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THE BUSINESS INFORMATION INDUSTRY 

1.0 INTRODUCTION, METHODOLOGY AND STRUCTURE OF REPORT 

1.1 INTRODUCTION 

In an increasingly competitive global marketplace, Canadian firms need access to 
a high-quality strategic information system in order to compete internationally. A 
number of studies, including recent ones by Meta Research l  and DRI/McGraw 
Hi11,2  have documented the link between corporate competitiveness and 
telecommunications. As Kevin Lynch notes, "providing strategic information — be 
it technology diffusion, market opportunities, trade data, marketplace trends or 
sector frameworks — is one of the most important and lasting contributions 
government can make."3  Information management has been a booming field in 
recent years in the industrialized countries. Numerous technological innovations 
in the field of information technology management in recent years have 
significantly expanded the limits of possibility. Industry Canada has therefore 
decided to set up the Strategic Information Branch to serve as a catalyst in 
developing the Department's information resources. 

The objective of this study is to obtain a picture of the whole information 
industry, and specifically of the "business information industry" segment through a 
model/map of this industry and a report highlighting the size, growth, issues of 
the industry focusing on the "business information" industry segment. This report 
and model should help the Strategic Information Branch to develop a reliable 
diagnostic and monitoring tool with which to: a) address the Strategic Business 
Information Service's role, mandate and niche in the business information 
industry, and b) assist the information industry in developing their position in the 
national and international marketplace and to increase their profitability. The 
focus of this report is from the point of view of the key clients of the Department: 
the Canadian business in various sectors which require strategic information to 
perform and growth. By extension, the focus is on the content of information 
rather than on delivery. Without content the information industry would not exist. 

Increasingly, this industry is witnessing the birth of "information content 
businesses", in other words, businesses that obtain or buy information in various 
formats (CDs, publications, databases etc.) and re-sell it with an added value. 
The added value can -be created by the fact that the information has been 
consolidated from various sources, customized to meet specific needs, or even re-
formatted into another delivery mechanism, such as a database. 

1.2 RESEARCH AND METHODOLOGY 

In the course of this study we have attempted to draw a picture of Canada's 
business information industry. We shall therefore begin by presenting the results 
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of our reflection on how to define this industry's major components. Secondly, we 
shall present Canada's business information industry in facts and figures, based on 
a number of parameters. Thirdly, we shall discuss the main issues faced by the 
industry. The results of a series of case studies of companies which we believe to 
be representative of the industry's various facets appear in Appendix 1. 

We obtained our results using four main methods: 

1) A selective review of the literature on the subject and a review of 
documents produced by the Strategic Information Branch. 

2) A review of the documentation provided by the companies described in 
the case studies. 

3) Interviews with industry experts. 

4) Interviews with executives of the companies under study. A copy of the 
interview guide appears in Appendix 2. 

1.3 STRUCTURE OF REPORT 

This report is divided into four sections. Section 1 introduces the subject of the 
study, presents the methodological approach and describes the structure of the 
report. The following section deals specifically with the question of the business 
information industry. It briefly describes the industry and presents the main 
relevant data. In Section 3, we discuss the industry's operation in Canada and 
address some important issues it faces. Section 4 presents our conclusions. The 
appendices present the results of our case studies in greater detail. We shall not 
specifically discuss the points of view expressed by the executives we interviewed 
so as to protect their confidentiality. 
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2.0 THE BUSINESS INFORMATION INDUSTRY 

2.1 DEFINITION OF THE BUSINESS INFORMATION INDUSTRY 

In its purest form, electronic publishing does not have a print equivalent. New 
media CD-ROMs are emerging that also lack a print equivalent. Some 
government files are available electronically that have never been available as 
bound volumes. CD-ROM products, such as multimedia encyclopedia, are similar 
in content but may be considerably di fferent from their print counterpart. Other 
types of information are published in both print and electronic form, even though 
there are sometime large variances in time lag between the two media. 

There are different types of organization adding value in various phases of the 
information life cycle: creation/generation, collection, storage, retrieval, 
repackaging, utilization, dissemination and communication, archiving (including 
preservation and conservation), and destruction. 

In the literature, we find a variety of approaches to defining the industry. The 
U.S. approach is the most sweeping, for it also embraces all information and 
communication technologies and broadcasting. In light of the interviews we have 
conducted, it appears that most people think of the industry in terms of a 
subdivision into two types of activity plus a third intermediate activity. These 
three categories are: 

1. Information producers, i.e. the creators of databases. 

2. Information distributors, i.e. companies which provide access to databases. 
The typical distributor provides access to a number of databases and may 
index the information differently. 

3. Information brokers, i.e. companies which offer personalized information 
search services and deal with a number of information distributors. They 
are a kind of middle-man between the business customer and the 
information distributors and producers. Alert service providers fall into 
this category. 

2.2 THE BUSINESS INFORMATION INDUSTRY IN FACTS AND FIGURES 

The online industry's rapid growth is well known. In the world, the industry took 
in $10.1 billion (US) in 1992, and sales are projected to grow 50%, to $15.2 billion 
by 1997. The industry primarily comprises business markets. Ninety-five percent 
of its revenues were from business-oriented services (Business Wire, 1993). The 
database industry as a whole is a possession almost entirely of the industrialized 
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west. Data on online and CD-ROM databases worldwide in The Gale Director),  of 
Databases shows that only 0.6% of databases listed in 1993 are published in 
developing countries. Only just over 2% of CD-ROM titles published worldwide 
come from the Third World. Figures for former East Block countries are similar. 
Even the telecommunications infrastructure is deficient in those countries. 

'There is little reliable data on Canada's business information sector. Almost all 
the stakeholders interviewed in the course of this study referred us to the 
Information Industries Committee of the Information Technology Association of 
Canada (ITAC-IIC) survey and the Nickerson study (1993), which uses data from 
the Espial Canadian Database Directories, published by Services documentaires 
multimédia. We used the most recent version of the Espial directory for this 
study. 

Table 1 shows a snapshot of the industry's information production and distribution 
segments. 
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Table 1 

The Business Information Industry 

Producers Distributors 

Number: Number: 
» Total: 91 distributors (1993) 

» Total: approx. 250 » Majors: 46, including 4 U.S. 
» Private: approx. 30 » Private: approx. 30, including 

about 10 of the majors 
Annual revenues: $175-200 million 

Databases: approx. 500 Major private distributors: 

Subject area (revenues): Globe Information Services (Toronto) 
Business/economy ($15 M) (264 databases) 
Law/government ($45 M) QL System Limited (Kingston) (266 
Science/technology/medicine databases) 
($27 M) CA-ONLINE (Toronto) (42 
Finance/banldng/stocks ($85 M) databases) 
Education ($2 M) Carswell (Scarborough) (102 bases) 

Micromedia (Toronto) (54 databases) 
Major private producers: CDROM-SNi (Montréal) 

SDM (Services documentaires 
Carswell Professional Publishing multimédia) (Montréal) (19 databases) 
(36 databases) Infomart Online (Southam Electronic 
Financial Post Data Group (13 Publishing, Dialog) (Toronto) (105 
databases) databases) 
Glèbe  Information Services (11 iNet 2000 (Ottawa (75 databases) 
databases). 
Micromedia Ltd. (8 databases) 
QL Systems Ltd. (22 databases) 
Southam Electronic Publishing 
(Infomart) (32 databases) 
CCH/FM ltd (16 databases) 
Dun & Bradstreet 
SDM (Services documentaires 
multimédia) (Montréal) (10 
databases) 

1 
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Databases in the business/economy subject area are produced by about half the 
producers, closely followed by the law/government and 
science/technology/medicine subject areas; one third of the producers are 
involved in each of these areas. It should be noted that the 
law/government/current affairs area generates the greatest revenues — nearly $50 
million, almost one quarter of the total. 

An alternative way of analyzing the size and growth of the electronic database 
industry is to counting databases. This is the approach frequently used by the 
OECD . It is also used by Nickerson (1990). The approach is not perfect but 
presents some interesting features : it is independent of industrial organization (if 
one only counts the number of companies, it has to take into account their sizes) 
and, in a mixed economy where private sector companies and public sector 
organization coexist it allows to count for all production. The approach also 
presents some limits : no standard for counting, not taking into account of the size 
of the database and the value of the information, difficulties to make international 
comparisons. We have made sorne interesting calculations based on ESPIAL 
Canadian Database Directories. The most recent directory dated 1993. 

The number of databases which contain current information on Canadian 
activities is growing each year. The 1993 directory records 521 databases (499 in 
1992, 379 in 1989). Apprœdmately 25% of those are in the French language or 
contain French language materials, the remainder are in English. 

Table 2 shows the distribution of Databases in five distinct categories by subject 
area for 1987, 1989 and 1993 and the percentage of growth during the entire 
period. 
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Table 2 

Number of Databases by Subject Area 

Subject Area 1987 1989 1993 Growth 

General 46 64 124 170%  

Law/Government 36 79 108 200%  

Business/Finance 41 74 126 207%  

Science/Technology 58 86 106 83%  

Other Social 35 42 57 63% 
Sciences 

Total 216 376 521 141%  

Source: The Espial Canadian Database Directory 1993 and Nickerson (1990), The Canadian Electronic 
Database Industry: Impact on Foreign Services and Canadian Competitiveness. 

Table 2 shows significant growth in the industry — 141% in 6 years, or cumulative 
average annual growth of over 15%. Moreover, the strongest growth was 
registered in the subject areas which bear directly on the operations of Canadian 
businesses: law/government and business/finance. In these categories, the annual 
increase in the number of available databases has been about 20%. 

This study takes a particular interest in the point of view of Canadian businesses. 
Table 3 contains detailed data on subcategories of the business/finance subject 
area. We find a particularly large number of databases in the fields of taxation 
(41 databases), general corporate information (19 databases) and the stock market 
(11 databases). We also note that three-quarters of the databases have over 80% 
Canadian content. Only 21 of the 126 databases have over 30% content related 
to non-Canadian companies. 

It should be noted that the legal services market — which is said to be a very 
sizable one — can also be considered a subcategory of the business market in the 
sense that the users of legal services are very often businesses. Lawyers who 
specialize in corporate law — matters such as mergers and acquisitions, securities 
and private financing — offer their services to businesses; they negotiate and 
handle the legal aspects of transactions such as takeovers, shareholder 
agreements, listing securities on the stock market, incorporation, corporate 
acquisitions and divestments, or transactions subject to the Competition Act. 
These lawyers act more as business consultants than trial lawyers, generally 
seeking a compromise which will lead to a mutually beneficial transaction. 
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Table 3 

Number of databases in the business/finance category by 
subcategory and percentage of Canadian content 

1993 

Subcategory + 80% 30 - 79  % 5 - 29% - 5 c7o Total 

Banks 3 0 0 0 3  

Companies 20 4 0 3 27  

Credit 2 0 0 0 2 

Finance 4 1 1 0 6 

insurance 4 0 0 0 4 

Management 2 1 0 5 8  

Marketing 6 0 0 0 6  

Stock 11 1 8 3 23 
market 

Taxation 41 1 0 0 42  

Trademarks 4 0 0 0 4  

Development 0 0 1 0 1  

Total 97 8 10 11 126  

Source: Compilation made from The Espial Canadian Database Directory 1993. 

The industry had a total of 91 information distributors in 1993, of which 46 were 
majors; four of the majors were U.S. firms. Most of the major distributors are 
based in Ontario (30 in all, 11 of them in Ottawa), followed by Quebec (7 
distributors), British Columbia (4) and Alberta (1). Of the 46 major distributors, 
about 15 are government agencies or university-affiliated organizations while 
about 30 are private-sector organizations. 

The number of private-sector information distributors — about 30 — can seem low, 
mid-range or high, depending on how we look at it. It is small in comparison with 
other sectors of economic activity, particularly other segments of the information 
technologies industry. For example, Canada has about 2,500 computer services 
companies, or almost 1,000 times as many. The figure is mid-range in terms of 
market dynamics, in the sense that there are enough players to ensure healthy 
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competition. No company has a monopoly in the marketplace. The figure is high 
from the point of view of users, who must choose one or more distributors to 
obtain the information they need. 

More detailed analysis of the Espial database directory indicates considerable 
overlap among information distributors and producers. A number of different 
distributors offer access to the same databases (at least in part) and a number of 
databases are available through more than one distributor. By doing business 
with just a few of the major information distributors, a company can have access 
to a very wide selection of databases. In the business/finance category, the largest 
distributors are Carswell, Dialog, Globe Information Services, Infomart Online 
and QL. By making business with only one of the major, for example QL System 
LID or Globe Information Services, a businessperson can access about half of the 
databases produced. This person could completed its access by making business 
with one of the specialized firms which give exclusive access to few specialized 
databases. For instance, in the banking area, one can use Reuter or, in the credit 
area, one can make business with Creditel which produced a large database (over 
1.1 millions records) on the credit standing of Canadian companies. 

We should also point out that one must resist the temptation to add the number 
of information distributors to the number of producers. Some companies appear 
in both categories, either under the same name or under two different names. 
For example, Services documentaires multimédia belongs to both categories. We 
also find Micromedia on the list of producers and Dialog, which was part of 
Micromedia, on the list of distributors. Reuter Information Services, a Toronto 
firm based, is both producer and exclusive distributors of the MRATE database 
(Money Market Rates). Moreover, indexing is not an exact science. For example, 
Cedrom Technology is listed as a producer although the company considers itself 
a distributor. 
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Table 4 shows the number of databases by subject area breakdown by producers. It 
shows that the government produce about one out of four databases. Interesting enough, 
it is in the Science and Technology area that there are the higher proportion of 
databases produced by foreigner with 37%. In this report, emphasis is being put on 
databases in the Business and Finance sub-category. In the latter sub-category, 37% of 
databases are produced by the public sector and 48% by the private sector and 9% are 
produced by Non-for-Profit organisations (such as associations). Table 5 allow a more 
detailed analysis of the Business/Finance sector. 

Table 4 

Number of Databases (%) by Subject Area Breakdown by 
Producers 

1993 

Subject Area Govnt Univ. n.f.p. Foreign Priv. Total 

General 29 22 5 - 4 64 124 
(23%) (18) (4%) (4%) 52%)  

Law/ 70 7 5 1 25 108 
Government (65%) (6%) (5%) (1%) (23%)  

Business/ 46 0 11 8 61 126 
Finance (37%) (0%) (9%) (6%) (48%)  

Science/ 44 5 5 39 13 106 
Technology (42%) (5%) (5%) (37%) (12%)  

Other Social 25 3 2 14 13 57 
Sciences (44%) (5%) (4%) (25%) (23%)  

Total 214 37 28 66 176 521 
(41%) (7%) (5%) (13%) (34%) 

Source: Compilation made from The Espial Canadian Database Directory 1993. 

Table 5 demonstrates that it is in the taxation sub-category that the government is 
relatively the most active with three quarter of the databases produced. Revenue 
Canada, with its numerous databases on taxation, is responsible to a large extent 
of this situation. If one does not take into account the involvement of the 
government in the taxation area, the part of the government in producing 
databases in the business/finance category wold be 18% instead of 37% and the 
percentage of databases produced by the private sector would be 60%. In fact, it 
is noteworthy that 27 of the 42 databases related to taxation are produced by 
Revenue Canada and three others by other government agencies. An additional 

Industry Canada — March 1995 — Management Consulting Branch 10 



1 

1 
1 

1 

1 
1 

1 

THE BUSINESS INFORMATION INDUSTRY 

seven of the taxation databases are produced by CCH/FM of Don Mills, Ontario. 
Most of these databases are accessible through the information distributors QL 
Systems and Globe Information Services. 

Table 5 

Number of Databases (%) in the Sub-category Business/Finances 
Breakdown by Producers 

1993 

Sub-category Govnt n. f. p. Foreign Priv. Total 

Banks 0 0 0 3 3 
(0%) (0%) (0%) (100%)  

Companies 8 2 2 15 27 
(30%) (7%) (7%) (56%)  

Credit 1 0 0 1 2 
(50%) (0%) (0%) (50%)  

Finance 0 0 1 5 6 
(0%) (0%) (17%) (83%)  

Insurance 0 2 0 2 4 
(0%) (50%) (62%) (25%)  

Management 0 1 5 2 8 
(0%) (13%) (62%) (25%)  

Marketing 2 0 0 4 6 
(33%) (0%) (0%) (67%)  

Stock 1 5 0 17 23 
Market (14%) (22%) (0%) (8%)  

Taxation 31 0 0 11 42 
(74%) (0%) (0%) (26%)  

Trademarks 3 0 0 1 4 
(75%) (0%) (0%) (25%)  

Development 0 1 (100%) 0 0 1 
(0%) (0%)  

Total 46 11 8 61 126 
(37%) (9%) (6%) (48%)  

Source: Compilation made from The Espial Canadian Database Directory 1993. 

1 
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It should be noted that many so-called private information producers are 
marketing databases which consist of information compiled by government or 
government agencies. For example, Carswell Professional Publishing, which is 
considered a producer, markets some forty databases which are almost all based 
on information from government sources, such as the EPUB (Excise Publication), 
FBUB (Budget Documents), GS'IT MEM (GST Memoranda) and ITR (Income 
Tax Regulations). These are a series of full-text databases dealing taxation 
matters. Micromedia is the "producer" of the CCNC (Canadian Corporation Data 
Base, accessible through DIALOG, Infomart Online, Data-Star and Carswell), 
which consists of data on the financial position and management of 8,000 
Canadian companies over the past five years, based on information obtained from 
monitoring agencies. 
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3.0 THE ECONOMIC NATURE OF INFORMATION MANAGEMENT AND OTHER 
QUESTIONS OF INTEREST 

In this section, we will briefly discuss how the economic nature of information 
management - particularly electronic information - differs from that of other 
goods and services. These differences have an impact on pricing and on the 
industry's structure. We shall also deal with a number of issues specific to this 
industry. In order to protect the confidentiality of our interview subjects, we shall 
not attribute specific points of view to any companies or groups of people. It is 
interesting to note, however, that there is a significant convergence among the 
positions and it was relatively easy to reconcile the expressed points of view. 

3.1 THE ECONOMIC NATURE OF THE INFORMATION PRODUCT AND 
PRICING POLICIES 

There is general consensus that freeing the world from paper does not make the 
information less expensive. Even as the cost of computing has come down, prices 
for online information did not decrease substantially. "Paper is not the issue in 
cost; the value of the information is."4  What is costly is to collect and process the 
information, not to transmit it. 

It seems that the electronic publishing work best when parts of a publication are 
more important than the whole. This is why the value-added is often in the 
classification and indexation of information. The information can be offered in 
the size it needs to do the task,as well as be manipulated. Right now, books that 
are meant to be read cover to cover are not well served by electronic publishing. 

Nevertheless, electronic publishing brings a new problematic due to the economic 
nature of the product. The fimdamental principle underlying a free economy such 
as that existing in Canada and the United States, is belief in the benefits of 
maximum competition among private sector organizations for the reproduction 
and distribution of goods and services. But, information - especially when it is 
electronically transmitted - is different in some significant ways from tangible 
commodities sold in the market place such as cars, pens or hair cuts. Because of 
this, markets for infemation products are not functioning the same as markets for 
tangible commodities. Here are the principles atypical characteristics of 
information products: 

Information can be possessed by many persons simultaneously at the same 
cost; 

It is difficult to prevent persons who wish to do so from possessing 
particular piece of information. 
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Information can become obsolete, but it cannot be depleted. Frequent use 
of information is possible at no extra cost. 

There is therefore a significant public element in the production of this type of 
service. The business information industry may be said to be similar to software or 
cinema insofar as it demands a high initial investment but can produce additional 
copies at very low cost. Economics tells us that this type of production structure 
(low marginal cost, high average cost) leads to natural monopolies. At the very 
least, this model favours large companies at the expense of small ones. Marginal 
cost pricing - which is normally the best option - would yield constant deficits and 
therefore would not be viable in the long term in a fully private marketplace. In 
order to survive and thrive, private-sector companies must adopt innovative 
pricing strategies. Government intervention in this market may be justifiable.' 

In the United State, the drive to commercialization of the network world was 
advanced further by the formation of the Commercial Internet Exchange 
Association (CIX) in 1991. CIX is a trade association for all commercial Internet 
carriers. Member of the association have agreed to exchange traffic at a fixed, 
equal cost determined by the Association. There is also a federal/national trend 
to remove funding from service providers and provide funding more directly to 
users, especially individuals. According to Doty and Bishop, the aims are to 
remove what many consider artificial barriers to commercial entry, to allow the 
market to support networking, and perhaps, to some extent, to serve user 
communities. (Doty and Bishop, 1994, p. 786) 

The case studies carried out for this report show that pricing policies for online 
services vary from one information distributor to another in Canada: possibilities 
include annual subscription fees, flat querying fees, per-minute or per-entry 
charges, downloading or retrieval fees, etc. Recently, we have been seeing a 
major reorganization of pricing structures. Companies are moving towards a 
system of higher subscription fees (usually monthly) and free connection time 
thereafter, with an additional charge based on the number of documents actually 
consulted. This new approach is designed to encourage customers to make 
greater use of the service by not penalizing new customers who are unfamiliar 
with the system and need more time to find a document. Customers are thereby 
encouraged to explore the service's full potential and are charged only for their 
actual use of the system. Customers may have to pay long distance charges where 
applicable, but these are slight in comparison with current online charges. 

This approach is consistent with economic efficiency as long as the system is not 
overloaded, for the price reflects real use. We believe it is a second-best solution, 
however, for true marginal cost pricing would not be viable in the long term. All 
the companies we spoke to confirmed this general market trend. As long as 
monthly subscription charges are not prohibitively expensive, this approach should 
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prove profitable. 

CD-ROM databases are available by subscription or single purchase. Updates 
vary according to user needs. Subscription fees generally vary according to the 
buyer and the use to which the CD-ROM is to be put. For example, school 
libraries pay less than government departments and large departments pay more 
than small ones. The price is tied to the number of potential users. Once again, 
the pricing system derives from the product's special nature. In theory, if the 
information market had all the characteristics of an ordinary product, the price of 
CD-ROM should be based on the marginal production cost and would be the 
same for all buyers. The industry's special pricing  structures  provide a kind of 
indirect confirmation of our analysis of the economic nature of information. 

The special economic nature of information services has a direct impact on the 
industry's structure and contracts. Many companies that operate in Canada are in 
fact succursal of large american. For instance, this is the case for DIALOG. The 
industry's information distribution segment is dominated by a few big players (in 
relative terms) which have exclusive contracts with database producers 
(particularly the press agencies). In the database production segment, high fixed 
costs have also led to a market dominated by a few major players, including 
government departments and agencies which develop large databases. 

The information broker segment has entirely different characteristics; by its 
nature, it is closer to activities such as management consulting. When this 
segment has developed to its full potential, we may expect to see firms of all sizes 
operating in the marketplace. It is generally thought that there are neither 
economies of scale nor diseconomies of scale in this market. Moreover, existing 
consulting firms are using electronic information to an increasing extent and are 
becoming information brokers in a sense. 

3.2 ROLE OF TECHNOLOGY 

For decision makers-executives, managers, and policy makers the management of 
information is especially important. Filtering mechanisms must be developed to 
direct appropriate, timely information to them with a minimum of diversion to 
irrelevant details. Technology plays a dual role here because of its capacity to 
increase and diversify information flows, as well as its capabilities for sorting, 
reducing, storing, and targeting information for use on a highly individualized 
basis. 

The role of technologies and innovation has been stressed many times during the 
conduct of this study by companies interviewed. Electronic publishing itself is 
subject to rapid innovation. In fact, many firms mentioned that they were 
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technology driven. On the other hand, it is important to understand the 
difference between managing information technology and managing information. 
They  present different management challenges. The information managers should 
identify the key tasks by which important information is acquired, stored, and 
used. Those key tasks are: 

1. Assessing information needs and requirements. 

2. Acquiring and capturing information. 

3. Categorizing, packaging indexing information. 

4. Developing information products and services. 

5. Storing information or distributing and disseminating information. 

Effective information management require cross-functional and interdisciplinary 
teams combining talents and experience of managers, information services 
professionals and content specialists. Firms interviewed have resisted the 
temptation to leave the job completely in the hands of technology developers in 
spite of the importance of technology innovation and the important role played by 
those developers. But, firms interviewed continually invest in the development of 
new services and new applications. 

Developments in telecommunications will soon make it possible to provide access 
to multimedia databases (text, sound, images and video) through video servers. 

One aspect of the value-added of producers of information has to do with 
technology. Those companies allow clients to navigate into many different 
databases using a single exploitation language. 

3.3 COPYRIGHT ISSUE 

Copyright is protected in online databases by contract between the database 
producer and the publisher from whom the online rights are purchased. A clause 
in the contract will deal with its distribution and redistribution rights. 

For the majority of people we interviewed, copyright is not an issue from a 
technical point of view. Copyright can be perceived as part of a broader context 
which includes complementary issue of access to digital information, and the 
interacts with questions such as intellectual property law and public policy for 
digital information and the role of libraries and publishers. Those are quite a 
complex and profound set of issues. The industry members we met have, 
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generally speaking, more practical points of view on the copyright issue and the 
role of the government in this regard. Those can be summarized as follows: 

Intellectual property is an issue in the sense that it can threat on the 
economic viability of the industry. 

CD-ROM format is safer because it cannot be copied as easily. As it is the 
case for a dictionary for instance, down loaded to hard disks or diskettes 
but not all the information. 

In the United States, the governmental action of the past 25 years better 
supported the industry than did the Canadian government in the 
management of copyright issues related with governmental information. 

The governments are the largest producers and consumers of information. 
The governments do not have the same kind of economic incentive for 
publishing as private, for-profit companies. Maximizing the social good is 
the very reason for government's existence. 

It has been mentioned during interviews that governments do not always respect 
copyright legislation. One example cited was the clipping services. Interestingly 
enough, some people within the industry believe that departments do not pay 
royalties for printing many copies of newspaper articles, which is not the case. 

A complementary issue is the authorship and source of work. We believe that 
this issue of "integrity" is more relevant for academics than for business. For 
Clifford Lynch (1994),"a system of information access and distribution that 
maintains information integrity provides its users with consistent reference - 
through citation and retrieval - to a body of information overtime...should also 
provide the user with a reasonable expectation of correct attribution of authorship 
and source of work". 6  We must recognize that in print, it is easier to keep track 
of who published a given work and when. We should preserve the integrity of the 
act of publication, central to our culture. The servers may play an important role 
in this regard, similar to traditional publishers. We have to recognize that it will 
be more difficult to resolve the issue of attribution of information since one key 
advantage of electrnic publishing is that piece of work can be constantly 
improved through numerous drafts done by a number of individuals and groups. 
It is almost like publishing many updated versions of a document on a continuous 
basis. 

There is a trade off between the need to protect intellectual property versus the 
risk of severely limiting the distribution of services. 

Some companies are not faced with the copyright problem to the same degree 
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because they are vertically integrated. Dun & Bradstreet is a good example; it is 
at once a producer and broker. 

3.4 ROLE OF GOVERNMENTS 

According to the people interviewed in the course of this study, the U.S. 
government has long had a more open policy with respect to information 
management and distribution than the Canadian government. An excerpt from a 
report published by the U.S. Department of Commerce in 1994 sums up their 
philosophy in this respect: "Good service includes good access to information. 
Government information is a public asset. The government should make 
information available to the public on timely and equitable terms. It should foster 
the existing diversity of information sources, in which the private sector, along 
with the State and local government, libraries, and other entities are significant 
partners. The principles apply whatever the medium, printed or electronic, in 
which the information has been collected or stored" It is also the US 
government point of view that today, information technology can create the 
government of the future, the electronic government. 

Our interview subjects allowed that the Canadian government has in recent years 
improved its policies and especially its attitude towards people seeking 
information from government sources. However, much remains to be done. A 
number of people told us that it was sometimes easier to get Canadian 
information by going through foreign sources. One example which was mentioned 
was access to the Department's patent databases. It is said to be easier to obtain 
information on Canadian patents by consulting a British database than by going 
directly to the Department. This criticism is perhaps unjustified. However, this is 
the prevailing perception in information management circles. 

Our interview subjects agreed that government has a role to play in producing 
information and databases. They made four basic arguments. First,  the 
government is justified in playing this role due to the economic nature of this 
segment of the industry, which demands a large initial investment. Economic 
analysis reveals that the private marketplace would be inefficient in this area 
because the high fixed costs yield economies of scale and lead to a natural 
monopoly. Secondly,  people know that governments already collect a great deal 
of information for a variety of reasons. The marginal cost is therefore lower for 
government than for a private company which has to start from scratch. Thirdly, 

 since copyrights can be difficult to enforce, private enterprise could not be sure of 
reaping all the benefits of its efforts. Its activities could generate economic 
benefits for all economic agents and not for itself alone. Left to itself, private 
enterprise will produce goods and services at a suboptimal level in this type of 
situation, where there are positive third-party effects. This analysis parallels the 
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argument in favour of government support for research and development. 
Fourthly,  there are arguments related to protecting the confidentiality of 
information and not invading the privacy of economic agents, who are not 
interested in disclosing information to one and all. Centralizing the collection of 
raw data will minimize the disturbance to economic agents. 

Thus, there are few genuine private producers - essentially only the press agencies 
and some specialized organizations such as credit agencies (e.g. Creditel). 

In general, the people we interviewed would prefer that government use private 
enterprise as a conduit and that business be given easy access to the databases. 
The business executives we questioned say they are ready to pay for such access 
or to pay royalties. They also realize that governments are major users of 
information and potential customers. Government should play a leadership role 
by using the most advanced technology itself. 

Lastly, according to some of the firms contacted, government should promote 
Canadian business know-how at home and abroad. Setting up trade networks 
abroad can be risky and costly, for penetrating new markets generally requires 
investment over a long period of time. When it succeeds, the effort often benefits 
other companies which gravitate around the ones which have successfully 
penetrated international markets. These positive third-party effects are said to 
justify government support. 

3.5 THE IMPORTANCE OF DIVERSITY IN INFORMATION SOURCES 

The question of information sources is important. The sources of information 
used vary in large part according to the organization of the business in question. 
Small information brokers generally consider it important to have access to a 
number of sources so as to have a variety of points of view and obtain precise 
information to meet the needs of their business customers. This has been made 
possible by the phenomenal development of information technologies over the 
past ten years. Through the Internet, these companies have fast access to crucial 
strategic information. In theory, a network such as the Internet gives its users 
access to a phenomenal number of scientific, technological, governmental, 
financial and other databases. First-hand strategic information is also exchanged 
between groups through E-mail, discussion groups, etc. With market 
globalization, it will become increasingly risky to neglect these top sources of 
technological and business information. It should also be noted that these firms 
do not consider ever-widening access to a wide range of information to be a 
threat. Business customers need an expert who can help them navigate what is a 
fairly complex network and retrieve only the information they need. Information 
must be managed; otherwise, businesses will be flooded by a sea of data. 
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According to the Conseil de la science et de la technologie du Québec, there are 
two major problems: 

determining the type of information which one really needs and which is 
worth the time and money to find; 

learning to navigate a medium which is still not very user-friendly and 
which can consume a great deal of time and money before coughing up the 
information one needs. 

Still according to the Conseil, there is an opportunity here to develop an entirely 
new consulting market based on offering small and medium size businesses 
customized navigation services on the information highway. The information 
brokerage firms are already playing this role. 

At the same time, a number of large companies, often multinationals, have 
created their own database, which they consult to meet their customers' needs. 
According to some small businesses interviewed, it is natural that these companies 
should try to get the most out of their investment, but by doing so they may be 
missing important information in other databases. We believe that this criticism 
should be tempered with the observation that these big database are generally 
based on information drawn from many databases. 

For a very large company, creating a database of this type with information from 
different sources is cost effective and yields substantial economies of scale. On 
the other hand, very small brokerage firms see this as a potentially attractive 
niche for Industry Canada, which could create a database and make it available to 
information brokers and distributors. All agree that Industry Canada should do a 
much better job of informing industry about its products and access policy than it 
does now. 

3.6 ASSESSING CUSTOMER NEEDS AND SATISFACTION 

The small brokerage firms are too small to have set up formal feedback and 
customer satisfaction- evaluation systems. On the other hand, management does 
personal follow-up after each major contract. In their view, the best indicator of 
customer satisfaction is when the customer comes back. Contacts with customers 
are so personal that there is no need for a formal feedback mechanism. As far as 
needs assessment is concerned, these firms have little choice but to concentrate on 
the types of services in which they have special expertise. 

Medium-size firms - say with about 40 employees - have developed more formal 
evaluation mechanisms using three complementary methods: 
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comprehensive review of the company's profitability (on a monthly basis); 

systematic study - normally on a monthly basis - of the performance of 
each of the firm's products. The figures on volume (quantity sold, number 
of subscriptions sold, number of times the system was used, etc.) and on 
profitability (costs and revenues) are reviewed; 

occasional studies of a specific product based on user surveys and focus 
groups. Focus groups are used in particular to find out what new products 
people want and what features they would like to see in new products and 
innovations, while surveys are used to assess customer satisfaction with an 
existing product or service. Companies usually try to conduct an in-depth 
review of a product or service each year, on a rotating basis. The results of 
the statistical studies are also used to select the products which will be 
subjected to in-depth analysis. 

The largest firms, such as Dun & Bradstreet, have well-developed in-house 
analytic capabilities which are devoted in large part to measuring customer 
satisfaction and customer needs. 
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4.0 CONCLUSION 

This study has made us aware of the extent to which the business information 
industry is youthful, dynamic, promising and important to Canada's international 
competitiveness. 

We say that the industry is young because it has really developed with the rise of 
information technologies over the past 15 or 20 years. Obviously, the process of 
searching for and communicating information began with the emergence of 
trading nations, but the pace of technological progress in the last few years has 
undeniably carried this industry to a new level. The firms we interviewed for this 
study have been operating in this field for only thirty years or so, often less. The 
industry is only now beginning to organize through the creation of professional 
associations and the recent creation of an alert service network, the "réseau de 
veille sur les technologies de l'information" (RVTI). The RVTI is an organization 
which monitors technological and strategic developments in the fields of 
technology and the information society. Its main activities include organizing 
meetings and conferences, publishing reports and distributing messages by 
electronic means. 

It is interesting to note that the first alert service network has emerged in the 
field of information technology. The tool - information technology - is being used 
to monitor developments within its own domain. It is possible that when the 
industry is more mature, alert networks will emerge in all economic sectors. For 
example, we can imagine an alert network in the petrochemical sector or in the 
pharmaceutical industry. 

The industry is also dynamic in the sense that things are moving very quickly. 
There are many alliances and new services are being introduced on a regular 
basis. The importance of innovation and the focus on research and development - 
the emphasis being on development more than research (what research there is 
being always applied research; pure research is left to government research 
centres and especially universities) - are an indication of the sector's dynamism. 
This emphasis on innovation is perceived as an indispensable condition for 
business success. At the same time, the entire sector is benefiting from the 
dynamism generated-by the creation of medium-size businesses headed by young 
managers keen on modern management techniques. 

The industry also has bright prospects in the sense that it has yet to reach its full 
employment potential. This is a growth industry. For example, it is generally 
acknowledged that there are more jobs in the business information industry in the 
United States than in Canada (even taking into consideration the respective sizes 
of the two economies). At the same time, we believe that the potential for 
growth varies significantly depending on the segment of the industry in question. 
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The information production segment seems to be saturated and fixed business 
start-up costs are high. The firms in this segment are, in large part, companies 
which were already in this market and took advantage of their position to expand 
their activities. Newspapers and magazines are good examples. Other firms 
which create information, such as credit rating agencies, have years of experience 
behind them and the credibility that goes with it. 

The information distribution segment also appears to be fairly saturated in terms 
of the number of companies. Three factors limit the growth of the number of 
companies in this segment: 

1. The established companies often have exclusive agreements with 
information producers, making it difficult for new companies to break into 
the market. 

2. Fixed start-up costs are fairly high. 

3. The established companies are making considerable efforts to secure 
customer loyalty, and customers themselves prefer to do business with a 
single supplier. Customers like having access to a full range of services 
and to all available data by dealing with one firm. This is particularly true 
when they have to pay a fixed subscription fee and to train staff to navigate 
the system. 

On the other hand, the information brokerage segment seems to be still under- 
developed. There could be attractive opportunities for the development of a 
series of medium-size businesses which could bridge the gap between micro-
businesses - one or two people working in a highly specialized field - and huge 
multinationals. The growth of this segment will not necessarily occur through the 
creation-  of new companies. We believe that existing legal and management 
consulting firms are particularly well positioned to integrate this type of activity 
into the range of services they offer. 

We also stated above that developing this industry is very important to ensure the 
competitiveness of Canadian businesses. This observation is based on two 
sources. First,  an afialysis of the prevailing international situation and of the 
literature on the growing importance of information technologies and on the shift 
from production-based economies to economies based on knowledge rather than 
on extracting raw materials and transforming them into consumer goods. 
Secondly,  the firms contacted mentioned the importance of their services to their 
customers. While these customers were not contacted directly in the course of 
this study, it does seem clear that they need access to vital strategic information in 
order to grow. The Strategic Information Branch should seriously consider 
consulting Canadian businesses on this subject in future studies, directly or 
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through business associations. 

It should be noted that Canada is not the only country which has made developing 
the information highway a national priority.8  Our leading trading partners have 
also decided to invest in technological conversion, particularly in the field of 
strategic information. In the U.S., for example, Vice President Al Gore is 
championing the development of a national information infrastructure. He has 
said that the Clinton administration "intends to create an environment that 
stimulates a private system of free-flowing information conduits... (to do so, the 
administration  will present a) package of legislative and administrative proposals 
to unscramble the legal, regulatory and financial problems that have thus far 
threatened the nation's ability to build a sophisticated information superhighway 
capable of delivery advanced services to every home and business in the US." 
Canada is heavily dependent on exports (nearly 30% of its Gross National 
Product in 1993) and particularly on trade with our neighbour to the south. Can 
Canada afford to risk missing the boat? To ask the question is to answer it. 
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CASE STUDIES Appendix 1 

In this section, we profile companies involved in different segments of the industry. We 
have chosen firms which are representative of their particular segment. 

CASE #1 LES SERVICE DE RENSEIGNEMENTS ET DE DOCUMENTATION 
(SRD) AND LES SERVICES D'INFORMATION INDUSTRIELLE DU 
QUÉBEC (SIIQ) 

Information brokers offer a specialized service in the field of information management. 
This type of service may be offered by large information management multinationals but 
also by very small businesses which make intensive use of modern communication 
techniques. SRD and SIIQ are two such small businesses. We have dealt with them 
together because their structures and operations seem similar and in order to protect the 
confidentiality of the interviews. 

Service de renseignements et de documentation (SRD) was created in response to the 
needs of business people, engineers, scientists and other agents of industrial, commercial 
and scientific development who want to keep tabs on daily developments in the markets 
they serve or are trying to penetrate. 

SRD now has five years of international experience and over ten years of foreign 
experience in marketing and representation at the highest levels. 

SRD offers four types of basic research: 

Alert service 

The alert service keeps a business customer informed of world-wide developments in a 
given field, be it management techniques, patents, markets, socio-economic conditions in 
foreign countries, etc., on a regular basis. It is tailored to the specific needs of the 
particular business customer. 

Bibliography 

When a new project is laun-ched, it is useful to begin by checldng the state of progress on 
the question in various countries or regions of the world, so as to take advantage of the 
experience of others as much as possible and to anticipate potential competition or 
conflicts. - 

Market analysis 

Market analysis identifies distribution networks or potential export markets for specific 
products and potential representatives or partners in foreign countries. 

Industry Canada — March 1995 — Management Consulting Branch 25 



THE BUSINESS INFORMATION INDUSTRY 

Business opportunities 

Canvassing for business opportunities involves efforts on several fronts, such as analyzing 
the state of progress of projects funded by foreign governments or by international 
organizations and finding and analyzing planned private investments, acquisitions and 
mergers. 

Services d'information industrielle du Québec (SIIQ) has been in existence since 1993 
and offers six main types of services in the fields of business information consulting, 
information brokerage, and technical writing. For SIIQ, the key is value-added derived 
from maldng up-to-date information available and indexing it. It is important that the 
information be classified, summarized and presented accirding to the customer's needs 
by people who have appropriate training. As we have already mentioned, SIIQ is not an 
information producer or distributor but rather an information broker, an alert service 
provider. More specifically, SIIQ offers the following services: 

State of technology reports  (to avoid reinventing the wheel) 

By finding out who has already worked on a process, a manufacturing technology, a 
technical problem or a piece of equipment and how the problem was solved, business 
customers will be in a position to choose the most appropriate technology. They can 
thereby enhance their competitiveness by cutting research and development costs or 
acquiring a technology. 

Technical and economic feasibility studies  (the basic tool for deciding whether to 
proceed) 

SIIQ studies the technical and economic implications of a customer's plan to add new 
products or change production processes. It compiles and summarizes the available 
technical information and provides an impartial technical opinion. 

Alert service  (to safeguard the company's competitive position) 

SIIQ provides two types of alert services: it will set up an alert system in a company and 
it will also support an already-existing alert system by adding business information from 
formal sources. 

One-time information needs  (who? what? how?) 

SIIQ can help businesses find new suppliers, subcontractors, new technologies or new 
processes. It can also list trade shows related to a specific field and answer questions 
about patents (has a product been patented? by whom? does a particular company hold 
a patent? which one? etc.). 
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International trade shows  (taking businesses there without leaving home) 

The SIIQ represents customers at major international trade shows, collecting accurate 
information in a cost-effective manner. 

Media watch  (to keep up with developments) 

The company will survey specialized periodicals in the customer's field of activity and 
forward only the articles which are of interest to the customer. 

Technical writing 

SIIQ offers a technical writing service for the preparation of technical operating and 
maintenance manuals for products and equipment. 

Sources of information 

Small information brokers consider it very important to have access to a large number of 
sources in order to obtain a variety of convergent points of view. 'Their value-added is 
derived from quickly locating relevant information where it exists. Thus, an information 
broker has access to: 

hundreds of specialized databases; 
a variety of formal sources of information; 
an international network of contacts; 
specialized technical expertise in business information. 

Customers 

The two firms' main customers are mostly small and medium-sized companies. SRD 
seems to have a high proportion of foreign customers. These information brokers will 
also do business with large companies on occasion. While big companies usually have 
their own in-house information search capabilities, they will sometimes want to 
complement that with outside expertise in a particular field, or to obtain an outside 
opinion, or their internal resources may be overloaded. 

Pricing and follow-up 

As far as pricing is concerned, both SIIQ and SRD sign fixed price contracts based on 
the anticipated number of hours required to do the work. Their hourly rates vary 
according to the degree of difficulty and the size of the particular business customer. 
They consider dealing with large companies to be generally more risky because these use 
outside firms only as a last resort. It should be noted that information brokers do not 
usually bill on the basis of the usefulness of the information they provide. As they see it, 
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the customer is taking a risk in hiring them and is therefore entitled to all the benefits 
from a successful search. Moreover, a satisfied customer will come back. This approach 
is consistent with the principles of economic efficiency: marginal cost pricing, profits (or 
losses) going to the party which takes the real risk. 

This approach is similar to the one used by companies such as management consulting 
firms. Thus, information brokers will sometimes also do a search on request and then 
bill their work based on the actual time spent on the job plus other charges (travel costs, 
access to databases, etc.). This is done when it is difficult to foresee how much time and 
money the job will take. The production function is sometimes unpredictable. 

The small brokerage firms are too small to have set up formal feedback systems. 
However, their presidents personally do follow-up after every major contract. The best 
indicator of customer satisfaction is when the customer comes back. Contacts with 
customers are so personal that there is no need for a formal feedback mechanism. 

Future prospects 

The two firms believe that in a world of market globalization where the amount of 
available information is growing by leaps and bounds (creating enormous needs for 
Canadian businesses that want to remain competitive), there will be a growing need for 
information brokers. At the same time, it is not cost effective for small and medium-
sized businesses to set up their own information brokerage units; they must therefore buy 
this expertise in the marketplace as specific needs arise. Even big businesses which have 
their own information capabilities do business with specialized firms to obtain 
independent and objective information, to handle the overflow during busy periods, or to 
find information which is more difficult to obtain. 

At the same time, it is important that this emerging growth industry be regulated to 
prevent the growth-related problems which can arise when all sorts of professionals 
become instant information brokers or alert service providers. If they could check 
whether a broker belonged to a recognized professional association with an adequate 
code of ethics, similar to the Order of Engineers or the Order of Technologists, potential 
customers would at least have some minimal way of protecting themselves. Both 
companies stressed the importance of having absolutely irreproachable work ethics in 
order to ensure the long-term survival of the company and indeed of the entire industry. 

Future needs 

Small information brokers consider it very important to have access to as many databases 
as possible at a reasonable price. They would like to have access to the databases 
compiled by the Government of Canada. At this time, they have very little information 
on the availability of these products and the government's policy in this respect. In their 
view, the government should develop a made-in-Canada approach based on a genuine 
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industrial policy. It would also be important to prepare a comprehensive directory of the 
available products and their main characteristics, and to make this information readily 
available. 

Contact persons 

Richard Legendre 
Services d'information industrielle du Québec 
21 Des Bénédictins St. 
Loretteville, Quebec 
G2A 2V9 
Tel.: (418) 843-5384 
Fax.: (418) 843-8891 

Raymond Beaugrand 
Service de renseignements et de documentation (SRD) 
217 Place Strasbourg 
Saint-Lambert, Quebec 
J4S 1R8 
Tel: (514) 672-9429 
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CASE #2 CDROM-SOCIÉTÉ NATIONALE D'INFORMATION (CDROM-SNi) 

CDROM-SNi is based in the town of Outremont on the Island of Montreal. It 
specializes in providing database access. (Companies of this type are commonly called 
information distributors.) It offers a wide variety of database online or on CD-ROM. It 
also makes database and directories available on a variety of other media. CDROM-SNi 
has formed partnerships to create a marketing network capable of offering a critical mass 
of information products using the best available technology. 

SNi is a small business with about 40 employees. It is active in three fields: research and 
development in software engineering and applied technology, production and publication 
of databases, and marketing its products. 

CDROM-SNi was formed in October 1994 by the merger of CDROM Technologies and 
SNi. The merger created a single company with combined capabilities in software 
engineering/micro-computer expertise applied to the creation of text and multimedia 
databases, publishing and marketing. CDROM Technologies Inc. had been in business 
since 1989 and had developed expertise in management software and text and 
multimedia information searches. CDROM Technologies offered online access by 
modem, in partnership with SNi since 1992. It is Quebec's leading electronic publisher 
and distributor of current affairs and business information. It is the exclusive distributor 
of full-text databases containing Quebec's major newspapers and the Quebec's exclusive 
representative of Infomart and Dialog, the largest database distributors in Canada and 
the U.S. respectively. It is the exclusive electronic distributor of the content of a number 
of major Quebec and Canadian newspapers; its partners include La Presse, Le Soleil of 
Québec City, Le Devoir, L'Actualité magazine, Voir magazine, Le Droit of Ottawa, 
Southam News, etc. 

'Through a variety of agreements, CDROM-SNi is able to offer one-stop access to over 
3,000 databases, either online or on CD-ROM, in the fields of current affairs, business, 
science, health, medicine, education and general culture. SNi's partners in the publishing 
sector include: 

Quebec publishers and producers of databases (La Presse, Le Devoir, Le Soleil, 
Maclean Hunter, etc.), enabling SNi to offer users value-added CD-ROMs in 
French; 

Southam Communications (since the fall of 1992), enabling SNi to offer one-stop 
access to over 600 Canadian and U.S. sources of electronic information in the 
fields of current affairs and business news. Together, they are now the largest 
supplier of information products and related products on CD-ROM in Canada. 

SNi's partners in the information distribution sector are: 
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• Micromedia, the largest information distributor in Canada, with a catalogue of 
over 500 databases on CD-ROM representing publishers such as Umi, 
Silverplatter, Disclosure, etc. 

• Euro-CD and other European distributors and publishers, for a wide selection of 
Francophone and international titles. For nearly three years, Euro-CD has had 
the largest catalogue of CD-ROMs in Europe. Over 500 titles for the IBM, MPC 
and Macintosh environments are now available. Through SNi, Euro-CD gives 
users in Quebec and Canada access to hundreds of European titles covering a 
large number of fields, from education and training  to more specialized fields 
such as medicine or business and leisure. Euro-CD is the European leader, 
present in 17 European countries and throughout the Maghreb. 

SNi's partner in software engineering is: 

• CDROM Technologies, for the use of its text and multimedia database creation 
and querying software, for manufacturing CD-ROMs, and for the long-term 
development of new information distribution technologies. In 1992, CDROM 
Technologies won an award of excellence for technological innovation from the 
Fédération de l'informatique du Québec. It is worldng on the Medialog 
multimedia database project in partnership with CITI (the Centre for Information 
Technology Innovation in Laval, a unit of Industry Canada). It also offers 
software and technical expertise to enable any business or organization to set up 
and manage it own database. 

Marketing tools 

CDROM-SNi has created a line of marketing tools to induce potential customers to 
discover its products and services: a catalogue, free 2-hour information sessions across 
Quebec, 3-hour training sessions ($50 per person), customized training sessions on the 
customer's premises ($350 plus travel costs), visits to its offices, shows and product trials. 

The company offers training and education in electronic databases in conjunction with 
the City of Montréal's Commission d'initiatives et de développement de Montréal 
(CIDEM), the Government of Québec, the Chambre de commerce du Montréal 
métropolitain's Info-Entrep-teneur centre, and Montréal-based Inforum. The training 
sessions cover searching for and monitoring current information, market analysis and 
intelligence services, financial and economic information searches, and research on 
products, patents, trademarks, laws and regulations. 

Future prospects 

In the immediate future, CDROM-SNi will concentrate its resources on publishing new 
databases with Quebec and Canadian content on CD-ROM, and on offering one-stop 
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access to electronic information from local and foreign sources. Over the next few years, 
the company will step up its efforts on the alert service front and on expanding access to 
information technologies, so as to help its users develop reflexes to enable them to take 
up the challenges of today and tomorrow. 

CDROM-SNi believes that dealing with the problem of information overload will be the 
major challenge of the next few years. To do so, the company has developed a new 
product called S3i. This is an integrated "turnkey" electronic information management 
system available by subscription, including hardware, software and content. S3i includes 
an information server (which can receive, process and distribute information on the 
customer's local or wide area network), software (for using the system and managing its 
Search and Monitor modes), a wide selection of information sources (La Presse, Le 
Devoir, the Globe & Mail, Southam, etc.), and technical support. This system facilitates 
electronic access to information from major domestic and foreign sources by using the 
power of micro-computers and E-mail. S3i is intended to be a modern alternative to 
press clipping services and traditional research methods. It provides information access, 
intelligence (search and monitor modes) and integration. 

CDROM-SNi intends to become the main publisher of electronic information products 
in Quebec by emphasizing content. In 1995, the company will set up a commercial 
database server linked to existing networks. In an age of overabundant information of 
increasing comple)dty, CDROM-SNi is transforming the raw material of information into 
high value-added products and services and will attempt to become the one-stop supplier 
of electronic information publishing and distribution services in Quebec. 

Contact persons 

Yves Daoust 
Vice President, Business Development 

Marie-Pierre Bonnet 
Director of Marketing and Customer Service 

CEDROM-SNi 
825 Querbes Avenue, Rm. 200 
Outremont, Quebec H2V 3X1 
Tel.: (514) 278-6060 
Fax : (514) 278-5415 
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CASE #3 LES SERVICES DOCUMENTAIRES MULTIMÉDIA (SDM) 

Les Services documentaires multimédia (SDM) has become the leading producer and 
distributor of French-lang-uage documentary databases in Canada. In business for 30 
years,9  SDM specializes in library computerization. Its main mission is to develop, 
manage and distribute databases tailored to the needs of school libraries and 
documentation centres and of public libraries, in any suitable form. Its expanded mission 
allows it to extend its services to all other types of users of documentation on a contract 
basis. 

SDM has a good sixty employees. The bulk of the work still consists of evaluating and 
classifying books and documents. Each year, SDM analyzes and summarizes: 

• 19,000 books 
• 19,000 articles from periodicals 
• 2,500 audiovisual documents 
• 1,000 Quebec educational research documents 
• .500 electronic documents (software and CD-ROMs) 

SDM manages about 20 databases, of which it produces about half itself. These include 
multidisciplinary databases (such as REPERE which contains 300 indexes) and Logibase, 
which lists the software available in Quebec. The others are produced either by private 
companies (e.g. Espial, a directory of Canadian databases and of databases with 
Canadian content produced by Espial Productions of Toronto) or by the Government of 
Quebec (e.g. Publiq, which lists all Quebec government publications, or Cogite, which 
lists mineral deposits in Quebec). 

SDM offers its customers access to many of its databases on CD-ROM, online (service 
available in French and English, 23 hours a day, 7 days a week), or on microfiche. 

SDM also offers a wide range of related services: bibliographic research, a number of 
telematic services (SDM news, E-mail), computerizing documentation centre and library 
catalogues, developing, managing and distributing specialized databases, developing and 
distributing CD-ROMs for various organizations, producing made-to-order catalogues, 
directories and indexes, developing documentation centres for the school system, 
providing consulting services. 

SDM served about 2,000 clients in 1993, primarily in the fields of education (71%) and 
public libraries (25.8%). Seventeen percent of SDM's clients are located outside 
Quebec. 

Each year, SDM performs a detailed analysis of one of its products, based on a client 
survey. Management also compiles sales figures, statistics on the use of the company's 
products, and financial data on a regular basis. 
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Sales methods and pricing structure 

For online service, customers pay an annual registration fee, a $25 fee for each update of 
the SDM's querying guide, plus connection charges which vary according to the database 
used. The connection charges are around $35 per hour (580 per minute) for querying 
and surfing plus 400 per entry consulted: the least expensive databases are $25, the most 
expensive about twice that. 

SDM also sells diskettes and magnetic tape at 400 to 850 per entry plus the price of the 
media ($5 per diskette, $25 per tape). If there are programming costs (e.g. for decoding 
magnetic tape supplied by a documentation centre) SDM charges $50 per hour. 

SDM also sells CD-ROMs. The price includes the querying software and two editions of 
the CD-ROM. Additional copies for multiple-site use can be obtained at 25% of the 
cost of the first copy. Prices vary depending on the CD-ROM, the user (school 
documentation centres get a discount), the population served, the size of the parent 
organization, the number of branches. 

SDM also offers an electronic information consultation service. Rates for professional, 
technical and support services are $70, $40 and $25 per hour respectively. Lastly, SDM 
sells its other publications. For example, the Espial Canadian Database Directories sells 
for $45. 

Future plans 

SDM seems to us to be a medium-sized company which has effectively developed its 
niche in its market and is operating effectively in that niche using available new 
technologies. It offers a unique service in some ways but its customer base remains quite 
narrow and no dramatic expansion of this base can be foreseen in the domestic 
marketplace. 

SDM is also providing an indirect benefit in the sense that it is helping to train a 
generation of dynamic business men and women who will be able to carve out their own 
niches in the marketplace. The creation of CDROM-SNi is an example. Although the 
two companies are wholly independent of each other, their managements continue to 
maintain mutually beneficial contacts. 

Contact persons 

Denis Brunet 
General Manager 

Diane Dallaire Talbot 
Operations Manager 
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Services documentaires Multimédia Inc. 
75 Port-Royal St. East, Rm. 300 
Montréal, Quebec 
H31 3T1 
Tel.: (514) 382-0895 
Fax : (514) 384-9139 
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CAS#4 The DUN & BRADSTREET CORPORATION 

Dun & Bradstreet Canada's mission is to forge active partnership with their customers by 
providing the highest quality information and services to improve the effectiveness of 
their business-to-business marketing, selling and distribution activities. 

The Dun & Bradstreet Corporation is the world's leading marketer of business 
information, software and services for business decision maldng, with worldwide revenue 
of more than $4.7 billion (US) in 1993. 

Key products and service include marketing information services (provided by A. C. 
Nielson and IMS International), Risk Management Information Services (provided by 
Dun & Bradstreet Information Services (DBIS) and Moody's Investors services, software 
Services (provided by Dun & Bradstreet Software, Sales Technologies and Erisco, 
directory information services (provided by Reuben H. Erisco) and other business 
services (provided by Dun & Bradstreet Plan Services, NCH Promotional Services and 
Dataquest) 

D&B sees a world in which information drives business decisions at every level, from the 
shop foreman of a small growing business to the strategic planners of the world's largest 
multinationals. In tomorrow's businesses, translating information into tactical and 
strategic decisions will be the competitive advantage. D&B considers it is uniquely 
positioned to make this view of the future a reality. Focus will continue to be on 
research and development in order to g-uarantie access to latest technology. D&B will: 

• Invest for the future via new products, geographic expansion and acquisitions. 

• Target high-growth market segments (notably Russia, China and India), including 
decision-support services. 

• Be technology driven. 

• Build on their core markets. 

• Proactively develop -products in advance of customer demand. 

• Leverage competitive advantage and synergies across their businesses. 

Acquisition of fast-growing business in complementary markets is another vehicle D&B 
is using to achieve revenues increases. For instance, it acquired a majority interest in 
Gartner Group Inc. in 1993, a leading provider of research, analysis and advisory services 
to the information-technology industry. 
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D&B Information Services comprises the corporation's business-to-business marketing, 
commercial credit  information,  credit insurance and receivable management operations 
in the U.S. and canada. Key products and services of DBIS include: 

• Marketing services: Business-to-business marketers use D&B to help them in 
market segmentation, customer profiling, prospect selection, and marketing list 
development. D&B also has special capabilities for companies marketing to 
educational marketplace. 

Credit Services: Credit managers rely on D&B to support the assessment of the 
risk and opportunity of doing business with other companies, from basic reports to 
customized computer-to-computer risk-scoring systems. 

• Receivables management: D&B provides companies with a full range of 
receivables-management services. 

Purchasing Management: Businesses use D&B services to evaluate vendors, to 
identify source of supply, and to identify corporate relationships. 

• Business Credit Insurance: Customers in the U.S. and Canada can protect their 
businesses against excessive credit losses through accounts receivable insurance 
from American Credit Indemnity, a subsidiary of DBIS, North America. 

D&B also own Gartner Group Inc which , for more than thirteen years has provided 
research and analysis to information technology industry executives. Gartner Group 
offer electronic access (Online, CD-ROM and electronic access for Lotus Notes), 
newsletters, consulting services in the areas of management consulting, 
telecommunications consulting and vendor consulting. 

D&B Information Services (DBIS) and D&B Software (DBS) are calling on customers 
together and planning a combined offering of information and software; Donnelley sales 
reps are using DBIS information in their new sales management systems; DBIS reps are 
carrying Moody's CD-ROM products in their portfolios; Nielson and DBS are exchanging 
expert-system and work-flow technology; Sales Technologies is developing new products 
with IMS and Neilson; and IMS is evaluating Nielson Solution System for its 
client/server products. AdUpting services from sister divisions delivers new capabilities 
to customers which allow D&B to offer combinations of information and software to the 
table for an integrated, coherent enterprise-wide information infrastructure. 

The Companies of D&B include: 

IMS International, worldwide market-research, sale management and medical 
information and decision-support services for the pharmaceutical industry. 
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A.C. Nielson, worldwide consumer marketing, media and television-audience 
research information and decision-support services. 

Dun & bradstreet Information Services, business-to-business risk -management, 
credit and marketing information and decision-support services. 

Moody's Investors Services, international corporate and government debt rating, 
and business and financial information. 

Dun & Bradstreet Software, financial, human-resource, distribution, 
manufacturing and decision-support software. 

Reuben H. Donnelley, yellow pages advertising directories. 

Dataquest, high-technology and heavy industry market research information. 

Dun & Bradstreet Health Care Information, health-care information and decision-
support services. 

Dun & Bradstreet Plan Services, group health-insurance marketing and 
administrative services. 

DunsGate, advanced electronic information products and distribution systems. 

DunsNet, worldwide telecommunications network. 

Erisco, software and services for health-care administration. 

Gartner Group, research, analysis and advisory services for users and suppliers of 
information technology, systems and software. 

Interactive Data, securities-related information and software. 

NCH Promotional Services, cents-off-coupon redemption, processing and 
management services. 

Sales Technologies, sales-force-management software and services. 

Most of D&B Canada publications are provided on a lease basis. For example, 
most of their subscribers renew their subscription annually. 

Copyright 

The information contained in D&B publications is the legal property of D&B Canada 
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and the D&B Corporation. Selling or otherwise providing this information to third 
parties for profit violates the contractual agreement under which the Directory is 
provided to the subscriber. It is also a violation of the of the federal copyright laws. 

D&B has developed a master database from which it publishes sub data bases such as 
the Dun's Directory of Services Companies, a business reference publication that 
provided comprehensive information on approximately 15,000 businesses in the service 
sector (base don the U.S. SIC codes 07, 47, 60-89). Cross-reference sections for 
alphabetic, geographic, and industrial listing have been included. Key directories are: 

Canadian Key Business Directory, a publication containing detailed information 
on over 20,000 of Canadian businesses. Listing include the complete name and 
address of the company, telephone number, line of business, number of 
employees, annual sales and the name and titles of executives who run each 
company listed. 

Guide to Canadian Manufacturers. Coverage on over 10,000 top manufaxturering 
locations across Canada. Listings include comprehensive data on line of business, 
raw materials purchased, capital machinery used in production, products 
manufactured and number of employees. Listing also include the names and titles 
of senior management. 

Principal International Business is the an international directory containing data 
on 55,000 leading firms in 133 countries. Arranged geographically, by industry 
classifications and alphabetically by company name. 

Million Dollar Directory is a comprehensive source of the United States top 
50,000 companies. 

Dun's Business Locator is an alphabetical listing of more than 700,000 Canadian 
company on CD -ROM. It provided business locations and company identification 
and the directory is updated twice a year. 

D&B worldwide business database: 

• In Canada mbre than 700,000 businesses on file 
• in the United States more than 7,700,000 businesses on file 
• in Europe more than 1,850,000 businesses on file. 

D&B offices in 29 countries including 10 regional Canadian offices and 43 regional 
U.S.A. offices. It offers on-line access to thousands of databases through several 
gateways. 
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Evaluation and client feedback 

D&B has developed it own research expertise. The business information services unit 
offers their clients a full service research facility capable of taking any project from 
initial; study design, through questionnaire development and pre-testing, to data 
gathering , data processing, analysis and reporting. The D&B research team could 
undertake both primary and secondary data gathering projects. D&B is using extensively 
its research expertise to assess it own client needs and client satisfaction. It conducts 
client satisfaction surveys, focus group sessions on client needs and new 
products/services. They  also conduct an attrition study every 6 months of lost customers 
and survey extensively their sales representatives. Overall, apprœdmately 20% of the 
Market Research Department (6 to 8 full time employees) resources are used for 
internal purposes. 

Perspectives of the future 

D&B's entry into India represents the latest example of the corporation's aggressive 
expansion into emerging markets in Asia, eastern Europe and Russia. A challenge 
facing the corporation when it enter a new market, is to adapt itself to a new culture and 
a new business environment. It is also an opportunity to take a fresh look at their 
practices since their are no established practices, no bureaucracy, no historical walls. 

D&B want to stimulate demand for information services through innovation. 

D&B has developed the Nielson Marketing Research North America which gives clients 
a new look at their performance across all their brands and categories and new freedom 
to respond immediately to changing conditions and opportunities. Nielson Solution 
System (NSS) integrates all Nielson Marketing's retail, promotion, media and household 
information in a single database. NSS will be complemented by a new release of 
Nielson's powerful desktop software, the Nielson Workstation 4.0. 

Contact Persons 

Mrs Christine Daley 
Research Manager 
Dun & Bradstreet Canada -- 

 1420 Blair Place, suite 702 
Gloucester, Ontario K1J 9L8 
tel.: (613) 746-1221 
fax.: (613) 746-1221 
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Mr. David Currie 
Executive Customer Representative 
Business Information Services 
1420 Blair Place, suite 702 
Gloucester, Ontario K1J 9L8 
tel.: (613) 746-7090 
fax.: (613) 746-1221 
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CAS#5 MICROMEDIA LIMITED 

Micromedia Limited was formed in 1972 with the development of the microform 
technology as a publishing medium rather than merely an archival technology. With the 
explosion of personal computing, Micromedia use computer techniques to index and 
analyze the information that had been gathered in microfilm. Furthermore, online 
systems and CD-ROM allowed Micromedia to integrate a searching and analytical 
intelligence with the information being store and retrieved. Micromedia has grown to 
include betvveen 125 and 150 employees, with locations in Toronto, Ottawa/Hull, and 
Montreal. 

Micromedia offers over 700 Canadian serials in microform and represents University 
Microfilms International, the world's largest serials micropublisher for Canadian 
Magazine Index, Canadian Business Index and Canadian News Index, all consolidated in 
the Canadian Business and Current Affairs (CBCA) database. Micromedia also 
publishes key annual reference works, including the Directory of Associations in Canada, 
the Canadian Library Yearbook, and Access Canada: Micromedia's Directory of 
Canadian Information Sources. Micromedia is a distributor for the Infomart on CD 
product from Southam (since 1994, Dialog is the Canadian distributor for the electronic 
products published by Dialog, and those published in the commercial and government 
markets by Southam under the brand name infomart. 'These services include online 
databases, CD-ROM, and media monitoring. 

Micromedia provides one-stop access network of essential information, whether online, 
in print, in microform, on CD-ROM, or as mailing list. The ProFile Canada database 
provides multifaceted information on Canada's 25,000 largest companies and public 
sector organizations. CanCorp offers not only full-text annual reports and corporate 
filing documents from a major Exchanges, but also extracts containing detailed, current 
financial and management data on over 700 Canadian public and private companies. 
Micromedia's CD Centre is the distributor of over 200 CD-ROM titles from 20 
publishers, and Kompass Canada is the Canadian component in the 94-country Kompass 
International business information network. 

Micromedia offers to its clients the CanCorp collection. Laser Canada provides instant 
access to thousands of doctiments from public companies in Canada. It is a PC-based 
product utilizing CD-ROM technology to store and retrieve vital corporate information 
drawn from the CanCorp collection such as annual reports, the prospectus, interim 
statements, press release complete with all charts, graphs, photographs and signatures. 
CanCorp on CD-Rom provides corporate details, including financial, ratios, operating 
statistics and stock performance data for more than 8,000 Canadian companies. Note 
that CanCorp database is available online through several vendors including Dialog, 
Infomart, Mead and Bridge. Micromedia also offers a Monitoring service. It will 
monitor a specific company or group of companies, and send documents to client as they 
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are made available to the public. 

An annual subscription which included annual and interim financial statements, 
prospectus filing and miscellaneous filings costs $29,000. Subscription terms cover 
weeldy shipments (on CD-ROM) on a calendar-year basis. CanCorp is also available on 
paper, microfiche and online. Single document orders on demand avoid subscription 
fees. For instance, a paper copy of an annual report costs $39.00. 

CanCorp information are comes from regulatory bodies and exchanges across North 
America: Ontario Securities Commission, U.S Securities and Exchange Commission, 
Montreal Exchange, Vancouver Stock Exchange and Industry Canada (formerly 
Consumer and Corporate Affairs). 

Contact person 

Mr Robert Gibson 
Chairman 

Micromedia Limited 
20 Victoria Street 
Toronto, Ontario 
M5C 2N8 
Tel.: (416) 362-5211 Ext. 2001 
Toll free 1-800-387-2689 
Fax : (416) 362 6161 
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CAS#6 SOUTHAM ELECTRONIC PUBLISHING - INFOMART 

Southam Electronic Publishing is Canada's most comprehensive source of Canadian news 
and business information in electronic format, providing cost to coast coverage from 
Canada's pre-eminent publishers, broadcasters and wires. Southam Electronic Publishing 
meets individual needs by offering this information in a variety of delivery options 
including Infomart, Online, CustomSearch clipping services, Infomart onCD and Infomart 
Broadcast for electronic news satellite. 

Their key products and services are: 

Infomart online: A compreliensive full-text library of Canadian news and business 
information with international gateway to Data Times/Dow Jones News Retrieval 
and FT/Profile in the United Kingdom. CanCorp database is available online 
(see Micromedia section). 

Infomart on Demand: Professional research services on demand. 

Infomart Customsearch: An electronic clipping service that delivers customized 
information to your in-house LAN, electronic mail service, or Executive 
Information Service. 

Infomart Broadcast: Satellite distribution of Infomart news stories across North 
America. Service is distributed by vendors of news filtering software. 

Infomart onCD: The most comprehensive source of Canadian news and business 
information on CD-ROM. Available in different combinations in Windows, DOS 
and Macintosh software platforms. 

Products/service niche markets: 

Business-to-Business Information, CD-ROM Publishing, Consumer Information, 
Consumer Teleservices, Database Production and Publishing, Electronic Information, 
Electronic Press Clipping, Electronic Publishing, Electronic Text Retrieval, Online 
Databases, Publishing/Print & Electronics. 

Client need assessment 

In order to assess client needs, the company uses focus group sessions and special 
surveys. It also tracks monthly detailed information of usage (by hours) and revenues 
from each database and services. It tracks the number of documents displayed, revenues 
by regions, revenues by markets, number of clients by markets types, number of clients 
by geographical areas. It also analyses annual administration fees and tracks top 60 
clients which count for some 70% of revenues. 
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Contact person 

Mr. L. Huw Morgan 
President 
Infomart Dialog Limited 
1450 Don Mills Road 
Don Mills, Ontario 
M3B 2X7 
Tel.: (416) 442-2234 
Fax : (416) 445-3508 
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Appendix 2 

Interview guide - Case Study 

The Strategic Information Branch (SIB) of Industry Canada (IC) has asked the 
Management Consulting Branch to help conduct a special study on the Information 
Industry in Canada. 

The Strategic Information Branch has the responsibility to coordinate Industry Canada 
strategic information activities to ensure that Canadian companies have access to world 
class international products. This could be done through potential private-sector 
alliances and partnership with other departments. 

SIB wants to make sure that Canadian businesses have access to timely and structured 
information on Business Environment, Business Operations, Technology, Markets and 
Regulations. Industry Canada is developing an overall business strategy which applies to 
its activities as providers of information products to its external clients. Industry Canada 
wants to provide SME's with information products that they need and cannot get from 
other sources. 

Within the context of this study, -we are conducting case studies on a number of private 
and public organizations to identify best practices and novel approaches that could help 
improve the Strategic Information Branch at Industry Canada in meeting its objectives. 

1. Can you start by given me an overview of your organization (size, staff, revenues, 
age) and its history. What is the role of your specific unit within your 
organization and your sister companies (probe: their role regarding the 
management of information within the organization). 

2. Can you tell me more specifically the line of business you are in? Where would 
you see your company in the chain of the Information Industry (Probe: electronic 
publishing to intelligence providers; general news services, database services, 
value-added providers; Host Service\Database Vendor, Database 
Producer \Information Provider, Information Broker\Gateway services (Council of 
the European Inforrhation Industry Association and the Commission of the 
European Community)). What type of information do you supply to your clients? 
Who are your clients? How do you make the information available to them? In 
what form are you collecting revenues? (Probe: for instance, is it based on flat 
fees, membership retainers, number of inquiries etc). 

3. Can you tell me the primary sources of information that you are using to build 
your information base? How do you collect and transform the raw information? 
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4. How do you assess client needs in order to provide the right type of information 
and services? In your opinion, what are the key characteristics of your products 
that make them attractive? What are your clients looking for? 

5. Have you implemented any formal or informal feedback or evaluation 
mechanisms? How do you know that your clients are satisfied? How continuity 
and the corporate image is addressed? What type of statistics are collected on an 
ongoing basis to assess effectiveness? 

6. In your opinion, what are the key issues your organization is facing today? 
(Probe: copyright, retailing, licensing, competitiveness, international competition). 
What are the key issues your industry is facing today? 

7. In your opinion, what should be the role played by the government in the business 
of strategic information to business? (Probe: Strategic Information: Information 
that is valued by business). 
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