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I t  gives me great  pleasure to present our new newslet ter, especially since 
,QIR�&,74—the latest  communicat ion tool implemented by the CI TQ—comes 
as the final note to a year that  has been part icular ly full and sat isfying in 
many ways. 
 
For us, the year 2003 marks the complet ion of a first  cycle begun in 
December 2001 when the Regulat ion Respect ing Tourist  Accommodat ion 
Establishments took effect  and we signed a partnership agreement  with 
Tourisme Québec. Under the terms of this agreement , the CI TQ commit ted 
itself to visit  all the establishments in the seven categories of 
accommodat ion within the first  two years of the agreement , and to process 
all of their  applicat ions for classificat ion. Each establishment  will now be 
visited every two years, or every four years in the case of educat ional 
inst itut ions. 
 
During the years 2002 and 2003, the CI TQ team has managed to visit  more 
than 5,500 establishments throughout  Québec. %UDYR��
 
Building on this achievement  and with two years of operat ion under its belt ,  
the CI TQ has also undertaken the process of reviewing the classificat ion 
gr ids in 2003. This was based on the result  of a major consultat ion with the 
tour ist  accommodat ion com munity and the t ravelers. The following pages 
give more details on this process. 
 
But  first , I  would like to thank all who took part  in the reviewing process, the 
members of the var ious sectoral comm it tees and all the operators who sent 
in their  com ments. Thanks to your cooperat ion, Québec’s official 
classif icat ion program will bet ter reflect  the expectat ions of the community 
and will cont inue to cont r ibute to the development  of Québec’s tour ist  
indust ry. 
 
Finally, the CI TQ Board of Directors and team join me to send all operators 
and indust ry partners our very best  wishes for prosperity in the new year. 
May 2004 be equal to the warm hospitalit y that  Québec is known for 
worldwide. 
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The ent ire CITQ team is celebrat ing the bir th of their  new newslet ter which 
we hope will meet  your expectat ions. Whether you are the operator of a 
tour ist  accom modat ion establishment  or an indust ry partner, this newslet ter 
will provide you with a var ied informat ional content  on Québec’s 
classif icat ion program, of which the CI TQ has been appointed official 
manager. 
 
Published four t imes a year, the ,QIR� &,74 newslet ter aims to enr ich the 
informat ion available through the www.citq.qc.ca website— which registers 
close to 1,500 hits each month— , the annual act ivity report , and the many 
releases regular ly published in several media throughout  Québec. 
 
We hope you’ll enjoy reading ,QIR�&,74 and that  you’ll want  to send us your 
comments and content  suggest ions. 
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The tour ist  accom m odat ion indust ry is forever changing and so is the CI TQ. 
Over the last  year, the CI TQ has started reviewing the gr ids it  uses to 
classify the many categories of establishments. The goal of this major 
operat ion:  adapt ing the gr ids to today’s context , and reflect ing the 
experience gained during our first  two years of operat ion as well as the 
wishes expressed by both the community and the t ravelers. 
 
Based on significant  consultat ion efforts conducted at  m any different  levels, 
this review process will enable the CI TQ to make certain necessary changes 
in the classif icat ion gr ids used for f ive categories of establishments:  hotel 
establishments, bed and breakfast  establishments, tour ist  homes, resorts 
and youth hostels. 
 
The review process the CI TQ has implemented includes several stages. 
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Get t ing to know the opinion of tour ist  accommodat ion operators is no doubt  
a very im portant  first  step in the consultat ion process. This is why D�
TXHVWLRQQDLUH� HQWLWOHG� ³+RZ� GLG� ZH� GR� LQ� ����"´ was sent  to more 
than 5,000 operators in December 2002 to gather informat ion, including the 
changes operators wanted to see in the classif icat ion gr ids. 
 
Despite the low response rate to this informal survey (8% ), some of the 
comments provide an interest ing perspect ive:  
 

� 50%  of respondents are bed & breakfast  operators, 22%  operate 
tour ist  homes, and 15%  operate hotel establishments of less than 40 
rooms. Together, these three categories make up 87%  of respondents. 

 
� 75%  of respondents said they were sat isfied with the services provided 

by the CI TQ and more than 80%  said they appreciated the visit  of our 
classif icat ion agents. 

 
� 56%  of respondents operat ing KRWHO�HVWDEOLVKPHQWV of less than 40 

rooms wanted changes in the classif icat ion gr ids. The creat ion of a 
category for “ inns”  and the adaptat ion of the exist ing gr id to the 
realit ies of small establishments were the main proposit ions made by 
these respondents. 

 
� 55%  of respondents operat ing EHG� 	� EUHDNIDVW� HVWDEOLVKPHQWV 

wanted the classificat ion gr ids to be changed. The m ain suggest ions 
regarded taking into account  the fr iendly and warm welcome provided, 
at tent ion to details,  the histor ical or her itage flavour of establishments 
and the tour ist  act iv it ies available in the vicinit y. 

 
� 44%  of respondents operat ing WRXULVW� KRPHV wanted the 

classif icat ion gr ids to be changed to take into account  their  locat ion 
(waterside, view, surrounding landscape, etc.) , architecture, and 
act iv it ies in their  area, to different iate between city and count ry 
set t ings and to add a 5-star level. 
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No review of the classificat ion gr ids would be complete without  taking into 
account  the expectat ions of the t ravelers. To this end, the CI TQ 
commissioned /pJHU� 0DUNHWLQJ to conduct  a qualitat ive study on the 
expectat ions and percept ions of the t ravelers as regards accommodat ion 
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establishments and on the influence these expectat ions and percept ions 
have on their  appreciat ion of the quality of accom modat ion provided. This 
study was conducted in August  and September 2003. 
 
To achieve these object ives, IRFXV�JURXSV made up of consumers reflect ing 
the socio-demographic features of the target  public were set  up. Three 
groups took part  in this operat ion:  

� Consumers staying in bed & breakfast  establishments;   
� Consumers staying in hotels for personal reasons;  and 
� Business people staying in hotels. 
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Here are the main findings of this study:  
 

� The most  desirable features for part icipants staying in EHG� 	�
EUHDNIDVW�HVWDEOLVKPHQWV were:  cleanliness of the establishment , a 
warm and personalized welcome, comfort  and amenit ies such as a 
pr ivate bathroom, room size, food quality, count ry charm , safety and a 
lim ited number of possible guests. 

 
� The most  desirable features for part icipants staying in KRWHOV� IRU�

SHUVRQDO� UHDVRQV were:  room comfort , bathroom  equipment , 
recreat ional infrast ructures, cleanliness, pr ice, locat ion of the 
establishment , on-site bar/ restaurant , safety and a personalized 
welcome. 

 
� The most  desirable features for part icipants staying in KRWHOV� IRU�

EXVLQHVV� UHDVRQV were:  proxim ity to work locat ion, efficiency of 
services such as express check-out , workspace, 24-hour access to 
services such as a pool, the safety of the establishment , free on-site 
parking, free local calls, comfort ,  room appointment  and cleanliness, 
and a clean bathroom. 
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The highlight  of the consultat ion undertaken by the CI TQ was the creat ion of 
sectoral commit tees made up of representat ives from sectoral associat ions 
and operators. Meet ing every Saturday in October, November and December 
2003, these commit tees reviewed the changes inspired by two years of CI TQ 
experience, the proposit ions from the tour ist  accom modat ion community and 
the expectat ions and percept ions of the t ravelers. 
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Five sectoral comm it tees proceeded to review as many classificat ion gr ids, 
namely for hotel establishments, bed & breakfast  establishments, resorts, 
tour ist  homes and youth hostels. More than 30 people from the tour ist  
accommodat ion community were involved in these commit tees, along with 
three CI TQ representat ives. 
 
All operators from those five categories of establishments received a let ter 
invit ing them to visit  the www.citq.qc.ca website to see and react  to the 
changes proposed by the sectoral com mit tees. 
 
Some of the expectat ions expressed by the community, such as the creat ion 
of a new category for inns or the adopt ion of a 5-star level for other 
categories, cannot  be met  within the present  review process, since such 
changes involve a major revision of the gr ids requir ing a much more 
extensive process and the Minister ’s approval. 
 
Nonetheless, the CI TQ is consider ing subm it t ing a memorandum to the 
Minister for Regional Development  and Tourism  in 2004 to propose such a 
revision. 
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� 'HYHORSHG� LQ� ������ WKH� FODVVLILFDWLRQ� JULGV� DUH� WKH� UHVXOW� RI�
FROOHFWLYH� HIIRUWV� LQYROYLQJ� PDMRU� LQSXW� IURP� WKH� DFFRPPRGDWLRQ�
FRPPXQLW\��

 
All CI TQ classificat ion guides were developed in close associat ion 
with the accommodat ion comm unity. To develop classificat ion gr ids 
for each of the seven categories of establishment  covered by the 
Act  and Regulat ion Respect ing Tourist  Accommodat ion 
Establishments, a commit tee was made up of indust ry 
representat ives, operators from the category concerned, and 
classif icat ion agents. 
 
Each of the classificat ion gr ids thus developed were then tested in 
several establishments, readjusted according to the results of these 
tests and subm it ted to the Minister for approval before being put  to 
use. 
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Furthermore, the classif icat ion gr ids are now being reviewed 
through a process systemat ically based on joint  act ion with the 
accommodat ion community and partnership with Tourism e Québec. 
These gr ids are the classif icat ion guides that  all operators receive 
when their  case file is opened at  the CI TQ. 
 
The classif icat ion guides are available at  www.citq.qc.ca under 
“Reference library” . 
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At  its September 26, 2003 meet ing, the CI TQ Board of Directors:  
 

� Acknowledged receipt  of a Tourisme Québec decision stat ing that  
from now on, establishments will need to have at  least  one star or 
sun to be listed on the bonjourquebec.com website, in the 
$FFRPPRGDWLRQ� LQ� 4XpEHF directory, and in the ATRs’ regional 
guides;  

 
� Expressed its intent ion to adopt  a code of ethics for members of the 

Board to underscore the Board’s commitment  to maintaining its 
independence and t ransparency;  

 
� Approved the calendar of meet ings for 2004, as follows:  

 
Board meet ings:  

� Monday, December 8, 2003 
� Fr iday, March 5, 2004 
� Fr iday, June 11, 2004 
� Fr iday, Septem ber 24, 2004 

 
Annual General Assembly:  Fr iday, March 5, 2004 
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