefaultRenderingIntent /Default
  /DetectBlends true
  /DetectCurves 0.0000
  /ColorConversionStrategy /CMYK
  /DoThumbnails false
  /EmbedAllFonts true
  /EmbedOpenType false
  /ParseICCProfilesInComments true
  /EmbedJobOptions true
  /DSCReportingLevel 0
  /EmitDSCWarnings false
  /EndPage -1
  /ImageMemory 1048576
  /LockDistillerParams false
  /MaxSubsetPct 100
  /Optimize true
  /OPM 1
  /ParseDSCComments true
  /ParseDSCCommentsForDocInfo true
  /PreserveCopyPage true
  /PreserveDICMYKValues true
  /PreserveEPSInfo true
  /PreserveFlatness true
  /PreserveHalftoneInfo false
  /PreserveOPIComments true
  /PreserveOverprintSettings true
  /StartPage 1
  /SubsetFonts true
  /TransferFunctionInfo /Apply
  /UCRandBGInfo /Preserve
  /UsePrologue false
  /ColorSettingsFile ()
  /AlwaysEmbed [ true
  ]
  /NeverEmbed [ true
  ]
  /AntiAliasColorImages false
  /CropColorImages true
  /ColorImageMinResolution 300
  /ColorImageMinResolutionPolicy /OK
  /DownsampleColorImages true
  /ColorImageDownsampleType /Bicubic
  /ColorImageResolution 300
  /ColorImageDepth -1
  /ColorImageMinDownsampleDepth 1
  /ColorImageDownsampleThreshold 1.50000
  /EncodeColorImages true
  /ColorImageFilter /DCTEncode
  /AutoFilterColorImages true
  /ColorImageAutoFilterStrategy /JPEG
  /ColorACSImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /ColorImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /JPEG2000ColorACSImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /JPEG2000ColorImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /AntiAliasGrayImages false
  /CropGrayImages true
  /GrayImageMinResolution 300
  /GrayImageMinResolutionPolicy /OK
  /DownsampleGrayImages true
  /GrayImageDownsampleType /Bicubic
  /GrayImageResolution 300
  /GrayImageDepth -1
  /GrayImageMinDownsampleDepth 2
  /GrayImageDownsampleThreshold 1.50000
  /EncodeGrayImages true
  /GrayImageFilter /DCTEncode
  /AutoFilterGrayImages true
  /GrayImageAutoFilterStrategy /JPEG
  /GrayACSImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /GrayImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /JPEG2000GrayACSImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /JPEG2000GrayImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /AntiAliasMonoImages false
  /CropMonoImages true
  /MonoImageMinResolution 1200
  /MonoImageMinResolutionPolicy /OK
  /DownsampleMonoImages true
  /MonoImageDownsampleType /Bicubic
  /MonoImageResolution 1200
  /MonoImageDepth -1
  /MonoImageDownsampleThreshold 1.50000
  /EncodeMonoImages true
  /MonoImageFilter /CCITTFaxEncode
  /MonoImageDict <<
    /K -1
  >>
  /AllowPSXObjects false
  /CheckCompliance [
    /None
  ]
  /PDFX1aCheck false
  /PDFX3Check false
  /PDFXCompliantPDFOnly false
  /PDFXNoTrimBoxError true
  /PDFXTrimBoxToMediaBoxOffset [
    0.00000
    0.00000
    0.00000
    0.00000
  ]
  /PDFXSetBleedBoxToMediaBox true
  /PDFXBleedBoxToTrimBoxOffset [
    0.00000
    0.00000
    0.00000
    0.00000
  ]
  /PDFXOutputIntentProfile ()
  /PDFXOutputConditionIdentifier ()
  /PDFXOutputCondition ()
  /PDFXRegistryName ()
  /PDFXTrapped /False

  /Description <<
    /CHS <FEFF4f7f75288fd94e9b8bbe5b9a521b5efa7684002000410064006f006200650020005000440046002065876863900275284e8e9ad88d2891cf76845370524d53705237300260a853ef4ee54f7f75280020004100630072006f0062006100740020548c002000410064006f00620065002000520065006100640065007200200035002e003000204ee553ca66f49ad87248672c676562535f00521b5efa768400200050004400460020658768633002>
    /CHT <FEFF4f7f752890194e9b8a2d7f6e5efa7acb7684002000410064006f006200650020005000440046002065874ef69069752865bc9ad854c18cea76845370524d5370523786557406300260a853ef4ee54f7f75280020004100630072006f0062006100740020548c002000410064006f00620065002000520065006100640065007200200035002e003000204ee553ca66f49ad87248672c4f86958b555f5df25efa7acb76840020005000440046002065874ef63002>
    /DAN <>
    /DEU <>
    /ESP <>
    /FRA <>
    /ITA <>
    /JPN <FEFF9ad854c18cea306a30d730ea30d730ec30b951fa529b7528002000410064006f0062006500200050004400460020658766f8306e4f5c6210306b4f7f75283057307e305930023053306e8a2d5b9a30674f5c62103055308c305f0020005000440046002030d530a130a430eb306f3001004100630072006f0062006100740020304a30883073002000410064006f00620065002000520065006100640065007200200035002e003000204ee5964d3067958b304f30533068304c3067304d307e305930023053306e8a2d5b9a306b306f30d530a930f330c8306e57cb30818fbc307f304c5fc59808306730593002>
    /KOR <FEFFc7740020c124c815c7440020c0acc6a9d558c5ec0020ace0d488c9c80020c2dcd5d80020c778c1c4c5d00020ac00c7a50020c801d569d55c002000410064006f0062006500200050004400460020bb38c11cb97c0020c791c131d569b2c8b2e4002e0020c774b807ac8c0020c791c131b41c00200050004400460020bb38c11cb2940020004100630072006f0062006100740020bc0f002000410064006f00620065002000520065006100640065007200200035002e00300020c774c0c1c5d0c11c0020c5f40020c2180020c788c2b5b2c8b2e4002e>
    /NLD (Gebruik deze instellingen om Adobe PDF-documenten te maken die zijn geoptimaliseerd voor prepress-afdrukken van hoge kwaliteit. De gemaakte PDF-documenten kunnen worden geopend met Acrobat en Adobe Reader 5.0 en hoger.)
    /NOR <>
    /PTB <>
    /SUO <>
    /SVE <>
    /ENU (Use these settings to create Adobe PDF documents best suited for high-quality prepress printing.  Created PDF documents can be opened with Acrobat and Adobe Reader 5.0 and later.)
  >>
  /Namespace [
    (Adobe)
    (Common)
    (1.0)
  ]
  /OtherNamespaces [
    <<
      /AsReaderSpreads false
      /CropImagesToFrames true
      /ErrorControl /WarnAndContinue
      /FlattenerIgnoreSpreadOverrides false
      /IncludeGuidesGrids false
      /IncludeNonPrinting false
      /IncludeSlug false
      /Namespace [
        (Adobe)
        (InDesign)
        (4.0)
      ]
      /OmitPlacedBitmaps false
      /OmitPlacedEPS false
      /OmitPlacedPDF false
      /SimulateOverprint /Legacy
    >>
    <<
      /AddBleedMarks false
      /AddColorBars false
      /AddCropMarks false
      /AddPageInfo false
      /AddRegMarks false
      /ConvertColors /ConvertToCMYK
      /DestinationProfileName ()
      /DestinationProfileSelector /DocumentCMYK
      /Downsample16BitImages true
      /FlattenerPreset <<
        /PresetSelector /MediumResolution
      >>
      /FormElements false
      /GenerateStructure false
      /IncludeBookmarks false
      /IncludeHyperlinks false
      /IncludeInteractive false
      /IncludeLayers false
      /IncludeProfiles false
      /MultimediaHandling /UseObjectSettings
      /Namespace [
        (Adobe)
        (CreativeSuite)
        (2.0)
      ]
      /PDFXOutputIntentProfileSelector /DocumentCMYK
      /PreserveEditing true
      /UntaggedCMYKHandling /LeaveUntagged
      /UntaggedRGBHandling /UseDocumentProfile
      /UseDocumentBleed false
    >>
  ]
>> setdistillerparams
<<
  /HWResolution [2400 2400]
  /PageSize [612.000 792.000]
>> setpagedevice


