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Foreword

On April 24, 1997, the House of Commons passed a motion dividing what was known as the Part
III of the Estimates document for each department or agency into two documents, a Report on
Plans and Priorities and a Departmental Performance Report. It also required 78 departments
and agencies to table these reports on a pilot basis.

This decision grew out of work by Treasury Board Secretariat and 16 pilot departments to fulfil
the government’s commitments to improve the expenditure management information provided to
Parliament and to modernize the preparation of this information. These undertakings, aimed at
sharpening the focus on results and increasing the transparency of information provided to
Parliament, are part of a broader initiative known as “Getting Government Right”.

This Departmental Performance Report responds to the government’s commitments and reflects
the goals set by Parliament to improve accountability for results. It covers the period ending
March 31, 1997 and reports performance against the plans presented in the department’s Part III
of the Main Estimates for 1996-97.

Accounting and managing for results will involve sustained work across government. Fulfilling the
various requirements of results-based management – specifying expected program outcomes,
developing meaningful indicators to demonstrate performance, perfecting the capacity to generate
information and report on achievements – is a building block process. Government programs
operate in continually changing environments. With the increase in partnering, third party delivery
of services and other alliances, challenges of attribution in reporting results will have to be
addressed. The performance reports and their preparation must be monitored to make sure that
they remain credible and useful.

This report represents one more step in this continuing process. The government intends to refine
and develop both managing for results and the reporting of the results. The refinement will come
from the experience acquired over the next few years and as users make their information needs
more precisely known.  For example, the capacity to report results against costs is limited at this
time; but doing this remains a goal.

This report is accessible electronically from the Treasury Board Secretariat Internet site:
http://www.tbs-sct.gc.ca/tb/key.html

Comments or questions can be directed to the TBS Internet site or to:

Government Review and Quality Services
Treasury Board Secretariat
L’Esplanade Laurier
Ottawa, Ontario, Canada
K1A OR5
Tel: (613) 957-7042
Fax (613) 957-7044
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The Industry Portfolio is ...

Atlantic Canada Opportunities Agency
Business Development Bank of Canada*
Canadian Space Agency
Competition Tribunal
Copyright Board Canada
Federal Office of Regional Development - Québec
Industry Canada
National Research Council Canada
Natural Sciences and Engineering Research Council of

Canada
Social Sciences and Humanities Research Council

of Canada
Standards Council of Canada*
Statistics Canada
Western Economic Diversification Canada

* Not required to submit Performance Reports

The Minister’s Message

The Industry Portfolio brings together under the Minister of Industry 13
departments and agencies (see box) with responsibilities for science and technology
(S&T), regional development, marketplace services and micro-economic policy.  With
many of the micro-economic levers available to government, as well as 41% of the S&T
funding in the federal government, the Industry Portfolio offers a versatile tool kit for
meeting the challenges of the knowledge-based economy as Canada moves into the 21st
century.  

The establishment of the Portfolio 
 has also created a new capacity for  
partnership and innovation, both among  
its members and with stakeholders in the  
private and public sectors.  This capacity  
can be exploited in every region of the     
country, since the Industry Portfolio  
provides programs and services to  
businesses and consumers with about  
15,000 staff, over 500 points of service  
in every province and territory, and  
numerous sites in cyberspace.

As Minister responsible for the  
Industry Portfolio, I have directed the  
Portfolio members to actively seek  
opportunities to exploit the synergies  
available to them as members of a team  
of organizations with similar objectives

and complementary programs. This continuing emphasis on improving collaboration and
partnership has helped to ensure that limited resources are focused more effectively on the
priority areas identified for the Portfolio: promoting S&T, encouraging trade and
investment, and helping small and medium-sized enterprises (SMEs) to grow. Working in
partnership in these areas has enabled the Portfolio to make a significant contribution to
meeting government objectives.

Of the 13 members of the Portfolio, all except the two crown corporations  (the
Business Development Bank of Canada and the Standards Council of Canada) are
required to provide annual Performance Reports.  Reporting on performance is an
important element of program management in the Portfolio.  Identifying concrete
objectives for programs and services, and measuring and reporting on progress over time,
provides an accountability framework that enables Portfolio members to assess their
effectiveness.  As the 11 individual Performance Reports demonstrate, the Portfolio
members have solid results to report for 1996-97.



Taken together, these reports provide a comprehensive picture of the Industry
Portfolio’s performance.  I would particularly like to highlight the following key Portfolio
achievements:
< the 29 very successful SME Conferences and InfoFairs held across the country,

attended by almost 51,000 Canadians;
< the publication of Your Guide to Government of Canada Services and Support for

Small Business 1996-1997, a compendium of all the services and support available to
small businesses from the federal government (over 250,000 copies in circulation); 

< the strengthening of the Regional Trade Networks and Regional Trade Plans, which
bring federal and provincial governments and the private sector together at the
regional level to generate new international opportunities for local businesses;

< the coordinated approach to S&T across the Portfolio as reflected in the Portfolio
S&T Action Plan—the Portfolio members have taken action on 45 of its 49 initiatives;

< the S&T Forum, which brought together, for the first time, the members of all the
boards and councils providing expert advice to the Portfolio departments and agencies;
and  

< innovative approaches to service delivery building heavily on partnerships, such as the
Canada Business Service Centres.

 FORD-Q highlights over this period include:  implementing its programs of
assistance to SMEs (IDEA-SME) in the areas of innovation, research and development,
design, market development, export, entrepreneurship, and business climate development;
interventions such as the Federal Action Strategy for Greater Montreal, the liaison office
in Jonquiere and the Special Fund for the Economic Development and Adjustment of
Quebec Fishing Communities (Coastal Quebec); and establishing the elements required for
quality processing and obtaining ISO 9002 certification for all its business Offices. 

Over the coming year, the Industry Portfolio will continue to build on its synergies
and to improve the services and support provided to its wide array of clients. 

_____________________________________
The Honourable John Manley
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Section I
Secretary of State’s Summary

In financial year 1996-1997, the Federal Office of Regional Development - Quebec 
(FORD-Q) continued to draw upon the energy of small and medium-sized enterprises, and
to encourage a dynamic business climate in the regions by adapting consistent, co-
operative strategies for acting in partnership. FORD-Q activities have been carried out
within the framework of its mission, which states, “the Federal Office of Regional
Development - Quebec, through its commitment to providing its clients with services
adapted to their needs, supports the development of the economic potential of the
Regions of Quebec and the creation of sustainable employment by fostering a business
climate that enables small and medium-sized enterprises to prosper and grow.”

As job creation is directly related to business growth, which occurs when the
economic environment is conducive to business expansion, FORD-Q has developed
integrated tools that encourage a consistent approach to development.

Results achieved in fiscal year 1996-1997 demonstrate that FORD-Q has strengthened
its programs of assistance to SMEs (IDEA-SME) in the areas of innovation, research and
development, design; market development; export; entrepreneurship and business climate
development. FORD-Q has directly assisted more than 1,000 companies and organizations
by providing strategic financial or informational support in priority program areas. The
continued rationale of FORD-Q’s support to SMEs has been demonstrated once again this
year through high client satisfaction and significant economic impacts as measured by job
creation, increased exports, increased capital spending and implementation of new
technologies. It is clear, therefore, that FORD-Q’s activities under the IDEA-SME
program continue to constitute an appropriate, promising approach to increasing SME
competitiveness and developing regional economies.

In addition, FORD-Q continued to refine its regional development strategy, for
purposes of sustaining and fostering an economic climate conducive to the creation of
business opportunities. In this regard, FORD-Q held Info-Fairs in eight Quebec regions. 
More than 50 federal partners took part in these events, which were attended by more
than 13,000 participants. FORD-Q co-ordinated the Federal Action Strategy for Greater
Montreal who has generated greater economic impacts. FORD-Q also co-ordinated
federal activities following the summer 1996 Saguenay disaster. In fiscal year 1996-1997,
FORD-Q financed the operation of 54 Community Futures Development Corporations
(CFDCs) and contributed to their investment funds, and financed the operating expenses
of eight Community Economic Development Corporations (CEDCs). FORD-Q also
successfully administered funds under the Canada-Quebec Infrastructure Works
Agreement and the final phase of the Canada-Quebec Subsidiary Agreement on the
Economic Development of the Regions of Quebec (SAEDRQ). Finally, at the end of fiscal
year 1996-1997, FORD-Q established the Regional Strategic Initiatives (RSI) program,
which will be gradually implemented in 1997-1998 to ensure greater consistency between
the federal government’s regional development activities and those of its partners.
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FORD-Q’s performance in fiscal year 1996-1997 indicates, therefore, that the agency
has successfully made the transition (announced in its 1995-1996 plan) toward SMEs and
support for development of regions, by capitalizing on the most promising opportunities
for the regions and their economic players. In 1996-1997, FORD(Q) obtained ISO 9002
certification for the Montreal, Val-d’Or and Sherbrooke offices and head office central
services. Effort since 1995 to optimize FORD-Q’s operating methods has encouraged
close co-operation with clients and partners. As a result, FORD-Q understands their
requirements better and can improve its operations to serve them. In addition, by carefully
monitoring the continued rationale and impact of its actions, FORD-Q will improve its
ability to provide quality service adapted to the requirements of economic players, and that
addresses the imperatives of local economies in an environment of global trade.

The Honourable Martin Cauchon
Secretary of State
Federal Office of Regional Development -
Quebec
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Section II
Departmental Overview

The Federal Office of Regional Development - Quebec was established by a series of
orders in council passed in 1991. It was given the authority required to operate
independently under the Financial Administration Act and the Public Service
Employment Act. The Department of Industry Act, which came into effect on March 29,
1995, recognized the jurisdiction of the Minister of Industry over regional economic
development in Quebec (Part II of the Act). On January 25, 1996, the Governor General
in Council once again transferred responsibility for the Federal Office of Regional
Development - Quebec to the Minister of Industry.

FORD-Q is headquartered in Montreal, with a network of 13 business offices
throughout the regions of Quebec, a federal liaison office in Jonquière and a regional
advocacy office in Hull to maintain contact with the machinery of government in the
National Capital Region. FORD-Q manages the Community Futures Development
Program, which centres mainly around 54 Community Futures Development Corporations
(CFDCs) in the Quebec CFDC network and eight Community Economic Development
Corporations (CEDCs). FORD-Q is the main federal partner in Info Entrepreneurs.

A. Mandate, Roles and Responsibilities

As set out in Part II of the Department of Industry Act, FORD-Q’s mandate is to
promote economic development in areas of Quebec where low incomes and slow
economic growth are prevalent or where opportunities for productive employment are
inadequate, emphasize long-term economic development and sustainable employment and
income creation, and focus on small and medium-sized enterprises and the development
and enhancement of entrepreneurial talent.

FORD-Q’s roles are as follows:

9 As the federal regional development organization, FORD-Q ensures the integrated
delivery of economic services and programs designed for SMEs, in concert with its
federal partners; in the regions, it works with community leaders to promote the
emergence of major development initiatives.

9 As a member of the Industry Portfolio, it actively supports national priorities, 
particularly the government’s Jobs and Growth Program, notably in the areas of
science and technology, foreign trade, investment and entrepreneurship among young
people.

9 As a federal organization operating in Quebec, it contributes to the management of the
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Canadian economic and social union by designing and carrying out horizontal, or
multi-sectoral, mandates, which involve action plans for the development of the
regions. 

The Minister responsible for the Federal Office of Regional Development - Quebec has
responsibilities with regard to regional economic development in Quebec:

9 Strategy development: in co-operation with other concerned ministers and boards
and agencies of the Government of Canada, to formulate and implement policies, plans
and integrated federal approaches.

9 Program co-ordination and co-operation with Quebec: to co-ordinate the policies
and programs of the Government of Canada and to lead and co-ordinate federal
activities in the establishment of cooperative relationships with Quebec and with
business, labour and other public and private bodies.

9 Service delivery: to provide and, where appropriate, co-ordinate services promoting
regional economic development in Quebec including services to develop
entrepreneurial talent, support local business associations, stimulate investment and
support small and medium-sized enterprises in the province or of its specific regions.

9 Program delivery: to initiate, recommend, co-ordinate, direct, promote and
implement programs and projects in relation to regional economic development in
Quebec.

9 Economic analysis: to collect, gather, by survey or otherwise, compile, analyse,
co-ordinate and disseminate information on regional economic development in
Quebec.

B. Sectors of Activity, Organization Composition, and Resource Plans

This section describes FORD-Q’s various fields of activity. The following positions
report to the Deputy Minister: an Executive Assistant; the Assistant Deputy Minister,
Strategy and Liaison; the Assistant Deputy Minister, Operations; the Director General,
Communications and Secretariat; the Director General, Resource Management; the
Director General, Information Management and Technology Development; and the
Director, Legal Services.

Deputy Minister: The Deputy Minister is responsible, on behalf of the Minister, to
manage the Department. He is the general administrator for the application of the
Financial Administration Act, for the Public Service Employment Act and for the Public
Service Staff Relations Act. Also, he is responsible of human resources management and
finance in accordance with the delegation of authority by the Treasury Board of Canada
and by the Public Service Commission. He supports and participate of the collective
management of the government. He is the senior advisor concerning policy for the
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Minister and the government. He is supported in his activities by the Executive Assistant.
The Deputy Minister is ultimately responsible (ultimately) for quality and evaluation.

Strategy and Liaison: The Assistant Deputy Minister, Strategy and Liaison, is
responsible for defining FORD-Q’s strategic approach and promoting the interests of the
regions of Quebec within the government. He directs three operating units: the Policy and
Advocacy Branch, the Planning and Strategic Orientations Branch and the Quality and
Evaluation Directorate.

Operations: The Assistant Deputy Minister, Operations, is responsible for developing and
delivering FORD-Q programs and services and for negotiating and managing partnership
agreements with other departments and federal organizations, as well as with outside
organizations, particularly financial institutions. The Assistant Deputy Minister,
Operations heads a Strategic Intervention and Product Development Branch, an
Operational Support Branch and a network of 13 business offices throughout Quebec. In
addition, the Assistant Deputy Minister, Operations, is responsible of the liaison Office in
Jonquiere and he is the co-president of the Canada-Quebec Infrastructure Works
Agreement and he is the co-president of the Canada-Quebec temporary rebuilding
program (TRBP) in Saguenay.

Communications and Secretariat: The Communications Branch is responsible for
developing a program of public information designed to raise public awareness of  
FORD-Q's initiatives and promote the federal contribution to economic development in
Quebec and the support of SMEs.

The Secretariat is responsible for managing FORD-Q’s correspondence and enforcing the
Access to Information Act and the Privacy Act. It also provides Parliamentary services and
advice for the Secretary of State and his staff, as well as FORD-Q senior management and
their counterparts.

Resource Management: Resource Management Branch (human, financial and
administrative resources) is responsible for developing programs and policies, and for
delivering operational services in all areas of human resources management. The branch
participates in the implementation of the expenditure management system, income and
expenditure control, and draws up financial policies, procedures and systems. It ensures
liaison with the Office of the Auditor General of Canada, the Treasury Board Secretariat
and the Public Service Commission. It is also responsible for managing administrative and
real property services, government contracts and procurement.

Information Management and Technology Development: Information Management
and Technology Development Branch is responsible for the integrated management of
information and the development of new technology to respond to the needs of FORD-
Q’s internal and external clientele.

Legal Services: Legal Services Branch provides assistance and counsel relevant to
FORD-Q's activities. More specifically, Legal Services activities are centred on business
law and its impact on public law. The directorate also provides litigation support services.
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Organization Chart for the Federal Office of Regional Development -Quebec
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Section III
Departmental Performance

A. Budget estimates and actual expenditure for 1996-1997

Total expenditures of $369.2 million were forecast for fiscal year 1996-1997. As
indicated in Table 1, actual expenditures exceeded forecasts by $16.1 million, or 4.0% of
the forecast total.

Table 1: Forecast and actual expenditure for the Department, by activity

(millions of dollars)

Activity Actual Actual Actual Total forecast Actual
1993-1994 1994-1995 1995-1996 1996-1997 1996-1997

Promotion of the Economic Development of 184.6      276.4     376.2     369.2      385.3      
   the Regions of Quebec

Total 184.6      276.4     376.2     369.2      385.3      

Table 2 explains discrepancies between forecast and actual expenditures. Differences
can be traced to an additional expenditure under the Small Business Loans Act and
representing the unspent portion of transfer payments carried forward to subsequent years.
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Table 2: Comparison of Total Planned Spending to Actual Expenditures, 1996-97, 
by Sector of Activity

($ millions)

Sector of FTEs Operating Ca- Voted Subtotal: Statutory Total Less: Total Net
Activity (1) (2) pital Grants Gross Grants Gross Revenue Expendi-

and Voted and Expendi- Credite ture
Contri- Expendi- Contribu- tures d to the
butions tures tions Vote

Promotion of 253 27.5 --       271.7 299.2 70 369.2 --        369.2

the Economic 253 29.6 --       261.6 291.2 94.1 385.3 --        385.3

Development of

the Regions of

Quebec

Totals 253 27.5 --       271.7 299.2 70 369.2 --        369.2

253 29.6 --       261.6 291.2 94.1 385.3 --       385.3

Other Revenues and Expenditures

Revenue credited to the Consolidated Revenue Fund -28 

-38 

Cost of services provided by other departments 3 

3 

Net Cost of the Program 368.5 

350.3 

Note: Shaded numbers denote actual expenditures/revenues in 1996-97.

  1. The number of  FTEs is independent to the others activities

  2. Operating includes contributions to employee benefit plans and ministers’ allowances.
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B. Economic context in Quebec: 1996-1997

The Quebec economy has grown more slowly in recent years than the economies of
other Canadian regions (except the Atlantic region) and Canada as a whole. Between 1990
and 1996, for example, the Quebec GDP grew at an average annual rate of 1.0%,
compared to 0.7% in the Atlantic region, 1.3% in Ontario and 2.4% in Western Canada.

Furthermore, 9,000 jobs were created in Quebec between 1995 and 1996, 5% of all
jobs created in Canada. The situation was no better in the first quarter of 1997, when
Quebec lost 7,000 jobs as 129,000 jobs were created in Canada as a whole. Most jobs
since 1989 have been created by SMEs, particularly firms with fewer than five employees.
The unemployment rate in Quebec remained stable at 11.8% in 1996, two percentage
points higher than the Canadian average.

The Greater Montreal region was particularly affected by low job creation and a high
rate of unemployment. Between 1996 and 1997, only 13,000 jobs were created in
Montreal, compared to 36,000 in Toronto, 22,000 in Vancouver and 15,000 in Ottawa-
Hull. Furthermore, the unemployment rate in Greater Montreal was 11.9 % in 1996, the
fourth highest among all Canadian metropolitan regions and equal to the rate in Trois
Rivières.

Between 1990 and 1997, Quebec was the only Canadian region in which capital assets
decreased, by an average of 1.7% annually, while they increased in Canada as a whole by
1.1%. While some of the decline observed in Quebec can be traced to the public sector,
the private sector is responsible for most. In fact, Quebec is the only region in which
private capital assets declined in this period. Manufacturing assets (which did in fact grow
between 1996 and 1997) now stand at a level below that of 1990.

On the other hand, Quebec has performed well recently in some areas, particularly
R&D and exports. Since 1990, Quebec has led the rest of Canada in gross domestic
spending on R&D, which accounted for 1.94% of the Quebec GDP in 1995, compared to
1.83% in Ontario and 1.63% in Canada as a whole. In addition, Quebec exports have risen
dramatically in recent years. Between 1981 and 1996, the share in volume of Quebec’s
GDP accounted for by international and interprovincial trade of goods and services rose
from 45% to nearly 57%.

Despite this progress, it is mainly larger firms that are involved in exporting,
particularly at the international level. In 1995, nearly 80% of manufacturing firms with 200
or more employees made sales outside the country, compared to only 28% of
manufacturing firms with fewer than 200 employees. The percentage is even lower for
firms with fewer than 50 employees (22%). On the other hand, SMEs carry out more
research and development. In 1990, 310 manufacturing SMEs were involved in research
and development activities; this figure rose to 480 in 1993.

FORD-Q is concerned about these conditions and has established its priorities to take
advantage of opportunities that encourage an improvement in Quebec’s economic
situation.
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C. Performance expectations

This section sets out FORD-Q’s performance expectations with regard to the
highlights of plans established in 1995-1996 for fiscal year 1996-1997. In its 1996-1997
Estimates, FORD-Q announced four major priorities:

9 Special Fund for the Economic Development and Adjustment of Quebec Fishing
Communities (Coastal Quebec): The Atlantic Groundfish Strategy (TAGS),
announced in 1994 by the federal government to soften the impact of declining
groundfish stocks on the economy and communities of the Atlantic coast, comprised
three activity components, including one for which FORD-Q would have responsibility
in Quebec. This component involves implementation of measures to support economic
and community development in the affected communities. FORD-Q established the
Special Fund for the Economic Development and Adjustment of Quebec Fishing
Communities with a total budget of $13.5 million, including $12.5 million in grants
and contributions approved to support the main objectives of this component until
1999-2000.

9 Canada Business Service Centres: FORD-Q proposes to strengthen Info-
Entrepreneurs in Montreal as hub of the Canada Business Service Centres (CBSC)
network in Quebec, and to establish a satellite centre in the Quebec City region. These
centres will operate with a budget of more than $4 million between 1995-1996 and
1998-1999.

9 Alliances with financial institutions: After concluding and agreement with the
Business Development Bank of Canada (BDC), FORD-Q entered into negotiations
with other financial institutions. The purpose of these alliances will be to establish loan
programs involving flexible or “patient” repayment for Quebec SMEs that invest in
industries or projects with high financial risk without satisfactory guarantees.

9 Quality process: FORD-Q established a “quality process” designed to implement the
ISO 9001 standard within the Department. To improve service quality and client
satisfaction, the procedures for planning, designing and delivering services and
products will be reviewed in order to adopt a systematic, structured, stringent and
internationally recognized process. The procedure for ISO is discussed at section IV-
D, page 44 (Supplementary Information).

In the Report submitted to Parliament in 1996 by the Chairman of the Treasury Board,
FORD-Q presented its four priorities in terms of its performance expectations for 1996-
1997. Table 3 summarizes these expectations.
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Table 3: Summary of Performance Expectations for 1996-1997
Federal Office of Regional Development -Quebec

  To provide Canadians with: To be demonstrated by:

Support for the development of C Strategic regional initiatives to consolidate and develop economic
the economic potential of all activity of the regions of Quebec over a five-year period, and
regions of Quebec more specifically  in 1996-1997, the greater Montreal area and

the coastal areas of Quebec

Help for small and medium-sized C Increased number of SMEs that export and diversify their
enterprises (SMEs), to become markets
more competitive C Increased number of SMES that identify and introduce new

technologies in their activities
C Contribute to  business start-ups
C Youths sensitized to  entrepreneurship  through training

Delivery of quality customer C Implementation, by no later than the end of 1997, of a quality
service process based on the ISO 9004-02 standard 

C ISO 9002 certification for the Montreal Island, Sherbrooke and 
Val-d’Or offices before the Spring of 1997

C Increased customer  satisfaction through measurement of the
evolution of customer perceptions with regard to response times,
attribute and  nature of services provided 

C Adapting  services to customers’ needs through  ongoing
interaction with customers

D.  Overview of performance measurement at FORD-Q

In 1996-1997, FORD-Q continued to implement performance measurement to monitor
key aspects of its performance. In this regard, FORD-Q has implemented a performance
measurement tool that meets administrative and Parliamentary accountability requirements
and provides support in the day-to-day management of FORD-Q’s internal affairs from the
standpoint of strategic management focussed on client needs.

FORD-Q’s objective in implementing the Performance Measurement Framework is to
develop a common measure for all of its activities. Work completed in 1996-1997
supported this objective. The current status of the PMF is as follows:

C Since the Montreal, Val-d’Or, Sherbrooke offices as well as central headquarters
services were certified for the ISO 9002 standard in February 1997, information to
monitor financial and non-financial services offered to SMEs may now be
collected. Certification will be extended to eight other offices in November 1997,
at which time the PMF may be applied to the financial and non-financial activities
of these offices.

C The Performance Measurement Framework has been extended to the Techno
region and Borrow to Invest components of the IDEA-SME program in the
performance report for 1996-1997.



15 (Departmental Overview)

C The Regional Strategic Initiatives (RSIs) implemented in future will all be included
in the PMF. Work in this regard is under way.

C Services offered in partnership with outside groups will be gradually included in
the PMF. Work in this regard has begun with, for example, the Community
Futures Development Corporations and the Business Leaders’ Group. The specific
objectives and activities of these partners are taken into account in adapting the
PMF to their requirements.

C A preliminary version of the key performance indicator panel has been developed
and is now in testing. The next version (planned for spring 1998) will support on-
line monitoring of all of FORD-Q’s activities.

Performance measurement has made major progress in 1996-1997 and is being
implemented as a management tool for all FORD-Q activities.
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E.  Performance Accomplishments

1.  Summary

This chapter summarizes FORD-Q’s accomplishments in terms of expectations for the
1996-1997 fiscal year.

Contribution to achieving the economic potentiel of every region of Quebec. 
During the 1996-1997 fiscal year, FORD-Q co-ordinated the Federal Action Strategy
for Greater Montreal. During this period, the Strategy generated projects in five areas
of activity: science and technology, culture and tourism industries, international
development, SME development and economic and social development. In all, the
Strategy resulted in a total investment of over $2.4 billion, including federal
government contributions of almost $600 million. In addition, FORD-Q established the
Special Fund for the Economic Development and Adjustment of Quebec Fishing
Communities (SFQC). This initiative is part of the federal government’s strategy to
soften the impact of the decline in groundfish stocks. The program began in 1996-
1997 with 105 applications for assistance, resulting in a total commitment of about
$1.5 million. The SFQC is currently being studied to make it dovetail better with other
initiatives by federal partners to improve the economic climate in Quebec fishing
communities. In 1996-1997, FORD-Q co-ordinated federal government efforts to help
people in the Saguenay following the disaster of the summer of 1996. To this end,
FORD-Q headed up a liaison office in Jonquière that brought federal players together. 
In addition, FORD-Q held eight Info-Fairs in eight different regions of Quebec,
intended to stimulate economic development and encourage business partnerships by
making young people aware of business opportunities and bringing businesspeople
together at economic conferences. The Info-Fairs were a resounding success, with
over 13,000 participants. FORD-Q also developed the Regional Strategic Initiatives
(RSI) Program in late 1996-1997 to create economic development initiatives targeting
problems specific to the regions.

Helping SMEs to become more competitive. In 1996-1997, its second year of
existence, the IDEA-SME Program generated over a thousand applications for
financial and non-financial assistance. FORD-Q’s support for SMEs through IDEA-
SME has resulted in a greater number of exporters, more SMEs using new technology
and increased company start-ups, and has raised awareness of these matters, as well as
making over a thousand participants more aware of entrepreneurship. Financial
contributions under the program were broken down into repayable (61.7%) and non-
repayable (32.3%) contributions. Under this program, FORD-Q initiated a “Borrow to
Invest” component specifically intended to make loans in the form of patient capital
accessible for research and development and marketing projects. As part of this
component, FORD-Q signed agreements with five banks. Under the Program for
Export Market Development (PEMD), FORD-Q handled 179 applications for
assistance, 118 of which were approved, for a total commitment of $6.25 million. 
During 1996-1997, Info Entrepreneurs responded to over 140,000 requests for
information, compared to 132,000 in 1995-1996. Regionalization plans were begun
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during the year and an Info Entrepreneurs office is being set up in the Quebec City
region.

Quality services to clientele. FORD-Q formalized its business processes during 1996-
1997, resulting in ISO 9002 certification for the Montreal, Val-d’Or and Sherbrooke
offices and head office central services. All staff in the regional offices received the
necessary training on certification, and the other regional offices should be certified in
1997-1998. In addition, FORD-Q established the elements required for its quality
process by setting up a marketing operation to analyse client needs, a product
development operation to draw up specifications for the services provided, and a set of
ongoing feedback mechanisms using evaluation, performance measurement and direct
feedback from clientele.

Other major initiatives. FORD-Q continued to administer the SAEDRQ in 1996-
1997. During the year, 422 of its 822 active files were closed. Lastly, FORD-Q
continued joint chairmanship of the Canada-Quebec Infrastructure Works Agreement,
with 379 projects being funded, resulting in employment spinoff estimated at over
2,400 jobs.

2. Output volume: overview

Performance for fiscal year 1996-1997 includes delivery of services to a clientele made
up of businesses and organizations,
and does not include such corporate
activities as program design,
preparation of reports to Parliament
and central government agencies,
liaison, or similar activities.

Program output data were
collected systematically in July and
August 1997 from all 13 regional
offices, the Strategic Intervention and
Product Development Branch, and
the Operational Support Branch.
These data slightly underestimate the
business volume, because some files
were in transit for administrative
purposes within the Department at
the time data were collected.

2.1 Number of files handled

More than 2,155 files were active during the 1996-1997 fiscal year.  New applications
and commitment made during previous years, with the exception of the Canada-Quebec
Infrastructure Works Program, are included in this total. Figure 4 presents the breakdown
of active files by program.
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In 1996-1997, fewer than half the files handled by FORD-Q (821 files) were
concerned with former programming. Of these, 26 did not proceed to an offer of funding.
Most of the remaining 795 active files had been transferred from previous years.

FORD-Q proceeded with its IDEA-SME programming in 1996-1997, handling 919
applications for financial assistance. In addition, in February 1997 FORD-Q began
collecting data regarding requests for non-financial assistance in the Montreal, Val-d’Or
and Sherbrooke offices. A total of 110 requests for non-financial assistance were received
between February and late March 1997. These data will be compiled for all regional
offices when certification of these offices is complete in November 1997.

The Program for Export Market Development (PEMD) generated 179 applications for
financial assistance during the year.

Finally, of the 1,098 applications for financial assistance (IDEA-SME and PEMD),
759 (or 69%) resulted in an offer from FORD-Q.  Some applications that had not resulted
in an offer were still being analysed as data were being collected.

2.1.1 IDEA-SME program

FORD-Q continued to implement its IDEA-SME program in 1996-1997, its second
year of existence. IDEA-SME generated 1,029 applications for financial assistance, as well
as requests for information and strategic advice.  In 1996-1997, a total of $53.8 million
was committed in approved assistance payments for 641 files that had resulted in an offer.
The Federal Office of Regional Development - Quebec teamed up with the Quebec
City/Chaudière-Appalaches Gatiq TechnoRegion Corporation (under IDEA-SMEs
program) to develop measures to support the economic diversification efforts of the local
business community. This project is designed to complement other funding sources to help
the region by promoting the emergence of innovative small businesses and those using
leading-edge technology in other economic sectors, cross-fertilization projects and
technology transferts between research centres and SMEs, and the realization of
developmental projects.

2.1.2 Borrow to Invest component of the IDEA-SME program

FORD-Q has reached agreements with five banks (Canada Business Development
Bank, Royal Bank, Bank of Montreal, National Bank and Mouvement Desjardins) to
improve access to financing for SMEs specializing in information work and innovation. 
These agreements are designed to provide loans in the form of  patient capital to conduct
R&D and marketing projects. In 1996-1997, a total of 133 Quebec SMEs were
recommended for loans under these agreements, for a total value of $29.4 million
guaranteed by FORD-Q.

2.1.3 PEMD program

The Program for Export Market Development (PEMD) generated 179 applications for
assistance. While FORD-Q delivers services under PEMD, the Department of Foreign
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Affairs and International Trade reports to Parliament on the program’s budgets and
expenditures. In 1996-1997, a total of 118 applications for assistance proceeded to an
offer of assistance. A total of $6.25 million was committed for approved assistance
payments. All offers were refundable.

2.1.4 Special Fund for the Economic Development and Adjustment of Quebec
Fishing Communities (Coastal Quebec)

The Atlantic Groundfish Strategy (TAGS), announced in 1994 by the federal
government to soften the impact of declining groundfish stocks on the economy and
communities of the Atlantic coast, comprised three activity components. One of these, the
Special Fund for the Economic Development and Adjustment of Quebec Fishing
Communities, is the responsibility of FORD-Q in Quebec. This Fund is designed to
stimulated start-up and expansion of local SMEs, and to stimulate the emergence of a
climate conducive to local development. In fiscal year 1996-1997, a total of 126
applications for financial assistance were forwarded to FORD-Q. Of these, 49 resulted in
an offer. A total of $1.5 million was committed in 1996-1997.

2.1.5 Canada-Quebec Infrastructure Works Agreement

FORD-Q continued to co-chair the Canada-Quebec Infrastructure Works Agreement. 
In 1996-1997, a total of $27.8 million was paid out for 379 projects for a creation of 2413
jobs.

2.1.6 Canada-Quebec Subsidiary Agreement on the Economic Development of the
Regions of Quebec (SAEDRQ)

FORD-Q successfully carried out the final phase of delivery of SAEDRQ programs
and regional development programs still in effect in fiscal year 1996-1997. FORD-Q
administered 821 files concerning contributions to companies that took advantage of
SAEDRQ programs in 1996-1997 or that had done so in previous years. A total of $91.9
million was paid out in contributions and grants under this agreement this year. In 1996-
1997, 422 of the 821 files were closed. The 399 files still active at the end of the fiscal
year will be closed gradually over the next two fiscal years.

2.2 Number of files by area of activity

Files still active from former programming arose from a variety of programs, the most
important of which were the Manufacturing Productivity Improvement Program (MPIP),
the Enterprise Development Program - Industry component (EDP-I) and the Innovation
Assistance Program (IAP). Figure 5 breaks down SAEDRQ files by programs still active.
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Figure 5: Breakdown of files active under former programming by area of activity

NB          %

Manufacturing Productivity Improvement Program (MPIP) 195 24.5

Enterprise Development Program, Industry component (EDP-I) 118 14.8

Innovation Assistance Program (IAP) 116 14.6

Enterprise Development Program, Tourism component (EDP-T) 97 12.2

Program for Disadvantaged Areas (PDA) 74 9.3

Industrial Recovery Program for Southwest Montreal (IRPSM) 34 4.3

Montreal Development Fund Program (MDFP) 34 4.3

Salmon Economic Development Program (SEDP) 21 2.6

Regional Development Program for Quebec (RDPQ) 15 1.9

Industrial Recovery Program for East End Montreal (IRPEEM) 15 1.9

Support Program for Research Institutes (SPRI) 14 1.8

Tourist Attraction and Infrastructure Assistance Program (TAIAP) 9 1.1

Other 53 6.7

Total 795 100

The 759 offers of assistance made
under IDEA-SME and PEMD were
grouped according to the type of
intervention (innovation, research,
development and design - 6.7%; market
development - 41.9%; and
entrepreneurship and business climate -
51.4%).  Figure 6 breaks down effort by
type of intervention.

2.3 Number of files by type of
activity

As indicated in Figure 7, the 795 files
active under the SAEDRQ concerned
funding of various activities, primarily
fixed assets.
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Figure 7: Type of activity, former programming

NB          %

Fixed assets 692 87

Studies 29 3.7

Development of promotional material 14 1.8

Organization of activities 13 1.6

Certification 7 0.9

Operating costs 4 0.5

Participation in an activity 4 0.5

Trade mission 1 0.1

Information 1 0.1

Other 30 3.8

Total 795 100

The 759 offers made under IDEA-SME and PEMD, on the other hand, were designed
to finance such activities as market studies, trade missions and enterprise projects.  Figure
8 breaks down these data.

Figure 8: Type of activity, IDEA-SME and PEMD

NB         %

Fixed assets 68 9.0

Studies 181 23.8

Development of promotional material 35 4.6

Organization of activities 118 15.5

Certification 27 3.6

Operating costs 22 2.9

Participation in activity 45 5.9

Trade mission 112 14.8

Information 3 0.4

Other 148 19.5

Total 759 100
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3. Continued rationale for assistance provided

Figures 9 and 10 present data for indicators selected to measure the continued
rationale for assistance provided. As demonstrated in Figure 9, the entire budget set aside
for major FORD-Q programs was committed. Funds budgeted for IDEA-SME were
insufficient to meet various demand, and were revised upward. On the other hand, only
29.2% of funds budgeted for the SFQC were committed during the fiscal year. To correct
the situation, an assessment of this program’s implementation was begun in 1997-1998.

Figure 9: Funds utilization rate by initiative

Initiative Forecast Actual

Contribution to IDEA-SME $21,9 $33,0
program

Special Fund for the Economic $3,0 $0,9
Development and Adjustment of
Quebec Fishing Communities
(SFQC)

Contributions to Province of $161,0 $163,1
Quebec under the Canada
Infrastructure Works Agreement

Contributions to the Community $12,7 $12,4
Development Program

With regard to the marginal utility of FORD-Q assistance under IDEA-SME and
PEMD, more than 89.2% of respondents said that they would not have been able to carry
out their project in the same time frame and on the same scale without FORD-Q
assistance. In addition, 60.8% of respondents received no other assistance. Finally, 
16.0% of respondents claimed that FORD-Q assistance acted as a financial lever.
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Figure 10: Marginal utility of assistance in clients’ view

Initiative utility assistance assistance financing
Marginal No other Complementary Other

* received
because of
assistance

IDEA-SME / PEMD / 89.3% 60.6% 15.1% 16.4%
Borrow to Invest

SFQC 82.7% 69.6% 14.3% 23.8%
* This percentage means that the clients said that they would not have been able to carry out their
projects in the same timeframeand with the same scope without the assistance provided by  FORD-Q

4. Efficiency and client 
satisfaction

4.1 Client profile

As illustrated in Figure 11,
79.1% of FORD-Q’s clientele for
the IDEA-SME, PEMD, SFQC and
TechnoRegion programs is made
up of businesses, while 20.9% of
the clientele for these programs is
composed of organizations.
Business clients employed 23.3
workers on  average. Furthermore,
72.3% of these businesses posted

annual sales of less than $2 million.
Most organization clients (94.4%)

are non-profit organizations, while the
balance (5.6%) are profit organizations. As
illustrated in Figure 12, 32.7% of these
organizations are regional in scope, while
16.8% are national in scope.

4.2 Client satisfaction

Rates of client satisfaction remained high
in 1996-1997, for all indicators and the
entire suite of programs.
In fact, almost all clients (more than 90.0%)
said that they were completely or
moderately satisfied.
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The lowest rates of satisfaction were obtained for response time and, to a lesser extent,
ability to address client requirements. The general quality of service and professionalism and
courtesy obtain excellent results.

Figure 13 presents detailed data on client satisfaction, broken down by indicator, program
and type of client.

Figure 13: Client satisfaction

Key indicator Level of IDEA-SME / PEMD SFQC
satisfaction

Businesses Organizations Businesses Organizations
(n = 345) (n = 105) (n = 21) (n = 2)

Accessibility 75.1% 76.2% 61.9% 50.0%
of services

Completely

Moderately 19.1% 20.4% 28.6% 50.0%

Ability to 69.3% 73.3% 57.1% 50.0%
address client
requirements

Completely

Moderately 24.4% 20.4% 33.3% 50.0%

Response 64.6% 70.5% 57.1% 50.0%
time

Completely

Moderately 26.9% 24.3% 19.0% 50.0%

Courtesy of 93.0% 93.3% 85.7% 100%
staff

Completely

Moderately 5.0% 3.9% 9.5% ---

Profes- 90.7% 89.5% 76.2% 100%
sionalism of
staff

Completely

Moderately 6.7% 8.7% 19.0% ---

General 82.9% 81.0% 71.4% 50.0%
quality of
service

Completely

Moderately 14.0% 17.5% 19.0% 50.0%

For IDEA-SME program, we evaluate the client satisfaction two times in respect with
FORD-Q’s policy in regard of ISO 9002. The first time, we evaluate immediately after we
give the service and a second time, annually, during the complementary information process to
measure the economic impact. For the enterprises and organisation’s files who were not
affect by this procedure, the client satisfaction is evaluate annually. The methodology aspect
will be discuss in section 5.1.
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4.3 Efficiency

4.3.1 Time required to process an application

The efficiency of production activities was measured for activities under IDEA-SME,
PEMD and SFQC. This computation is based on the total average number of days required to
process a file, between receipt of the application and final decision.

The average processing time for a file which culminated in an offer was 66.6 days for
IDEA-SME (based on 632 files reviewed), compared to 75.7 days in 1995-1996.

The average processing time for a file which culminated in an offer was 58.7 days for
PEMD (based on 118 files reviewed), compared to 100.6 days in 1995-1996.

The average processing time for a file which culminated in an offer was 69.7 days for the
SFQC (based on 49 files reviewed).

4.3.2 Number of programs

In 1994-95, FORD-Q provided assistance under 36 contribution programs. Those
programs have been closed progressively since 1994-1995. This number fell to 32 in 1995-
1996 and 25 in 1996-1997.  FORD-Q is therefore more carefully targeting its services, as
suggested by the Auditor General in 1995.

4.3.3 Quality indicators arising from internal audits and verifications

In 1996-1997, the Sherbrooke, Montreal and Val-d’Or offices as well as central
headquarters services were audited by an external registrar for purposes of obtaining ISO
9002 certification. All business processes developed and implemented by FORD-Q were
carefully monitored. ISO 9002 certification was achieved.

Business processes are periodically reviewed to ensure greater efficiency in FORD-Q’s
service delivery and internal operations.

5. Impacts

5.1 Methodology

This section first discusses the methodology used to obtain additional information from
clients. The impact is then presented, based on the key indicators identified in Section III-C of
this report. Only raw, non-extrapolated data are presented.

Additional information from firms and organizations to complete administrative files was
collected in co-operation with the École nationale d’administration publique (ENAP). The
work was carried out in 3 steps: preparation of forms for requests for additional information,
supervision of data collection, and data processing. Data was collected using the telephone
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exchange bank of the Quebec City offices of the firm “Impact Recherche”. In keeping with
FORD-Q’s internal procedures, a pre-test was conducted as well.

A total of 941 businesses and organizations were identified as clients in FORD-Q files. 
Upon review, however, 149 files were excluded for the following reasons: assistance not
received, not used or project not started (30); wrong number, number replaced by an unlisted
number, answering machine, fax (81); person qualified to respond no longer works for
business or organization (38).

Of the 792 eligible files, 656 requests for information were completed (81% were business
and 19% were organizations). Uncompleted requests (136) were broken down as follows:
refusal to respond (7); absence of person qualified to respond during data collection period
(71); no answer after five calls (49); and other (9). Consequently, 79.6% of clients receiving
assistance in 1996-1997 under IDEA-SME (including Borrow to Invest and TechnoRegion),
PEMD and SFQC were contacted.

Requests for information were completed between August 25 and September 9, 1997 by
seven professional interviewers. A total of five attempts were made to reach each client before
the number was rejected. In all, 11 forms were used. Clients had the option of providing
information in either French or English.

5.2 Comments on the nature of the impact

Assistance to businesses may have many impacts in addition to those desired. For
example, assistance to implement a new technology may have impacts on employment, sales,
and so on. Figure 14 breaks down the impacts of FORD-Q’s 1996-1997 programs according
to whether impacts were single or multiple.

Figure 14: Breakdown of Business Clients by Type of Impact

Type of Impact

None Single Double Triple Quadruple
or more

Businesses 6 % 6 % 11.8 % 29 % 55.3 % 
percentage

5.3 Corporate impacts

Corporate impacts include employment, business startups, creation of new or potential
exporters and increased revenues for SMEs. Table 15 reports average benefits from FORD-Q



27 (Departmental Overview)

supported projects in terms of job creation and maintenance. More than half of the number of
projects had an impact on employment. On average, each project involves creation or
maintenance of six jobs.

Figure 15: Employment Impacts

Type of impact Average number of jobs Number of businesses
created or maintained reporting employment

impacts

Job creation only 6.2 62 (15.6%)

Job maintenance only 6.5 60 (15.1%)

Job creation and (creation)  4.2 133 (33.5%)
maintenance
(simultaneously) (maintenance)  6.1

No employment impact at N/A* 142 (35.8%)
present

Total N/A* 397 (100%)

* N/A Not available

A total of 54 respondents said that assistance received from FORD-Q had been essential
to the start-up of their business, as indicated in Figure 16.

Figure 16: Business Start-up

Businesses for which assistance was essential to start-up

Number of businesses 54

FORD-Q assistance made it possible for 57 businesses to export from Canada for the first
time. In addition, as indicated in Figure 17, a total of 114 businesses that had never exported
identified potential markets outside of Canada.
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Figure 17: New and Potential Exporters

Number of businesses

Businesses that concluded sales outside of Canada for 57
the first time because of assistance received

Businesses that had never exported and that identified 114
potential markets outside of Canada because of
assistance received

Finally, as indicated in Figure 18, a total of 174 businesses reported that assistance
received from FORD-Q made it possible to increase their revenue. The average increase was
more than $460,000.

Figure 18: Increase of SME Revenue

Number of businesses reporting revenue impacts Mean revenue increase

174 $461,906.20*

* Based on 128 respondents who have identified the increase of their revenue

5.4 Immediate impact: SME awareness and attitude

Figure 19 presents immediate impacts relating to business awareness. The data indicate the
number of organizations financially supported by FORD-Q to organize and hold a number of
awareness-building activities related to the various components of FORD-Q’s program. More
than 180 organizations organized activities, which were attended by more than 5,000
businesses or individuals.



29 (Departmental Overview)

Figure 19: Immediate Impacts

Awareness

Number of organizations that held activities related to Number of businesses
attending

ISO certification 14 213

new product development 32 803 (29)*

implementation of new 25 776 (24)*
technologies

marketing of new products 39 926 (38)*

signature of sales contracts 18 235
in other Canadian
provinces

signature of government 1 20
contracts

signature of sales contracts 33 1009 (32)*
in other countries

entrepreneurship awareness 73 3578 (69)*

* The number between the parenthesis show respondents who have identified the number
   of businesses attending

5.5 Immediate impacts: SME behaviour

Figure 20 presents impacts on SME behaviour. FORD-Q assistance induced 84 businesses
to use new technology, 139 to develop new products, 159 to market new products, 75 to
identify new business opportunities, 301 to increase their marketing effort and 147 to increase
their R&D effort.

Figure 20: Immediate Impacts

SME Behaviour

Type of modification in Number of businesses Average increase
response to FORD-Q
assistance

Use of new technologies 84 N/A
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Development of new 139 N/A
products

Marketing of new products 159 N/A

Identification of new 75 N/A
business opportunities

Increase of marketing 301 $101,803.60 (252)*
activities on new markets

Increase in R&D activities 147 $141,425.00 (120)*

* The number between the parenthesis show respondents who have identified their
   expenses

   N/A Not available
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F.  Key reviews

Key Reviews

Results of Program Evaluation Studies
-Evaluation of the Experimental Local Development Project in Southwest Montreal

In response to requests from the Regroupement pour la relance économique et sociale
du Sud-Ouest de Montréal (RESO), FORD(Q) decided to help the group with its
program to support enterprise and create jobs through a two-component experimental
local development project in Southwest Montreal.

The first component, the Local Economic Development Fund, was intended to support 
firms and entrepreneurship and develop industrial and special projects. This component
was funded equally by FORD(Q) and the Quebec Department of Industry, Commerce,
Science and Technology. The evaluation showed that the large-scale action to safeguard
jobs on which the project was based was no longer required. It also indicated that the
restructuring of companies has been substantially completed, and a study undertaken in
the spring of 1997 showed a healthy industrial base in the Southwest. According to the
evaluation, firms and entrepreneurs who had received assistance from RESO under the
experimental project said they were more than satisfied.

Evaluation of the second component of the project, the Local Investment Fund,
demonstrated that it responds to a real local need. In addition, the investments made
appear suitable and the operations are carried out in a professional manner. The Local
Investment Fund is therefore continuing to operate.
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Key Reviews

Results of Program Evaluation Studies (cont’d)
-Evaluation of the contribution to the Saguenay-Lac St Jean Economic Development
Corporation

The contribution was intended to establish a team of professionals to provide support for
small and medium-sized enterprises (SMEs) so that they could take greater advantage, as
suppliers or sub-contractors, of the presence of large companies in the Saguenay-Lac-
St-Jean and position themselves on markets outside the region. The main findings indicate
that the initiative has resulted in spinoff on several levels, including the creation of a
network of about 30 enterprises; the establishment of a team of competent advisors who
developed the managerial abilities of firms; increased sales and profits and the creation or
safeguarding of jobs in the firms assisted. However, the evaluation showed that, while the
format enabled the Corporation to be self-funding, it did not fully meet the objectives for
this type of contribution. For this reason, the evaluation recommended that funding of the
Corporation not be continued.

-Review of Info-Fairs held in Quebec from February 28 to April 24, 1997

In order to increase familiarity with the products and services provided by the federal
government for SMEs and individuals wishing to start a business, Industry Canada
established a national initiative focussed on Info-Fairs. FORD(Q) was given responsibility
for setting up the events in Quebec, where eight Info-Fairs were held between February
28 and April 24, 1997.

The eight Info-Fairs brought together 53 federal partners and attracted 13,247
participants, most of them either owners of SMEs or potential entrepreneurs. The most
popular themes were funding and business start-up.

The review indicated that exhibitors and participants felt that the Info-Fair format was
relevant and should be continued. One of the main impacts of the Info-Fairs was an
increase in awareness of government products and services among SMEs and potential
entrepreneurs.

The Info-Fairs were effective and met their initial objectives. The review found that more
long-term planning would make the events more effective and efficient.

The review also determined that FORD(Q) is considered as being in the best position to
organize the Info-Fairs and that exhibitors were satisfied with FORD(Q)’s work. Lastly,
the review indicated that the satisfaction levels of exhibitors and participants were very
high with regard to most aspects of the Info-Fairs.
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Key Reviews

Other Key Reviews
To meet Treasury Board Secretariat (TBS) audit requirements, FORD(Q)’s internal audit
co-ordinator asked in January 1997 that a project be carried out on management of work
force adjustment in compliance with the TBS directive on downsizing.

The results of the audit demonstrated that work force adjustment has been completed and
that no further positions remain to be abolished. While the purchase of administrative and
financial services appeared economical at the time and resulted in the abolition of some
positions, it would appear to be less advantageous today, in view of the new mandates
which FORD(Q) has since received. The audit also showed that the services provided by
PWGSC function very well.
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Section IV
Supplementary Information

A. Contact for Further Information

Daniel J. Caron
Director
Quality and Evaluation Branch
Federal Office of Regional Development (Quebec)
800 Place Victoria
Suite 3800, PO Box 247
Montreal, Quebec
H4Z 1E8
Telephone: (514) 496-8856
Fax: (514) 283-8429
Internet address: caronda0@bfdrq-fordq.gc.ca

B. Performance Measurement Framework (PMF)

This section includes information on highlights of the Performance Measurement Framework
(PMF) at FORD-Q and key indicators.

1. Highlights of FORD-Q’s Performance Measurement Framework (PMF)

FORD-Q’s Performance Measurement Framework is designed to provide continuous and
uniform measurement of its activities. It contains the following six elements:

9 The analytical grid will provide for systematic and uniform formatting of all FORD-Q
activities.

9 The measurement fields are items that FORD-Q has decided to use to measure its
activities. These are client satisfaction, continued rationale of activities, output, immediate
impact, corporate impact, and efficiency of production activities.

9 Key indicators have been developed for each measurement field. The efficiency, client
satisfaction and corporate impact fields share common indicators. Indicators may vary in
accordance with the type of activity for continued rationale of activities and immediate
impact.

9 The key performance indicator panel presents the key indicators and related analyses
electronically, on an ongoing basis.
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9 The Performance Measurement Policy, which should be approved by the end of the
1996-1997 fiscal year, was the subject of an initial round of discussions and is scheduled
to be reviewed in concert with other procedures and committees. The policy establishes
the regulations and procedures for performance measurement, as well as an organizational
accountability framework and roles and responsibilities to ensure the smooth operation of
FORD-Q performance measurement.

9 Annual and multi-year plans are established at the beginning of each fiscal year and
contain information on the work to be accomplished at every level, with specific
timetables.

2. Key indicators

This section presents the key indicators used by FORD-Q to measure its performance.
These indicates arise directly from FORD-Q’s mission, and reflect the Department’s desired
contribution to SMEs and support for Quebec’s economic potential.

The corporate indicators use by FORD-Q to measure performance are:

9 Client satisfaction

C Client profile
C Accessibility of services
C Ability to address client needs
C Response time
C Courtesy of staff
C Professionalism of staff
C General quality of service

9 Continued rationale

C Budget utilization by initiative
C Marginal utility of assistance per client

9 Output (business volume)

C Number of files handled
C Number of files per area of activity
C Number of files per type of intervention (financial and non-financial)
C Number of files per type of activity for which assistance was granted

9 Corporate impact

C Creation and maintenance of jobs
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C Increased revenue of SMEs
C Number of new exporting SMEs
C Business start-ups

9 Efficiency

C Time required to handle applications
C Number of programs
C Qualitative indicators resulting from internal audits

These corporate indicators are based on the performance of FORD-Q’s programs. The
PMF was initially developed around FORD-Q’s main program, IDEA-SME, which was
implemented in 1995. This program includes four main areas of activity: innovation, research
and development, design; market development; export; entrepreneurship and development of
business climate. Each of these areas includes specific activities based on the regional context,
as well as some activities that are common to all regions. In all cases, key indicators used to
measure FORD-Q’s accomplishments under this program are divided into two categories:
awareness and changes in the attitude of SMEs, and changes in the behaviour of SMEs. The
key indicators are:

9 Immediate impact: SME awareness and attitude change

C Number of SMEs aware of innovation, research, development and design
C Number of SMEs aware of market diversification and export
C Number of individuals aware of entrepreneurship

9 Immediate impact: changes in SME behaviour

C Use of new technology
C Development of new products
C Marketing of new products
C Identification of new business opportunities
C Market diversification
C Increased marketing activities on new markets
C Increased R&D effort by SMEs

These key indicators will be enriched by specific initiatives to be put forward under the
IDEA-SME Program. For instance, catalyst projects will need specific measures that reflect
their objectives.
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C. Financial Summary Tables

Summary of Voted Appropriations
Authorities for 1996-97 - Part II of the Estimates
Financial Requirements by Authority ($ millions)
Votes (millions of dollars) 1996-97 1996-97 1996-97

Main Estimates Main Estimates Actual
(1)

Program

Federal Office of Regional Development (Quebec)

70 Operating expenditures 25.3 28.4 27.2
  

75 Grants and contributions 271.7 268.6 261.6
  

(L) 70.0 93.8 93.8Liabilities under the Small Business Loans Act
  

(L) Contributions to employee benefit plans 2.2 2.3 2.3
  

(L) Refunds of amounts credited to revenue in previous years 0.0 0.04 0.04
  

(L) 0.0 0.3 0.3Insurance payments (Atlantic Enterprise Program)
 

(L) Expenses arising from the disposition of surplus Crown 0.0 0.02 0.007
assets   

Total Department 369.2 393.5 385.3

1. Main estimates plus supplementary estimates plus other authorities.
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Revenues to the Consolidated Revenue Fund (CRF) by Business Line

($ millions)

Business Lines Actual Actual Actual Total Actual

1993-94 1994-95 1995-96 1996-97Planned
1996-97

Revenues to the CRF

Promotion of the economic Development of
the Regions of Quebec

Service charges - loan guarantees (1) 18 26 17 14 16

Recovery of expenditures from previous fiscal 9 9 7 10 12
years (2)

Loan interest (3), (4) 5 6 3 2 6

Year-end creditor adjustments 2 1 _ 2 4

Total Revenues to the CRF 34 42 27 28 38

1 This item represents charges paid by approved lenders under the Small Business Loans Act and the
Loan Insurance component of the Atlantic Enterprise Program

2 This item refers primarily to the reimbursement of refundable contributions made by FORD-Q.
Amounts represent forecast accounts receivable and do not include possible losses.

3 Loans by the Quebec government under the agreement concerning special zones and highways were
repaid in advance as at January 31, 1997. The account has been closed.

4 Note that fees paid by approved lenders under the Small Business Loans Act include (in addition to
interest fees) administration fees required by financial institutions to finance administration of these
loans.
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Transfer Payments by Business Line

($ millions)

Business Lines Actual Actual Actual Total Actual

1993-94 1994-95 1995-96 1996-97Planned
1996-97

GRANTS

Promotion of the economic development of
the regions of Quebec

Grants under the IDEA-SME Program  -- -- 0.003 0.3 0.2
Grants to the Gaspé-Magdalen Islands 0.3 0.5 -- 0.3 --

Economic Development Corporation
Grants under the Montreal Development Fund 0.03 0.09 0.05 0.02 0.02
Grants under the Program for Regional 0.02 1.0 1.1 1.2 1.2
 Development (Quebec)1

Total Grants 0.35 1.59 1.15 1.82 1.42

CONTRIBUTIONS

Promotion of the economic Development of
the Regions of Quebec

Contributions to the Province of Quebec under -- 92.4 197.4 160.9 163.1
the Canada-Quebec Infrastructure Works
Agreement

Contributions under the Manufacturing 23.1 18.8 9.1 5.0 3.7
Productivity Improvement Program

Contributions under the Industrial and
Regional Development Act and outstanding
commitments under discontinued
predecessor programs

2.7 2.5 0.02 0.5 0.07

Contributions under the Enterprise 23.4 16.4 8.5 6.1 2.9
Development Program

Contributions under the Assistance Program for 8.7 17.9 9.8 21.8 13.0
Research Establishments

Contributions under the Canada-Quebec 9.1 7.6 2.2 3.4 3.1
Subsidiary Agreement on Tourism
Development

Contributions under the Innovation Assistance 7.4 6.5 3.6 3.2 1.8
Program

Contributions under the Salmon Economic 2.7 2.3 3.6 2.5 2.0
Development Program

Contributions under the Assistance Program for 4.5 5.6 2.5 2.8 2.7
Disadvantaged Areas

Contributions under the Support Program for 4.5 2.9 0.8 0.3 0.3
Regional Development Activities

Contributions under the Assistance Program for 1.7 4.9 3.7 1.7 1.4
Tourist Attractions and Tourist
Infrastructure Projects



(Federal office of Regional development - Quebec) 40

Contributions under the Support Program for 0.6 0.9 0.9 0.4 0.3
Technology Development Assistance
Centres

Contributions under the Industrial Recovery 5.4 7.1 4.2 3.5 1.5
Program for East-End Montreal

Incentive contributions to encourage the 0.2 0.3 0.09 0.03 0.05
participation of Quebec businesses in
federal government procurement programs

Contributions under the Montreal Development 2.7 7.0 8.0 7.0 5.3
Fund

Contributions under the Industrial Recovery 4.9 3.0 3.3 1.6 1.7
Program for Southwest Montreal

Contributions under the Special Program for 1.8 4.4 0.4 0.09 0.2
the Laprade Region

Contributions under the Gaspé-Magdalen 0.4 0.3 0.3 0.3 0.3
Islands Program

Contributions in support of major regional 2.8 6.3 1.8 1.0 1.3
infrastructures

Regional Development Program for Quebec 2.4 4.2 3.0 4.4 3.6
(S) Liabilities under the Small Business Loans

Act
15.7 16.4 44.0 70.0 93.8

Federal-provincial agreement to improve access -- 4.4 3.7 2.0 0.9
to southwest Montreal

Contributions to the development of cultural 0.2 3.8 6.1 4.1 3.9
infrastructure

Contributions under the IDEA-SME Program -- -- 11.7 21.9 33.0
Contributions under the Community -- -- 15.7 12.7 12.4

Development Program
Special Fund for the Economic Development -- -- -- 3.0 0.9

and Adjustment of Quebec Fishing
Communities

Contributions to the Montreal International 0.3 0.8 0.6 -- 0.4
Convention Centre

(S) Insurance payments - Atlantic Enterprise 1.6 0.6 0.2 -- 0.3
Program

Total Contributions 127.7 237.9 345.7 340.2 354

Items not required

Contributions under the Canada-Quebec 0.5 0.2 0.6 -- --
Assistance Program for Industrial
Infrastructure

Contributions under the Atlantic Enterprise 0.1 0.06 -- -- --
Program

Contribution to the National Centre for Public 0.9 0.8 0.4 -- --
Transportation

Contributions under the Assistance Program for 1.2 0.07 0.05 -- --
Montreal Regional Development

Contributions under the Support Program for 0.7 0.3 0.002 -- --
Fashion Design

Contributions under the Lower St Lawrence - 0.04 --  -- -- --
Gaspé Development Program

Contributions to the Saguenay - Lake St Jean 0.6 0.6 0.6 -- --
Economic Development Corporation

Contributions under the Housing Program for 0.3 0.06 -- -- --
Southwest Montreal

Grants for the industrial recovery of Southwest 0.05 0.05 -- -- --
Montreal
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Contribution to the Matapedia Valley School 2.1 1.0 -- -- --
Board in Causapscal

Contributions to the Quebec Maritime Institute 1.1 0.3 -- -- --
in Rimouski

Contributions to the Jonquière senior citizens’ 1.7 0.06 -- -- --
community centre

Contributions under the Société du théâtre
Capitole de Québec Program

-- 0.2 -- -- --

Contributions to support the Maison des
régions

0.6 0.3 0.2 -- 0.1

Contribution under the Special Assistance 0.3 0.3 0.3 -- 0.002
Program for the Quebec Metro High Tech
Park

Grants under the Support Program for Fashion 0.07 -- -- -- --
Design

Contributions under the Eastern Quebec 0.07 -- -- -- --
Development Plan

Contributions under the Special Program for 0.02 -- -- -- --
the Thetford Mines Region

Contributions to the Municipality of Sept Iles 0.07 -- -- -- --
Grants under the Special Program for the 5.4 -- -- -- --

Laprade Region
Contributions under the Saguenay-Lake St Jean 0.02 -- -- -- --

Development Program
Contributions under the Canada-Quebec 8.1 -- -- -- --

Subsidiary Agreement on Industrial and
Tourism Development

Contributions under the Canada-Quebec 5.4 -- -- -- --
Subsidiary Agreement on Industrial
Development (1991)

Contribution towards the cost of constructing a 2.0 -- -- -- --
bridge over the Ashuapmushuan River

Total items not required 30.7 4.2 1.7 0.3 --

Total Grants and Contributions 160.6 242.8 348.6 341.7 355.72



(Federal office of Regional development - Quebec) 42

Contingent liabilities (as at March 31, 1997)

Indirect liability ($ millions)
List of contingent liabilities

Atlantic Enterprise Program (1)
Private sector loan insurance
Government Loan Insurance Program

Small Business Loans Act (2)

Current amount of indirect liability

0.235

471.2

Total 471.5

1 Represents loan guarantees under the Atlantic Enterprise
Program; under this program, the federal government guaranteed
loans to establish, expand or modernize commercial business
operations in the Gaspé peninsula, Magdalen Islands and
Atlantic provinces. In keeping with Order in Council PC 1991-
1114 dated June 13, 1991, responsibility for loan guarantees
within the Province of Quebec is assumed by FORD-Q.

2 Represents loan guarantees under the Small Business Loans Act.
This legislation, which was passed in January 1961, is designed
to increase the availability of loans to establish, expand,
modernize and upgrade small business enterprises. In keeping
with Order in Council PC 1991-1114 dated June 13, 1991,
responsibility for loan guarantees within the Province of Quebec
is assumed by FORD-Q.
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Legislation Administered by the Federal Office of Regional Development (Quebec)
The Minister has sole responsibility to Parliament for the following Acts:

None

The Minister shares responsibility to Parliament for the following Acts:
 
Department of Industry Act S.C. 1995, ch. 1
Small Business Loans Act R.S.C. 1985, ch. S-11, (modified)
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D. ISO 9000 Standard: General Overview

The ISO 9001 standard is the most complete series of the three standards (ISO 9001,
9002 and 9003). This standard can show the capacity of the entreprise to deliver their
products according with the client’s expectations. ISO 9001 express some requirements to a
quality system for the suppliers who they have to prove their capacity to conceive and supply
a certified products. This standard is valid in cases below:

a) the conception is required and the requirement concerning products will be principally
express in terms of results or, if necessary, to establish those requirements; and

b) the confidence in a product certified can be obtain by an appropriate demonstration of the
supplier’s capacity in conception matters, elaboration, production, installation and the
associate allowances.

The ISO 9001 and ISO 9002 standards are different only because the second don’t deal
with product conception. ISO 9001 standard is the most use because the requirement
concerning the products will be express in terms of conception or specification .1

Source: Dwayne D. Mathers, Robert T. Marshall, Pierre F. Caillibot, Malcolm J. Phipps.1

ISO 9000 standards, elementary principals, Canadian Standardisation Association - 1994
- CSA
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References

99 List of FORD-Q offices

Montreal (Head Office) North Shore
800 Place Victoria Tower 701 Laure Blvd, 2nd floor
Suite 3800, PO Box 247 Suite 202B, PO Box 698
Montreal, Quebec H4Z 1E8 Sept Iles, Quebec G4R 4K9

(514) 283-6412 (418) 968-3426 �� 1-800-463-1707
Fax: (514) 283-3302 Fax: (418) 968-0806

Hull (Liaison) Eastern Townships
Place du Portage, Phase II Place Andrew Paton
165 Hotel-de-Ville 65 Belvedere North
PO Box 1110, Station B Suite 240
Hull, Quebec J8X 3X5 Sherbrooke, Quebec J1H 4A7

(819) 997-8299 (819) 564-5904 �� 1-800-567-6084
Fax: (819) 997-3164 Fax: (819) 564-5912

Jonquiere (Liaison) Laval - Laurentians - Lanaudière
Suite 212 Tour du Triomphe II, Room 204
2489 St-Dominique 2540 Daniel Johnson Blvd
Jonquiere, Quebec G7X 0A2 Laval, Quebec H7T 2S3

(418) 695-5115 �� 1-888-221-2620 (514) 973-6844 �� 1-800-430-6844
Fax: (418) 695-5656 Fax: (514) 973-6851

BUSINESS OFFICES

Abitibi-Temiscamingue Mauricie - Bois Francs
906 - 5th Avenue Place du Centre
Val-d’Or, Quebec J9P 1B9 150 Marchand, Suite 502

(819) 825-5260 �� 1-800-567-6451
Fax: (819) 825-3245 (819) 478-4664 �� 1-800-567-1418

Drummondville, Quebec J2C 4N1

Fax: (819) 478-4666

Lower St Lawrence - Gaspé - Magdalen Bourg du Fleuve Building
Islands 25 des Forges, Suite 413
General Trust of Canada Building Trois Rivières, Quebec G9A 2G4
2 St Germain East
Suite 310 (819) 371-5182 �� 1-800-567-8637
Rimouski, Quebec G5L 8T7 Fax: (819) 371-5186

(418) 722-3282 �� 1-800-463-9073
Fax: (418) 722-3285
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Montérégie Outaouais
St Charles Complex 259 St Joseph Blvd
Room 411 Suite 202
1111 St Charles West Hull, Quebec J8Y 6T1
Longueuil, Quebec J4K 5G4

(514) 928-4088 �� 1-800-284-0335 Fax: (819) 994-7846
Fax: (514) 928-4097

(819) 994-7442 �� 1-800-561-4353

Montreal Quebec City - Chaudière - Appalachain
800 Place Victoria Tower 905 Dufferin Ave, 2nd floor
Suite 3800, PO Box 247 Quebec City, Quebec G1R 5M6
Montreal, Quebec H4Z 1E8

(514) 283-2500 Fax: (418) 648-7291
Fax: (514) 496-8310

(418) 648-4826 �� 1-800-463-5204

Northern Quebec Saguenay - Lake St Jean
800 Place Victoria Tower 170 St Joseph South
Suite 3800, PO Box 247 Suite 203
Montreal, Quebec H4Z 1E8 Alma, Quebec G8B 3E8

(514) 283-5174 �� 1-800-561-0633 (418) 668-3084 �� 1-800-463-9808
Fax: (514) 283-3637 Fax: (418) 668-7584

99 LIST OF PUBLICATIONS

BROCHURES:

CC The Quebec Multimedia Industry: The Emergence of a Power

CC Information Technologies in Quebec: Meeting the Challenge

CC 1996-97 Estimates, Part III, Expenditure Plan

CC Addresses and Phone Numbers of Business Offices

PAMPHLETS:

CC SME Techno Access (Fund managed by FORD-Q and the Mouvement des caisses
Desjardins)

CC Advisors Serving Small Business: SMALL BUSINESS ACCESS CENTRE

CC IDEA-SME Fund (Fund managed by FORD-Q and the BDBC)
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CC Special Fund for the Economic Development and Adjustment of Quebec Fishing
Communities (SFQC) (Available only in the Rimouski and Sept Iles offices and in
CFDCs in the Gaspé, Magdalen Islands and North Shore)

CC Small Business IDEA Program

CC Quasi-Equity Program for emerging high-tech SMEs (Fund managed by FORD-Q
and the Bank of Montreal Capital Corporation)

CC Financing Program for Innovative Small Business in Quebec (Fund managed by
FORD-Q and the Royal Bank)

CC Loan Program for Technology Firms (Fund managed by FORD-Q and the National
Bank of Canada)

CC “Certified ISO 9002" questionnaire (Available only at the Montreal office)

CC TechnoRegion: Quebec City / Chaudière-Appalaches (Available only in the Quebec
City office)

NEWSLETTERS:

CC Design: A Visible Advantage, Oct 1995, No 3

CC An Extensive International Network Serving Small Business, Dec 1995 - Jan 1996,
No 5

CC Innovation in the Regions, Feb 1996, No 6

CC Focusing on the Strengths of the Regions, May 1996, No 7

CC Translating Consultation into Action, June 1996, No 8

CC Working Together to Get Montreal’s Economy Back on Track, Sept 1996, No 9

CC Innovation and Export Herald a Promising Future for the Emerging Abitibi-
Temiscamingue Region, Nov 1996, No 10

CC Access to Loans: Funding for New Economy Firms, Feb 1997, No 11

CC FORD-Q Obtains ISO 9002 Certification, March 1997, No 12

BROCHURES SERVING SMALL BUSINESSES:

CC SME.Net.Access: Initiation

CC ISO 9000 Certification: The Passport to World Markets

CC The Challenge of Globalization: Developing Export Markets

CC Product Development: The Way of the Future

CC Motivating Personnel: A Condition Essential to Business Growth

CC Your Small-Business Marketing Plan: A Winning Strategic Tool
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CC Continuous Improvement Process: The Key to Business Growth

CC Vision and Planning: The Future of Your Business

These publications may be obtained from:

Info entrepreneurs

5 Place Ville Marie

Plaza Level, Suite 12500

Montreal, Quebec H3B 4Y2

(514) 496-INFO �� 1-800-322-INFO

Fax: (514) 496-5934
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