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NOTICE

UNDERSTANDING OF THE NOTION OF EDITION

It is important to note that this edition implicitly includes all amendments and errata that might be
published separately at a later date. It is the responsibility of the users of this document to verify whether
any amendments or errata exist.

INTERPRETATION

The verb shall is used to express a requirement (mandatory) in order to comply with this document.

The verb should, or the equivalent expressions it is recommended that and ought to, is used to indicate a
useful, but not mandatory, suggestion or to indicate the most appropriate means of complying with this
document.

Except for notes presented as normative notes, which set out mandatory requirements and which appear
in the lower portion of figures and tables only, all other notes are informative (non-mandatory) and provide
useful information intended to facilitate understanding or clarify the intent of a requirement or to add
clarification or further details.

Normative annexes provide additional requirements (mandatory) in order to comply with this document.

Informative annexes provide additional (non-mandatory) information intended to assist in the
understanding or use of elements of this document or to clarify its implementation. They contain no
mandatory requirements for the purpose of compliance with this document.

DISCLAIMER OF RESPONSIBILITY

This document was developed as a reference document for voluntary use. It is the user’s responsibility to
verify whether the application of this document is mandatory under the applicable legislation or regulations
or whether trade regulations or market conditions stipulate its use in, for example, technical regulations,
inspection plans originating from regulatory authorities and certification programs. It is also the
responsibility of the users to consider limitations and restrictions specified in the Purpose and Scope and to
judge the suitability of this document for the user’s purposes.

MARKING AND LABELLING REQUIREMENTS

This document may contain requirements for marking and/or labelling. In this event, in addition to meeting
such requirements, it is also the responsibility of the suppliers of products to comply with the applicable
national, provincial or territorial laws and regulations of the jurisdictions in which the products are
distributed.
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FOREWORD

This document was developed in compliance with the Standards Council of Canada (SCC)’s
Requirements and Guidance for standards development organizations. Its reaffirmation was
approved by a Standards Development Committee, whose members were:

CLOUTIER, Gino Association des cimetières chrétiens du Québec

DESCHÊNES, Brigitte Résidence funéraire du Saguenay

DESROCHERS, Denis Centres funéraires Grégoire et Desrochers

FOURNIER, André Maison commémorative familiale Fournier

GOYER, Jonathan Corporation des thanatologues du Québec

LECLAIRC, Yves Union des consommateurs

MARCOUX, Denis J. Solutions 4T gestion de projet

PRUD’HOMME, Danis Réseau FADOQ

RÉMILLARD, Francis Office de la protection du consommateur

RODRIGUE, Yvan Lépine Cloutier — La Souvenance

VEILLEUX, Geneviève Arbor Memorial

VIENS, Nathalie Funeral services training expert

Coordination

CORREIA-Moreau, Elisabeth* Bureau de normalisation du Québec (BNQ)
(Standards Developer)

* At the time of publication of this standard, the aforementioned person no longer worked for
this organization.
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The 2009 edition of his document was prepared and approved by a Standards Development
Committee, whose members were:

BEAUDOIN, Pierre Université Laval

BOUCHARD, André Licensed theologian

CHARTRAND, Sophie La Maison Monbourquette

CLOUTIER, Gino Association des cimetières catholiques romains
du Québec

DESCHÊNES, Brigitte La résidence funéraire du Saguenay

DESROCHERS, Denis Centre funéraire Grégoire et Desrochers inc.

FOURNIER, André Georges Fournier et fils inc.

MARCOUX, Denis J. Solutions 4T gestion de projet

POIRIER, Marc Corporation des thanatologues du Québec

PRUD’HOMME, Danis Réseau FADOQ

RÉMILLARD, Francis Office de la protection du consommateur

RODRIGUE, Yvan Lépine Cloutier — La Souvenance

TANGUAY, Charles Union des consommateurs

TREMBLAY, Yoland Notre-Dame-des-Neiges Cemetery

VEILLEUX, Geneviève Arbor Memorial Services inc.

GAGNÉ, Nicole (coordinator) Bureau de normalisation du Québec (BNQ)

The participation of the following people is also worthy of mention:

DESCHÊNES, Marc-André Curateur public du Québec

FERRERO, J. P. Bureau de normalisation du Québec

HÉBERT, Richard Corporation des thanatologues du Québec
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MILLER, Robert Corporation des thanatologues du Québec

LANGLOIS, Martine Réseau FADOQ

PRENEVOST, Richard Association des cimetières catholiques romains
du Québec

The development of this standard was made possible thanks to the initiative and financial support
of the Corporation des thanatologues du Québec and their partners.
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PROFESSIONAL CUSTOMER SERVICE —
FUNERAL SERVICE PROVIDERS

INTRODUCTION

This standard was developed to draw attention to the importance and professionalism of workers
and funeral service providers in Québec. Their duties and responsibilities are sizeable. The goal is
to ensure, through a consensual standard, a quality level of services and increased transparency
in the performance of these services better to protect individuals involved by accompanying them
during procedures so they may better cope with the bereavement process. To help you gain a
better understanding of the reasons underlying the development of this standard, refer to
Annex B presenting reflective guidelines on rituals.

1 PURPOSE AND SCOPE

This standard is intended to establish requirements related to the quality of customer service
offered by funeral service providers.

When this service standard concerns management activities, such as the management of human
resources, it deals only with aspects related to the quality of customer service.

This standard does not apply to businesses that sell products and supplies to funeral service
providers.

This document was developed to serve as a reference document for conformity evaluation
activities of specific services.

NOTE — Conformity evaluation is defined as the systematic examination of the extent to which a
service fulfils specified requirements.

2 NORMATIVE REFERENCE

The reference below (including any amendment or errata) is a normative reference, and is
therefore considered mandatory. It is essential to the understanding and use of this document,
and is cited in appropriate places in the text.


