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Introduction

Background and Objectives

Statistics Canada is conducting this pilot survey on Knowledge Management Practices as
part of an international initiative headed by the Organisation for Economic Co-operation
and Development.  Canada is the lead country piloting this survey.  Other countries that
will undertake pilot surveys based on the contents of the Knowledge Management
Practices questionnaire are:  Denmark; Germany; Australia and the United States of
America.

The primary objectives of this new survey are to determine what business practices are
used to support the sharing, transfer, acquisition and retention of knowledge by Canadian
firms and whether firms find these practices effective.

The survey unit is the enterprise and the respondent will be identified through pre-
contact.  The respondent must be a senior executive such as the chief executive officer,
president, vice president or chief knowledge officer.  The survey contains no financial
questions and is best suited for answering by a senior manager responsible for the
organisation’s strategic directions, visions and strategies.

The questionnaire requires knowledge of operations within the organisation for at least
two years.  During pre-contact, the industrial classification of the enterprise will be
verified.

The pilot survey will be conducted between September and December 2001.  The survey
calls for a mail-out to approximately 400 firms.

Survey Frame

1. Wholesale distributors (NAICS=417)
2. Services (NAICS=5416)

The sampling frame for these three types of industry is from the Unified Enterprise
Survey (UES) 1999. A two-stage sampling design was used. The first stage was the UES
sample (simple stratification); the second stage was a sample from the reporting units
(simple stratification). The decision to limit ourselves to the reporting units from the first
stage was based on the subsequent use of the manufacturing data obtained from the UES.

The target population is therefore all businesses that belong to these types of industry
when the Royce-Maranda rule is applied (to reduce the response burden for small
businesses).
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Wholesale Distributor:

According to the UES, this population includes 11,161 businesses. The UES sample
includes 2,035 businesses, of which 1,034 were available for our sample (available
manufacturing values). Of this number, 710 had more than 10 employees. Based on an
allocation that took into consideration the size of the businesses, 81 were selected.

Services:

According to the UES, this population includes 34, 953 businesses. The UES sample
includes 2,010 businesses, of which 601 were available for our sample (available
manufacturing values). Of this number, 156 had more than 10 employees. Based on an
allocation that took into consideration the size of the businesses, 52 were selected.

3. Forestry (NAICS=133)
4. Manufactures (NAICS=325)
5. Transportation (NAICS=336)

The sampling frame for these types of industry comes from the Annual Survey of
Manufactures (ASM) 1999.  A two-stage sampling design was used.  The first stage
involved the sample (census) from the ASM (simple stratification); the second stage
involved a sample from the reporting units (simple stratification).  The decision to limit
ourselves to reporting units of the first stage was based on the subsequent use of the
manufacturing data obtained from the ASM.  The target population is therefore all
businesses that belong to these types of industry when the Royce-Maranda rule is applied
(to lighten the response burden for small businesses).

Forestry:

According to the ASM, this population includes 1,196 businesses (available
manufacturing values). Of this number, 772 had more than 10 employees. Based on an
allocation that took into consideration the size of the businesses, 73 were selected.

Manufactures:

According to the ASM, this population includes 719 businesses (available manufacturing
values). Of this number, 579 had more than 10 employees. Based on an allocation that
took into consideration the size of the businesses, 91 were selected.
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Transportation:

According to the ASM, this population includes 822 businesses (available manufacturing
values). Of this number, 642 had more than 10 employees. Based on an allocation that
took into consideration the size of the businesses, 95 were selected.

Data collected by this pilot survey will be linked to data collected by other Statistics
Canada surveys in order to access production statistics such as revenues, expenses,
employment and value-added for detailed analysis.

Survey Content

The survey is based on in-use / planned-use identification of a series of business practices
related to knowledge management.  These practices are grouped/categorised as follows:
policies and strategies; leadership; incentives; knowledge capture and acquisition;
training and mentoring; and communications.  Respondents that indicate that any practice
listed in the first question is “In Use” (In Use Before 1999 or Used Since 1999) are to
continue to the next section.  Respondents not using any of the practices move (skip) to
question 10 – “Incentives to Use”.

Questions 3-9 capture the reasons, results, effectiveness and responsibility for using
knowledge management practices.  Also included in this section are questions on the
sources of knowledge management practices, spending dedicated to knowledge
management and resistance to using knowledge management practices.

All respondents answer questions 10-14.  Question 10 relates to incentives to use
knowledge management practices.  Question 11 provides employment structure
information and response to it is essential.  Questions 12-14 are administrative questions
for response burden issues, improvements to the questionnaire and to determine if the
results are of interest to the respondents.
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Areas of Attention

In general, the following procedures are to be followed:

a) Questions are to be read exactly as they appear.  If a respondent does not
understand a question then you are to repeat the question exactly as it appears.  If
the respondent still doesn’t understand the question, you can paraphrase the
question or give an example provided you do not change the meaning of the
question.

b) Always be aware of “Messages to the Interviewer”.  Always follow the
instructions contained in these messages when reading and coding the question.

c) In absence of any message specifying otherwise, response categories are to be
read to the respondent.

d) Text in parenthesis is not to be read to the respondent unless they require that the
question be clarified.
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Minimising Refusals

Sometimes non-response is beyond your control (for example, the respondent
may be away for an extended period due to holidays or illness).  In all other cases,
you should make every effort to secure an interview.  Keep the following in mind
to avoid refusals.

•  When respondents refuse to participate in the survey it is often because
they do not have enough information about the survey or about Statistics
Canada, or that the call has arrived at a bad time.  If you are well prepared
you should be able to obtain the respondent’s co-operation.  Be sensitive
to the respondent’s needs; apologise for bad timing and try to secure a
call-back time (ask the respondent for suggestions).

•  Sometimes the respondent’s refusal may not be explicit.  If this happens,
pick an issue (time, purpose or importance of the survey) and begin to
discuss it.  This generally forces the respondent to choose a more specific
issue that you can then deal with directly.

•  Remember you must speak with the respondent directly to explain the
survey.  Do not accept someone else’s word that the selected respondent is
unwilling to participate.

•  Listen carefully.  Focus on one item:  Is there a reason why the respondent
does not want to participate?  Find common ground so you can relate to
the respondent.

•  Negotiate with the respondent.  Suggest that you try a few questions; once
you get started, he or she may realise that the questionnaire is non-
threatening.  Let the respondent know that they can refuse to answer
individual questions.

•  Know your material well.  Be ready to give honest, direct answers to
questions.  Knowing your material puts respondents at ease, adds
professionalism and gives you the confidence to “sell” the survey.

When all else fails and you are faced with an adamant and vocal refusal, withdraw
politely.  Above all, do not allow a tough interview to influence your next call.
Remember you are speaking to a different person each time you interview.  It is
important that you maintain a positive attitude for that next call.
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Chapter 1

Question and Answer Sheet

Knowledge Management Practices Survey

1. How was I chosen for this survey? (Where did you get my phone number?  Why
was my firm or organisation selected?)

Your firm was selected using random sampling.  You are being contacted to
secure your participation in the Knowledge Management Practices Survey.  This
is a sample survey: your firm or organisation was selected to represent firms or
organisation in your industry and region.  Most firms or organisations in the
sample are randomly selected to represent other firms or organisations with
similar characteristics such as number of employees.  Some firms or organisation
must be included in the sample because they contribute substantially to their
particular industry or region.  In either case, your answers are vital to calculating
accurate statistics.

You will shortly receive this questionnaire in the mail and we are requesting that
you take about twenty minutes to complete it.  There are no financial questions to
fill-in.  You have been selected as the most appropriate person to represent “…
Name of firm or organisation” in completing the questionnaire since we are
asking for high-level overview and overall understanding of the management
practices in place in your firm or organisation.

2. How long does the survey take?  (How much time do you need?)

The length of time varies from firm to firm, however, on average it takes less than
twenty minutes.
***For Telephone collection****
We can start the interview and if you don’t have the time to complete it, just let
me know and we can arrange another time to complete it.

3. Who uses this information?

The information you provide will be used by Statistics Canada to assess how well
the questionnaire works.  Summary results from the pilot Knowledge
Management Practices Survey will be made available to respondents upon
request.  Statistics Canada will also undertake a review of the summary results
with those from 3 other countries piloting this survey: Denmark, Germany,
Australia and the United States.  Your comments will be used to improve this
questionnaire before member countries of the Organisation for Economic Co-
operation and Development will undertake an international survey.
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4. How do I know you’re who you say you are?

You can call Statistics Canada toll-free at 1-866-726-8879 to confirm that this is a
legitimate survey and that I am an employee of Statistics Canada.

5. How do I know if this information will be kept confidential?

The Statistics Act guarantees that any information you give us remains strictly
confidential.  All employees of Statistics Canada are under oath and are liable to
prosecution and sever penalties if they do not safeguard that confidentiality.
Statistics Canada goes to extraordinary length to protect the confidentiality of the
information it gathers.  Once completed, the questionnaire is considered
confidential and no unauthorised person will ever be permitted to see them.

6. Is my firm obligated to take part in the survey?

Yes, this survey is mandatory because citizens have the democratic right to
accurate and objective information about their economy and their society.  This is
why the Statistics Act, an Act of Parliament, requires businesses and individuals
to provide the information needed to produce official statistics.  The Statistics Act
also requires that Statistics Canada provide an iron-clad assurance of
confidentiality to all survey respondents.

Mandatory response is also required because most business survey results are
used directly or indirectly for programs that are legally mandated by Parliament.

7. What if I refuse or What is the penalty for refusing (or other such questions)

According to the Statistics Act, everyone who receives this questionnaire is
legally required to complete it otherwise they are guilty of an offence.  Although
we have the authority to collect information, we are seeking your willing co-
operation.  Statistics Canada applies the Act consistently, but with discretion and
sensitivity.  I am not in a position to discuss the legal consequences of refusing to
respond to the survey.  I can send you a copy of the Statistics Act or you can find
it on Statistics Canada’s web site at www.statcan.ca under “About Statistics
Canada”.  If you wish to discuss legal repercussions, I can refer you to someone
else who can talk to you about this.

8. How is this information used?

The information collected by the Knowledge Management Practices Survey will
be used by both the public and private sectors.  Governments will use the
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information in decision-making and the business sector can use the information
for market analysis and comparability studies.  Industry associations and
academics will use the information to study performance and other characteristics
of specific industries.  Finally, the results will be used to establish an on-going
survey that will provide benchmark statistics for international comparisons with
other Organisation for Economic Co-operation and Development member
countries.

9. Isn’t this information available from other sources?

No.  This information is not collected elsewhere within Statistics Canada.  In
order to reduce respondent burden, we have not included any questions requiring
financial information.  Any other required information will be obtained from
responses to other questionnaires that your firm has already provided to Statistics
Canada.

10. What is the purpose of this survey?

The primary objectives of this new survey are to determine what business
practices are used to support the sharing, transfer, acquisition and retention of
knowledge by Canadian firms and whether firms find these practices effective.

11. What is meant by data linkage?

In order to reduce respondent burden, where possible surveys such as the
Knowledge Management Practices Survey are linked to other Statistics Canada
surveys that collect information complimentary information.  In the case of the
Knowledge Management Practices Survey, no operating or production
information is collected.  This information is very important in explaining types
of firms that participate in various knowledge management practices, therefore,
this information will be taken from other Statistics Canada sources.

12. Who do I call for more information about the survey?

I will take down your name and telephone number and direct your questions to the
project manager, Louise Earl, or you may call Statistics Canada toll-free at 1-866-
726-8879.

13. When will summary results be available?

The summary results will be available beginning in March 2002.
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14. Collection numbers

English:  STC/SAT-465-75220
French:    SQC/SAT-463-75220

15. What do you mean by knowledge management?

Knowledge management involves any systematic activity related to the capture
and sharing of knowledge.

16. What is organisational memory?

Organisational memory includes preparing written documentation such as lessons
learned, training manuals, good work practices and articles for publication.

17. What are virtual teams?

Virtual teams are composed of members who are physically separated for
example they live in different cities.  Their collaborative work is facilitated by
communications technology such as the Internet, intranets and e-mail.
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Chapter 2

Collection Process

This is a mail-out/mail-back survey.  The survey procedures call for pre-contact
with the firm to confirm the contact name, mail label information and industrial
sector.

Step Action
1 Firms or organisations are contacted to verify label information and industrial

sector.
2 Survey questionnaires are mailed from OID
3 Once completed, questionnaires are returned by mail to SIEID
4 Completed questionnaires are transferred from SIEID to OID for capture
5 As OID receives completed questionnaires, they are edited and transferred for

data capture.

Any inconsistent or incomplete information fails the edit quality check and will
be rejected by the editor.

6 OID interviewers conduct telephone follow-up with respondents to resolve edit
check rejects

7 Interviewers use Fax follow-up with respondents who have not returned a
completed questionnaire within 20 days after the mail-out.  Non-respondents
are asked to return the completed questionnaire (a second version can be faxed
or mailed) or to complete the questionnaire over-the-phone.

8 Once the questionnaires are completed, captured and coded, the data base is
transmitted to SIEID.  All questionnaires are to be transmitted to SIEID.

Collection Schedule

Date Activity
September 6, 2001 Receipt of sample by OID
September 12, 2001 Commencement of Pre-Contact
September 24, 2001 Mail-out
October 14, 2001 Fax follow-up commences
October 24, 2001 Phone follow-up commences
Autumn 2001 Log-in and editing as questionnaires received.  Transferred in

batch mode for data capture.  File transfers to SIEID as data
captured.  Originals returned to SIEID

December 17, 2001 Final file transfer.
January 7, 2002 Post-mortem
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Pre-contact Interviews

Pre-contact list

The list of companies in the sample should contain all the information you need to
contact the company.

The contact name is probably not appropriate for this survey.  The survey contact
should be ideally the Chief Executive Officer or his/her designate.

Conducting the Pre-contact Interview

When you contact the respondent named on the pre-contact list, you should
introduce yourself and the survey and explain to the respondent that you calling to obtain
the name and address of the Chief Executive Officer (CEO).  You will also confirm the
main business activity of the respondent.

The following is an example:

Hello, my name is __________ from Statistics Canada.  I’m calling about
a survey we are conducting on knowledge management practices.  We will
be sending a questionnaire for this survey that deals with current and
planned use of knowledge management practices by Canadian firms.
Could you please provide me with the name, address and telephone
number of the Chief Executive Officer or his or her designate?

If the respondent gives contact information different from that on the list, please record
all of the information.

Before concluding the pre-contact interview, please read the following industry
descriptions and ask the respondent which description best matches their firm.

For example:

I am going to read a brief description of the types of activities your firm
may do.  Please tell me if this description adequately describes your main
business activity.

NAICS Description
113 Forestry and Logging

This subsector comprises establishments primarily engaged in growing
and harvesting timber on a long production cycle (of ten or more years).
Long production cycles use different production processes than short
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production cycles, which require more horticultural interventions prior
to harvest, resulting in processes more similar to those found in the Crop
Production subsector.  Consequently, Christmas tree production and
other production involving production cycles of less than ten years, are
classified to the Crop Production subsector.

Industries in Forestry and Logging specialize in different stages of the
production cycle.  Reforestration requires production of seedlings in
specialized nurseries.  Timber production requires natural forests or
suitable ares of land that are available for a long duration.  The
maturation time for timber depends upon the species of tree, the climatic
conditions of the region, and the intended purpose of the timber.  The
harvesting of timber, except when done on an extremely small scale,
requires specialized machinery unique to the industry.  The gathering of
forest products, such as gums, barks, balsam needles and Spanish moss,
are also included in this subsector.

325 Chemical Manufacturing
This subsector comprises establishments primarily engaged in
manufacturing chemicals and chemical preparations, from organic or
inorganic raw materials.

Exclusion(s): Establishments primarily engaged in:
•  field processing of crude petroleum and natural gas (211,

Oil and Gas Extraction)
•  Beneficiating mineral ores (212, Mining (except Oil and

Gas))
•  Processing crude petroleum and coal (Petroleum and

Coal Products Manufacturing)
•  Smelting and refining ores and concentrates (331,

Primary Metal Manufacturing)
336 Transportation Equipment Manufacturing

This subsector comprises establishments primarily engaged in
manufacturing equipment for transporting people and goods.  The
industry goods are based on the various modes of transportation – road,
rail, air and water.  Three industry groups are based on road
transportation equipment – for complete vehicles, for body and trailer
manufacture and for parts.

Establishments primarily engaged in rebuilding equipment and parts are
included in the same industry as establishments manufacturing new
products.

Exclusion(s): Establishment primarily engaged in:
* manufacturing equipment designed for moving materials and goods on
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industrial sites, construction sites, in logging camps and other off-
highway locations (333, Machinery Manufacturing)

417 Machinery, Equipment and Supplies Wholesaler-Distributors
This subsector comprises establishments primarily engaged in
wholesaling farm, lawn and garden machinery and equipment;
construction, forestry, mining and industrial machinery, equipment and
supplies; computers and communication equipment and supplies; and
other machinery, equipment and supplies.

5416 Management, Scientific and Technical Consulting Services
This industry group comprises establishments primarily engaged in
providing expert advice and assistance to other organisation on
management, environmental, scientific and technical issues.

Exclusion(s):  Establishments primarily engaged in:
•  providing expert advice and assistance to other

organisations on architectural and engineering issues
(5413, architectural, Engineering and Related Services);

•  providing expert advice and assistance to other
organisations on interior, industrial and graphic design
issues (5414), Specialised Design Services); and

•  Providing expert advice and assistance to other
organisations on information technology issues (5415,
Computer Systems Design and Related Services).
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Below is a table showing the business respondent information that may require updating.
Complete only those fields for which the respondent provides new information.

Field Instruction
Q Number Enter the ten-digit ID number that appears on the top left-hand corner

of the label
Operating Name Enter the corrected operating name.  The operating name is the name

that the company is known by its clients.  Do not include suffixes
such as Ltd., or Inc., etc.

Company Name Enter the corrected company name.  The company name could be the
name of the individual who is reporting on behalf of the company.

Legal Name Enter the corrected legal name.  The legal name is the legally
registered name of the company.  If the company is not incorporated,
the legal name may be the name of the company’s owner(s)

Coverage If the respondent is unable to report for the operation, enter the
corrected information.  Note:  If the language codes for the contact
has changed, the coverage statement must be translated to the
language that the respondent prefers.

NAICS Obtain a description of the main business activity of the firm if the
respondent indicates that the description provided does not match the
firm’s or organisation’s activity.

Comments Enter any frame maintenance comments or other comments that you
feel are important

Contact Information
Contact Name Enter the name of the person who will complete the questionnaire

(respondent)
Telephone / Fax
Numbers

Enter the telephone number with extension if applicable and fax
number of the respondent.

Language Code Indicate the respondent’s preferred language.
Position Enter the title of the respondent’s position.
Mailing Address Enter the respondent’s full mailing address (street, city, province and

postal code).  Please note that this address may not be the same as the
company’s address.

Country Enter the name of the country if it is not Canada.

Data on the Pre-contact List is Completely Correct

If all information of pre-contact list is completely correct, then DO NOT complete any
frame maintenance information.
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Mail-out

Each respondent should be sent:
An introductory letter
One labelled questionnaire
A postage-paid return envelope

The Mail-out/Mail-back Process

Introduction

Respondents are asked to complete the Knowledge Management Practices Survey’s
questionnaire within 10 days of receipt.

Once the completed questionnaires are received, OID will begin editing and “batching”
for transfer to data capture.  Telephone follow-up will be conducted as required to resolve
data problems or to collect data for non-response cases.

Flowchart / Chemin des questions

Will not be completed for the pilot.  When completed it will indicate compulsory
questions.

Data Capture

Interviewers will edit the questionnaires upon receipt.  The status of each questionnaire
will be carefully logged using the processing codes and directions found in the table
below (Processing Codes).  Once the questionnaires have undergone editing and data
capture they will be returned to SIEID.
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Processing codes:

Stage Status Status
Number

Notes, Explanations

Mailing Mail 01 MailoutDate, MailCount(INTEGER[2]) will
be changed when:
- Initialized by the system, or
- CDC/Remail processed, or
- CDC/Refax prcocessed.
DocumentMailed(Questionnaire, Annex,
Supplement), inialized by the system, will
show what documents are mailed to the
respondent.

Processing EDR Captured 03 Electronic Data Reporting

Received POR 04
Processing Research 05
Processing Supervisor Referral 08

Processing Remail 09 This case will be processed by CDC/Remail
to set :
- stage to Mailing, and
- status to Mail, and
- MailoutDate to the date of process, and
- increment the Mailcount, and
- print the label.

Processing Complete and Clean 10
Processing Blank Component of a Combined

Report
11

Mailing Fax Reminder Sent 17 FaxSentDate will be changed.
Processing Refax 19 This case will be processed by CDC/Refaxl

to set :
- stage to Mailing, and
- status to Mail, and
- MailoutDate to the date of process, and
- increment the Mailcount, and
- print the label.

Processing Failed Mandatory Edits 20 SpecialHandling (KPM, Pid,etc.) field will
show the special handling responsibility.  If
the SpcialHandling field is BLANK, the
responsibility is OID. The SpecialHandling
field will be shown on the Browse Screen
and the Evaluation Screen.
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Processing Failed Severe Edits 21 SpecialHandling (KPM, Pid,etc.) field will
show the special handling responsibility.  If
the SpecialHandling field is BLANK, the
responsibility is OID. The SpecialHandling
field will be shown on the Browse Screen
and the Evaluation Screen.

Processing Possible Temporarily Inactive 30

Processing Possible Refusal 40
Processing Non-Response: Survey deadline 51

Processing Possible Out of Business 60
Processing Possible Unable to Locate 61
Processing Possible Change of Ownership 62
Processing Possible Amalgamation 63
Processing Possible Duplicate 70
Processing Possible Out of Scope 71
Processing Non-Response:  Special 72
Mailing Suppress 80 Why List: special request, SMO/EDCO,

Respondent Relations, KPM, PID, Year +1
Received EDR: All documents received 81 DocumentReceived(Questionnaire, Annex,

Supplement) will be checked by the user.

Received EDR: Not all documents received 82 DocumentReceived(Questionnaire, Annex,
Supplement) will be checked by the user.

Received All documents received 83 DocumentReceived(Questionnaire, Annex,
Supplement) will be checked by the user.

Received Not all documents received 84 DocumentReceived(Questionnaire, Annex,
Supplement) will be checked by the user.

Received Financial Statement Only 85
Received KPM: Received 86
Received SMO / EDCO: Received 87
Received PID: Received 88
Received Hold 89 Why List: 1.Correspondence, 2. Blank

Questionnaire, 3. Wrong Fiscal Year, 4.
Transfer between sector, 5. Change of
Qtype

Processing Appointment 90 Why List: non-response -1)  BSSU uniit, 2)
CATI, 3) Edits, 4) Research, 5) Survey
Feedback, 6) Help appointment - home
unit, 7) non-response - home unit, 8)
missing document - home unit, 9) Non-
response special (assigned to specific
editor) – home unit
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Conducting Non-response Interviews

Purpose

Telephone follow-up will be conducted for those respondent whose questionnaires have
not been returned within 20 days of mail-out and for those questionnaires that have been
returned but have failed the edit process.

Procedure

If the respondent
indicates …

Then

-the questionnaire has
not been received

Offer to collect the information by telephone interview

If the respondent is unable to complete the interview at this
time:
- check and update the label information
- resend the questionnaire (by mail or by facsimile)
- note the 2nd mail-out in Notes
- schedule appointment for follow-up

-the questionnaire will
be mailed at a later date

Offer to collect the information by telephone interview

If the respondent is unable to complete the interview at this
time:
- ask when the questionnaire can be expected
- note anticipated return in Notes
- schedule appointment for follow-up

-the questionnaire is “in
the mail”

Offer to collect the information by telephone interview

If the respondent is unable to complete the interview at this
time:
- ask when the questionnaire was mailed
- note anticipated return in Notes
- schedule appointment for follow-up

-s/he does not have
time to complete the
questionnaire

Offer to help complete the questionnaire and indicate that
you are willing to complete the questionnaire by telephone
interview

If the respondent is unable to complete the interview at this
time:
- enter applicable comments for the supervisor
- refer the unit to supervisor for follow-up
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Follow-up Telephone Interviews

The interview will conduct the follow-up telephone interviews at the scheduled times.  If
the interviewer cannot make a call-back as scheduled, his or her supervisor should be
notified.

When conducting a telephone interview, any failed edits / missing items will be displayed
on-screen when the edit occurs.  The information given by the respondent must be
confirmed and / or changed at this time.  If the respondent is unable to confirm / change
the information or does not have access to it at the time, an appointment must be made
for a call-back to collect the information.  Telephone follow-up must occur to resolve the
questionnaire.

When capturing information from a respondent’s completed questionnaire, any failed
edits / missing items will be displayed on-screen when the edit occurs.  The questionnaire
must be flagged for telephone follow-up.

Note:  When setting an appointment to collect or to confirm information, the system will
prompt you to enter interviewer notes.  Notes should be entered as these can be reviewed
to help familiarise you or other interviewers with the questionnaire before re-contacting
the respondent.

Scheduling Appointments

Purpose

If the contact is not available for interview (mail-back non-response) or edit follow-up
(failed edits) an appointment must be scheduled to obtain the required information.

Appointments

All appointments made with the respondent by telephone will require a call-back on the
scheduled day and time.  The system keeps track of all appointments and will assign them
to interviewers at the specified time.

Note

Continue to follow-up on all units until a response has been obtained either by mail,
telephone or facsimile.

All attempts to contact the respondent are automatically recorded by the system.
Therefore, prior to beginning a telephone follow-up, please check the record of calls (or
file) and the interviewer comments.
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Assigning Response Status Codes

Purpose

Every unit in the sample (for which there is one questionnaire) requires a final status code
before transmission to SIEID.  The response status code will be assigned by either the
system, the interviewer or the supervisor.

Assignment of Response Status Codes

Codes Assigned By…
System Interviewer Supervisor
Complete Partial

Incomplete Report
Refusal (Interim code)
Temporarily Inactive
Unable to Contact (Interim code)
Out of Business (Interim code)
Unable to Locate (Interim code)
Combined Report
Out of Scope (Interim code)
Change of Ownership
Duplicate

Refusal
Unable to Contact
Out of Business
Unable to Locate
Out of Scope

Status Codes - Definitions

Code Definition
Complete
(10)

System/supervisor assigned code when information has been supplied for
all mandatory fields.  See Chapter 5 for mandatory fields.

Partial
(20)

Interviewer assigned when information for mandatory fields is
incomplete, but at least one mandatory field has been completed.

Incomplete
Report (21)

Interviewer assigned when information for some fields has been supplied,
but no mandatory fields have been completed.

Refusal
(40)

Supervisor assigned when the respondent expressly refuses to supply
enough information to meet the minimum requirements for the survey.

Temporarily
Inactive
(30)

Interviewer assigned when the company did not operate during the
reporting period, but expects to resume activity in the future.
Note:  Comments should be entered explaining the reason for inactivity
and the resumption date provided by the respondent.

Seasonal
Operation
(31)

Interviewer assigned when a business does operate for a set period of time
each year.

Unable to Supervisor assigned when the interviewer is unable to contact anyone who
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Code Definition
Contact
(51)

can provide the required survey information by the deadline.

This occurs when:
- the respondent or designate was unavailable during the survey

collection period
- the business is believed to exist but the interviewer has been unable to

make contact with the appropriate respondent
- the survey information will not be available within the collection

period / or survey timeframe.
Out-of-
Business
(60)

Supervisor assigned when a business is permanently inactive.  This occurs
when the owner(s) has (have) liquidated all of the assets of the business.

Notes:
- If a company moves its location to another location within the

province, the company should not be considered out-of-business.  An
interview would be completed and the new address should be entered
in frame maintenance.

- If the company closes one location and moves all of its operations to
an existing location within Canada, all information should be recorded
for the existing unit (within the same NAICS).

- If the company closes one location and moves all of its operations an
existing location within Canada that is NOT classified with the same
NAICS.  The information should be collected for the NAICS codes
that are valid for the Knowledge Management Practices Survey;
otherwise the unit should be coded as Out-of-Scope.

- If the company went out of business during 2001 (or the collection
period) try to collect the information for the year up until the unit went
out-of- business.

- If the research undertaken to locate the company fails, then code as
out-of-business.

Receivership is a legal proceeding involving the appointment, by the court
of a trustee to administer the affairs of a person or firm unable to meet its
debts as they mature.  The company in receivership either can be
operating or not operating.
- If operating collect the survey information
- If NOT operating, code the unit as Out-of-Business.

In all cases ensure that the situation is clearly explained and annotated in
the Comments section.

Unable to
Locate
(61)

Supervisor assigned when the business is believed to exist but it is not
possible to locate within the survey timeframe.
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Code Definition
Combined
Report
(11)

Supervisor assigned when the information has not been reported on this
questionnaire because it has been reported as part of a combined report on
another questionnaire.  (Use with caution.)

Out-of-
Scope
(71)

Supervisor assigned when the company’s main activity has never been
within the valid NAICS or if the unit is dormant, shell or paper company.

Definitions:
- A dormant company is a corporation that is inactive except for its

compliance with the legal requirements pertaining to its continuing
existence.

- A shell or paper company is a corporation that has no assets or
liabilities.  It is usually formed to protect a company name, goodwill
or to be used in some future business consideration.

Change of
Ownership
(62)

Interviewer assigned when the business has sold all of its in-scope
activities to another company and the information for the label company
cannot be obtained.  Changes of ownership include amalgamations,
mergers, spin-offs and split-ups.
Note:
If the company only sold part of its operations, collect the survey data for
the in-scope operations that were not sold.  In all cases, record all relevant
information (dates, name and address of new owner(s), etc.) in Comments.

Duplicate
(70)

Interviewer assigned when the unit contains the following information that
are exactly the same as another questionnaire in the same survey:
- legal name
- operating or division name
- address (same city or province)
- questionnaire coverage
- NAICS code

NOTE:  Comments explaining the situation are to be entered for all units with a response
code other than “complete” or “partial”.
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Chapter 3

Completing the Questionnaire

Introduction

This chapter contains instructions for completing the questionnaire for the Knowledge
Management Practices Survey.

Background for Entering Data

Introduction

The respondents will complete the questionnaires and return them to SIEID who will in
turn transmit them to OID for data entry and capture.  When the questionnaires have been
data captured a completed file / database will be transmitted from OID to SIEID.

Minimum Data Requirements – will be discussed later.

“x”, “n” and “r”

For Mail Returns:  If any field on the questionnaire is unanswered, enter “x”
(unanswered).

For Telephone Interviews:  If the respondent refuses to provide data for a specific
question, enter “r” (refused) in the field.

If the respondent indicates that the data are not available for a specific field, and “Don’t
Know” is not a legitimate response, then enter “n” (don’t know).

Note:  If an “n”, “r” or “x” is entered in a mandatory cell, then telephone follow-up will
be required to resolve the unit.  (Follow-up for “r” by telephone will be at the
supervisor’s discretion.)

Comments

There are two types of comments that should be recorded: those intended for Subject
Matter and those intended as Interviewers’ Notes.

Subject Matter

Comments must be recorded to inform Subject Matter of anything out of the ordinary in
the collection of the survey data.  Respondents’ comments, discrepancies in data,
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estimated values, dates of deaths, reasons for edit failures, time it took to complete the
questionnaire etc. are examples of Subject Matter comments.

Interviewers’ Notes

Interviewers’ Notes are useful tools for interviewers when collecting survey data.
Whenever a unit requires a follow-up call potentially by another interviewer, the
Interviewers’ Notes should be carefully reviewed prior to follow-up.  Interviewers’ Notes
should record any unusual response from the respondent (rude, abusive, etc.) or any
additional information that the next interviewer will need when speaking with the
respondent.  This will help the next interviewer to familiarise him/herself with the case
and therefore avoiding potential data collection problems.

Labels

Introduction

Labels will be printed by OID.  These labels will be affixed directly onto the
questionnaires that will then be inserted into envelopes and mailed to respondents.

Review Pre-contact instructions prior to affixing the label.

Example of label – to be hand affixed.

Label Updates

Questionnaire Instruction

Correct pre-printed information if necessary using the corresponding boxes below.

Purpose

This information is required to update and maintain the databases.

Returns

Mail Returns

Any changes made by the respondent will be entered in the stand-alone 802 system.
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Telephone Interviews

Verify all label information with the respondent during the telephone interview and make
any necessary adjustments.

Post Office Returns

These returns must be researched immediately.  If the firm is successfully located post a
second mail-out and offer to collect the data by telephone interview.

If the firm’s address cannot be determined through research, the unit should be assigned a
final status code of “Unable to Locate”.
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Chapter 4

Editing the Questionnaire

This chapter provides information pertaining to the questions and how to edit the
questionnaires for data capture.

Knowledge Management Practices

Introduction

For this question the respondent is asked whether a series of knowledge management
practices are in regular use or if the firm plans to use them regularly.

Questionnaire Instruction

Using the table below, please indicate the use your firm or organisation makes of each of
the knowledge management practices listed.

Questionnaire Procedures

The respondent should indicate “In Use Before 1999”, “Used Since 1999”, “Plan to Use
in the Next 24 Months”, “Don’t Know or Not Applicable”.

Results of Questionnaire Testing

Questionnaire testing indicated that respondents sometimes had difficulty responding for
knowledge management practices used infrequently or by selected divisions, business
units or groups of workers.  Respondents should be directed to think of whether the
knowledge management practice is “regularly used”.

Edit procedures

If respondent checked more than one response category for any non-mandatory cells or in
less than two cases for mandatory, please do the following:  Take the first value that
appears.

Example:  In cell 1001 (mandatory) the respondent checked both “In Use
Before 1999” and “Plan to Use in the next 24 months” and did not do this
for any other mandatory cells, then edit resolution is “In Use Before
1999”.

If the respondent checked more than one response category for more than two mandatory
cells, use telephone follow-up to resolve the cases.
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If the respondent did not check a value for a non-mandatory cell then code to 7 “Not
Stated”.

If the respondent did not check a value for two or more mandatory cells then refer the
questionnaire for telephone follow-up; otherwise code to 7 “Not Stated”.

Mandatory cells – 1001 – 1008; 1014; 1017-1018; and 1021-1023.

Other Knowledge Management Practices

For this question respondents are asked to indicate if they use knowledge management
practices that are not listed in the questionnaire.

Questionnaire Instruction

Are there any knowledge management practices that your firm or organisation uses that
we have not included in this survey?

Procedures

The respondents are asked to indicate “No” or “Yes, please specify”.  Respondents can be
referred back to the first question as a reminder of the knowledge management practices
already listed.

Edit procedures

This question is not mandatory.  It does not need to be completed.  If blank code to 7
“Not Stated”.

Mandatory cells:  None.

Reasons for Using Knowledge Management Practices

Introduction

For this question the respondents are asked to rate a series of reasons that their firm uses
knowledge management practices.

Questionnaire Instruction

Please indicate the level of importance you attribute to each reason for using the
knowledge practices currently in use in your firm or organisation.
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Procedures

The respondent should indicate “Critical”, “Important”, “Somewhat Important”, or “Not
at all Important”.

Questionnaire

Questionnaire testing indicated that respondents found choosing between the response
categories quite simple.  Respondents that state the reason is “Not Applicable” should be
directed towards thinking of the importance of the reason given to his/her firm.
Similarly, if the respondent replies “Don’t Know”, s/he should be directed to thinking of
the importance of the reason to his/her firm.

Note:  The respondent is representing the firm when responding to the question.

Please record any other reasons provided by the respondents in Subject Matter comments.

Edit procedures

If the respondent wrote in “Don’t know” or “Not applicable” for any of the non-
mandatory cells and for two or less mandatory cells; then code to 09 – “Don’t know/Not
applicable”.

If the respondent checked two or more responses for the same cell then the
following steps should be followed:

If the responses are “Critical” and “Important” then code “Critical”.  If the
responses are “Somewhat Important” and “Not at all Important” then code
“Not at all Important”.

Telephone follow-up must occur if more than two mandatory cells have
multiple responses that cannot be resolved using the above edit resolution
procedure.

If the respondent did not answer two or more mandatory cells, then refer
to telephone follow-up.

For non-mandatory cells, if the respondent did not answer, then code to 7
“Not Stated”; unless telephone follow-up is occurring in which case
resolution of the non-mandatory cells is at the Interviewer’s discretion.

Mandatory cells:  2001- 2005 and 2009-2012.
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Results of Using Knowledge Management Practices

Introduction

For this question the respondents are asked to rate the effectiveness of using knowledge
management practices.

Questionnaire Instruction

In the table below, please indicate the level of effectiveness you attribute to these results
for the knowledge management practices currently in use in your firm or organisation.

Procedures

The respondent should indicate “Very Effective”, “Effective”, “Somewhat Effective”, or
“Not at all Effective”.

Questionnaire testing

Questionnaire testing indicated that respondents found choosing between the response
categories quite simple.  Respondents that state the result is “Not Applicable” should be
directed towards thinking of the effectiveness of the given result in his/her firm.
Similarly, if the respondent replies “Don’t Know”, s/he should be directed to thinking of
the effectiveness of the result in his/her firm.

Note:  The respondent is representing the firm when responding to the question.

Please record any other results provided by the respondents in Subject Matter comments.

Edit procedures

If the respondent wrote in “Don’t know” or “Not applicable” for any of the non-
mandatory cells and for two or less mandatory; then code to 09 – “Don’t know/Not
applicable”.

If the respondent checked two or more responses for the same cell then the
following steps should be followed:

If the responses are “Very Effective” and “Effective” then code “Very
Effective”.  If the responses are “Somewhat Effective” and “Not at all
Effective” then code “Not at all Effective”.
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Telephone follow-up must occur if more than two mandatory cells have
multiple responses that cannot be resolved using the above edit resolution
procedure.

If the respondent did not check an answer for a mandatory cell and two or
more mandatory cells are unanswered then telephone follow-up must
occur. Otherwise code to 7 “Not Stated”.

If the respondent did not check an answer for a non-mandatory cell then
code to 7 “Not Stated”, unless telephone follow-up is occurring in which
case resolution is at the Interviewer’s discretion.

Mandatory cells:  2101- 2108.

Responsibility for Knowledge Management Practices

For this question respondents are asked to indicate the functional area with overall
responsibility for knowledge management practices in the firm.

Questionnaire Instruction

Which of the following groups has the overall responsibility for knowledge management
practices in your firm or organisation?

Procedures

The respondent should indicate ONE of the following:  “Human Resources”,
“Information Technology”; “Knowledge Management Unit”; “Library / Documentation
Centre”, “Executive Management Team”, “Other, please specify” or “Don’t Know”.

“Human Resources” include administration, personnel and financial operations.
“Information Technology” includes computer support.
“Knowledge Management Unit” could also be Chief Knowledge Officer.
“Library / Documentation Centre” could be part of communications and marketing.
“Executive Management Team” includes chief executive officer, president, vice-
president and directors.
“Other, please specify” – the specification should be a functional area, however, a title
will be accepted.
“Don’t Know/Not Applicable” – For respondents who do not know or do not have a
functional area with overall responsibility.

Edit procedures

If incomplete code to 7 “Not Stated”.
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Mandatory cell:  None

Measuring the Effectiveness of Knowledge Management Practices

Introduction

For this question respondents are asked to indicate if they measure the effectiveness of
their knowledge management practices.

Questionnaire Instruction

Do you measure the effectiveness of your firm’s or organisation’s knowledge
management practices?

Procedures

The respondents should indicate “No” or “Yes”.  Respondents who indicated “Yes” are
asked to provide examples of how they measure the effectiveness of their knowledge
management practices.

Questionnaire testing

The intent of the question is to develop a list of indicators used to quantify the value of
knowledge management practices to firms or organisations.  Often these indicators are
known as “performance indicators”.  However, questionnaire testing showed that the
term “performance indicator” is used to cover many aspects of an organisation’s work
(often productivity and efficiency measures such as units produced per hour, etc.).
Examples of knowledge management performance indicators include additions to best
practices, counts of new applications of knowledge or re-use of existing knowledge.

Edit procedure

Response is mandatory for cell 2301, but telephone follow-up should occur only if two or
more mandatory cells are incomplete.  Otherwise code cell 2301 to 7 “Not Stated”.  Cell
2302 is not mandatory, but if 2301 is answered “Yes” then it would be of assistance to
2302 specified.  Otherwise code 2302 to 7 “Not Stated”.

Mandatory cell: 2301.

Sources of Knowledge Management Practices

Introduction
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For this question respondents are asked where they got the information that triggered
them to use knowledge management practices.

Questionnaire Instruction

Please indicate which source(s) triggered your firm or organisation to put into effect the
knowledge management practices that you currently use.

Procedures

The respondent should check all that apply in both “Internal” and “External” sources.
Note:  All of the sources refer to agencies or people.

Questionnaire testing

Questionnaire testing indicated that respondents also considered such items publications
and web sites as sources of information on knowledge management practices.  For this
reason there is an “Other, please specify” category.

Edit procedures

The respondent must indicate at least one response.  If this is the only incomplete
mandatory cell on a returned questionnaire, then code 7 “Not Stated” otherwise telephone
follow-up to resolve.

All specifies are valid whether or not they are limited to “External” sources.

Mandatory cell:  2401.

Spending on Knowledge Management Practices

Introduction

For this question respondents are asked to indicate if their firm or organisation has
dedicated spending or budgets for knowledge management.

Questionnaire Instruction

Do the knowledge management practices currently in use in your firm or organisation
have dedicated budgets or spending?

Procedures
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Respondents are asked to indicate “Yes” or “No”.  Respondents that indicated “Yes” are
then asked: “in the next 24 months, do you anticipate the knowledge management
practices’ share of the budget to…” Response categories are “Increase”, “Decrease”,
“Stay the Same” or “Don’t Know”.  Questionnaire testing indicated that respondents
found this question simple to answer.

Respondents that indicate “No” are then asked: “in the next 24 months, do you expect
knowledge management practices to have dedicated budgets or spending…” Response
categories are “Yes”, “No” or “Don’t Know”.

Edit procedures

Telephone follow-up for cell 2501 if two or mandatory cells are incomplete on the
questionnaire.  Otherwise code 2501 to 7 “Not Stated”.  Cells 2502 and 2503 are not
mandatory; however, if the respondent will supply the information it would be helpful.

Mandatory cell: 2501.

Resistance to Knowledge Management Practices

Introduction

For this question respondents are asked to indicate if their firm or organisation
experienced significant resistance to implementing knowledge management practices.

Questionnaire Instruction

Did your firm or organisation experience significant resistance to implementing any of
the knowledge management practices currently in use?

Procedures

Respondents are asked to indicate “No” or “Yes”. Respondents that indicate “Yes” are
then asked: “what groups resisted the implementation of knowledge practices currently in
use?”

Questionnaire testing

Questionnaire testing indicated that the response categories were complete and easily
understood by respondents.  Note:  the responses are grouped as follows: functional area
and officers and workers.

Edit procedures
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Cell 2601 is mandatory.  Telephone follow-up will occur only if two or more mandatory
cells are incomplete on the questionnaire.  If less than two mandatory cells are
incomplete, then code to 7 “Not Stated”.

Cell 2602 should be completed if 2601 is answered “Yes”.  This is not a mandatory cell.
Telephone follow-up should only occur if the respondent has not completed mandatory
cells.  Otherwise code to 99 “Don’t know/Not applicable”.

Mandatory cell: 2601.

Incentives to Implement Knowledge Management Practices

Introduction

For this question respondents are asked what would motivate them to implement or to
implement more knowledge management practices.

Questionnaire Instruction

What would motivate your firm or organisation to implement or to increase knowledge
management practices?

Procedures

The respondents should check all that apply and they can also write-in specifies.

Edit procedures

This question should be completed.  Telephone follow-up should occur if more than two
mandatory cells are incomplete.  Otherwise code to 97 “Not Stated”.

Mandatory cell: 2701.

Employment Structure

Introduction

For this question respondents are asked to indicate the employment size range that
represents the number of workers of the firm or organisation.

Questionnaire Instruction

For each category listed below, please indicate the range that best represents the current
number of workers in your firm or organisation.  Include your regular workers as well as
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partners, directors, and persons employed under contract when you are asked to report
workers.

Employment in Canada – Number of full-time equivalent workers in Canada (include
partners, directors and persons employed under contract).  “Full-time equivalents”
represents the number of person-years.

Employment outside of Canada – Number of full-time equivalent workers outside of
Canada (include partners, directors, and persons employed under contract: exclude
Canada-based workers).

Procedures

Respondents should provide an answer for both “employment in Canada” and
“employment outside of Canada”.  Firms or organisations with no employees resident
outside of Canada should indicate “0”.

Note:  For the purposes of this survey, the term workers includes your regular workers
(employees) as well as managers, executives, partners, directors, and persons employed
under contract.

Questionnaire testing indicated that respondents did not have many difficulties
responding to this question.

Edit procedures

These questions should be completed.  Telephone follow-up should occur if more than
two mandatory cells are incomplete.  Otherwise code to 97 “Not Stated”.

Mandatory cells: 3001-3002.

Response Burden

For this question respondents are asked to indicate how many minutes it took to complete
the questionnaire.

Questionnaire Instructions

Please indicate how long it took you to complete this questionnaire

Procedures

The respondent is asked to write in the number of minutes.  It is estimated that a complete
questionnaire will take less than 20 minutes to fill-in.
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Edit procedures

This question is not mandatory.  If it is incomplete code to 997 “Not Stated”.  Note:  time
should be given in minutes.

Summary Results

Introduction

For this question respondents are asked to indicate if they would like to receive summary
results from the Knowledge Management Practices Survey.

Questionnaire Instruction

If you would like to receive summary results from this survey please check

Procedures

The respondents can check “Yes”.  If no response is recorded then the respondent will not
receive the summary results.

Edit procedures

If incomplete code to 7 “Not Stated”.

Comments Section

Introduction

This section will allow respondents to provide ideas on how to improve the summary.

Questionnaire Instruction

Your response is very much appreciated.  Thank you for participating.  Your comments
are important to us.  Please let us know how we may improve this survey.

Procedures

The respondents’ comments must be captured.  Valid codes for cell 6002 are:

1000. Comments on Knowledge Management Practices (KMPs)
2000. Comments on Reasons Using KMPs
2100.   Comments on Results of Using KMPs
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2200.   Comments on Responsibility for KMPs
2300.   Comments on Measuring KMPs
2400.   Comments on Sources of KMPs
2500.   Comments for Budgets for KMPs
2600.   Comments on Resistance to KMPs
2700.   Comments on Increasing Use of KMPs
3000     Comments on Employment Groups
4000.   Comments on Results / Time
6000.   Comments on KMP survey - general
9996.   Valid Skip
9997.   Not Stated
9998.   Refused
9999.   Don’t know / Not Applicable
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Chapter 5

Mandatory Data Cells

Introduction

Mandatory Data Cells are cells that must contain data in order for the unit to be coded as
“complete”. If one or more mandatory data cell are blank, the unit will be coded as
“partial”.  If none of the mandatory data cells are completed, the unit will be coded as
“incomplete”.

If an “n” (don’t know – in cases where this is NOT a listed response category), “x”
(unanswered) or “r” (refused) has been entered in any of these fields, these entries must
be confirmed with the respondent.

Note:  An asterisk appears on mandatory data cells during data capture….??? Linda.

Mandatory Data Cells – Knowledge Management Practices Survey

Question Notes
1 1.1 A-D; 1.2 A-D; 1.4 D; 1.5 C-D; 1.6 A-C
3 A-E and I-L
4 A-H
7 “Check all that apply” – must be answered
8 Yes or No (follow-up questions are not mandatory)
9 Yes or No (follow-up question is not mandatory)
10 “Check all that apply” – must be answered
11 Check one response in both “Employment in Canada” and

“Employment outside of Canada”
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Chapter 6

Administrative Procedures

Project Information

Expenditures

Charges for the Knowledge Management Practices Survey should be made to project
code 4315.

Transmission of data

A count of the completed units should be transmitted weekly (at the end of capture daily)
to SIEID.

While ongoing files will be transferred during the data capture process, the completed
and final database should be transmitted by December 17, 2001 for review by
methodology.

SIEID contact

Louise Earl
Unit Head
Research and Analysis
Science, Innovation and Electronic Information Division
7th Floor, Section A
R.H. Coats Building
Ottawa, K1A 0T6

Tel: 613 951-2880
Fax: 613 951-9920
Email: louise.earl@statcan.ca

OID contacts

Linda Gorman and Claude Beaudoin
Operations and Integration Division
2nd Floor
Jean Talon Building
Ottawa, K1A OT6


