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CONCLUSION
Increasing the visibility  

of official languages 

Forty years ago, the federal government 
responded to the work of the Royal 

Commission on Bilingualism and  
Biculturalism by passing the O�cial Languages Act.  

Because of this act and the changes made to 
strengthen it, English and French have come much 
closer to equality in Canadian society.

However, there is still a lot of work to do to achieve 
the vision of linguistic duality presented in this 
annual report. 

For example, too many Canadians still have difficulty 
obtaining service from federal institutions in the 
official language of their choice. Also, many still do 
not have access in their community to the resources 
they need to learn their second language effectively. 
Because of the limited support provided to them, 
official language communities still struggle to reach 
their full potential.

The Commissioner strongly believes that the 
government must react and rectify these shortcomings. 
However, to establish substantive equality of English 
and French across the country, the federal 
government will have to fully assume a leadership 
role. It will also have to act in a more coherent 
manner with regard to linguistic duality than it  
has in the past.  

Too often, the Canadian government has overlooked 
the fact that the health of Canada’s language regime 
depends on the health of all its components.  
In other words, weak leadership from federal 
institutions in one area of linguistic duality is all it 
takes for problems to surface in all areas. The 
opposite is also true: any increase in the Government 
of Canada’s determination to act on this issue, or  
any strengthening of its ties with partners from the 
provinces, territories or civil society, will have a 
positive impact on the overall vitality of English  
and French in Canada.

It is a question of coherence. By encouraging and 
supporting Canadian post-secondary students  
in learning their second language, the federal 
government not only supports their personal  
and professional advancement, but also strengthens 
all Canadian federal institutions that require 
bilingual resources to sufficiently meet the needs  
of their clients. 

By recruiting more candidates who are already 
bilingual when they are hired and by ensuring that 
the people who are hired have quick access to  
quality language training programs, the federal 
institutions increase their ability to serve all 
Canadians in their official language of choice and 
design support programs that promote the full 
development of minority Anglophone and Franco
phone communities.
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There is not much time left before the opening of  
the Games. Will the Games help enhance Canada’s 
excellent international reputation, a reputation 
strongly based on our country’s commitment to 
respecting language rights? 

In this year of the 40th anniversary of the Act, which 
will culminate in an event that will receive extensive 
international media coverage, the federal government 
and its institutions must take advantage of this 
opportunity to increase the visibility of the French 
language and Francophone communities in the 
public sphere. The fact that the English and French 
languages are and will continue to occupy an equal  
place in Canada must be demonstrated through 
concrete measures.  

With increased vitality, official language communities 
would have a better chance of preserving  
their language and their culture, strengthening  
their economy, developing educational institutions 
and so on. These communities would also be in a 
better position to help young Canadians who want 
to learn a second language and become familiar  
with another culture. 

The development and vitality of official language 
communities, the equality of English and French in 
federal institutions and the promotion of learning 
both of our official languages are closely interrelated 
and must be addressed strategically and comprehensively, 
instead of in isolation.

As the Vancouver 2010 Olympic Winter Games, the 
largest international event to be held in Canada in 
the past 20 years, draw near, let us hope that the 
federal government will take concrete action. 

Canada will only be able to welcome athletes and 
visitors in the country’s and the International 
Olympic Committee’s two official languages if the 
federal government demonstrates exemplary 
leadership and commitment on this issue. To fulfill 
this objective, the federal institutions involved in 
organizing the Games will have to work closely with 
one another and with the Francophone communities 
from British Columbia and elsewhere in the country. 
They will need to recruit, as volunteers and  
employees, tens of thousands of young bilingual 
Canadians who, over the course of their educational, 
professional and personal experiences, have 
perfected their second language. 

It is troubling to note that, less than a year from the 
Games, key federal institutions such as those present 
in the Vancouver and Toronto international airports 
still do not seem to be prepared to welcome the 
athletes, trainers, journalists and visitors from Canada 
and abroad in our country’s and the International 
Olympic Committee’s two official languages.
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Reception of Complaint and Preliminary Assessment
Discussion with complainant to better understand incident,  confirm admissibility  

and make a decision on the investigation process to follow

Facilitated Resolution Process
(For most complaints)

If complaint is resolved, 
investigation is discontinued 

If complaint is not resolved, or 
if the complainant or institution 

requests a change in process, 
investigation becomes formal

Formal 
Investigation Process

(Process used only for reasons  
of public interest, when  

requested by the complainant  
or institution, or when the 
facilitated process has been 

unsuccessful)

Investigation report concludes 
whether complaint is founded.  
If founded, recommendations  

are issued.

Investigation begins

Follow-up as required 

complaint resolution processA



85 Appendices Appendices

From April 1, 2008, to March 31, 2009, the Office  
of the Commissioner of Official Languages received 
785 complaints related to implementation of the 
Official Languages Act. Of those complaints, 606 
(77%) were considered admissible because, in the 
Office of the Commissioner’s opinion, they related  
to an obligation set out in the Act, involved an 
institution subject to the Act and concerned a 
specific incident.

These complaints involved 74 federal institutions, 
particularly institutions that, because of their 
mandate, have frequent contact with the general 

public. The majority of these complaints (90%)  
were made by Francophones. More than half of the 
alleged infractions occurred in the National Capital 
Region or the Atlantic provinces. Table 1 presents 
the data by province and territory. 

Of the 606 admissible complaints recorded this  
year, 63% involved language of service; 11%,  
language of work; 5%, the advancement of English 
and French; 12%, the language requirements of 
positions in the federal public service; and 1%, 
equitable participation.

Complaints – Summary analysis and table  B

Table 1

Number of admissible complaints in 2008–2009, by province or territory and by category

Province or Territory Admissible 
Complaints

Service 
to the 
Public

Language  
of Work

Equitable 
Participation

Advancement 
of English 
and French

Language 
Requirements Other

National Capital  
Region (Ontario) 163 96 43 4 8 11 1

Ontario 105 72 22 2 2 5 2

Quebec 66 41 19 2 – 3 1

Nova Scotia 42 17 3 – – 22 –

Manitoba 19 14 1 – 3 1 –

New Brunswick 49 22 9 1 1 16 –

National Capital  
Region (Quebec) 67 36 10 – 13 8 –

Alberta 28 26 – – 1 – 1

British Colombia 22 19 – – 1 2 –

Prince Edward Island 17 14 – – – 3 –

Saskatchewan 6 5 – – – – 1

Newfoundland  
and Labrador 7 6 – 1 – – –

Northwest  
Territories 3 2 – 1 – – –

Yukon 1 1 – – – – –

Nunavut – – – – – – –

Outside Canada 11 11 – – – – –

TOTAL 606 382 107 11 29 71 6
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This year, the Office of the Commissioner of Official 
Languages introduced a new type of report card, 
which examines the performance of three institutions 
operating within five large Canadian international 
airports. The methodology used was designed by the 
Office of the Commissioner in cooperation with 
Statistics Canada, which compiled the results. 

The Commissioner evaluated visual active offer and 
active offer in person, as well as the availability of 
service in the language of the linguistic minority,  
at the following institutions:

Air Canada:•	  at baggage check-in and at the 
boarding gate, including the announcements 
made there; 
Canadian Air Transport Security Authority:•	  
where containers and liquids are examined,  
at the entrance to the screening point, at the 
walk-through metal detectors and where 
luggage is X-rayed;
Airport authority:•	  at car rental counters,  
in cafés and restaurants, during general 
announcements and on signage.

An overall rating was given to each airport that was 
examined, based on the ratings obtained by the 
various institutions evaluated.

The Commissioner is disappointed that the language 
rights of travellers are often poorly protected in  
four of the five largest airports in the country, a 
weakness that the government should seek to correct 
very quickly.

It is hoped that this new type of report card will 
promote the sharing of best practices within 
institutions, and that it will encourage different 
institutions operating at the same airport to seek 
joint solutions, as they often face common 
challenges.

The complete report cards of the institutions  
that were examined are available on the Office  
of the Commissioner’s Web site, at 
www.officiallanguages.gc.ca.  

REPORT CARDS FOR THE AIRPORTS – METHODOLOGY AND RESULTSC
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Table 2

Airport Observation Results 2008–2009

Airport

 

Halifax  
Robert  

L. Stanfield 
International 

Airport
(Rating in %)

Montréal–
Pierre Elliott 

Trudeau 
International 

Airport
(Rating in %)

Ottawa 
Macdonald-

Cartier 
International 

Airport
(Rating in %)

Toronto 
Pearson 

International 
Airport

(Rating in %)

Vancouver 
International 

Airport
(Rating in %)

In
st

itu
tio

n 

Air Canada

Visual  
active offer 75.0

55.8

100.0

89.2

77.3

70.8

78.3

58.7

73.1

33.6Active offer 
by employee 0.0 46.2 4.7 4.3 0.0

Service  
available 68.0 100.0 90.8 70.3 31.6

Canadian  
Air Transport 
Security  
Authority
(CATSA)

Visual  
active offer 100.0

35.7

100.0

85.7

71.4

50.5

66.7

25.3

66.7

29.4Active offer 
by employee 26.1 28.6 28.8 17.1 13.9

Service  
available 17.4 100.0 50.7 14.3 22.2

Airport Authority

Visual  
active offer 67.7

33.8

96.4

86.6

85.7

45.5

64.2

33.0

66.7

27.7Active offer 
by employee 4.3 47.6 2.7 2.7 0.0

Service  
available 32.3 96.3 46.3 32.7 24.0

Overall Result 41.7 87.2 55.6 39.0 30.2
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The report card is one of the key tools used by the 
Commissioner each year to proactively evaluate the 
performance of federal institutions with regard to 
implementing the Official Languages Act.  

In 2008–2009, the Commissioner made some 
changes to the report cards. As a result:

a two-year cycle for the report cards has been •	
put in place: this year, the Commissioner 
focused on the performance of 15 separate 
employers; next year, he will assess the 
performance of departments;
the Commissioner has decided to give more •	
weight to the quantitative result indicators for 
evaluating the performance of the institutions 
examined;
the Commissioner furthered his analysis of •	
available information by examining the action 
plans of the 15 separate employers that were 
selected and the measures taken in terms of  
Part VII of the Act.

This year, the Commissioner decided to examine,  
for the first time, the quality of services in English 
and French offered by institutions through e-mail. 
Two aspects were evaluated: the availability of 
service in both official languages as well as the time 
it took to obtain a response to a question asked in 
English compared to the time it took to obtain a 
response to a question asked in French.  

Response time was evaluated as follows:  
5 = Exemplary•	
4 = Good•	
3 = Average•	
2 = Poor•	
1 = Very poor•	

The results of this year’s exercise namely demonstrate 
that there is still a lot of work left to do in terms of 
service to the public and language of work. In fact, a 
number of the 15 separate employers that were 
evaluated are still having difficulty overcoming some 
of the significant challenges they face in terms of 
bilingualism. It should nevertheless be mentioned 
that each of these institutions performs well in 
certain language-related areas. 

The report card results for separate employers are 
presented in Tables 3 and 4.

The complete report cards of the institutions  
that were examined are available on the Office  
of the Commissioner’s Web site, at 
 www.officiallanguages.gc.ca.  

Report cards for 15 “separate employer”  
federal institutions – Methodology and resultsD
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Table 3

Comparative Ratings Table*

Program 
Management  

Service to 
the Public

Language  
of Work

Equitable 
Participation

Advance-
ment and 
Support

Overall  
Rating

Business Development 
Bank of Canada   B B A A B B

Canada Mortgage and 
Housing Corporation           B A C A B B

Canada Post    B B D B A B

Canada Revenue Agency  B B D A A B

Canadian Food  
Inspection Agency B B D C C C

Canadian Museum of 
Civilization Corporation C B B B C B

Canadian Tourism  
Commission          A B N/A** A B A

CBC/Radio-Canada D B B B B B

National Arts Centre  C A B A B B

National Capital 
Commission   B A B B A B

National Film Board      B B B A A B

NAV CANADA B A E A C C

Parks Canada                  B C C C A C

Royal Canadian  
Mounted Police    C C D A C C

 VIA Rail             B B C A B B

* �The institutions’ results are given as letters that correspond to the following scale: A = Exemplary / B = Good / C = Fair / D = Poor / E = Very poor.		   
A detailed rating guide that describes the methodology can be found on the Office of the Commissioner’s Web site at www.officiallanguages.gc.ca.	

** Given the small number of employees in designated bilingual regions, the Office of the Commissioner was not able to carry out a survey on language of work for this institution.	
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* For more specific details about the methodology used, see the Rating Guide on the Office of the Commissioner’s Web site at www.officiallanguages.gc.ca.	
** The Office of the Commissioner was not able to make observations on service by e-mail for this institution because it does not communicate with the public by e-mail.	
*** �This year, observations on service in person at NAV CANADA were made by using a satisfaction survey for pilots who are guided by the Ottawa Macdonald-Cartier International 

Airport’s control tower. Therefore only service was rated.									       

Table 4

Observation Results* on Service in 2008–2009

In Person Over the Telephone By E-mail

INSTITUTION

Visual  
Active 
Offer 

(Rating in %)

Active 
Offer 

(Rating in %)

Service  
(Rating in %)

Active 
Offer 

(Rating in %)

Service 
(Rating in %)

Service  
(Rating in %)

Response 
Time 
(Rating  
out of 5)

Overall 
Result  

Business  
Development 
Bank of Canada   

88.7 16.9 59.3 100.0 91.2 90.0 5.0 B

Canada  
Mortgage  
and Housing 
Corporation         

95.0 39.2 100.0 100.0 90.9 100.0 5.0 A

Canada Post  90.8 11.1 82.0 100.0 93.5 87.5 4.0 B

Canada Revenue  
Agency** 97.3 24.5 75.7 100.0 97.5 N/A N/A B

Canadian  
Food Inspection 
Agency           

83.0 17.0 72.5 100.0 91.4 88.9 4.0 B

Canadian  
Museum of  
Civilization  
Corporation       

100.0 31.9 100.0 100.0 100.0 100.0 3.0 B

Canadian  
Tourism  
Commission

100.0 50.0 100.0 100.0 100.0 85.7 2.0 B

CBC/Radio-
Canada 62.5 12.5 91.7 100.0 90.9 70.0 4.0 B

National  
Arts Centre    100.0 58.3 100.0 100.0 100.0 90.0 5.0 A

National Capital 
Commission 100.0 50.0 100.0 100.0 100.0 88.9 5.0 A

National Film 
Board      100.0 50.0 75.0 100.0 75.0 88.9 4.0 B

NAV  
CANADA*** N/A N/A 99.0 100.0 100.0 87.5 5.0 A

Parks Canada 92.9 39.0 88.9 81.8 80.3 90.0 1.0 C

Royal Canadian 
Mounted Police   65.3 5.6 59.9 100.0 73.0 90.0 5.0 C

VIA Rail 86.5 10.8 81.1 100.0 100.0 75.0 5.0 B
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1 �The language-of-work survey was administered in only 14 of the 15 institutions evaluated this year for the report card exercise.  
The employees of the Canadian Tourism Commission were not surveyed because their numbers are too small to obtain valid results.

2 The bilingual region of Eastern Ontario and the bilingual region of Northern Ontario.
3 The bilingual region of Montréal as well as the bilingual regions of parts of the Eastern Townships and the Gaspé Peninsula.

For the 2008–2009 report card exercise, the 
Commissioner of Official Languages surveyed  
14 “separate employer” institutions1 in order to 
assess their employees’ satisfaction with regard  
to language of work. 

More specifically, the survey assessed employees’ 
degree of satisfaction in response to the following 
five questions:

1) �The material and tools provided for my work, 
including software and other automated tools,  
are available in the official language of my choice.

2) �When I prepare written materials, including 
electronic mail, I feel free to use the official 
language of my choice.

3) �When I communicate with my immediate 
supervisor, I feel free to use the official language 
of my choice.

4) �During meetings in my work unit, I feel free to  
use the official language of my choice.

5) �The training offered by my work unit is in the 
official language of my choice.

The survey questionnaire was sent to Francophone 
employees in designated bilingual regions in 
Ontario,2  the National Capital Region and New 
Brunswick, as well as Anglophone employees in 
designated bilingual regions in Quebec.3  

Statistics Canada administered the survey in 11 of 
the 14 selected institutions. For its part, the Canada 
Public Service Agency surveyed employees in the 
three other targeted institutions by inserting the five 
questions in the 2008 Public Service Employee 
Survey. All results were sent directly to Statistics 
Canada, for compilation.

The following institutions were surveyed by  
Statistics Canada:

Business Development Bank of Canada•	
Canada Mortgage and Housing Corporation•	
Canada Post•	
Canadian Museum of Civilization Corporation•	
CBC/Radio-Canada•	
National Arts Centre•	
National Film Board•	
NAV CANADA•	
Parks Canada•	
Royal Canadian Mounted Police•	
VIA Rail•	

The following institutions were surveyed by the 
Canada Public Service Agency:

Canada Revenue Agency•	
Canadian Food Inspection Agency•	
National Capital Commission•	

The results obtained by the separate employers  
in their report cards, with regard to language of 
work, are presented in Tables 5 and 6.

The report cards of the institutions that  
were examined are available on the Office  
of the Commissioner’s Web site, at 
www.officiallanguages.gc.ca.

METHODOLOGY FOR COLLECTING DATA ON LANGUAGE OF WORKE
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* Anglophone satisfaction rates could not be measured because the institution does not have offices in Quebec.			 
** Data omitted due to the low number of respondents.			 

Table 5

Degree of satisfaction of Anglophone and Francophone federal employees in minority 
settings with regard to the use of their language in the workplace

Proportion of Francophones  
satisfied (Rating in %)

Proportion of Anglophones  
satisfied (Rating in %)

Tools 80.46 82.16

Supervision 66.29 80.40

Training 69.18 64.20

Writing 61.68 75.14

Meetings 68.39 72.45

Overall rating 69.20 74.87

Table 6

Language of Work Survey Results

Satisfaction Level Among Franco-
phones (NCR, NB, ON) (Rating in %)

Satisfaction Level Among  
Anglophones (QC) (Rating in %)

Business Development  
Bank of Canada      86.5 93.7

Canada Mortgage and Housing  
Corporation       69.9 **

Canada Post            71.6 64.8

Canada Revenue Agency 68.2 69.4

Canadian Food Inspection Agency 69.0 54.0

Canadian Museum of  
Civilization Corporation 84.2 N/A

CBC/Radio-Canada 86.0 86.6

National Arts Centre* 81.5 N/A

National Capital Commission*     82.4 N/A

National Film Board      ** 88.8

NAV CANADA         44.6 67.9

Parks Canada 74.7 **

Royal Canadian Mounted Police 64.6 67.7

VIA Rail 56.9 89.7

Overall Rating 69.2 74.9
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