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Preface 

The Parliament receiving thii second arumal report presents many 
new Members and no doubt many new ideas on how to meet Canada? 
linguistic challenge. Last year’s report spelled out the mandate Parlia- 
ment assigned me as its officer for overseeing the progress of achiev- 
ing equality for English and French in federal administrations under 
the Officiai Languages Act; it also outlined the broad approach of 
“non-political humanism” and low-key diplomacy through which 1 
wished to carry out this seven-year statutory mandate, and the adminis- 
trative means my colleagues and 1 had fashioned to hasten, as sensi- 
tively as possible, the pace of reform. New Members of Parliament 
who did not participate in the all-party passage of the Act in July 
1969 may tare to glance at the first report to situate this year’s com- 
ments and recommendations. 

Members of both Houses may take for granted that my col- 
leagues and 1, while each day learning many valuable lessons on the 
job, intend to pursue fîrmly but open-mindedly the general policies 
sketched out last year. Essentially this means that 1 shall continue con- 
sulting periodically with all four party leaders on our Office% main 
orientations, and act in every way as the non-partisan servant of Parlia- 
ment the Act obliges me to be. It also means that 1 shah speak with 
the frankness my independence from government allows, basing my 
views on a widening (though somewhat less than oracular) experience 
covering all the roughly 150 departments and agencies of Canada’s 
Federal State. It means too that, while in over two and one-half years 
of operations 1 have still never found it necessary to use the extra- 
ordinary powers granted me under the Act’s Section 30, my colleagues 
.and 1 mean to pursue with all despatch the duty Parliament gave, us 
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to promote linguistic justice by trying to make practical and humane 
recommendations-the only and ultimate “power” really accorded any 
“ombudsman”. 

More and more, my colleagues and 1 realize that if reform rests 
on credibility, credibility demands constant and varied consultation. 
We have followed this path of consultative reform with all the agencies 
dealt with here, with many individual M.P.‘s of ail parties, with major 
unions and staff associations, with cultural, “ethnie” and native groups 
and, in general, with anyone who cared to offer advice. In June 1972, 
our office hosted, to its own great benefit, a two-day conference with 
a11 five provincial ombudsmen and the Commissioner of Languages for 
Quebec. 1 have personally visited all ten provinces and the two Terri- 
tories, both to seek the counsel of elected officiais and to meet the 
public through every means available: open meetings, speeches, semi- 
nars, television interviews, hot-line radio shows. While 1 cannot claim 
the cause 1 was trying to explain-Parliament’s broad definition of 
linguistic justice-everywhere met unreservedly enthusiastic listeners, 
these “meet-the-people” encounters invariably proved instructive to 
me and, above ah, necessary. For if there remains one disturbing set- 
back in the slow march of Canada% federal administration toward 
equality for our two officia1 languages, it is the scandalous misinforma- 
tion that, in too many parts of Canada, still overshadows the Act’s 
basic, civilized truths-its aim of institutional, not individual, bilingual- 
ism, its fundamental and long-overdue fairness, its almost limitlessly 
supple possibilities of adaptation to local human needs. In sum, its 
profound realism, if applied with zeal tempered by common sense 
and compassion. 

This report as a whole tries without pretension to help meet this 
need for facts. Certainly it does not purport to fill the information gap 
through its sheer volume: the detailed accounts of “special studies” 
(our technique of “preventive medicine”) and of complaints in Chap- 
ters II and III will no doubt scare off a11 but the most masochistic 
specialists. But my colleagues and 1 believe it important to report 
to Parliament as fully as possible, leaving to individual parliamentarians, 
the press and public the right to pick what they tare to look into. 
But more deliberately for these and any students of language matters, 
Chapter 1 focuses on a few matters of general importance, all of 
which 1 think need far more public discussion. Although Chapters II 
and III caver strictly the fiscal year ending March 31, 1972, remarks 
in Chapter I’s “overview” try to take into account events up to mid- 
December 1972. 

Now, well into my third year on the ramparts of a fascinating 
and rapidly evolving field of change, 1 am convinced that if “bilingual- 
ism” remains “controversial” in some quarters, it is precisely because 
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too many public officiais, in spite of some honest efforts, have not fully 
met their responsibilities to explain. If, after being in effect for over three 
years, the Act cari still be represented by some Canadians as an outrage 
against some divinely established order, the fault lies much with those 
who, instead of patiently and imaginatively explaining the Act as a 
work of simple justice, viewed any effort to bring light on it rather as 
one might a campaign in favour of the bubonic plague. 

That the Act presents problems to some individual federal em- 
ployees is a matter of legitimate concem-a concern a “language om- 
budsman”, even with limited forma1 jurisdiction for such employees, 
must be the fïrst to share and try to resolve. But English-speaking 
Canadians are in no position whatever, as far as my experience and 
understanding go, to pass from legitimate concern to all-englobing self- 
righteous indignation. If large-scale injustice exists anywhere, it 
diminishes essentially the rights of our French-speaking countrymen, 
bath as private citizens and as federal employees. Federal services 
available (and taken for granted) anywhere in Canada in English still 
too frequently are denied as exorbitant for French-speaking Canadians. 
And the 82 per cent English-speaking bastion of the Public Service 
cannot by any fair assessment be regarded as beleaguered. TO seek pro- 
motion, or even work, with most federal agencies as a unilingual French- 
speaking Canadian remains incomparably more difficult than for uni- 
lingual English speakers: in 1971, of the 66,675 jobs filled by the 
Public Service Commission and departments, little over eight per cent 
allowed for a unilingual French-speaking incumbent; nearly 80 per cent, 
about ten times as many, required English only. Our language reform, 
for all its past and current advances, is not yet a revolution. 

It is against such realities, and against the hard and delicate chal- 
lenge Parliament’s own Act throws down to Canadians, that men and 
women of good faith ought to discuss linguistic justice. 1 am convinced 
that leaders of a11 our parties regard the Act’s underlying principles 
as sound and enduring. Their consistency is fortunate for Canada, and 
no doubt encouraging to their followers. Far from avoiding discus- 
sion on this vital matter, responsible statesmen-and all who help form 
public opinion-should not fear, 1 think, to pursue vigorous debate on 
the ways and means of Ianguage reform. Informed and honest argu- 
ment is not bigotry. It is the only way justice, shaped by democracy, 
cari escape excess and innuendo. My colleagues and 1 offer Parliament 
and public this report in the hope that, despite the excess of its size, 
it may Ieave an innuendo most favourable to fruitful dialogue. 

K. S. 

. . . 
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C%apter 1 

YEAR TWO : AN OVERVIEW 

In his first annual report to Parliament, the Commissioner 
explained why he thought it useful to go beyond a “mere accounting 
of case studies to encompass a broader, if partIy impressionistic, 
perspective” of the many jurisdictions active in Ottawa3 universe of 
bfiingualism. First, nobody else was doing SO. But most of all, tho 
exercise seemed worth trying because the 

notion of a general summing up rests on the fundamental democratic 
principle of Parliament’s supremacy: the idea that the legislative branch 
(of which the Commissioner is an instrument) ultimately has the right 
to oversee every action of the executive. The following comments [were] 
offered with no Olympian pretensions. They [were] presented simply in 
the hope of helping busy Parliamentarians to focus on a few areas the 
Commissioner [thought] of special concern within the complex, not to 
say bewildering, array of federal agencies and activities dealing with 
officia1 bilingualism. 

Even more starkly than in the first reporting year, a major failure 
of the authorities stands out as a deep and perilous information gap. 
Much of the blame, as we shah argue, rests on continuing timidity 
and lack of imagination; but part of it is rooted in the sheer complexity 
of the challenge posed by the Officiai Languages Act, and a brief 
“overview”, however tentative and subject to change through new 
experience, appears to the Commissioner as a natural function of his 
non-partisan status as an officer of Parliament. Indeed, the general 
practice of ombudsmen throughout the world tends to support this 
view: such agents of the legislative branch are trying more and more 
to convey the lessons of their independent work in simple, general 
terms meaningful to the average Citizen whose rights, by statutory 
mandate, they must defend. 
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As a result, the Commissioner offers again his comments on a 
certain number of issues he thinks might aptly occupy the interest of 
both parliamentarians and public. The choice of subjects is of course 
arbitrary, and necessarily, at Ieast for specialists, leaves some stones 
unturned. But the purpose of this chapter is not to spell out def?nitive 
technical solutions for terminologists or management consultants; it 
is to try to help the interested layman-the Citizen who wishes to make 
a little sense out of, and inject a little fair play into, an extremely 
complicated historic reform. TO this end, the Commissioner, as last 
year, will present frank criticism where he believtis it warranted; and 
again he Will attempt to balance such criticism by proposing, wherever 
possible, constructive alternatives. Above all, he reminds readers that 
however broad the Commissioner’s access to information from many 
sources, he suffers no illusion whatever about his fallibility. Under- 
standing and applying the Act with common sense and compassion are 
tasks to challenge all Canadians of goodwill, and the Commissioner 
will shift his ground whenever and wherever proven wrong: this is 
especially true of the basically pragmatic and experimental “admin- 
istrative guide” to the Officia1 Languages Act which follows in section B. 
In thus sticking out a most vulnerable neck, the Commissioner invites 
all his colIeagues of the “bilingualism universe”, in friendship and 
good humour, to remember that “the mutual confidence on which ail 
else depends cari be maintained only by an open mind and a brave 
reliance on free discussion.” 

A. The Bureaucratie Jungle: Whom to Ask (or Blame) if You Lose 
your way 

Ottawa3 bilingualism universe continues to present its agencies and 
activities in a baflling complexity. A later section Will lay much fault 
for this at the door of grossly inadequate public information. But 
recent months have brought a certain clarification, if not simplification, 
of responsibilities; and it may be useful to summarize these, then to 
comment on a potential filling of the executive branch’s leadership 
gap, also decried last year, through a new concentration of duties in 
the Treasury Board. 

I. Stanley, Livingstone and the Territorial Imperative 

The private Citizen or public servant in trouble over bilingualism 
cari always contact his Member of Parliament. This is logical, for 
M.P.‘s passed the Officia1 Languages Act and remain, in this as in all 
matters, democracy’s natural ombudsmen. However, given the Members’ 
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heavy burdens, and given evolving specialiiations within the bilingualism 
universe, people with problems cari often usefully turn to other au- 
thorities charged with specific responsibilities. Who are these authorities 
and what do they do? Apart from the Department of Labour% Fair 
Employment Practices Branch, part of whose job (not directly linguistic 
in nature) is to prevent ethnie and some other types of discrimination in 
public service careers, one cari cite seven main centres of responsibility. 

The first agency is the Privy Council Office (PCO). As the 
Cabinet’s secretariat in charge of planning and priorities for the ex- 
ecutive branch as a whole, the PC0 necessarily reports to the Govern- 
ment on the place bilingualism occupies among a11 its programmes. 
This secretariat role includes passing along advice to the Prime Minister 
on possible major shifts of bilingualism policy proposed by the Treasury 
Board or other interested departments. Section 31 of the Officiai 
Languages Act assigns to the Clerk of the Privy Council a forma1 
function as the executive branch’s central channel for receiving the 
Commissioner’s opinions on violations of the Act and his recommenda- 
tions for remedial action. These reports by the Commissioner also go 
to the administrative head of the agency concerned; but the inclusion 
of the Clerk of the Privy Council in the Act itself seems to suggest 
for the Clerk some kind of role in the follow-up activity on which, 
more and more, the Act’s credibility will depend. The Privy Council 
Office has traditionally avoided enmeshing itself in detailed regulatory 
work, and its staff dealing with bilingualism consisted, as of October 
1972., of only one full-time officer. Thus it would appear helpful were 
the PC0 to farm out to the Treasury Board the executive branch’s 
day-to-day supervision of each department’s response to the Com- 
missioner’s recommendations. Even if this occurs, the PCO’s direct 
access to the Cabinet and the Prime Minister Will leave it a vital in- 
fluence on the Government’s priority and pace for bilingual reform. 

The second agency is the Department of the Secretary of State. 
Between July 1969 and December 1971, this Department was in charge 
of directing nearly all bilingualism activities of the federal government, 
except for laquage training and other public personnel matters. The 
Department’s present role focuses on two main areas: promoting the 
officia1 laquages in provincial educational systems, as well as in 
voluntary associations, industry, and consumer affairs; and supporting 
cultural activities of minority officiai-laquage groups. 

In September 1970, the Department planned to provide 300 
million dollars over four years to help provinces extend teaching of 
English or French as second laquages, and teaching in the language 
of officiai-language minorities. Original grants to provinces dealt with 
elementary and secondary institutions. In January 1972, the Secretary 
of State included teaching in universities. Special projects in the educa- 
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tional sphere comprise teacher training and upgrading, and training of 
linguists, translators and interpreters. A summer bursary programme for 
advanced students assisting 2,400 Young people in 1971 was extended 
to 3,500 students in 1972. 

The Department also furnishes financial and technical assistance 
to provinces to encourage bilingualism in provincial governments. 
Provinces may send 200 public servants per year to the federal govern- 
ment’s language schools. They may also receive up to $100,000 per 
year for translating provincial statutes. A related project provides 
money to upgrade the qualifications of translators employed by pro- 
vincial govemments. 

A programme for the private sector helps businesses and voluntary 
associations integrate bilingualism with their operations. Business has 
received mainly advice, whereas voluntary associations were granted 
$266,000 between April 1971 and October 1972 to pay the costs of 
simultaneous interpretation at meetings and translation of working 
papers. 

In 1971-72 the Department of the Secretary of State spent almost 
two million dollars in providing cultural assistance to English- or French- 
speaking minority groups across Canada. It supports existing community 
organizations through grants for cultura1 centres, seminars, and leader- 
ship development. It tries to ease the cultural isolation of minority 
groups by sponsoring touring groups of performers, both amateur and 
professional. 

A third and decisively influential agency in assuring rapid and fair 
linguistic reform for most federal employees (excepting those in many 
independent agencies) is the Public Service Commission (PSC) . Since 
May 1972, its responsibilities in strengthening the Government’s bi- 
lingual capacity caver two roles. On one hand, the PSC must implement 
the broad aim of the Public Service Employment Act to ensure that 
all recruitment and promotion within agencies subject to that Act respect 
the principle of merit-which, of course, includes language skills (about 
9 per cent of a11 PSC hirings in 1971 required bilingualism), as well 
as professional competence, citizenship and veterans’ preference. On 
the other hand, the PSC’s Language Bureau has been charged since 
1964 with training and testing public employees in officiai-language 
skills. In the fiscal year 1971-72, the Bureau provided instruction 
to some 10,000 students. 

The fourth agency is the Treasury Board. The Board is the 
Government’s central management authority for all agencies subject 
to the Financial Administration Act-covering most, but far from ail, 
federal institutions. While previously the Board could affect bilingualism 
only through the indirect (but obviously effective) device of budgetary 
control, since December 1971 it has been gradually assuming direct 
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rtisponsibility for implémenting bilingualism within the Public Service. 
In his last year’s report, the Comtiissioner greeted the transfer of this 
role to the Board, from the Secretary of State’s Department, as a “logi- 
cal and strengthening step”. This opinion in no way reflected on the 
competence of either the minister or officiais of that department; it 
merely recognized that putting policy-making, management and bud- 
getary control in one place made sense in getting the job done. We shall 
take a closer look at the way this transfer appears to be working out 
in part 2 of this section. But in sum, the Board’s role covers two 
sectors: a) formulation, subject to Cabinet approval, of bilingualism 
policy for the Government as a whole, including such far-reaching 
aspects as French-language units, guidelines for identification, designa- 
tien and staffing of bilingual posts; and b) general monitoring of policy 
implementation. 

A fiffth tore of responsibility is the management of each of the more 
than 150 federal institutions. Al1 of these are subject to the Officiai 
Languages Act, although to widely differing degrees. Most of these 
agencies-major exceptions are Crown corporations-must imple- 
ment the Treasury Board’s directives on bilingualism. In particular, this 
requires them to meet the Board’s guidelines for bilingual staffing and 
to designate within the Board’s guidelines any posts department heads 
think demand bilingual incumbents. Such designation reflects the gen- 
eral duties laid on each agency to offer the public services in bath 
officia1 languages where prescribed by law and to tiord federal em- 
ployees every reasonable chance to work in the officia1 language of 
their choice. 

A sixth, and highly sensitive, task falls to the Bilingual Districts 
Advisory Board. This independent commission is not meant to play a 
permanent role as an agency, but its recommendations to the Cabinet 
on the precise boundaries of possible “bilingual districts” outside the 
National Capital Region could, if and when agreed to by the Cabinet, 
leave a deep and lasting effect on the Act’s value to the public. The 
dimensions of the Board’s work are outlined in Part D of this chapter. 

The seventh centre of responsibility is the Office of the Commis- 
sioner of Officia1 Languages. The Commissioner’s role, spelled out in 
some detail last year, rests mainly on Section 25 of the Oficial Lan- 
guages Act : 

It is the duty of the Commissioner to take a11 actions and measures 
within his authority with a view to ensuring recognition of the status 
of each of the officia1 languages and compliance with the spirit and 
intent of this Act in the administration of the affairs of the institutions 
of the Parliament and Government of Canada and, for that purpose, 
to conduct and carry out investigations either on his own initiative or 
pursuant to any complaint made to him and to report and make recom- 
mendations with respect thereto as provided in this Act. 
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This broad requirement to intervene, combined with the simple 
strength of Section 2’s declaration of our two officia1 languages’ equal 
status in federal institutions, brings the Commissioner to interest him- 
self in virtually every aspect of federal bilingualism. This does not give 
him carte blanche to practise bureaucratie imperialism. However, in a 
perspective of rapid linguistic reform, the Commissioner is in fact the 
full-time “eyes and ears” of Parliament -its independent officer charged 
with watching over the way a11 federal agencies, including those cited 
above as cores of special responsibilities, carry out the letter, spirit and 
intent of the Act. Reporting directly to Parliament through the 
Speakers of the Senate and House of Commons, his job is to encourage 
these agencies to apply the principle of linguistic equality with despatch, 
common sense and a proper concern for the individual. 

He tries to do this through two services. A Special Studies Service 
offers federal departments and agencies “preventive medicine” by 
undertaking, usually on the Commissioner’s own initiative, studies which 
give management highly practical, and one hopes humane, recom- 
mendations on complying with the Act. Details on this work are found 
in Chapter II. A Complaints Service fulfills the Commissioner’s role 
as a “linguistic ombudsman”. Like the Special Studies Service, the Com- 
plaints Service concerns itself with both aspects of language use: service 
to the public, and languages of work within federal institutions. With 
his colleagues in this Service, the Commissioner handles complaints 
from private citizens alleging that one or the other of the officia1 lan- 
guages is not used, where required, in federal dealings with the public. 
He is also empowered to receive complaints to protect the rights of 
federal employees, particularly in two areas. First, he must uphold the 
principle of the equality of English and French as languages of work. 
Then, under Section 39 (4), he must ensure, after existing appeal pro- 
cedures are exhausted, that hiring and promotion for jobs serving the 
public take due account of the Officia1 Languages Act. 

This last duty cari help guarantee the faimess of those relatively 
few competitions open only to bilingual candidates, as well as of those 
requiring only one language. It is a helpful, but clearly limited, role. 
More and more, as complaints in Chapter III illustrate, federal em- 
ployees are turning to the Commissioner on a variety of related issues, 
especially designation of bilingual posts and problems of language 
training. Even without forma1 jurisdiction in these and other matters, 
the Commissioner is trying to help both English-speaking and French- 
speaking public servants, in certain gray areas of difficulty, through 
the device of informa1 diplomacy vis-à-vis interested agencies. Even if 
this role remains unofficial, it seems an inevitable one, for it often 
fills a disquieting gap in jurisdiction. 
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Above we have set out the tasks and duties of the main protagonists 
in the bilingualism universe. Now we shah give special attention to the 
evolving, and potentially crucial, function to be filled by the Treasury 
Board as the Government’s new central authority for achieving its 
linguistic goals, 

2. Treasury Board (or Take Me to your Master) 

In last year’s report, the Commissioner said coordination among 
the various cores of responsibility within the executive branch was 
characterized by “a certain disjointedness”. This chaste description of 
mild chaos fell upon ears not only sympathetic, but already inclined to 
change. For as the report noted, “in the spring of 197 1, the Govern- 
ment appeared to be in the process of transferring the central co- 
ordinating role, as regards the Public Service, from the Department of 
the Secretary of State to the Treasury Board.” One year later, the 
Government completed this process by naming a director to head an 
embryonic Bilingualism Division in the Personnel Policy Branch of 
the Treasury Board Secretariat. 

Already, by the fa11 of 1971, most of the staff concerned with 
this aspect of bilingualism had emigrated, with files and experience, 
to prepare this sensible consolidation of responsibility and power. 
Previously, the Secretary of State’s Department had been enjoying the 
dubious privilege of presiding over (and taking blame for) policies 
whose implementation it could not order in other departments. Now, 
hoped the Government in its press release of February 10, 1972, “the 
Treasury Board Secretariat, as the central agency responsible for organ- 
ization and personnel management in the Public Service as a whole, 
would be better able . . . to define the management objectives relating 
to bilingualism and to ensure the implementation of those objectives 
by departments and agencies.” 

The following May 1, the Board tried to impress upon manage- 
ment that the Government had understood its own previous ad- 
ministrative shortcomings and this time meant business. On that date, 
the Board informed deputies and other heads of agencies subject to 
its guidance that its new Bilingualism Division would pursue the fol- 
lowing “continuing objectives”: 

1. In co-operation with the Public Service Commission, departments 
and other responsibility centres of the Treasmy Board Secretariat, to 
plan, promote, monitor and evaluate the implementation of the Gov- 
ernment’s objectives for the development of the Public Service as a 
bilingual institution. 
2. TO foster, through appropriate communication and information stra- 
tegies and programs, a greater understanding and acceptance of the 
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Government’s objectives, policies and rdated programs for the graduai 
development of the Public Service as a bilingual institution. 
3. TO formulate, review, develop and recommend policies, plans and 
guidelines for the gradua1 development of the Public Service as a 
bilingual institution. 
4. To guide, assist and support departmentd and agencies in their efforts, 
plans and programs for the gradua1 development of the Public Service 
as a bilingual institution. 

At first glance, the Division charged with carrying out this com- 
prehensive and sensitive mandate seems placed at a leve! somewhat 
lower than the Governtrent’s own announced high priority for 
bilingualism would suggest. The hierarchy-oriented game of bureau- 
cratic politics in Ottawa may require that the Board’s bilingualism 
staff enjoy a visibly higher status within the Secretariat. Were the 
Division Director raised to Assistant Secretary of the Board with the 
rank and right to review a11 major programme and management 
proposals from the viewpoint of bilingualism, departments and agencies 
would more likely take seriously the need to integrate linguistic equality 
with every proposed programme and activity. The present Division 
stars competence is not in question, but its practical influence might 
be, however much one deplores the status game. Such fears may prove 
exaggerated, especially if the Board’s Secretary and his minister make 
it plain that their bilingualism representatives command and carry 
their full confidence. The Commissioner hopes that the Board’s senior 
management have the Will to embark on a vigorous plan of reform; 
his contacts with the Bilingualism Division indicate that it cari attract 
the calibre of persons able to fulfil management% expectations. No 
doubt the resulting team Will have the best chance of achieving its 
goals if the Government backs it with, a) flexible but disciplined access 
to special funding and, above ah, b) a directive to exert firm, innovative 
and persistent leadership. 

a) Money Isn’t Everything, But It Helps 

Last year, the Commissioner urged the Treasury Board to speed 
the pace of reform by loosening the purse strings of its general Con- 
tingency Fund. Only thus, he suggested, could the progress of concrete 
reform reflect the Government’s own announced high priority for 
bilingualism. The Commissioner did not and does not consider money 
a cure-ail-indeed his “most important recommendations affect vital 
if intangible civil rights”. He merely noted that many of his complaints 
and special studies led him to make recommendations requiring agencies 
to make “substantial and unforeseen expenditures” within specified 
target dates, often between normal yearly budget presentations. Should 
an agency be caught short of cash but be ready to implement the 
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Commissioner’s recommendations (say, for information programmes, 
signs or faster language training), rapid access to the Contingency 
Fund would allow it to proceed on a serious schedule. 

In May 1972, the Treasury Board did set up a special $25-million 
bilingualism fund. But its, main purpose was to subsidize “double- 
banking”, or to provide staff to do the jobs of federal employees on 
language training. The Commissioner suggests that this fund, slightly 
expanded if necessary, could also be drawn on to help agencies with 
legitimate budget problems to comply quickly with Parliament’s Will, 
as interpreted by him “within reason”. 

This proposa1 does present a danger. Some departments-in fact 
probably the same ones which sometimes plead financial problems to 
evade their language responsibilities-might be inclined to milk the 
fund for extra money to caver normal, predictable long-term linguistic 
reform. If the Treasury Board opened its fund to help meet genuine 
emergencies arising from the Commissioner’s recommendations, it 
would have to state toughly to departments that any such special 
grants did not relieve department heads of their clearly implied statu- 
tory obligation to include the cost of bilingualism as an integral part 
.of yearly and long-term planning. Too many top administrators con- 
tinue to view bilingualism as a passing and exceptional frill, a luxury 
to be tacked on to regular budgets only if “normal” operating budgets 
allow it: thus one department asked the Treasury Board in 1972 for 
an additional $120,000 for bilingual signs-presumably on the premise 
that nowhere in its over-$300-million budget for 1971-72 could this 
relatively modest sum be squeezed out. Another department, with a 
yearly operating budget exceeding $120-million, begged the Board 
for $25,000 to produce, gradually of course, some bilingual forms. 
The Commissioner himself was no doubt naïve in promising two or 
three agencies to support such submissions, in the hope it would enable 
them to meet target dates missed by over a year. In a11 similar cases, the 
Treasury Board would have to consider any plea for extra money from 
the Contingency Fund rigorously in the light of the size and flexibility 
of each department’s yearly budget. In sum, to avoid potential abuse 
of ‘emergency funds, the Board should remind departments and agencies 
that a11 foreseeable costs of bilingualism, including a small reserve, 
should be submitted to it as routine items indissociable from the institu- 
tions general budget and programmes. 

b) Paving the Road with More than Good Intentions 

Far more important than money, however, is leadership. The 
Treasury Board’s new mandate for bilingualism gives it an unprece- 
dented chance to make felt throughout federal institutions Parliament’s 
presumed wish for rapid, sensitively administered reform. This role 
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should probably stress three elements. The first, obviously, is clear and 
realistic long-term policies: to guarantee service to the public in both 
languages as the Act requires, and to give French-speaking Canadians 
and the French language their rightful place in our country’s Public 
Service. No doubt this fashioning of a coherent, workable plan for 
change Will result from the Cabinet3 review of the important study 
completed by the Board’s Task Force on Bilingualism in the fall of 
1972. Such a plan could go a long way toward eliminating the tendency 
in some bilingualism circles to proceed by a series of sporadic and 
unnecessarily dramatic crash-programmes, instead of by serenely fol- 
Iowing studied priorities. In practice, this means that the Board Will 
have to arm its allies in a11 departments and ager&es, more often than 
in the past, with precise, detailed and concrete directives. After accept- 
ing motherhood, administrators need a do-it-yourself course in ob- 
stetrics. 

The second element turns on better information between the 
Treasury Board and the institutions it guides on bilingualism. In addition 
to the greatly improved public information programmes urged later in 
this chapter, the Treasury Board would find it useful to invest a good 
part of its Bilingualism Division% human resources in collating and 
distributing up-to-date facts on bilingualism within the Government, 
Again this year, the Commissioner thinks that the Treasury Board 
could use the network of departmental bilingualism advisers to much 
greater effect. As professionals, these advisers still tend to occupy a 
twilight, decorative role in the administrative backwater deplored in 
last year’s report. Indeed the Government, except in a few cases, has 
paid no heed to the Commissioner’s suggestions to allow these generally 
neglected specialists to put their talents to intelligent use. Even the 
advisers’ own association, formed by them to help fil1 the Government’s 
leadership gap, has fallen into limbo for lack of encouragement. At the 
very least, the Treasury Board should offer the virtually dormant 
association financial aid for a small secretariat and perhaps a newsletter. 
But above all, it should cons& the advisers on a regular basis, perhaps 
monthly, to assist them in pooling information and experience now 
dispersed to the winds of little change. And it should start to view 
the advisers as important agents of reform-a goal which they cari 
reach only if they are assigned a more intluential place in their individual 
departments. Such a place, translated perhaps into a post of special 
adviser to each deputy minister, would parallel the higher status 
the Commissioner suspects the Board’s Bilingualism Division may 
eventually need. It would likewise give each “special adviser for 
bilingualism” not only direct access to his deputy head but the right 
to review every major management and manpower proposal in the 
light of the Officia1 Languages Act. By thus drastically upgrading the 
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advisers’ role and expanding their policy input, the Government could 
again effectively integrate language reform, as it must, with all its 
“operational” programmes. Such a shift would at very Ieast avoid 
the strange situation in some departments where the deputy head does 
not even inform the adviser of the Commissioner’s notices to investigate 
complaints against the department. . . Far more importantly, it would 
diminish the advisers’ present morale-sapping isolation which, in 
the long run, may undermine bilingual progress far more destructively 
than real or imagined “sabotage” by opponents of change. FinalIy, of 
course, from the Board’s own viewpoint as central coordinator, an 
imaginative upgrading and more systematic use of bilingnalism advisers 
could prove advantageous by greatly easing the Board’s work in 
extending, and monitoring more uniformly, the progress of its objec- 
tives. 

The third element is intimately linked to this monitoring. It con- 
cems “fohow-up” on not only the Government’s broad objectives but 
on the Commissioner’s specific recommendations. Management in most 
federal institutions already cooperates well with the Connnissioner’s own 
increasing follow-up activities. But the Commissioner believes that the 
Board, in concrete administrative and financial terms, could strongly 
assist the Clerk of the Privy Council in ensuring on the Government’s 
behalf that departments and agencies give effect to these often sub- 
stantial and comprehensive recommendations-which, by now, run to 
some 850. Until very recently, the Govemment as a whole (that is, 
apart from individual institutions) had not adopted any systematic policy 
of folIowing up the Commissioner’s statutory reports to the CIerk of the 
Privy Council and to ParIiament. The Commissioner consulted both the 
Clerk and the Board’s Secretary in early October 1972 and is contident 
that they wilI soon work out some arrangement to meet this need, 
which is vital to making linguistic justice a reality as well as a theory. 

B. A Few Things You Always Wanted to Know About the Oficial 
Languages Act . . . But Were Too Busy to Ask. 

Here the Commissioner reviews some of the Act’s practical im- 
plications. His interpretations do not claim the authority of Mosaic 
tablets; but they do rest on two years’ experience generally accepted 
by the many federal institutions he and his colIeagues have dealt with. 
This outline seeks to meet three purposes: to inform federal admin- 
istrators of their duties under the Act, without waiting for the Com- 
missioner to nudge them through investigating complaints or initiating 
“special studies”; to inform the public of its rights under the Act; 
and, equally important, to provide parliamentarians with a framework 
for their own assessments of the bilingualism programme. 
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Two reasons bring the Commissioner to try such a task. First, 
the problem’s enormous scope. Al1 the more than 150 “institutions of 
the Parliament and Government of Canada” are subject to the Officia1 
Languages Act and thus to the Commissioner’s friendly scrutiny: he 
is indeed the only government officia1 or body having jurisdiction for 
linguistic reform in every one of the departments, ministries, Crown 
corporations, boards, commissions and courts that make up Canada? 
Federal State. Next, although the Act has been in effect for well over 
three years, it is painfully clear that many government agencies still 
consider the Act part of a distant and irrelevant archive. As a result, 
they have too often proven unwilling or unable to effect significant 
reform without the Commissioner’s intervention. 

This brief and informa1 “administrative guide” to the Act Will 
start by recalling which agencies corne under it. Then we shall turn 
to the practical effects of certain of the Act’s sections. This second 
part Will concentrate on languages of service to the public, touching 
only incidentally on languages of work within the Government. 

1. The Adam and Eve Syndrome: Who is Covered (by the Oficial 
Languages Act)? 

The Act applies to a11 three branches (legislative, executive and 
judicial), and every component, of what is broadly known as the 
Government of Canada. Textbook definitions of this complex organ- 
ization need not be resurrected to bore readers. What matters is that 
the Act covers a11 federal public bodies without exception, as well as 
a relatively few private businesses holding concessions with federal 
agencies-almost exclusively those serving the travelling public. 

The Act’s ail-inclusive character for federal agencies emerges 
essentially from Section 2. This states that English and French “are 
the officia1 languages of Canada for a11 purposes of the Parliament 
and Government of Canada, and possess and enjoy equality of status 
and equal rights and privileges as to their use in a11 the institutions 
of the Parliament and Government of Canada.” Other sections confirm 
the Act’s application specifically to “every department and agency of 
the Govemment of Canada and every judicial, quasi-judicial or admin- 
istrative body or Crown corporation established by or pursuant to 
an Act of the Parliament of Canada”. Still another section assures 
that the long arm of linguistic law reaches even into the redoubtable 
precincts of the Armed Forces and the Royal Canadian Mounted 
Police. As a rule-of-thumb, one cari safely say that “if it’s federal, 
it’s bilingual”-always, of course, to the extent the Act prescribes. 

The Commissioner is reluctant to define the Act’s absolute limits. 
A few borderline cases are arising with privately-owned public utilities 
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of a quasi-monopolistic nature. With these the Commissioner usually 
makes informa1 overtures to induce the firms to take the Act’s principles 
into account, especially when the companies are federally regulated. 
He has rarely, if ever, thought it productive to take a legalistic ap- 
proach, for he has found that even many plainly private institutions 
have been willing to observe the spirit of the Act, if only as a matter 
of good business and common courtesy. 

2. Legislative Fidelity and Other Duties of Partners in Reform (More 
or Less What the Oficial Languages Act Means for Government 
Departments and Agencies) 

The Officia1 Languages Act guarantees the equal rights and status 
of two languages, and imposes duties on federal agencies. Individual 
Canadians have gained rights by this Act only because they belong 
to one of the two officiai-language groups. 

a) Two Hereditary Hang-Ups 

Departmental duties arising from the Act fit into four general 
groups: i) the declaration of status of languages (Section 2); ii) stat- 
utory and other instruments (Sections 3-7) ; iii) duties of departments, 
etc., in relation to officia1 languages (Sections 9-11) ; and iv) general 
sections (Section 38 and subsection 39 (4) ) . Of these, Sections 2, 9 and 
10 present to administrators the greatest challenges. 

The effect of these sections becomes clear only in the light of two 
crucial distinctions underlying the effort to give Canada? officia1 
languages equal dignity and equal status. The first distinction is 
between institutional and individual bilingualism, and the second be- 
tween language of service and language of work. 

The Officia1 Languages Act is essentially concerned with institu- 
tional bilingualism. As to language of service, institutional bilingualism 
means simply that, where needed under the Act, each federal govern- 
ment office must have enough employees and written materials to 
provide service to its public in both officia1 languages. This requirement 
cari be met either by deploying sensibly a sufficient number of bilingual 
employees, or by suitably stationing unilingual employees from each 
language group in the same operation. Such a policy does not mean 
that a11 federal employees at every level must be or become bilingual. 
Neither does it in any way require private citizens to become bilingual: 
the abject is to allow citizens to deal with the government in the officia1 
language of their choice-an aim which plainly respects, indeed 
protects, individual unilingualism. This seeming paradox of institutional 
bilingualism guaranteeing individual unilingualism ought to reassure 
all for whom the very word “bilingualism” conjures up visions of 
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cultural genocide or history-distorting revenges of the cradle. The 
Officia1 Languages Act obliges only the federal Government as a public 
body to know two languages. By federal law at least, Canada will 
remain a safe and comfortable pIace-or will at any rate leave plenty 
of room-for the Citizen who knows, and only wants to know, one 
language. 

Within federal institutions, a second important distinction exists, 
between language of service and language of work. Language of service 
means the language used in dealings between the federal administration 
and the public. Generally speaking, the public is a11 the private indi- 
viduals, corporations, groups and institutions (as well, sometimes, as 
other federal agencies or employees) which the Government serves. 
We shall touch later on the nature of these services and the Govern- 
ment’s duties in some common situations; for now we need only say 
that, in principle, the Act applies to all forms of communications be- 
tween administrators and administered. 

Language of work cari thus be taken to caver what is left: the 
language used in the Federal Government’s intemal administration. (The 
Act afhrms the principle that English and French enjoy equal status 
as federal languages of work). There is, however, as the preceding 
paragraph hints, one aspect of language of work to which principles 
of language of service cari be applied, namely those areas where the 
federal administration provides individual public servants with “ser- 
vices” or is regulating their activity. This includes, for instance, pcr- 
sonne1 matters, notably general directives and a11 information on job 
conditions. 

b) Some Hints for a Happy Linguistic Life 

Apart from the above distinctions, several key principles grow 
from the Act, especially from Section 2. These all concem language of 
service. 

1) Any Citizen CAN: Equality of Status 

Section 2, the Act’s comerstone, states that “the English and 
French languages . . . possess and enjoy equality of status and equal 
rights and privileges as to their use in a11 the institutions of the Parlia- 
ment and Govemment of Canada”. In practical terms this means that, 
within reasonable limits of need and sometimes feasibility, every Citizen 
should be able to get the same type and quality of service in French 
as in English. This equality of status goes beyond the mere availability 
of services in both languages to include accessibility and automatic 
offering of service, as well as the prominence and quality of languages. 
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(a) Equal Accessibility 
For the two officia1 languages to enjoy equal status, services avail- 

able in each language must be equally accessible to the public. In the 
case of services offered in person, the Citizen should receive them in 
the language of his or her choice within a reasonable time of requesting 
them. Given the sensible ideal of institutional bilingualism, such delay 
could include the time required to seek out a person able to speak the 
desired language; but in such cases there should be enough staff to 
avoid delays much longer than those a member of the other ofhcial- 
language group might expect. And a little common sense and courtesy, 
experience has shown, cari enable even the most fluently unilingual 
public employee to extract himself gracefully from any linguistic im- 
passe with a client. A smiling “one moment, please” in the client3 
language does not demand prodigious skill in language-learning, and 
it surely makes a short wait more tolerable than a sullen “1 don? speak 
French (or English)“. This seems a small point, but it is guaranteed 
to prevent futile apoplexies and countertop replays of the Plains of 
Abraham. It also keeps telephone chats from becoming hot-line dia- 
logues of the deaf. 

Where services are provided through written material, the same 
principle applies. Especially when the material is printed (signs, forms 
or information brochures, as opposed to letters, for instance), there 
should be enough in each officiai language to meet requests from both 
groups at ail times. Many agencies have found they save themselves 
the embarrassment of running out of material in one language, or of 
not appearing to have it available in both languages, by having both 
language versions available under the same caver-whether side-by- 
side, back-to-back (flip-over), or in some other bilingual format. The 
Commissioner recommends this as the simplest solution to a potentially 
hazardous and annoying problem of inventory control. 

(b) Automatic Service 
Closely linked to equal accessibility is the readiness with which 

agencies make services available. For the two officia1 languages to 
enjoy equal status they should be actively oflered in both languages, 
not simply be passively available. Any enquiry in a given language 
plainly constitutes in itself a request for service in that language and 
should require no further explanation-much less begging-on the 
Citizen? part. A few federal employees, far from understanding this 
embarrassingly simple truth for a civihzed people, still think bilingual 
clients should be browbeaten into using the administrator’s own 
language. As to choosing the language of service under the Act, the 
customer is always right. And conceding service with a sulk is not 
only inelegant, but “bad business” in every way for the agency. At 
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very least, employees who don? cherish the Act will find it possible 
to adjust their clenched teeth into a convincingly courteous grin. 
In general, departments should make it crystal clear that they offer 
services in both languages, whether through bilingual signs, identifica- 
tion or greeting, or enquiry as to the language preference of the in- 
dividual. Some agencies have found that the Commissioner’s poster 
and counter tard “VOUS AVEZ LA PAROLE/NOW YOU’RE 
TALKING” cari convey this message in a simple, good-humoured way. 

(c) Equal Prominence and Precedence 

Bilingual service equally available and equally slowly offered is still 
not equal if one language is offered with a roar that drowns out the 
other’s whimper. This problem arises particularly with printed material 
such as signs and forms. The two languages should claim a roughly 
equal amount of space, taking into account the physical proximity of 
the two languages, and the texts should be equally legible (or illegible) 
in both versions, with lettering of equal size. Even colour schemes cari 
affect equal legibility: whether through inadvertence or perverse 
imagination, one sign-maker in a public museum, using plexiglas with 
a black background, made one language effectively invisible on an 
otherwise impeccably bilingual sign. This was a transparent error, even 
in esthetics. 

Related to, but separate from, prominence is the question of 
precedence, which inevitably arises. In general, the language coming 
first enjoys precedence: where the two languages are side by side this 
means the language on the left; where they are one above the other, 
it is the language on top. Government policy gives precedence to French 
in Quebec and to English elsewhere. A “refinement” the Commissioner 
has proposed gives French precedence in areas outside Quebec where 
the French-language group forms a local majority. French precedence 
should also logically apply to French-language Units anywhere in 
Canada or abroad. Perhaps a sensible guideline on this really minor 
issue is to give precedence, wherever good taste or practicality do not 
interfere, to the language of the majority of each agency’s clientele- 
“localized” to the extent the agency itself is decentralized. Visiting 
cards, those clumsy if sometimes handy status symbols, might give 
precedence to each bearer’s preferred officia1 language. 

(d) Equal Quality 

Whatever marvels administrators dream up to get both languages 
to the Citizen in equal quantity, however, the two officia1 languages cari 
enjoy full equality of status only when they display roughly equal 
quality. A letter in fractured French, or a tour in pidgin English, is in 
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some ways worse than no service in the second language at ah, for 
Parliament’s intent of equality ends up as twisted tokenism-and 
citizens may be exposed to a dangerous rise in blood pressure. 

A distinction emerges between written services and those offered 
in person. For written services, in view of the government’s heavy outlay 
on translation, there appears little excuse for anything less than high 
linguistic quality in either language. With “person-to-person” service, 
however, a11 the Commissioner hopes for is reasonably comprehensible 
and courteous communication where, for a given public employee, 
institutional bilingualism becomes individual. One regrets that perfectly 
bilingual Canadians are rare birds that have by no means a11 Aocked 
to the Public Service; but a reasonable standard of persona1 bilingualism 
does not require that federal employees speak the English of Winston 
Churchill or the French of Charles de Gaulle (or, say, in Canadian 
terms, of Northrop Frye or Jean-Noël Tremblay). Although the medium 
may stay much of the message, equal status should require only that 
the medium not grossly or perilously blur the message’s clarity. En- 
suring that the message itself is clear seems beyond the powers of even 
the Officia1 Languages Act. 

2) The Perils of May-December Weddings: Signifïcant Demand and 
Feasibility 

Not surprisingly, many agencies would like a practical definition 
of Section 9 (2)‘s reference to “significant demand” and “feasibility”. 
These standards define agencies’ duty to offer bilingual service every- 
where in Canada, including outside eventual “bilingual districts”- 
none of which yet exists beyond the National Capital Region. Neither 
standard derives from any scientific measure spelled out in the Act; 
both, therefore, need interpretation according to such broad values as 
the courts apply to “the reasonable man” (perhaps a dignified way of 
saying “flying by the seat of your pants”). 

Feasibility should cause administrators the Iesser trouble. It pIainly 
engages factors of cost, and especially training and deployment of staff. 
Once significant demand is agreed to exist, managers need only make 
every zealous but sensible effort to make bilingual service possible. 
This may take time and probably more money than other operational 
priorities would suggest; but such an effort is essential to mirror, 
wherever goodwill and ingenuity alIow, the Act’s egalitarian spirit and 
intent. Often technical, financial, administrative or personnel reasons cari 
result in bilingual service proving unfeasible. But such cases should be 
as rare and/or temporary as possible, and the onus must weigh on 
national and local management to demonstrate unfeasibility-never on 
the local public to show feasibility. 
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The same onus rests heavily on management if it wishes to deny 
bilingual service on grounds that there exists no “significant demand” 
at a given office or place. The Commissioner, required by Section 25 
to interpret the Act’s spirit and intent, realizes the genuine practical 
dilemma this phrase poses to even the best-intentioned administrators. 
He believes that Parliament, having defined no more precise criteria, 
must have wished a11 concerned to apply the “reasonable man” kind 
of yardstick-or at least a flexible standard not frozen to immutable, 
and perhaps occasionally inapplicable, mathematical factors. The 
Commissioner would further urge that demand be viewed in the frame- 
work of the corollary values of common sense, generosity and imagina- 
tion. All of that is stilf vague, but it cari become more tangible against 
certain observable facts: local population statistics by mother tongue, 
proposed bihngual districts (however tentative), a local history of 
previous demand, prior offering of service, and, more recently, com- 
plaints sent to the Commissioner (who must take such complamts as 
prima fa& evidence of some demand). Indeed, the Commissioner 
has noted that a presumed non-existent demand magically materialized 
-as, for example, in Victoria, B.C.-when an agency started to offer 
bilingual service. TO break a possible vicious circle of “no demand- 
no service”, agencies cari pragmatically test demand by actively offering 
bilingual service for experimental periods. 

Permeating all these points are the Act’s spirit and inter& which 
no doubt will continue to become clearer if the Commissioner and 
administrators keep in mind the above values. Probably, however these 
and other factors develop, the Act’s spirit and intent will most nearly 
be met by giviug the Citizen the benefit of the doubt. Again, one should 
start, though not invariably end, with the idea that “the customer is 
probably right.” 

31 Of Travelling Salemen and Others 

Federal agencies dealing with the travelling public receive honour- 
able special mention in the Act. Their very own Section 10 lays on them 
-as wel.l as on their public-contact concessionnaires-not only prestige 
but geographically limitless obligations. TO federal airline, railway, 
hotel, customs, immigration, parks and other offices or facilities for 
travellers in Canada, and even abroad, Section 10 leaves few “uni- 
lingual loopholes”. The duty is not to offer bilingual service on& 
where there exist significant demand and feasibility. The Act in fact 
turns the tables of responsibility on these agencies, requiring them to 
assume “system-wide” demand-and makes exceptions only where 
“there is no significant demand” for bilingual service, or where demand 
is ‘(SO irregular as not to warrant” it. And, once more, it’s up to the 
agency to prove the iusignificance or irregularity of demand. 
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For administrators in “travelling public” agencies this is potent 
medicine. But that is how Parliament wrote the Act, presumably with 
the hope of making Canadians of both language groups feel at home 
in as much of Canada as possible-and indeed in Canadian offices 
abroad. This duty should indicate to management of such agencies 
first of a11 that eventual bilingual districts have nothing whatever to do 
with-or at least cannot restrict-their obligations. Section 10 came 
fully into effect in September 1969, and if bilingual districts are ever 
proclaimed they Will change nothing for a travelling public already 
legally entitled to full service (with a few minor exceptions by Cabinet 
order) throughout the whole federal travel network. 

Some federal agencies, such as the National Parks and Historic 
Sites Branch of the Department of Indian Affairs and Northern 
Development, have not only understood this weighty obligation but 
have begun putting into effect the Commissioner’s recommendations 
for systematically introducing bilingual services everywhere. Other 
agencies such as the CN have also been trying for many years to 
approach this goal. But certain other key agencies have yet to explain 
the Act’s full import to their employees at a11 levels. They should do 
SO urgently, but making three points of vital meaning to individual 
employees. 

TO begin, management should remind employees being informed 
of system-wide obligations that these duties lay not on individuals but 
on the agencies as institutions. In a Word, management must explain 
to employees that Parliament wished the agency to offer the travelling 
public a bilingual capacity at a11 points; it never intended every 
employee at every level to be or become bilingual. Second, manage- 
ment should make clear that the agency, not individual employees, 
must find sensible and civilized ways of achieving that bilingual capacity 
within the shortest time humanly possible. The Commissioner’s recom- 
mendations to such agencies invariably include a strong plea to consult 
unions and to try to reconcile seniority and “bumping” privileges with 
Parliament’s law. Responsible union leaders have shown the Com- 
missioner that they will support any humane effort to achieve system- 
wide linguistic justice, This effort often includes more and better 
language training and a temporary emphasis on hiring staff whose 
language skills-technical competence being equal-are most needed. 
Third, the very credibility of the Act requires a certain flexibility in 
the kind, degree and timing of services offered under Section 10. 
In spite of the rigour of the Act’s text, the Commissioner thinks it wise 
to interpret the letter of the law with some regard for genuine per- 
sonnel diflïculties in certain stations or posts. Even starting from the 
assumption of system-wide demand, he thinks it normal, and consistent 
with the Act’s supple spirit, to say that demand is not a matter of 
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black and white, of total bilingusl service or none at all. The best 
approach, he suggests, is for agencies to strive with a11 possible energy, 
resources and despatch to provide bilingual service throughout their 
system, but allowing the degree and accessibility of service to vary 
with the nature and volume of tested demand- “tested” of course 
implying a previous active offering of service. In short, the guaranteeing 
of language rights to travellers in Canada and through Canadian facilities 
abroad should start with a clear, resolute understanding of each 
agency’s universal duties. Then it should radiate out from major travel 
points as quickly as ingenuity, technology and sensitive personnel 
administration will allow. 

I 1 * * 

Above, the Commissioner has tried to touch on a few of the 
questions that keep turning up not only in his investigations, but in 
less forma1 dealings with public employees and private citizens. No 
doubt he has missed some points which still cause queries or anguish. 
These he would gladly try to meet at the drop of anyone’s invitation. 
In seeking to cast a little light into shadowy corners of the Act, he 
knows his judgements may err: suggestions and corrections for a better 
“bilingualism survival manual” Will be most gratefully received. Mean- 
while, he hopes these first sketchy guidelines may in some degree assist 
the administratively tongue-tied, or at least offer them a handy and 
willing scapegoat should things go linguistically wrong. 

C. Working in French: Ml the Hard Option 

Last year, the Commissioner expressed the view that “the long- 
term future of French in North America will depend mainly on Quebec’s 
ability to strengthen its principal language of culture as a language of 
work and of general social use.” In thus linlcing the fate of French 
everywhere in Canada to “the dynamism-indeed the healthy predomi- 
nance-of French in this unique jurisdiction where francophones form 
a majority”, he wished to point out the natural harmony of his efforts 
in favour of French, under the federal Officia1 Languages Act, with 
Quebec’s own logical and growing emphasis on spreading the use of 
French in all sectors of modern society. The Commissioner’s efforts, 
which in no way weaken the egalitarian spirit of the Act vis-à-vis 
English, seek to help French speakers in Quebec and elsewhere in two 
ways: mst, by guaranteeing to them, wherever the law requires, federal 
services in French; then, by standing up for their statutory right to work 
for the federal State in their mother tongue. 
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This right to work in French, as well as E&h, within federal 
administrations derives from the Act’s Section 2: 

The English and French languages are the officia1 languages of Canada 
for all purposes of the Parliament and Government of Canada, and 
possess and enjoy equality of status and equal rights and privileges as 
to their use in a11 the institutions of the Parliament and Government 
of Canada. 

One might fairly observe that the Commissioner’s interpretation of 
Section 2’s words “as to their use in” as recognizing the principle of the 
two Ianguages’ equality as languages of work has hardly been trumpeted 
about by federal authorities as a whole-at least until the President of 
the Treasury Board’s statement of December 14, 1972. Still less- in 
spite of the modest experimental “reform” of the French-Ianguage Units 
-does one find this interpretation fultiled in fact. Ottawa remains far 
from a paradise for French-speaking public servants; as for French- 
speaking federal employees outside Ottawa (even, sometimes, in 
Quebec), the administrative milieu, linguistically speaking, resembles 
rather the celebrated scenario of Dante. In 1971, only 8.3 per cent of 
some 66,675 posts filled in the Public Service allowed the incumbent 
to be uniIingua1 French-speaking (as against nearly 80 per cent for 
unilingual English speakers), while French speakers formed some 27 
per cent of Canada? total population. Tradition, timidity (if not discreet 
intimidation), tiredness and, above ail, the sheer practical complexity 
facing any sincere intention to implant French as a language of work- 
a11 these factors have tended to make the “use” of French for work, on 
the same footing as English, extremely difficult. 

Language of work rights are unquestionably proclaimed by the 
Act. Obviously, common sense demands some limitations on the exer- 
cise of these rights. No reasonable person, whether French-speaking or 
English-speaking, could expect to insist absolutely on working in his or 
her preferred officia1 language, anywhere, anytime: the French-speaking 
public servant in Victoria, or his English-speaking colleagne in Chicou- 
timi, must recognize certain minimum realities. On the other hand, fed- 
eral management must not exploit ungenerously or unreasonably such 
“realities” as pretexts for sabotaging the principle of the two languages’ 
equality as languages of work. 

In the face of the Act’s somewhat generally-stated hacking of the 
two languages’ equality for purposes of work, the Commissioner has tried 
to settle each case on its merits, leaning as heavily as possible toward 
supporting the individual in choosing his or her language of work. This 
he does when presented with various practical “obstacles” (such as 
geography, and the linguistic make-up of a given office) which depart- 
ments and agencies often invoke to limit the exercise of language of 
work rights. 
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Whatever the reasons behind the Federal Government’s failure to 
spread more quickly the use of French for work, it is plain that if 
Ottawa does not soon make a visible breakthrough in this area, the 
Officia1 Languages Act Will have lost a vital part of its meaning. Such 
progress Will of course remain an illusion unless the Government, one 
hopes with the support in principle of other political parties, finds 
answers to practical administrative questions about the exercise of 
language of work rights, particularly where and how they apply. The 
Commissioner does not pretend to hold such detailed answers, but 
thinks it important for the Government, in concert with staff associa- 
tions, to tacklc such questions soon in concrete terms reflecting the 
principle Parliament has stated. Meanwhile, for purposes of public 
discussion, he Will review briefly the early experience of one device for 
achieving linguistic justice in language of work-the French-language 
Units (FLU). After this review, he Will make some general suggestions 
Ottawa might consider as means to raise French to an equal footing 
with English as a language of work. 

I. The Fremh-language Units: Ghettos or Greenhouses? 

Beginning in November 197 1, the Government tried to offer 
French-speaking public servants a better chance to work in their lan- 
guage by designating 457 “French-1anguage Units” in 39 departments 
and agencies. This experiment, while novel at first glance to many 
English-speaking Canadians, in fact created on a tiny scale a replica of 
the enormous “English-1anguage Unit” which most of the federal 
administration was and still is. It remains an extremely modest, though 
interesting, reform, which might in many cases more aptly be termed a 
rebaptism: some 26,000 of the 29,000 persons in the FLU’s were doing 
their work in French to varying degrees before their units were renamed 
FLU’s; and over 330 of the 457 units were chosen in Quebec where, 
after ah, French should normally more often prove useful. Indeed, for 
those who might fear some massive assimilatory assault on the essen- 
tially English-speaking stronghold of some 404,000 federal employees, 
it may be reassuring to recall that the FLU’s include such inoffensive 
groups as the 66 workers in a federal hospital laundry in Quebec and the 
12 in one department’s stapling unit sub-section in Ottawa. There are, 
it is true, much larger FLU’s such at the 3,800 members of the Quebec- 
based Fifth Combat Group; but the Commissioner is sure the Fifth 
Combat Group has no wish to become a Fifth Column. . . . The experi- 
ment’s limited impact derives too from the units’ frequently junior, if 
not distant, relation to top policy-making offices. Indeed, policy people 
in FLU’s, more often than not, need English as a job requirement-a 
demand which, however sometimes now unavoidable for dealing with 
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“outside” units, does not exactly confirm the belief the FLU’s “force” 
a11 their members to work in French alone. 

Nevertheless, recalling past difficulties public employees faced 
trying to work in French, and especially the absence of any articulated 
alternatives to help them, the Commissioner continues to believe this 
experiment deserves sympathetic attention. It Will no doubt take at 
least another year before conclusions cari be drawn from it, but already 
some drawbacks and advantages are apparent. 

Among the difficulties the FLU’s face, the simple “acclimatization” 
of the units to an overwhelmingly English-language work milieu figures 
large. This includes misunderstandings among both English- and French- 
speaking public servants as to the “ground rules” for communication 
between the units and other government offices: normally the FLU’s 
are to question and answer a11 such offices, though not the general 
public, in French alone. Happily these misunderstandings are being 
overcome through time, experience, goodwill and a helpful information 
bulletin put out by the Treasury Board which is responsible for directing 
the units’ language régime. Other problems include occasional slow- 
downs in inter-office communications when outside offices lacking 
bilingual capacity resort to translation (or, on the telephone, force the 
FLU to use English) ; the reluctance of some older French-speaking 
public servants to “recycle” themselves to work in an administrative 
language they may have partly lost, or indeed never acquired; the fear, 
perhaps a little ironie in the light of similar but better publicized 
English-language apprehensions, that working only in French may 
restrict promotion opportunities; the slowness of effecting reform of 
any kind outside the units when policy or research papers prepared in 
FLU’s are ignored elsewhere or held up in transIation; and the general 
lack of French-language office manuals, especially on. financial and 
technical matters, as well as many headquarters directives which, in 
contravention of at least the spirit of the Act, continue to go out only 
in English. 

The FLU’s may also present several sound advantages. First 
and most important, their symbolic and officia1 recognition of French 
as a language of work seems in some cases markedly to have bettered 
not ody morale, but output. ObviousIy, using one’s mother tongue 
for work should-unless technical vocabularies are unavailable- 
produce higher efficiency. Second, many units report a heartening 
increase in the use of French not only within the units but by “English- 
language” or “bilingual” units they deal with: the chance to com- 
municate in French seems most welcome to some English-speaking 
graduates of language training. Third, where FLU’s have followed 
the broad rules underlying their establishment, they create a “demand” 
for French-language communications of a11 kinds, and for specialized 
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technical vocabularies, which tend to heighten not only the quantity 
of French used, but its quality. Fourth, the very existence of FLU’s 
ought to make English-speaking public servants more conscious of 
the rights and problems of their French-language colleagues-perhaps 
thereby helping English speakers to see their own career challenges 
in a more accurate perspective. Finally, the units may offer more 
practical structures and a more congenial atmosphere for welcoming 
to the Government the many unilingual French-speaking Canadians 
the Public Service SO badly needs both better to represent our popula- 
tion and to tap a reservoir of talent previously out of reach: in June 
1972, the PSC still oifered only some 9 per cent of its jobs to uni- 
lingual French speaker:;. 

From the admittedly fragmentary accounts the Commissioner has 
received SO far, there emerges, in sum, at least a tentative hope that 
these advantages could help spread the use of French more widely- 
and thereby more closely meet Parliament’s intention-by a possible 
“snowball” effect. Certainly, longer testing is required either to 
confirm or disprove the FLU experiment’s value. 

2. The “‘Spirit” of th#o Act Can Include a Little Realism 

Even while awaiting decisive proof that French-language Units 
cari significantly help implant French as a language of work, and even 
while seeking practical answers to certain administrative questions, 
the Govemment ought urgently to plan for a coherent coordination 
of ail its policies affecting the French language’s future in Canada. 
This coordination demands the meshing, as much as possible, of federal 
policies to strengthen French with those of Quebec; and it requires 
an integrated approach to promoting French as a language of work 
within Ottawa’s own roughly 150 administrations. 

As for cooperati:ng with Quebec’s efforts, Ottawa Will probably 
prefer to await more Iconcrete programmes which will corne no doubt 
in the wake of the Gendron Commission3 Report on the Status of 
the French Ianguage. For the same reason of not wishing to presume 
what language policy Quebec Will eventually adopt, the Commissioner 
cari only reaffirm his sympathy with the broad idea of strengthening 
French there. 

But he thinks the Federal Government, in coordinating policies 
to implant French as a language of work within federal agencies them- 
selves, ought to concentrate on three related challenges. 

First, of course, it must formulate more precisely, and make 
widely known, a series of guidelines defming, if only tentatively, the 
broad rules it would accept to defend the right of federal employees 
to work in their chosen officia1 language. This would require preliminary 
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answers to the simple questions raised above about the modalities 
for exercising language of work rights. The Commissioner must con- 
tinue to make independent judgements on individual cases brought to 
his attention, but a set of guidelines the Government might propose 
would help federal employees to plan their careers with greater cer- 
tainty as to the practical opportunities (one hopes extremely wide) 
of choosing their language of work. 

Second, even while awaiting further testing to evaluate thc FLU’s 
“structural approach”, the Government should move systematically to 
develop French as the predominant language of work in federal regional 
administrations within Quebec. This “reform” is nothing but a natural 
corollary of the de facto predominance of English as a federal language 
of work everywhere else in Canada. Obviously, practical possibilities of 
working federally in French must extend beyond Quebec, especially to 
Ottawa and parts of New Brunswick, Ontario and Manitoba. But the 
priority should rest on Quebec. If federal authorities, even while re- 
specting the statutory work and service language rights of English 
speakers, cannot accept and implement French as the “normal” lan- 
guage of work in their Quebec offices, they will undermine the 
strength of French not only in Quebec, but throughout the federal uni- 
verse. The technical means, including realistic directives, language 
training for English-speaking federal employees, and translation, do 
not greatly stretch human imagination. What is needed tist and fore- 
most is a firm Will to recognize, and act on, the reality that if “adminis- 
trative difficulties” are allowed to sabotage French as the principal lan- 
guage of work in Quebec, where 80.7 per cent of our countrymen claim 
it as their mother tongue, the FLU’s and any supporting rhetoric Will 
become pitiful window-dressing. 

Obviously, one cari point to plausible exceptions, such as some 
aspects of air traffic control governed by international safety mles. 
But isolated exceptions should not be overblown to obscure the basic 
normalcy of working in French where French speakers form a strong 
majority. Even technical problems turn out sometimes to prove less 
difficult than originally thought: the Atmospheric Environment Service, 
whose goodwill the Commissioner recently tested in Montreal, found 
to its own happy surprise and its employees’ satisfaction that one cari 
predict weather in French with equal accuracy as in English, and still 
serve the public in both languages. 

The third policy the Commissioner recommends is closely linked 
to some such intensification of Ottawa3 efforts to strengthen French 
within Quebec, and eventually elsewhere. It urges a clear and intensive 
effort to bring to Govermnent the talents of both unilingual and bilingual 
French-speaking Canadians in numbers more closely ,approximating 
their numbers in the country. 
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Naturally, no such recruiting campaign cari succeed through false 
prophecies of linguistic Nirvana or through self-delusion. The Govern- 
ment, backed if possible by a11 political parties, must tel1 potential 
French-speaking recruits that, although improvements are underway, 
the linguistic “welcomi-ng structures” in federal institutions, with few 
exceptions, remain very hard to adapt to: in 1971, some 82 per cent 
of a11 the “key category” jobs under the Public Service Commission’s 
control were held by English-speaking incumbents, and language re- 
quirements for jobs in that year (80 per cent requiring English only, 
against eight per cent French only) did little to make a revolution 
giving French-speaking Canadians a fairer break. 

Plainly, departments and agencies must find more room for unilin- 
gual French-speaking Canadians, or the vicious circle of low French- 
language recruitment and few federal opportunities to work in French 
will go on forever. Easy slogans cari neither solve nor disguise this 
problem. The Commissioner hopes that the Government Will move 
quickly to find policies on linguistic work rights, on administrative 
settings where French-speaking Canadians feel at home, and on more 
balanced opportunities in recruitment. Al1 these, and nothing less, cari 
make the Officia1 Languages Act the instrument of full linguistic 
equality which Parliam’ent intended. 

D. The Bilingual Districts: Better Late than Never, or Not ut All? 

The concept of c~fficial bilingual districts came from the Royal 
Commission on Bilingualism and Biculturalism essentially on the 
example of Finland. It led legislators to devise a comprehensive mechan- 
ism covering seven sections of the Officiai Languages Act ( 12 to 18)) 
and directly alfecting three others: 7, 9 and 11. The public generally, 
including the Commissioner, had expected that during the fiscal year 
1971-72 the Federal Cabinet might use this mechanism to proclaim 
certain such districts. At the time of this writing, however, the only 
officia1 “bilingual district” remains the National Capital Region, which 
assumed its new linguistic status when the Act came into force in 
September 1969.l 

1 In thc sense of the ACI, the National Capital Region is not an ordinary “bilingual 
district”. Such districts, if and when proclaimed, will require bilingual services only in 
“principal offices”. Duties to provide services in both languages in the National Capital 
Region are, as Section 9( 1) indicates, unlimited, and caver offices at every level: 

Every department and agency of the Government of Canada and every judicial 
quasi-judicial or administrative body or Crown corporation established by or 
pursuant to an Act of the Parliament of Canada has the duty to ensure that 
within the National Casital Region, at the place of its head or central office in 
Canada if outside the National Capital Region, and at each of its principal offices 
in a federal bilingual district established under this Act, members of the public 
cari obtain available services from and cari communicate with it in both officia1 
languages. 
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Since preparing his First Annual Report, the Commissioner has 
pondered anew the role bilingual districts might play in defending 
laquage rights. After citing certain factors which invite such a review, 
it may be helpful, for purposes of public discussion, to marshal briefly 
some of the arguments for and against proclaiming bilingual districts, 
then to propose two working hypotheses the designated authorities might 
wish to weigh. 

The first factor is the report, published in May 1971, of the first 
Bilingual Districts Advisory Board. This ad hoc independent commis- 
sion was charged under the Act with counselling the Federal Cabinet 
on the precise boundaries of any areas the Government might consider 
proclaiming bilingual districts. The report, known as the Duhamel 
Report after its chairman, Mr. Roger Duhamel, suggested that the 
Government create 37 districts as soon as possible after the statutory 
90-day period of reflection, and possibly 24 others after Ottawa learned 
the results of the June 1971 decennial census. As a rule-of-thumb, the 
Board had to use the criterion of a minimum 10 per cent official- 
language mother-tongue minority group (unless customary services made 
this unnecessary) in any proposed area. Public reaction to the report 
was mixed, running from satisfaction in most French-language com- 
munities outside Quebec, through approval, indifference or hostility 
among their English-speaking fellow citizens, to general opposition 
within Quebec to the idea that the entire province, as suggested also 
only for New Brunswick, should be proclaimed a bilingual district. 

The second factor is the appointment in June 1972 of a second 
Advisory Board, chaired by Professor Paul Fox, to take up the challenge 
of the then-dissolved Duhamel commission on the basis of the 1971 
mother-tongue census figures-the Duhamel Report having been forced 
to rely on those from the 196 1 census. 

The third factor is the release, in August 1972, of preliminary 
197 1 census figures showing a slight percentage drop in French-speaking 
populations in every province except Newfoundland and British Colum- 
bia-two of the provinces with the smallest French-speaking commu- 
nities-communities ignored as potential bilingual districts even by the 
tentative maps contained in Volume 1 of the “B. and B.” Commission’s 
Report. 

The fourth factor is the Government’s own delay in implementing 
any of the Duhamel recommendations. No doubt noting the highly 
varied, and sometimes hostile, reaction of public opinion, and observing 
that within a few months far more up-to-date statistics would be avail- 
able, the Government held back from proclaiming any districts. The 
“Fox Report” (expected in the fall of 1973), it argued, would make 
possible a decision based on more relevant data. 
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Plainly, the decision to await the Fox Report cari claim, over the 
long view, much merit. Only the second Advisory Board Will be able, 
with its representative wisdom and stronger social science research 
staff, to offer the “field-tested)‘, up-to-date investigation a lasting solu- 
tion demands. But again we face a probable one-year wait; and without 
trying to second-guess the Board, the Commissioner thinks the con- 
fused state of public opinion on the whole issue of districts could make 
a summary of arguments for and against them a healthy and perhaps 
eventually helpful exercise. 

The points in favour of more districts are relatively well-known. 
First, although the “Will to persist” is no doubt the critical factor in 
any minority culture’s survival, bilingual districts would give officia1 
minority-language rights a clear legal underpinning: Sections 7 (ad- 
vertising), 11 (courts), and especially 9 (all other services) dictate 
specific obligations for federal agencies in such areas. Second, districts 
offer isolated officiai-language communities a powerful symbolic rec- 
ognition that the two officia1 languages enjoy equal status on a national 
scale, however unequal they may be in fact at provincial and municipal 
levels. Third, while thus making officiai-language minority groups feel 
more secure, districts cari educate local linguistic majority groups to 
the minority’s rights, and perhaps encourage provinces and municipal- 
ities to provide bilingual districts or services of their own. Fourth, 
although the practical implications of such districts are still not welI 
understood among public administrators, a number of federal agencies 
have begun to offer, or plan to offer, services in some proposed areas 
as if officiai districts already existed-indeed, in some “special studies”, 
the Commissioner’s Office has invited departments to keep in mind 
the eventuality of such districts. The Public Service Commission also 
follows this guideline in deciding where to place bilingual advertise- 
ments for recruitment. Fifth, by any reasonable estimate of real needs, 
bilingual districts would probably require relatively few federal em- 
ployees to become “functionally bilingual”. Such districts, like the 
rest of the Act, aim not to make bilingual every public employee at 
every level; they seek to enable the State as a body of institutions 
to serve the public in both languages-that is, to offer a “bilingual 
capacity” which, in some small towns, might mean adding (or re- 
posting or retraining) one or two RCMP constables, a nurse, a postal 
clerk and perhaps a manpower adviser. Districts would also, incidentally 
but in harmony with the Act’s spirit, and without diminishing any 
employee’s rights, provide better opportunities to more minority official- 
language federal employees to work in their mother tongue. Sixth, 
from the public’s viewpoint, the 10 per cent yardstick for defining 
districts (made more flexible by Section 13(3)) seems a simple and 
reasonable, if arbitrary, standard for investing in extra linguistic ser- 
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vices; and for administrators it represents a plausible “critical mass” 
for justifying and putting to good use extra services. Seventh, clearly 
identified districts could avoid the danger that Section 9(2)‘s standards 
of “Sign&ant demand” and “feasibility” might-in the absence of 
districts-‘-e left to inconsistent, or even capriciously inadequate, inter- 
pretation by local management. Even now, some administrators may 
be inclined to “respect” Section 9 (2) in certain obviously bilingual 
areas only because they believe districts will corne sooner or later 
to “enforce” such respect. Finally, from the Commissioner’s own 
viewpoint, new districts would clarify and confirm his duty to defend 
language rights within plainly marked “bastions”. 

Against the proclamation of new districts one cari imagine several 
points. First, and perhaps most distressingly, many public administra- 
tors tend to view eventual districts not as “bastions” or strongholds 
out from which, as well as within which, bilingual services would 
radiate. They see them rather as ghettos-as limiting, “native reserva- 
tiens” to which administratively inconvenient bilingual services cari 
be confined. This restrictive outlook ignores, of course, the comple- 
mentary stipulation of Section 9(2) guaranteeing bilingual services 
anywhere in Canada where there exists “significant demand” and 
“feasibility”. The misunderstanding becomes alarming when found 
among senior management of some agencies dealing with the travelling 
public-which, of course, by Section 10, enjoys the presumption of 
“system-wide” demand (anywhere in Canada or abroad) except where 
an agency cari prove that at a given place there exists “no signifrcant 
demand” or a demand “SO irregular as not to warrant” bilingual 
service. For purposes of serving the travelling public, bilingual districts 
are simply and legally irrelevant. 

Second, as the Duhamel Report showed, it is extremely difficult 
to draw a map of bilingual districts which does not appear to many 
as chaotic, illogical and/or unjust. The best-intentioned linguistic 
map-making in Quebec, or even in Montreal alone, seems likely to 
meet prodigious political obstacles. 2, And how cari one fairly “protect” 
through a district the 795 francophones of Port-au-Port, Newfound- 
land, while ‘abandoning’ more than 38,000 native French speakers 
in Metropolitan Toronto? Third, partly as a result of these intrinsic 
complexities, districts may well lead isolated officia1 minority-language 
groups living in them to a ghetto mentality-while heightening irrita- 
tion among the local officia1 majority-language group and intensifying 
the resentment of some third-language groups, including native peoples, 
who perceive the districts as a consecration of their imagined “inferior” 

* Some language frontiers in Belgium, far from resolving linguistic cotict for aIl 
time, seem recently to have deepened antagonisms to the extent of contributing to the 
downfall of the country’s government. 
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status. AI1 these psychological reactions were plain before and especially 
after the Duhamel Report. 

Fourth, the “B. and B.” Commission’s recommendation of match- 
ing provincial and municipal bilingual services in federal bilingual 
districts has not generally been met. Neither, in particular, has its hope 
that the pivota1 province of Ontario declare itself bilingual and accept 
the concept of bilingual districts for provincial and local purposes. 
As a result, the whole “B. and B.” Commission concept of integrated, 
three-tiered bilingual services loses its impact and rationale. Indeed, 
as Alexis de Tocqueville observed about American democracy, the 
partial satisfaction of a desire for equality (here through only federal 
bilingual services) rarely soothes such yearnings; it cari just as easily 
fan them into more bitterly frustrated “rising expectations”. True, 
some provinces, such as Ontario and New Brunswick, have taken prac- 
tical steps gradually to imitate Quebec’s long-standing example of 
providing certain services in both languages. But none of these provinces 
appears ready to implement its bilingualism policy with a deliberate, 
systematic plan geared to progress in the federal sphere. In this light, 
federal bilingual districts run the risk, for the average Citizen who 
cares little about different jurisdictions, of passing for tokenism. 

Fifth, because of the wording of Section 9 (1) (“principal offices 
in a federal bilingual district”), serious anomalies arise around large 
ggional headquarters cities such as Edmonton, Winnipeg, Toronto and 
Halifax. Since the Act does not say “principal offices serving a federal 
bilingual district”, large French-speaking populations eventually grouped 
into districts outside these cities, even very nearby them, may 
be deprived of service in their officiai-minority tongue because the 
district itself contains no or only minor federal offices: thirty-one 
per cent French-speaking St. Boniface (total population 46,715) easily 
qualifies as a bilingual district, but it employs only an estimated 20 
to 25 federal public servants-a11 the regional “principal offices” (with 
more than 5,500 such employees) being across the river in Winnipeg, 
whose overwhelmingly English-speaking population could only with 
some stretching of the law, and perhaps much shedding of bad blood, 
be grouped into a bilingual district. Notwithstanding this technicality, 
the Commissioner has invited some agencies to act as though the Act 
did read “serving”, for this often seemed the only way to interpret 
the law according to its obvious general intent. 

Sixth, bilingual districts may have less importance than originally 
thought because the cultural infrastructure supporting French-speaking 
communities outside Quebec is being substantially strengthened. Pro- 
vincial authorities generally-though with varying generosity-are 
opening new resources and freedoms to these communities in education. 
And Ottawa, through the Department of the Secretary of State, has 
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noticeably encouraged a renaissance of French culture outside Quebec 
by flnancing French cultural centres in several major cities and by 
supplying funds used, among other purposes, for hiring social and 
cultural animators. 

Seventh, bilingual districts as a concept contain a built-in irritant 
in the statutory obligation to review their boundaries every ten years 
in the light of changing figures from each decennial census. In spite of 
safeguards for smooth transition, rights once acquired Will not easily be 
relinquished-even if only vestiges of a district-protected minority 
remain after an exodus, assimilation or natural attrition. 

Finally, and in the Commissioner’s view far more impressively, 
bilingual districts may be unnecessary because of empirical evidence 
that the Act has protected language rights surprisingly well for two 
and a half years without them. The reason is simple, though widely 
ignored: Section 9(2). By the fa11 of 1972, the Commissioner had 
found it possible to interpret constructively Section 9(2)‘s require- 
ments of “significant demand” and “feasibility” to defend official- 
language rights in nearly every part of Canada. The roughly 1,400 
complaints and 3.5 special studies handled in his Office by that time 
indicate to him that the strength and flexibility of Section 9 (2) may be 
greatly underestimated by many who, because of the Act’s own insis- 
tente, have been perhaps excessively fascinated by the notion of 
bilingual districts as a cure-ah. Indeed, far from entrenching language 
rights more securely, bilingual districts may theoretically shrink them: 
Section 9( 1) guarantees federal bilingual services only in “principab 
offices” in bilingual districts; Section 9 (2) imposes no such limitation. 
As a case in point, the Commissioner recently recommended services 
in both languages in sub-post offices (such as in drugstores) in Moncton. 
If Moncton is proclaimed a bilingual district, the Post Office Depart- 
ment might legally tut back its bilingual services to caver merely 
“principal offices”, perhaps only to the city’s one central post office. 
In such an unlikely case, the Commissioner would argue that Section 
9 (2) overrode Section 9 ( 1). But the very possibility of such legal 
pettifoggery suggests that forma1 districts may not be the indispensable 
ramparts of rights Parliament and public once thought. 

Skepticism growing from this experience about the possibly over- 
sold indispensability of bilingual districts seems likely to increase be- 
cause of the unavoidable calendar of events: the second Advisory 
Board’s own reasonable timetable, the statutory three-month period 
of reflection imposed on the Cabinet, and the need for perhaps longer 
consultations with provincial governments suggest that no new bilingual 
districts cari be proclaimed before the winter of 1973-74-when the Act 
Will have been in effect for about four and a half years. 
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What conclusions should we draw from these conflicting argu- 
ments? The Commissioner is not sure, but advances two alternative 
working hypotheses. 

Hypothesis A would advise developing the original “B. and B.” 
Commission idea of defining districts by “regional clusters . . . closely 
related to real language needs” and tending toward “consolidating 
regional minorities . ” 3, This approach would obviously produce far 
fewer, but sometimes larger, districts than those proposed in the 
Duhamel Report: 9 of the 37 districts proposed therein contained less 
than 2,000 minority-language people. The approach might rest on 
three criteria. The flrst would root bilingual districts in living 
sociological reality-never on symbolism or the self-deceiving nostalgia 
of reading ancient place names or gravestones. If bilingual districts 
become identified with folkloric mythology the whole notion may fall 
into contempt. If there must be districts, let them be for people who 
plainly intend to speak their mother tongue tomorrow as well as 
yesterday. 

The second would focus districts on relatively large and viable 
cores-not remote villages plucked off a map but on authentic “regional 
communities” with sound economic and social, as well as cultural and 
linguistic, structures. Northern and Eastem Ontario, Northern and 
Eastem New Brunswick (including Moncton), and St. Boniface would 
thus be obvious candidates, with New Brunswick serving as a radiant 
for the Acadian renaissance throughout the Atlantic Provinces. TO 
this end, an Acadian radio and television regional network in the 
Canadian Broadcasting Corporation would be invaluable, as would 
more developed and integrated province-wide programming for Franco- 
Ontarians. 

The third would apply to Quebec. In his First Annual Report, 
the Commissioner expressed the view that “the vitality of French 
everywhere in Canada Will rest on the dynamism-indeed the healthy 
predominance-of French in this unique jurisdiction where franco- 
phones form a majority, and possess institutions reflecting this reality.” 
He believes that any proposa1 for bilingual districts in Quebec, without 
violating the Officia1 Languages Act’s guarantee of equal status for 
both languages federally, not only should not weaken the French 
language in Quebec; it ought to take into careful account Canada’s 
national interest in encouraging this “healthy predominance” of 
French in Quebec’s whole way of life. 

Hypothesis B would simply scrap the idea of bilingual districts 
outside the National Capital Region. This more radical approach would 
in effect substitute Section 9(2) for Section 9( 1) as the main method 
for protecting language rights. In other words, it would use “significant 

s) Book 1, p. 106. 
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demand” and “feasibility”, instead of bilingual districts, as the essential 
guideline to providing bilingual services. 

Such an approach might rest on four conditions. First, as a 
technical matter, Parliament would have to amend Sections 7 and 11 
of the Officia1 Languages Act to replace the geographical criterion for 
bilingual federal advertising and court services by those of significant 
demand and feasibility. Then the whole Act, except the more stringent 
Section 10 protecting the travelling public, would operate on the same 
two deliberately elastic principles. 

Second, to allay the natural fear of French-speaking minorities 
who have been looking to bilingual districts for legal and psychological 
security, the Government would have to mount a bold and candid 
information campaign to explain that experience had convinced it that 
Sections 9(2) and 10 offered both a more generous and a more flexible 
way of guaranteeing federal language rlghts. Such a campa& could 
produce the happy side-effect of explaining the scope and use of these 
two key sections to federal management at all levels. 

Third, to prove its promise to minority groups, the Government 
would act, through the Treasury Board for departments and Cabinet 
directive for other agencies, to accelerate substantive, and especially 
visible, bilingual reform. Such a programme would give priority to 
agencies with a high degree of contact with the public, and to the 
relatively simple-to-change visual aspects of bilingualism. This crash 
programme would not be enough, and should not degenerate into 
tokenism; but it would be an indispensable start. 

Finally, as the crucial test of credibility, the Government would 
explain to federal management at all levels with what values it wished 
“significant demand” and “feasibility” to be measured. These two 
standards-even resting on some empirical data as suggested in part 
B- may be vague, as would be the values; but bilingual districts have 
proved hard to define too. In the end, of course, the humane application 
of any law depends on enlightened administrators. Even such men and 
women make mistakes. Yet if they were clearly instructed to interpret 
the above two standards with attitudes of common sense, generosity and 
imagination, the chances of achieving linguistic justice in the federal 
sphere throughout Canada might well prove both better, and in terms 
of intercultural understanding far less costly, than with bilingual districts. 

French-speaking Canadians outside Quebec who have long looked 
to bilingual districts as a vital rampart of their cultural security should 
in no way view the above discussion as a wish to weaken their 
rights. It is precisely because the Commissioner wants to strengthen 
these rights that he thinks necessary an honest second look at the idea 
of districts as a means to this end. 
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Here ends the Commissioner’s gratuitous intrusion upon the 
mandate of the second Advisory Board. However cursory and incon- 
clusive this review, he hopes at least it cari make a small contribution 
to the public’s understanding of the Board’s challenging task. 

E. Information: What You Don’t Know Might Hurt You 

In last year’s report to Parliament, the Commissioner noted that 
the area of public information on bilingualism seemed “dangerously 
neglected”. Decrying Ottawa? efforts (including his own) as failing to 
display “enough boldness or imagination”, he remarked on the sadden- 
ing irony that, “some two years after its passage, an Act designed to 
promote linguistic justice should be viewed by SO many as a possible 
instrument of linguistic discrimination . , .” 

NOW, after well over three years since the Act took effect, the 
Commissioner believes that, especially in parts of English-speaking 
Canada, public opinion on this major Act of Parliament remains at least 
as confused, and sometimes more SO. Concrete, equitable reform itself, 
of course, remains the best information policy. But the Commissioner 
still thinks the Canadian people are entitled to a candid and compre- 
hensive explanation of Parliament’s Act and the Govermnent’s bilin- 
gualism policies. Such a programme must stress the Act’s meaning and 
the Government’s policies in the most down-to-earth practical terms. 
It should now be clear to a11 that legislative archivism (passing, then 
neglecting to explain, a law) Will not convince Canadians that language 
reform deserves their support: few citizens read the Revised Statutes 
of Canada. 

Elected leaders in ail parties have already shown their willingness 
to defend the Act as a non-partisan reform. But if “English backlash” 
(and a less strident yet often more defensible “French” skepticism) are 
to be dissipated, all responsible authorities must expand and coordinate 
their efforts to tel1 today’s facts and tomorrow’s needs. The “latent 
goodwill” the Commissioner noted among the public last year is not 
inexhaustible. 

Action seems urgent through three channels. First, the cooperative 
centre for information on bilingualism proposed here last year, having 
attracted some support in Parliament and Government, should corne to 
fruition without delay. This centre, besides bringing together informa- 
tion materials from Government agencies in bilingualism’s “bureaucratie 
jungle” and from the Commissioner, could include pamphlets setting on 
record statements by party leaders and presidents of major staff asso- 
ciations. Such a centre would command public confidence not only 
through its plainly non-partisan status, but by the timeliness and 
objectivity of its answers on any aspect of bilingualism. Information 
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materials for both the general public and federal employees could 
include not only pamphlets and films, but a telephone service for parlia- 
mentarians, journalists and citizens anywhere in Canada requiring 
up-to-date facts. This toll-free service ought to function at least 14 hours 
a day to accommodate callers in our different time zones, as well as 
parliamentarians during evening sittings. 

A second, and perhaps decisive, arena for action is within federal 
agencies themselves. With broad guidance and guidelines from the 
Treasury Board, management of these agencies must find ways to 
make the meaning of the Act “filter down” to operational levels. Most 
importantly, perhaps, deputy ministers and presidents of Crown agencies 
might take a more active persona1 role in information. This is logical 
not only because agency heads carry the indispensable prestige to “sell” 
bilingualism; their direct commitment cari remind management at ail 
levels that bilingualism is a priority Parliament has inserted into every 
agency’s policy-making as a whole. 

Obviously, to coordinate such an effort by management, the 
Treasury Board must quickly fulfil the promise of leadership its new 
mandate implies. It must work out with heads of agencies effective and 
humane policies. But then, heads of agencies, “mobile mandarins” aided 
by their bilingualism advisers or “special assistants on bilingualism”, 
should try more often to get out of Ottawa into the field, across the 
country, to explain these policies. If field staff cari prove the policies 
unrealistic or unfair, management should honestly-without ever re- 
nouncing the principle of linguistic equality-make adjustments in 
modalities and timing. What matters most, however, is that top manage- 
ment and bilingualism advisers go to their colleagues at every level in 
every major area and say clearly what the Act requires them to accom- 
plish together. This “consultative diplomacy” with staff and unions cari 
pay great dividends-and, in any case, should form a normal part of 
labour relations. 

The third agency of information cari be the Commissioner’s 
Office. Apart from answering a growing number of enquiries for basic 
facts on the Act, the Office has prepared a number of audio-visual 
materials the Commissioner intends increasingly to distribute: a simple 
pamphlet on the Act and the Office, counter-cards and posters (in- 
viting toll-free telephone enquiries) already widely distributed in Ottawa 
and some travel stations, articles in union and professional magazines, 
and a short film. Further, the Commissioner has undertaken tours 
touching every province of Canada, as well as the two Territories. These 
tours, usually organized with the help of the sitting Member of Parlia- 
ment of whatever party, included public meetings with questions and 
answers, service club speeches, hot-line radio interviews, television 
appearances, and visits to school classrooms and assemblies. The Com- 
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missioner renews his offer to Members of Parliament of any party to 
visit constituencies to help explain the Act and its implications as a 
non-partisan officer of Parliament. Members in areas where bilingualism 
is a delicate issue might particularly wish to consider this possibility; 
at very worst, the Commissioner, if he fails to please, may serve as a 
handy lightning rod for discontent.. . 

The Commissioner is preparing two other initiatives, which Will 
corne to reality as needs indicate. First, his Office Will have ready in 
early 1973 an unpretentious “Bilingualism Survival Kit” for federal 
employees: this Will include at least the first two parts of this chapter, 
the Office pamphlet and one or two articles setting out the meaning of 
the Act and the Commissioner’s role. If federal management and unions 
agree to help, the Commissioner Will distribute these wherever re- 
quested, however tentative and subject to improvement the materials 
remain. Second, the Commissioner is taking steps to participate with 
interested federal and provincial authorities in developing a series of 
study guides on bilingualism for different levels of schools. Institutions 
concemed with explaining how the Act makes second-language teaching 
even more relevant, or with courses in public affairs, cari Count on the 
Office% cooperation as of now. 

However much the Commissioner and his colleagues enjoy this 
work, the Government itself should not delay taking a more vigorous 
role. It cari Count on the Commissioner’s ready cooperation in helping 
the public and its own employees to understand better this complex 
a& compelling question. Ignorance on bilingualism, each day reminds 
him, is not bliss. 

F. Language Training: per ardua ad linguas 

One of the most eloquent measures of Canada’s seriousness in 
facing its linguistic challenge has been its decision to teach the second 
officia1 language, whether English or French, to federal employees on a 
massive scale. Beginning modestly in 1964, and going into high gear 
in 1968, the Public Service Commission? Language Bureau has spear- 
headed this effort, though more and more agencies, notably the Armed 
Forces and the Central Mortgage and Housing Corporation, have 
developed programmes of their own. By the autumn of 1972, the Lan- 
guage Bureau alone had taken in hand about 21,000 public servants, 
four-fîfths of whom were exposed to learning French. 

The Commissioner has observed, both from his own complaints 
files and exchanges with Members of Parliament and employee associa- 
tion leaders, a few problems worth the public%, and especially the 
public servant?, attention. The following remarks do not pretend to 
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say ail about language training. While hoping to carry out in 1972-73 
a more exhaustive and scientific study of language training policy, the 
Commissioner prefers to restrict his comments to three or four questions 
aheady rooted in his Office% own experience. 

The high drop-out rate mentioned in last year’s report derives, it 
appears, from several factors. One apparently widespread reason for 
prematurely leaving language school is the habit of many departmental 
and agency heads of pulling people off language training whenever 
management faces a “crisis” or unexpectedly heavy work load. This 
temptation is understandable but, from a linguistic viewpoint, disastrous. 
For students already burdened with career and pedagogical anxieties, 
and badly in need of strengthened confidence and motivation, such a 
practice is about as gratifying as Don Juan? adventures in Hell: an 
endless series of unconsummated seductions. Some departments have 
started to “double-bank” positions, covering off a language student’s 
normal duties by hiring an extra person during his absence. This is 
expensive, but certainly less SO than throwing good money after bad in 
putting students through the discouraging, often embittering, and al- 
ways unpredictable, “stop-start-stop” motions of not learning-but 
enroling, resigning and re-enroling. “Continuous” immersion for six 
months or more (if it does not provoke nervous stress through culture 
shock) seems one pedagogically, as well as administratively, sound way 
of curing the Don Juan syndrome. 

Another factor weighing on individual decisions to drop out seems 
to be the fear, if not the conviction, that departments will not post 
language school graduates to administrative situations where their new 
and hard-acquired skills cari be put to good use. And the suspicion 
among many students that the whole language school experience is an 
exercise in diploma-winning, in getting objectively meaningless extra 
points on their Data Stream tard (from the PSC’s computerized “talent 
bank”) necessarily saps student morale, leading some to earn only the 
bare minimum of credits they think their career might demand, then 
earnestly to forget whatever language skills they picked up. The PSC, 
firmly backed by the Treasury Board, should insist that departments 
place graduates in places where taxpayers’ financial investment and 
graduates’ intellectual and emotional investment Will produce the best 
possible pay-off. TO meet this goal, the PSC would be well justified 
in establishing a follow-up assessment sheet on which graduates would 
note, at six-month intervals, the use their crurent posting allowed them 
to make of their training-training which, excluding “double-banking”, 
is estimated by the PSC to cost some $3000 to $4800 per student to 
graduation (when double-banking is used, the PSC calculates the 
average total cost will be $14,550). The Treasury Board could use 
such sheets to help monitor the progress of institutional bilingualism; 
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and the sheets could further enable the PSC Language Bureau to iden- 
tify and correct more quickly and systematically weaknesses in its own 
retention programmes. Indeed, they might offer the Bureau? new Direc- 
tor General at least some indirect evaluation of the various pedagogical 
approaches he has decided to substitute for the previous “single- 
method” approach, which left less room for gearing teaching to age, 
professional experience and language-learning aptitude. 

The Commissioner hears from a number of English-speaking 
graduates from French courses the wish that French-speaking public 
servants not insist on using English, but show more patience in “bear- 
ing with” the graduates’ eager but perhaps time-consuming attempts 
to practise, and thus retain, their freshly-learned ski&. No doubt 
patience is a virtue their French-speaking coheagues have, through 
hard experience, refined to an art admitting such charity. If such ex- 
periments seem trying or bizarre to French-speaking public servants, 
perhaps the latter cari find ironie salace in the legendary wiilingness of 
Ottawa% administration over the past Century to “help” French-Cana- 
dian employees “practise” their English . . . 

In furthering its attempts to keep costs down, the PSC might ex- 
ploit more fully the Government’s own large-scale facilities, notably 
those in Ottawa and Hull which accommodate some 8,000 students a 
year. At present, these impressive and well-equipped installations are 
used to only about one-third their capacity during the summer months. 
Were the PSC to make more widely known that full-summer cycles are 
open to any public servants wiüing to take their yearly holidays during 
the fall, winter or spring, it might get better value for its investment 
in overhead and reduce significantly the per-student cost of training. 
Similarly, the PSC might give more thought to using these facilities at 
night and on weekends to accommodate shift workers, many of whom 
cannot take full advantage of this valuable vehicle to a richer life and 
career. 

Two important areas where the PSC has made clear progress are 
registration of second-language test scores, and appeals. As a result of 
complaints the Commissioner received and discussed with the PSC, the 
latter has greatly speeded up processing its test of language skills. 
These results are now passed on to employees and placed on Data 
Stream within about two weeks, instead of the previous prescribed 
maximum time of three months-an improvement of value to some 
candidates in competitions for “bilingual” jobs. Also as a result of 
complaints he received, the Commissioner urged the PSC to devise a 
new mechanism for allowing unsuccessful candidates at language exams 
to appeal results they thought markedly unfair. In December 1971 the 
PSC established a special review committee of three linguistic experts, 
operating apart from the traditional appeals procedure. By the end of 
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this reporting year, the committee, concentrating on candidates for 
whom the scores had a crucial bearing on careers or for whom clear 
discrepancies separated two previous scores, had reviewed 146 cases. 
It revised 127 of these candidates’ scores. 

The PSC has met a long-standing problem of cultural relevance 
with equal tare. During the year under review, it introduced Level One 
of a new “made-in-Canada” system for teaching French. Audio-visual 
in technique, good-humoured in approach, and firmly rooted in Cana- 
dian cultural and linguistic realities, Dialogue Canada seems a 
promising replacement for earlier methods borrowed from Europe. 
Obviously, the new course demands much more classroom testing 
before its whole impact cari be assessed. And if progress aims to be fair 
as well as rapid, the PSC must devise and introduce a similar course for 
French-speaking public employees-who here, as elsewhere (although 
their graduation rate is three times higher than that of English-speaking 
classmates), seem to remain the more frequently neglected participants 
in the slow march to a functionally bilingual Public Service. 

Linguistic “functional relevance”-relating vocabulary and degrees 
of active and/or passive language skills to specific job categories- 
requires urgent attention too. At present, courses in both languages tend 
still to focus on colloquial conversation and, notably in French, literary 
analysis. These methods deserve an important place for reasons of 
general culture; but they should be supplemented by much more 
utilitarian lexicons (often existing already and easily computerized) 
geared to the concrete needs of hundreds of different job categories. 
The resulting pedagogic realism would undoubtedly greatly heighten 
motivation, speed up essential learning, and even save money by 
reducing lower, but still too high, drop-out rates. 

A final problem engages a fundamental principle of linguistic 
justice. It turns on the “right” of federal employees to language train- 
ing on Government time and at Government expense. We hear much, 
perhaps sometimes a little more than the facts warrant, of sullen 
opposition to bilingualism by English-speaking federal employees. We 
should hear more about the many other such persons who, loyally and 
with an open mind, wish to help make Canada’s linguistic reform a 
success. For these people, the PSC’s “do-it-yourself” home-study kits 
and even its expanding network of satellite schools across the country 
are not enough. For regrettably, many well-disposed federal employees 
seem to be frustrated by the Government’s failure to give them a fair 
chance to compete professionally through wider access to language 
training. 

TO keep this right in perspective, we should recall that for genera- 
tions, French-speaking Canadians wishing to join “their” country’s 
Public Service had to pay from their own pockets and study outside 
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office hours to learn the only administrative language used and 
tolerated-English. And even now, opportunities for unilingual French 
speakers, notably secretaries, stay incomparably less than those for 
unilingual English speakers, Nevertheless, a serious reform is underway 
to equalize such opportunities, and progress toward securing the officia1 
right to language training for federal employees cari only benefit both 
language groups. 

Particularly hard hit are unilingual secretaries, whether English- 
or French-speaking, some of whom are effectively blocked at the ST-5 
level because the senior bosses they would like to serve often occupy 
“bilingual” posts. Not only do these employees miss the 7 per cent 
bilingualism bonus for secretaries; their departments usually do not 
give them a high prlority for the language training which is their only 
chance to gain it. True, leaming a second language well at age 40 or 45 
is no easy task, even for the highly motivated. But the Govemment 
subsidizes language courses for wives of M.P.‘s and for many wives 
of high civil servants with the worthy aim of helping busy husbands 
stay pedagoglcally immersed. The Commissioner, in praise of ever SO 
slightly older women, believes the Govemment ought similarly to assist 
its own employees-who may need another langnage directly to advance 
their career-wherever there is a Will and an imaginative way. 

More generally, as many unilingual employees perceive the prob- 
lem, departmental management redesignates a proportionately small 
(some 9 per cent in 1971) , but for interested individuals, vital, num- 
ber of posts as henceforth requiring bilingual encumbents. But the same 
departments in too many cases refuse to grant priority for language 
training to alI likely candidates, French- or English-speaking, for these 
jobs. 

The Commissioner recognizes that the Government operates 
under budgetary constraints. He also recognizes that the Officia1 Lan- 
guages Act, however real its potential benefits to the public served, 
guarantees federal employees no clear statutory right to language 
training. As some complaints files in Chapter III show, he cari help 
“involuntary unilinguals” obtain language training through informa1 per- 
suasion of their superiors. But the Commissioner considers that if the 
Government’s professions of fair play are to match its hopes for rapid, 
humane linguistic reform, it must reorder its budgetary priorities and 
plainly (and more specifically than did the December 14, 1972, state- 
ment) define the federal employee’s right to language training: wherever 
the employee is willing to give language training a serious try, and is 
likely, in the plausible course of his or her career, to put it to good (and 
preferably early) use. 

One cari argue that no one cari claim a predictable career pat- 
tem. One cari answer that legitimate ambition, anchored in recognized 
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talent, deserves all practical encouragement-in pursuit of the Govem- 
ment’s own aim of developing human resources through the vast new 
job mobility sought by Data Stream. The Commissioner invites plan- 
ners to reprogramme their computers to understand that goodwill is 
a priceless asset, and that linguistic charity begins at home. 

G. Translation: The Necessary, But Elegant, Evil 

Right from the start of its work, the Commissioner’s Office real- 
ized, when formulating recommendations during a special study or 
even in studying the circumstances surrounding a complaint, that the 
Translation Bureau played an important role with regard to bilingualism 
and the Officia1 Languages Act. Consequently it has consulted the 
Translation Bureau whenever necessary, and these contacts, carried out 
in an excellent spirit of cooperation, have given rise to useful exchanges 
of views. 

Indeed, the impact of translation on the Commissioner’s recom- 
mendations is such that, with the kind agreement of the Under-Secre- 
tary of State, he sought last summer more complete information from 
the Superintendent of the Translation Bureau on the nature, workings 
and orientation of the services under his direction. This did not of 
course represent a rigorous study carried out under the Act; thus the 
interviews with the Bureau’s staff led to no forma1 recommendations. 
At most the Commissioner tried to form a preliminary opinion on 
the part the Bureau plays in implementing bilingualism within the Pub- 
lic Service. 

Several current activities in the Translation Bureau mirror a wish 
to adapt to a changing situation. Some of these are still at the planning 
stage; others lend themselves more easily to observation. For example, 
one notes that the number of translators continues to grow at a faster 
rate and that this trend is likely to hold for several years more. The 
Officiai Languages Act is not unrelated to this fact: whatever one might 
have thought or even hoped, developing bilingualism does not reduce 
demand but rather increases it. Moreover, the higher salaries translators 
eam are helping the profession’s standards. This improvement in 
human resources affects translation itself: thanks to planning which 
allows a better use of available skills, it would seem that the Bureau 
might now be able to avoid the often lengthy delays of the past and to 
finish most of its work within a reasonable time-that is, respecting the 
deadlines agreed with the client department. 

The Bureau is also trying to better the quality of translation. Among 
the means used, one notes particularly a system of evaluation and 
promotion by which special committees continuously check the quality 
of texts done by certain junior translators. Any improvement in the 
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quantity ‘and quality of translated texts raises some dif%culties. The 
problem is to get quantity without sacrificing quality. In sum, it is to 
avoid driving transIators to Stakhanovism, by exaggerating the need to 
“do it quickly”, without necessarily “doing it well”. 

Not surprisingly, recruitment is one of the Bureau3 constant 
preoccupations, for it must not only f3I jobs left empty by regular staff 
tumover but also fil1 the new jobs created to meet the demand for more 
and better service. Besides the usual means of recruiting (publicity 
campaigns or advertising of available jobs), the Bureau has set up a 
very substantial university programme through which it subsidizes the 
training of students who, after eaming a diploma in a Canadian univer- 
sity, Will corne to fil1 out the ranks of permanent translators. At present, 
four universities-those of Montreal and Ottawa, and Laval and 
Laurentian Universities-are participating in this programme, whose 
average length is three years. In 1971-72 alone, some 150 students 
were taking such university courses. 

The Translation Bureau obviously hopes to gain much from this 
initiative, which in fact is being expanded and should supply a significant 
proportion of future permanent translators. Moreover, the programme 
not only meets the Federal Government’s needs, but, by proving the 
value of university training in translation, it encourages universities to 
train on a regular basis translators whose skills may eventually be 
required by provincial and municipal govemments and by private 
business. Finally, it allows Canadians to enter an interesting career, 
while at the same time enabling Canada not to rely-as it had to only 
a few years ago-on other countries to supply the necessary talents. 

Permanent translators, however, are not the only source of skills 
the Bureau cari draw on. The Bureau keeps in its files the names of 
many free-lance translators and interpreters it cari call on in emergencies 
(a pretty well constant situation, as professional translators know only 
too well . . .) . Since the Bureau Will always need their services, and 
since in any case several valid reasons make it impossible to recmit 
them as regular translators, it would be timely to hasten the process 
already started to make their contribution, even while remaining an 
independent one, part of normal planning, completely integrated with 
the general translation effort. Obvious factors, such as quality, time 
and cost, Will then have to corne into play. 

Besides the university training programme set up exclusively for 
new recmits, the Bureau has established several training programmes 
for its permanent translators. These are self-improvement courses taken 
outside the Bureau either in Canadian or European universities, full- 
time or part-time. Given the regular expansion of the Bureau’s services, 
the need to keep up and improve the quality of texts, the usual demand 
for competent revisers and terminologists, and the necessity within a 
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more or less short time to guide translators (who are often “generalists”) 
toward specialization, an intensification of training in translation is 
desirable and desired. Finally, in addition to efforts already underway 
within the Bureau to give selected translators training in interpretation, 
it seems important to create in Canada a full-scale school of interpreta- 
tien. If undertaken in cooperation with universities, such an initiative 
would offer many advantages, including that of meeting the increasing 
needs of governments and private enterprise. It seems indeed that 
plans in this direction are under study at the Universities of Montreal 
and Ottawa. 

In 1955, the Bureau set up a Terminology Centre, which the 
Bureau expects to become, after a fashion, the “brain” of its translat- 
ing services. At present the Centre employs a small staff which Will soon 
grow to continue fulfilling the Centre’s job of answering requests for 
information, culling through numerous publications and preparing 
various specialized vocabularies, as well as that of putting out its 
bulletin entitled L’ActuaEité terminologique. The Centre% services are 
now available not only to translators themselves, but to a growingly 
wide public, notably provincial governments. Many municipalities and 
private businesses might gain much by taking advantage of the Centre’s 
service. 

The Centre’s growth is linked, however, to modern technology, 
more precisely to the computer. For several years already, the Bureau 
has been trying to work with other interested parties, including the 
Quebec Government and the University of Montreal, to organize a 
unified system based on the computer. Such an arrangement would 
offer great and obvious advantages: precision, uniformity and speed. 
Unfortunately the difficulty of reconciling apparently diverging out- 
looks has prevented the plan from reaching the scope desired. Mean- 
while, the Bureau is setting up an automatic file-tard system which, 
even if it marks a step forward, does not offer the benefits of electronic 
methods. Right now the Bureau is studying ways of establishing in a 
university or elsewhere an electronic retrieval system which, sooner 
or later, Will become the only way to handle the great mass of in- 
formation being produced. It goes without saying that any effort in 
this direction Will take on its full value only if the elected representa- 
tives of Quebec and Ottawa, as well as government and university 
experts (at Laval and Montreal), agree quickly to pool their resources 
for the common good. 

For in spite of the hopes rested on developing functional bi- 
lingualism in federal institutions, translation Will remain an important 
activity in Canada. The Translation Bureau’s expansion thus seems 
inevitable. Likely its staff of some 1,020 employees, its yearly budget 
of about $15 million and its annual output of more than 130 million 
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words Will a11 continue to rise II is important therefore that the initi- 
ative in the translation field stay in this country and that we seek re- 
sourcefully to develop computer technology. In particular, we should 
be planning to link any eventual system to Europe, more especially to 
the Common Market, which might draw a certain profit from Canada? 
experience. Plainly, the European Economie Community Will more 
and more have to solve translating problems, involving English and 
French, in many ways similar to ours. (The International Symposium 
on Terminology, organized at the beginning of October 1972 by the 
Quebec Office de la langue française, represents a happy step toward 
this goal.) Canada must therefore settle as quickly as possible its 
terminological “domestic problems” to offer Europe (and indeed 
Africa and various international agencies) a valid cooperation. Then, 
and together with language experts from other countries, it would be 
normal to create a computerized “Word bank” on a world scale, con- 
stantly on top of the latest progress. Such a bank would help English- 
speaking and French-speaking peoples of the whole world to com- 
municate with each other in two healthy and dynamic languages, having 
nothing in common with “Frenglish” or some bastardized “Atlantic” 
jargon. 

The situation described above illustrates the need for rigorous 
planning in the Translation Bureau. Many changing factors are con- 
stantly affecting its activities, SO that certain essential data must be 
kept up to date and carefully analyzed as to their impact on the 
Bureau3 administration. For example, one thinks how important it 
is to know how demand increases as a result of administrative and 
indeed political factors, or even, paradoxically, in the wake of de- 
veloping bilingualism within the Public Service. Careful evaluation of 
available sources of various speciahzed talents also requires some 
thought, taking into account a demand which is unstable or hard to 
foresee, training problems, factors such as the quality and quantity 
of texts to put out, staff turnover, the need to develop publicity which 
is both well-coordmated and focused on clearly defined aims. These 
few examples may hint at the complexity of the task ahead and the 
urgency of planning with constant and special tare. No doubt transla- 
tion does not constitute a long-term remedy and represents even less 
an ideal solution for the use of officia1 languages within the Public 
Service; in fact, in some ways, it harms the speedy extension in use of 
the two languages by public servants. Nevertheless, while awaiting last- 
ing solutions, the Bureau must be ready to take on the heavy burden 
which, at least for now, circumstances lay upon it. 

The Bureau? organization and structure continue to hold its 
directors’ attention. As early as 1969, in Book III of its report (The 
Work World), the B. and B. Commission looked at the question, 
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making comments and recommendations affecting, for example, the 
expansion of translating services. The Bureau has aheady taken account 
of these suggestions by making several reforms. However, certain 
matters the Commission raised still seem on the agenda, waiting for 
the Department of the Secretary of State to take final decisions on 
them. The Bureau3 restructuring is doubtless the most important prob- 
lem the Commission brought up: it concerns regrouping translating 
services by technical specialties, rather than keeping a translation 
service in each department for its needs alone. Even if departments 
appear happy with the present system, a substantial reform seems in 
order if one considers the high volume of words to be translated, 
as well as the growth and difficulties of areas of specialization. Further- 
more, technical progress in communication (Telex, teleprinter, facsimile, 
etc.) put the present communications system partly out of date and tend 
to back the idea of a more flexible structure. Aheady, it seems, the 
Bureau has taken certain steps to fil1 in the gaps of the current organi- 
zation, especially in setting up an “overload” service and in making 
possible a certain shifting of work among different translating units. 

Obviously, solutions other than those of the B. and B. Com- 
mission are equally possible. Some solve only part of the problem, 
others are more fundamental: for example, a broader autonomy for 
the Translation Bureau, or offering translating services on a cost- 
recovery basis, or even the complete integration of translating services 
within the structure and management of each federal institution, with 
the Bureau keeping only certain essential activities. A study should be 
able to show which of these solutions, or which particular arrangement 
of these different solutions, seems to offer the best chances for improve- 
ment. Finally, if such a reform took place,.it would again point up the 
difficult problem of independence, in translation matters, granted certain 
federal institutions by their respective Acts. Any final restructuring 
ought to take into account the present arrangement3 disadvantages. 

Lastly, certain relationships between translation and the progress 
of bilingualism in the Public Service deserve special mention. One has 
to note at the outset that no one has yet dehned “the function of 
translation . . . as part of a systematic language policy”, as the B. and 
B. Commission suggested. In truth, even if the Bureau has felt the 
effect of the bilingualism policy, it has never actively participated in 
the movement toward reform. Above ail, its contacts with the new 
Bilingualism Division of the Treasury Board and with the Language 
Bureau of the Public Service Commission have been neither numerous 
nor significant. It would be desirable and even urgent to work out a 
formula of participation, such as expressly charging one of the Bureau? 
top managers with this responsibility. This participation would give 
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the Bureau the opportunity of playing a more active and vigorous role 
in implementing the Officia1 Languages Act. 

The preceding suggestions, which sometimes echo opinions heard 
in the Translation Bureau itself, must not eclipse the immense job 
the Bureau is accomplishing or its contribution to spreading our officia1 
languages in the Public Service. The Commissioner recognizes the value 
of the work carried out by the Bureau which, long before the existence 
of a policy or an Act on officia1 languages, was pioneering in bilingual- 
ism. It remains to be seen how the Bureau Will face up to its growing 
pains, and how, after the indispensable review of its role and methods, 
it Will pick up the challenge of achieving its dynamic integration with 
the overall development of Canada’s officia1 languages. 

H. Growing Better Roots: Let the Kids Do Zt 

For a11 the hard work, imagination, dollars and political debate 
committed to language reform in the federal sphere, no one should 
hold illusions about the ability of Ottawa to Mfil Canada? linguistic 
promise alone. If many Canadians still think of our two languages as a 
“problem” rather than the challengingly rich heritage they are, the 
fault lies much in our country’s education systems, an exclusive 
domain of the provinces. History must hold to account the provincial 
governments of Canada’s first Century who allowed this thoughtless 
degradation of our rare gift of tongues. No other major country cari 
claim the good fortune of receivin, u from its founders English and 
French-without affront to the dignity of any other tongues, still 
probably the two most useful, globe-circling languages in existence. Net 
to develop in most of our people at least an elementary ability to 
dialogue with each other seems a scarcely credible denial of common 
sense and of our own civilization. 

Even acknowledging recent progress in some schools in several 
parts of our federation, one has to admit that the teaching of second 
officia1 languages in Canada remains a countrywide catastrophe. Even 
while building the federal administrative settings to give our two 
languages their statutory equal status, we must cultivate urgently the 
roots of intercultural understanding by teaching our “other” officia1 
tongues as living Canadian languages instead of dead, “foreign” sub- 
jects. This the Commissioner believes is crucial to students’ motivation 
and to lucid communication among Canadians, without reference or 
prejudice to Canada3 constitutional evolution. Whatever legal struc- 
tures our people allow statesmen and lawyers to invent, the need for 
intelligent and intelligible relations between English speakers and 
French speakers living (and presumably staying) on the northern 
half of North America Will remain. 
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The Officia1 Laquages Act imposes no obligation on private 
citizens to Iearn a second language. Well-perceived self-inter-est ought 
to. And this perception, this simple encouragement of the young through 
good teaching and positive rationales for learning a second language, 
should get hacking from a11 enlightened Canadians, regardless of 
“jurisdiction”, age or profession. At least two Canada-wide projects are 
underway to spread or improve teaching of our second officia1 languages. 
Both need support from public and opinion-makers. 

The first came from the Department of the Secretary of State. 
Between 1970 and 1972 (within a four-year budget of $300 million till 
1974) it has given $112,873,765 in federal funds to provinces specifi- 
cally for teaching English and French as second languages, as well as 
for general-subject teaching in schools for each province? official- 
language minority-in both cases at elementary and secondary levels, 
and now too in universities. This programme, based on a complex 
federal-provincial formula, should, after its initial shakedown period, 
provide useful additional help to the provinces’ own efforts. From the 
start in 1970, ministers agreed that the programme would be evaluated 
after some 18 months. This process has been continuing for several 
months. Smce the Commissioner, as well as the Federal Government, 
has received a number of complaints from citizens in several provinces 
alleging misuse of these funds for purposes other than laquage 
teaching, or even education, he is awaiting this evaluation committee’s 
report with great interest. Should any of these allegations prove 
founded, one hopes that all governments concerned Will recall the 
programme? original purpose and that leaders of a11 jurisdictions, as well 
as the local press and parents, Will remind education authorities to 
spend “language” money on languages. 

The second project, which the Commissioner advanced last year 
to the interprovincial Council of Ministers of Education, continues to 
move slowly through a maze of federal-provincial-and even profes- 
sional-complications. The Commissioner proposed an interprovincial 
linguistic volunteer corps offering eventually tens of thousands of 
English-speaking and French-speaking university and junior college 
students or recent graduates a chance to serve as “native-speaking” 
teachers’ auxiliaries in elementary and secondary schools of another 
province. In exchange for perhaps six hours a week assisting local (but 
rarely “native-speaking”) second-language teachers for conversation 
and accent training, the volunteers would receive roughly $3,500 a 
school year to caver living costs and tuition at a local university or 
college, or perhaps for private study. The idea-long proven in Europe 
-would add a realism and vitality to second-language learning that few 
non-native-speaking teachers cari achieve. Talking, arguing, agreeing 
and disagreeing between French- and English-speaking students could 
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offer an incalculable pay-off both in terms of greater fluency and in 
the equally important area of understanding. Even those Canadians 
who serenely savour their theories of “hereditary enemies” must con- 
cur that advancing their cause too demands a better knowledge of the 
“adversary” . . . 

After presenting this idea to several Ministers of Education in 
person and to ail by letter, the Commissioner fohowed it up with the 
Secretariat of the Council of Ministers. The ministers approved the 
plan in principle in June 1972, and shortly after, the Secretary of State 
conhrmed that the Federal Government might look kindly on helping 
with the relatively modest finances needed for a pilot programme of 
some 200 volunteeers. Meanwhile, at least two provinces cited pos- 
sible problems with teachers’ associations which they feared might 
view the volunteers as threatening jobs at a time of low demand for 
professional teachers. The Commissioner hopes that association leaders 
Will see the scheme on its own merits and note that it in no way sug- 
gests replacing present professional teachers; it would merely tend to 
relieve them of certain tasks of language instruction they have tradi- 
tionally found themselves less suited to-thus allowing them to con- 
centrate on the creative talents and methods professionals alone cari 
carry: subtle explanations of grammar and university-backed literary 
analysis. 

The Commissioner’s “constructive meddling” in education cari 
really not go much further in pressing this project. He does not mind 
receiving the “slings and arrows” of outraged language teachers, or even 
of provincial ministers. But he is conscious of endangering whatever 
success the project might meet by verbal overkill, by needlessly de- 
stroying the idea’s credibility and the authorities’ indispensable open- 
mindedness through tiresome preachings or phiippics. He merely in- 
vites these authorities, and indeed local school boards, parents and the 
press, to weigh the idea on its human and pedagogical values, and do 
something about it. 

Again the Commissioner states his belief that no bureaucratie 
panaceas from Ottawa cari fully or forever meet Canada% linguistic 
challenge: that of making real the equal dignity of our two main 
language communities. The notion of two neighbourly societies which 
respect each other must germinate in the minds of today’s children 
and teenagers. There, through perhaps the above and many other 
means massively engaging our youth in spontaneous exchanges of 
ideas, lies the only hope of ending the sapping distortions of culture 
which have deprived SO many Canadians of their heritage. Whatever 
one’s political or even constitutional options, such honest, and no 
doubt painful, dialogues echo not some outlived idealism; for a 
civilized people, they represent the most simple and sensible realism. 
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Chapter II 

SPECIAL STUDIES : PREVENTIVE MEDICINE 

During the first fiscal year, the administrative tasks of mounting 
and manning the Special Studies Service consumed a great deal of our 
tir-ne and energies. We were able, as the fïrst annual report said, to start 
launching studies only late in the fiscal year. 

In the second year, therefore, we devoted some concern to com- 
pleting studies already underway. But we spent much more time work- 
ing out realistic policies and methods, and putting these to the test of a 
substantial and varied programme of advice to some 35 high-priority 
departments and agencies. The first year pioneered on a modest scale a 
concept of consultative, reform-oriented linguistic “auditing”; the second 
year, with more noticeable results, aimed to consolidate and retie the 
techniques of rapid, humane and practical change the Commissioner 
wished to develop from the duty of “initiative” opened to him by Sec- 
tion 25 of the Officia1 Languages Act. 

A. Doing it Better 

In this reporting year, the criteria which tiuenced our choice of 
institutions for review remained essentially the same as set out last year: 

1. the extent of the organization’s contact with the public; 

2. the extent of the institution’s service to the travelling public-a 
criterion suggested by Section 10 of the Act; 

3. the geographical distribution of the institution’s offices, with par- 
ticular interest in the National Capital Region (Section 9) ; 

4. the organization’s symbolic significance; 

49 



5. the strategic importance of the organization’s activities, i.e. whether 
or not the institution exercises pervasive influence in key policy areas; 

6. the number and implications of the complaints received at our office. 

However, a constant preoccupation with achieving maximum im- 
pact in a minimum of time led us to a crucial shift of emphasis: from 
the “‘periphery” to the “tore,” from an empirical linguistic “audit” of 
selected field situations to a greater stress on reviews of headquarters 
policy, current practices and plans. 

As we gathered more experience it became clear that it would take 
many years and a much larger staff before we could check, using pre- 
dominantly our initial “field” method, the extent to which the 150-odd 
federal institutions were fulfilling through a myriad of regional, district 
and local offices, the letter as well as the spirit and intent of the Officia1 
Languages Act-and that would merely be the fïrst round in the process 
of “continuing audit” which, as the fïrst report said, is the hallmark of 
Special Studies. TO reduce such a massive task to manageable propor- 
tions and at the same time extend to the utmost the sweep of our action 
within a reasonable time and budget, we have had to go to the decision 
centres where our federal institutions formulate their bilingualism poli- 
cies: headquarters. This does not mean that we have limited our studies 
to Ottawa or other headquarters locations in Canada. Our “policy 
audits” have not neglected field offices throughout the country when 
these offices serve an essential purpose in ensuring compliance with 
the Act. 

Lndeed, the “fit” between what headquarters intends and directs 
and what is actually executed in the field is often the essence of a study. 
But it is by reviewing matters with headquarters management staff that 
our officers cari normally get in very short order a fairly full picture of 
what is going on throughout a given organization’s country-wide opera- 
tions. It is at headquarters too that the Commissioner and his colleagues, 
through frank consultation and the formulation of realistic recommen- 
dations, cari make Parliament’s wish for linguistic justice felt and most 
fruitfully and quickly accepted. 

The acid test for fulfilment of the Commissioner’s mandate is the 
effect his recommendations have on federal institutions. If departmental 
promises of action are not followed by specific, concrete administrative 
action, the public, especially those members of it who have understand- 
ably grown skeptical about the whole matter of Linguistic reform, could 
rightly conclude that his actions produce Little effect. 

For this reason-which engages the credibility and authority of 
Parliament itself-we have devoted a growing amount of our time to 
“follow-through”. The Act requires departments to tell the Commis- 
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sioner what action they propose to correct the sins of commission or 
omission his investigations might have revealed, and according to what 
time-table. However, we have been facilitating the follow-through tasks 
of departments and agencies by setting target dates, where feasible, when 
formulating recommendations, and by jogging the memories of de- 
partmental officiais about these recommendations soon after the dates 
have expired. Where no dates have been set, institutions are contacted 
periodically for status reports on the progress of implementation. 

We conceive follow-through activity to have two basic elements: 
a) consultation between our staff and departmental officiais about the 
administrative implications of the Commissioner’s recommendations; and 
b) follow-up work by our staff to find out what institutions have actually 
done about those recommendations. 

These two types of sequel to an initial investigation (or special 
study) are, in our judgment, important features in the Commissioner’s 
exercising his responsibilities as Parliament’s custodian of the Act. As a 
result, we have been devoting more and more of our time and resources 
to them. 

Our experience to date suggests that transmitting a report with 
recommendations to a department is but the first phase of these investi- 
gations, that are normally launched on the Commissioner’s own initia- 
tive. The second is the consultation or discussion stage, and the very 
important follow-up work constitutes the third. 

Like the first phase, the other two require of the staff the same 
qualities of mind and administrative orientation mentioned in the first 
armual report. Our staff must be highly analytical yet “diplomatie” in 
their approach to departments; they must possess flexibility, imagina- 
tion, persuasiveness and a sense of administrative realism. 

In future a good deal of the work of the Special Studies Service 
and the Commissioner’s Office Will generally be devoted to follow- 
through. The verification of the actual impact of our recommendations, 
both at headquarters and in selected field areas, is essential to ensure 
that the Office, Parliament and the public do not interpret the mere 
accumulation of reports as evidence that concrete progress is made. 

B. Consultative Reform: Some Practicalities 

In concentrating on the central tore of the decision-making appa- 
ratus in various departments we have been trying to get as keen an in- 
sight as possible, within a relatively short period, into the administrative 
complexities which condition departmental attitudes and action. 

This does not mean that we have been tempted to see ourselves 
as management consultants. In general, we make reconunendations re- 
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garding specific administrative modalities only by way of suggesting 
how departments might better meet the letter, as well as the spirit and 
intent, of the Officia1 Languages Act. When, however, federal institu- 
tions request us to provide even more assistance than originally fore- 
seen, as three did during 1971-72, our recommendations become more 
complex, detailed and numerous. 

The main result of this focus on ways of planning for and provid- 
ing services in both officiai languages is that we have had a chance to 
examine departmental approaches and our reactions to certain recurrent 
ways of doing things. 

During the fiscal year under review, we became increasingly con- 
cemed in our studies with the mater of personnel required to provide 
bilingual service and with the facilities such staff should have at their 
disposal. We ventured into, among others, the fields of: 

1. personnel administration, 

2. language training, 

3. translation, 

4. advertising and information, 

5. contracts, concessionnaires and the travelling public. 

The Office% preoccupation with these aspects of the implementa- 
tion process led it to develop new approaches to them and to observe 
closely the postures which various institutions were adopting. We give 
below some comments on these points. 

1. Personnel 

a) Job Security 
One salient feature of our approach to the question of bilingual 

personnel is the Office’s stand, asserted by the Commissioner from the 
very beginning, that no recommendation he makes ought to be taken by 
an institution as placing the job security of an employee in jeopardy. We 
consider this a very important aspect of the implementation of the 
Officia1 Languages Act, reflecting the humanism of which we spoke in 
the fùst annual report. In our view, the psychological costs of putting 
the Act into effect should not include the worry and feeling of insecurity 
that could result from a real or perceived threat of thwarted careers. 

b) Recruitment, Mobility, “Turn-over” and Deployment of Personnel 

The concem for job security, and the realization of the importance 
of other factors such as the mobility of personnel within and across de- 
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partments and throughout the country, have led us to exhort depart- 
ments to consider aligning recruitment and deployment of staff more 
imaginatively with the requirements of the Officia1 Languages Act. 

c) The Contraints of Collective Agreements 

In considering the problem of deploying personnel, the Office has 
been aware of, and very sympathetic to, the rights and privileges of 
staff who are bound by collective agreements between workers and 
management. That is why, in our reports and the recommendations 
which flow from the findings they contain, we pay scrupuIous attention 
to the fruits of collective bargaining. 

In looking at the logistics of providing bilingual services, we have 
always given due weight to the real constraints placed on both manage- 
ment and staff by these agreements. On occasion we have invited union 
representatives to at least reflect on the extent to which some privileges, 
such as “bumping” and seniority, place restrictions on the full applica- 
tion of the Officiai Languages Act. 

Our studies of Air Canada, the Canadian National and the Depart- 
ment of National Revenue (Customs and Excise) in particular have 
impressed upon us the crucial role unions cari play in imluencing the 
implementation of the Officiai Languages Act. 

d) Local Hiring 

It is a normal reality of Canadian life that many positions in re- 
gional and other local offices of federal institutions are filIed through 
recruiting in the immediate locality. Whether or not these positions are, 
at a given point in time, being filled by casual, seasonal or permanent 
full-time employees, the convention of encouraging recruitment in the 
local area is important. Therefore, we have been conscious of this 
practice and its ramifications in makmg recommendations, notably re- 
garding bilingualism in the National Parks and Historic Sites Branch 
of the Department of Indian Aff airs and Northern Development. 

e) Making the Most of Scarce Resources 

Given a relatively short supply of available bilingual personnel, we 
have found it useful to suggest to some agencies that they concentrate 
their second-language capability in some sectors and let bilmgual serv- 
ices “radiate” from these. This suggestion is based on our clear aim 
to advocate institutional, as distinct from individual, bilingualism. In 
most instances, departments cannot and are not required to provide 
bilingual services equally throughout a given branch across the country. 
It is therefore to their advantage to concentrate the bilingual personnel 
they have in strategic public-contact positions. 
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2. Language Training 

This type of administrative necessity has also prompted recom- 
mendations urging greater resort to the now well-established device of 
language training. Our suggestions on this means of increasing bilingual 
capability have been aimed at helping personnel acquire the amount 
and type of master-y (including vocabulary) required in the second lan- 
guage for the specific jobs to be done. In other words, our answer to the 
question of the requisite IeveI of bilingualism for a given position has 
been the level of receptive ability and active, specialized command ac- 
tually required for the job. 

In many instances the language training recommended is, as in the 
case of some telephone operators, nothing more than a drilling in a few 
polite ways of transferring calls to an employee who cari deal with the 
caller in the officia1 language in which the receptionist, or other em- 
ployee who first replies, is unable to provide service to the public. 

Other situations, of course, require a higher level of training. But 
the essential point we have tried to convey to institutions is that lan- 
guage training constitutes an important way in which they cari equip 
certain staff, indeed, entire agencies, with adequate capability in the 
other officiai language in which they must serve the public1 

3. Translation 

Our special studies, as well as discussions held with officiais of 
the Translation Bureau early in the current fiscal year ( 1972-73)2 in- 
dicate that for the foreseeable future translation will continue to be an 
indispensable part of the administrative “infrastructure” required to help 
Canadian federal institutions provide services to the public. This is 
particularly true of large-scale public information programmes. 

Consequently we have made, usually in consultation with the 
Translation Bureau of the Department of the Secretary of State, a 
number of recommendations for increased professional use of transla- 
tion. Apart from the obvious benefits derived from greater availability 
in both languages of publications, advertisements, forms and other 
material, an important gain is the guarantee that the equality of status 
of the English and French languages will be reflected in the quality 
of the language used. Put more directly, it is not good enough to have 
poor-quality renditions in the second officia1 language of what was writ- 
ten or said in English or French. One cannot plead the excuses of time 
and administrative convenience for providing French-speaking or Eng- 

lS.ee Chapter 1 for a more detailed review of language training. 
*A summary of OU discussions with Translation Bureau officiais appears in 

Chapter 1. 
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lish-speaking members of the public or public servants with material 
that “murders” their respective languages. 

Though highlighting the cardinal importance of translation as part 
of the necessary infrastructure for the judicious yet Swift implementation 
of the Officiai Languages Act, we continue to endorse the efforts being 
made to increase the use of both officiai languages inside federal insti- 
tutions without resort to translation where possible. 

4. Advertising and Information 

The symbolic and practical impact of the visual aspects of bilin- 
gualism is obvious. A kindred aspect which deserves special mention 
is that of advertising and information. In our judgment, these elements 
of service to the public are of such crucial importance that they should 
be seen in the light not only of the letter, but also of the spirit and 
intent, of the Act. In other words, if an agency such as Air Canada 
which serves the travelling public were to limit its information policy 
to the requirements of Section 7 of the Act, it could run a serious risk 
of not reaching important segments of its public in one of the officiai 
languages: Section 10 on the travelling public prescribes duties extend- 
ing everywhere, not just to “bilingual districts.” Even in the case of 
institutions not serving the travelling public there is often an obligation 
to extend the provision of bilingual information services beyond the con- 
fines of article 7. Section 9(2) demands biliigual services wherever 
there exists a “significant demand”, and whenever it is administratively 
feasible to offer services, again without regard to eventual bilingual 
districts. 

Some institutions are inclined to draw a line between material 
that solely conveys information to the public, and promotional in- 
formation that is designed to motivate members of the public to take 
action of some kind-and then to conclude that the latter does not fall 
within the requirements of the Act. In our reports and recommenda- 
tions, we have had to remind institutions entertaining this approach 
that the Act provides for no such distinction or reservation. 

In a few instances, as in the cases of Air Canada and the Farm 
Credit Corporation, we have recommended that agencies give, as much 
as possible, equal opportunity for members of both officiai-language 
groups to have access to information on the availabihty of jobs and 
services. This has meant, for example, that we have suggested to these 
and many other agencies the use of French-language weeklies where 
there are no French-language dailies and, therefore, no outlets parallel 
to the existing English-language dailies. 
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5. Contracts, Concessionaires and the Travelling Public 

Our experience with a few departments and agencies suggests that 
there might be three categories of concessionaires who are obliged 
under Section 10 of the Act to provide or make available in both of- 
ficial languages services which they are supplying to the public under 
contract with a federal institution: 

a) concessionaires who are in fact federal agencies renting space, 

b) large private concessionaires, 

c) small family businesses. 

Concessionaires in the first category, being themselves federal 
agencies, fall automatically under the basic obligations of Section 10. 
Large private concessionaires are generally in a position to organize 
themselves to meet the obligations of the Act. Small businesses, however, 
because of their very size, are sometimes in such a vulnerable position 
that they could be forced out of business if the exigencies of a bilingual 
programme were allowed to impose sudden financial burdens. One way 
of avoiding that eventuality is for the contracting federal institutions to 
help the small concessionnaire through offering free, brief and highly 
specialized laquage courses designed by the institution’s bilingualism 
coordinator. The institution could also design and provide bilingual 
signs. 

It goes without saying that where long-term contracts are not due 
for early renewal, concerned departments should use constructive and 
firm persuasion to influence concessionaires to build bilingual capa- 
bility into their operations. Naturally, as a matter of systematic policy, 
contracting federal agencies must obey the Act by insisting on bilingual 
service clauses in a11 future contracts with concessionaires dealing 
with the travelling public, again assisting concessionaires, whenever 
human factors arise, with legitimate technical and financial problems. 

In the course of the fiscal year here reviewed, we have had the 
occasion to discuss with certain departmental officiais the implications 
of the Officia1 Languages Act for companies providing services to the 
public pursuant to contracts let by federal institutions, notably the 
Ministry of Transport and the National Parks and Historic Sites Branch 
of the Department of Indian Affairs and Northern Development. There 
seemed to be some confusion about the application of the Act to these 
companies. The argument was advanced, for example, that a distinction 
would have to be made between companies which provide services that 
a department would itself normally be expected to furnish, and other 
businesses, e.g. book stores, which just happen to be, say, at airports. In 
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our view, these are false distinctions. If a company providing service to 
the public is located within an airport or a national Park, it is clearly 
there with the consent of the department or agency concerned and has 
to bear the burden imposed upon it by Section 10 (1) of the Act. We 
have also been presented with the opinion that, there being a difference 
between a contract for the provision of services and a lease, Section 10 
only applies to contracts. We do not entertain this distinction either. 
Whether the case is one of a contract for services or one of a lease 
under which the lessee himself offers the available services to the pub- 
lic, in both cases one of the parties is a federal institution which con- 
sents to the provision of services and the conditions under which they 
are offered. The difference in designation of the documents or trans- 
actions involved is, therefore, from the point of view of the Act, ir- 
relevant. 

C. Learning on the Job 

The Special Studies Service, faced with the great number of exist- 
ing federal institutions, has tried to Select key agencies that engage 
many different publics and sections of the Act. Through this diversity 
of agencies, we are able to gain insight into a wide range of concrete 
problems which a federal institution has to meet when it contemplates, 
let alone implements, bilingualism. 

These studies have covered the gamut of services from telephone 
answering through credit appraisals to the representation of Canadian 
interests abroad. The studies have enabled us to gain an appreciation 
of how a number of federal institutions function, in trying to fulfill the 
Officiai Languages Act, in all ten provinces of Canada and fourteen 
countries abroad. This broad coverage of territory follows, of course, 
from the wide territorial sweep of Section 10 and the agencies which are 
governed by its provisions. 

This section of the Act has received considerable emphasis in our 
recommendations. SO too has Section 9, which indicates the basic obliga- 
tions imposed upon departments to provide bilingual services in desig- 
nated areas. 

Our general impression is that the institutions with which we have 
dealt have gained a surer working knowledge of this important piece of 
legislation while we have been examining with them the innumerable 
administrative ramifications of implementing it. In fact, the Commis- 
sioner and his colleagues, themselves learning much in exploring the 
vast frontiers of the Act, have discovered that their activity has trig- 
gered an unexpected, but highly beneficial, kind of “fall-out” for 
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agencies studied which may prove the most valuable contribution of 
Special Studies: a detailed and resolutely practical education in the 
Act’s human, managerial and budgetary implications. As emphasized 
in Chapter 1, the Act is still not well understood even at many high 
executive levels of government; in local and field situations, its concrete 
meaning and demands too often remain, not surprisingly, a mystery. 
In order to expand and refine the joint educational experience of 
Special Studies in consultation with a carefully chosen series of pace- 
setting institutions, the Commissioner hopes that federal agencies will 
continue to welcome the initiatives of the Special Studies Service, and 
indeed, if desirable, to invite its cooperative assistance. 

D. Work Done During the Fiscal Year 1971-72 

In this section of the chapter, we review in more detail the work 
carried out by the Special Studies Service during the fiscal year 197 l- 
72. This is done in three stages: follow-through on studies completed 
in 1970-71, studies carried over from last year, and those launched 
during the second reporting year. Table 1 provides a readily accessible 
overview of a11 special studies undertaken by the Service during this 
Office’s first two years of operation. 

TABLE 1. Federal Agencies Studied by the Office of the Commissioner of Officia1 
Languages 

Study Launched Completed 

Ministers’ Offices (telephone answering) 21/ 9/lQ 1970-71 
Air Canada-Ottawa 9/10/70 1970-71 
Ministry of Transport-Ottawa 13/10/70 1970-71 
Ministry of Transport -Toronto 18/12/70 1970-71 
National Museums of Canada 4/ 2/71 1970-71 
National Capital Commission 5/ 2/71 1970-71 

Royal Canadian Mounted Police 9/ 2171 1971-72 
Dominion Bureau of Statistics 17/ 2/71 1971-72 

Department of National Defence- 
Uplands 18/ 2/71 1971-72 

Department of Public Works-Ottawa 8/ 3/71 1971-72 
Department of Manpower and Immigra- 

tion-Montreal 15/ 3/71 1971-72 
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New Studies 1971-72 Launched ” Completed 

Department of Public Works-Winnipeg 221 4/71 
Department of Manpower and Immigra- 

tion-Winnipeg 221 4171 
Department of Manpower and Imrnigra- 

tion-Ottawa-Hull 21 5/71 
Eldorado Nuclear Limited 271 4/71\ 
Central Mortgage and Housing Corpora- 

tion 27/ 4/71 
Atomic Energy of Canada Limited 271 4/71 Signs in 
Department of Communications 271 4/71 National 
National Research Council 271 4/71 Capital 
Department of Agriculture 27/ 4/71 Region 
Canadian Broadcasting Corporation 27/ 4/71 
Department of Energy, Mines and Re- 

sources 27/ 4/71 

1971-72 

1971-72 

1971-72 
1971-72 

1971-72 
1971-72 
1971-72 
1971-72 
1971-72 
1971-72 

1971-72 

Department of External Atfairs.. 121 5/71 
Department of Industry, Trade & Com- Canadian 1971-72 

merce 12/ 5/71> Representation 1971-72 
Department of Manpower and Immigra- Abroad 

tion 121 5/71, 1971-72 

Central Mortgage and Housing Corpora- 
tion-Ottawa-Hull 

Department of Indian Affairs and 
Northem Development 

Air Canada-London-Paris 
Farm Credit Corporation 
Department of National Revenue (Cus- 

toms and Excise) 
Air Canada-Headquarters 
Atmospheric Environment Service 
Canadian National 

261 5/71 1971-72 

lO/ 6/71 1971-72 
9/ 8/71 1971-72 

21/ 9/71 1971-72 

17/12/71 
19/12/71 1971-72 : 
121 1172 1971-72 
30/ 3172 

Summaries of a11 the various studies on which we have worked 
during this reporting year appear below; they describe our Office3 ac- 
tion and findings and list the specific recommendations made, except 
where these were already set out in last year’s report. 

The recommendations, it will be seen, are in some instances few 
in number, in others numerous. The difference is not a measure of the 
size of the organization examined or, necessarily, of the extent of non- 
compliance with the Act. It more closely reflects, in fact, the number 
of facets of bilingualism on which this Office focused its attention in the 
specific case. Some earlier studies, for example, bearing exclusiveIy on 
external signs, Ied to relatively few recommendations. The number of 
recommendations made similarly reflects the degree and depth of this 
Office3 preoccupation, through necessity or upon invitation, with the 
organizational features and administrative and technical processes of a 
given institution. 
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There is, too, a common thread of subject matter running through 
the recommendations. That thread has a certain necessary consistency 
about it since all of the studies to date have concentrated on whether, 
and in what measure, the institution serves its public in the officia1 lan- 
guage of the public’s choice. There is, moreover, a limit to the number 
of ways in which any federal institution cari serve its public. These cari 
be grouped broadly under visual and human (person-to-person) con- 
tacts. The institution’s own performance is usually examined fïrst, with 
that of its concessionaires, if any, handled as a separate item. Within 
that order, treatment of the visual aspects usually precedes that of the 
more delicate and complicated subject of finding, mustering and de- 
ploying personnel with the necessary linguistic ability SO as to achieve 
the service prescribed by the Act. 

Visual aspecfs generally embrace such matters as signs, forms 
used with the public, publications, insertions in the mass communica- 
tions media, contracts and specifications, as well as lesser elements of 
these that, however humble, have their part to play in providing the 
service required and in imparting to the viewing public the image of a 
federal institution willing and able to extend that service. The avail- 
ability, rapidity and quality of translation facilities also figure importantly 
among the considerations. 

While the personne1 aspect appears to break down neatly and 
conveniently along three main lines, i.e., recruiting, language training 
and deployment, problems in this sector are the most difficult with 
which to corne to grips and are rarely amenable to short-ter-m solu- 
tions. Principles embodied in collective agreements and the institution’s 
position in the employment mosaic of supply and demand within a 
community frequently set bounds to how far one may seek answers 
through staff mobility and hiring. Language training, not always the 
cure-ail one might like it to be, is yet a basic element in the search 
for solutions and, on occasion, the only recourse. 

Finally, the reader should not take the recommendations as chis- 
elled-in-stone, ah-inclusive statements of the Commissioner’s position 
on the subjects they caver. Rather they point up not what has been done 
but what remains to be done to comply with the letter, spirit and intent 
of the Act and, where necessary or helpful, how that might be done. 

1. Studies Completed in 1970-71 

It is through repeated contact with agencies and institutions con- 
ceming the status of the Commissioner’s recommendations that this 
Office monitors the implementation of reform. The institutions discussed 
under the present heading were the subject of study in the fiscal year 
1970-71. Our tirst annual report described these studies, and in some 
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cases, gave evidence of action taken before the end of the fiscal year 
1970-71. Below we report on follow-up contacts sustained with four 
institutions during 197 l-72. 

a) Air Canada-Ottawa 

A summary of the study conducted in 1970-71 of bilingual serv- 
ices offered to the public and the bilingual image projected by Air 
Canada premises in the National Capital Region appeared in the fIrst 
ammal report. As a result of a subsequent follow-up inquiry, Air Canada 
reported it had taken the following action on the Commissioner’s re- 
commendations by February 1, 1972: 

1) Al1 airport and gate signs were rendered bilingual. A new, completely 
bilingual departure and arriva1 board was installed at the airport. 

2) Any signs in city ticket offices (then on Sparks St., and at the Château 
Laurier), advertising, displays and brochures were bilingual. 

3) Any flight announcements are now made from gate areas. Al1 gate 
agents are bilingual with odd exceptions on late midnight shifts. Announce- 
ments for flights to Montreal or Quebec City are usually made in French 
first. 
4) Since the special language training course for public-contact employ- 
ees was devised (120 hours of cIassroom instruction on company time), 30 
public-contact employees, five first-line supervisors and two clerical em- 
ployees have taken it. There remain 29 public-contact employees, sixteen 
of whom are at the airport, who Will be given the course in 1972-73. In 
addition, evening classes are offered free of charge to a11 public-contact 
employees who have compIeted the 120 hours of instruction in order to 
achieve a commercial level of fluency in both officia1 languages. 

6) Minis@ of Transport-Ottawa and Toronto International Airports 

Two of the first studies undertaken by this Office during 1970-71 
exarnined the services offered the travelling public by the Ministry of 
Transport at the Ottawa and Toronto International Airports. The 
studies focused on services directly provided by the Ministry, as well 
as those assured by lessees or contractees operating on MOT premises. 

1) Ottawa 
During the past fiscal year the Ministry took belated but sys- 

tematic action to correct nearly all deficiencies noted at Ottawa Inter- 
national Air-port with respect to interna1 and external signs. The depart- 
ment’s attempt to increase bilingual capacity among concessionaires by 
making functionally specific language training available, at no cost to 
the concessionaires, did not corne to fruition: concessionaires replied 
that their staffs did not need such training, or that it was impossible to 
accept the offer for administrative reasons. This Office subsequently 
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encouraged the department to make concessionaires aware of their 
obligations under Section 10 of the Officia1 Languages Act, and to 
devise means to ensure that concessionaires comply with it. The Com- 
missioner reminded the Ministry that it has by law the prime respon- 
sibility to make sure that a “bilingual service clause” is included in 
airport contracts and honoured. He does not accept as valid a11 the 
administrative difficulties cited by the department; these must be over- 
corne to prevent “tokenism” at the geographic centre of bilingual re- 
form. At year’s end, the Ministry had still accomplished no reform in 
signs at the booth offering postal, foreign exchange and passenger in- 
surance services. 

2) Toronto 
During this past fiscal year members of the Commissioner’s staff 

and MOT personnel had several follow-up contacts concerning recom- 
mendations made for the Toronto International Airport. As of March 
31, 1972, the Ministry had failed to meet the Commissioner’s target 
date for making a11 interna1 and external signs bilingual: September 1, 
1971. Indeed, at the time of this writing, one and a half years since 
the department received the Office’s report and recommendations, the 
Ministry continues to offer promises to the Commissioner instead of 
signs to travellers. The department has cited administrative, technical 
and budgetary reasons for the long delay. While the Commissioner 
recognizes the validity of some of these delaying factors, he considers 
the long delay unacceptable-particularly since the department, like 
other federal institutions dealing with the travelling public, has been sub- 
ject to the stringent provisions of Section 10 of the Officia1 Laquages 
Act since September, 1969. 

Before the end of the fiscal year under review, officiais of the 
department assured this Office that steps were being taken, including 
the hiring of multilingual personnel, to ensure that public address an- 
nouncements of a general nature made by MOT personnel at Toronto 
Airport would be in both officia1 languages. A well-documented com- 
plaint to this Office, a month later, clearly showed that the problem had 
not been solved. 

As was the case at the Ottawa airport, very little progress was 
made in inducing concessionaires to offer bilingual services to the 
travelling public. The department stated that, since most of the current 
contracts enabling concessionaires to provide service at the Toronto 
airport expire only in 1974, it has no legal authority to insist upon the 
provision of bilingual services until the terms of these contracts are 
due to be renegotiated. MOT officiais assured the Commissioner that 
a11 future leases Will include a bilingual service clause, “should this be 
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considered desirable in the public interest”. In the Commissioner’s 
view the “public interest” in this matter is expressed in the Officia1 
Languages Act, which does not leave it to the departments of Govern- 
ment to decide when the law is to be applied. 

The above reservation relating to future leases led to discussions 
between the Commissioner’s Office and the Ministry concerning “signi- 
ficant demand” for service across the country. The department must 
adopt a clear policy on this question, since its responsibilities to the 
travelling public extend across 88 ah-ports in Canada. Moreover, the 
Commissioner’s report on the Toronto International Air-port specifically 
invited the department to apply the principles underlying his recom- 
mendations to the seven other international airports in Canada. TO 
the Commissioner’s knowledge, MOT has taken no concrete action 
at these airports. 

c) National Museums 
As indicated in the tirst annual report, the Service completed a 

special study on the National Museums of Canada during the fiscal 
year 1970-71. 

Follow-up work revealed that recommendations dealmg with guide 
service, public lectures and publicly-posted signs in the Museums’ 
libraries had been implemented. The National Museum of Science and 
Technology still faced difficulty implementing recommendations con- 
ceming signs and display descriptions. This Office? review of the 
situation led to the expectation that corrective action would soon be 
taken. 

The National Museums informed this Office that they were at- 
tempting to implement the recommendation concerning the translation 
of scientific works, but that they were hampered by budgetary 
considerations. Museum officiais had consulted with the Translation 
Bureau about a recommendation concerning the creation of a spe- 
cial translating unit within the components of the Corporation. For 
the time being the National Museums continue to avail themselves 
of translation services provided by the Translation Bureau. However, 
these were improved to meet the specific needs of the Museums. 

d) National Capital Commission-Exterior Signs-National Capital 
Region 

The National Capital Commission acted promptly on the recom- 
mendations the Service made following a study of the exterior signs 
under its jurisdiction. Indeed, the agency implemented two of the rec- 
ommendations earlier than the target date set forth in our report. 

63 



On August 6, 1971, the agency reported the addition of the fol- 
lowing clause to the “Special Conditions” of all NCC contracts: “All 
exterior signs erected by the contracter will be bilingual and subject to 
NCC approval”. 

Finally, before the end of the period under review, the NCC in- 
formed us that ail outside signs in need of change had been amended 
and that a new interna1 control procedure had been developed for 
recording the texts of signs. 

2. Studies Carried Over From Last Year 

As we said at the beginning of this chapter, the Service pressed on 
with the unfinished business of the previous fiscal year. This meant 
completing five studies. Summaries of our reasons for selecting these 
studies and methods of research appeared in the first annual report. 
The summaries given beIow concentrate on the findings and recom- 
mendations and some follow-up action related to three studies started 
last year. Two others, concerning the Department of Manpower and 
Immigration in Montreal, and the Department of Public Works in 
Ottawa, are reported under New Studies Launched in 1971-72, since 
they constitute units of related studies undertaken in 1971-72. 

a) Royal Canadian Mounted Police-Headquarters, ‘N” and “A” 
Divisions 

This study, begun towards the end of the 1970-71 fiscal year and 
completed early in the next, received only brief reference in our fYirst 
annual report. The resulting lîndings and recommendations went forward 
to the Commissioner of the RCMP on May 14, 1971. The Office chose 
to study this institution because of its highly visible presence and wide 
contact with the Canadian public a11 across Canada. 

The study was divided into two parts: RCMP headquarters, and 
“N” Division; and “A” Division, Both the general Force headquarters 
and the headquarters of “N” and “A” Divisions are located in Ottawa 
or its environs. Between Febrnary 17, 1971 and March 31, 1971, the 
study team contacted some 25 individuals in headquarters and “N” 
Division and another 20 in “A” Division. 

The study entailed an audit of headquarters policies in regard to 
bilingualism as well as a survey of the provision of services in both 
officia1 languages to the general and travelling public. The Office aimed 
at assisting the Force to achieve the institutional bilingualism and level 
of service in the two officia1 languages required by the Officia1 Languages 
Act as well as to project a bihngual image across Canada. Our team 
directed its attention to: the earliest acquisition of language capacity on 
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the scale needed, through recruiting and deploying French-speaking 
members as well as making much greater use of language training and 
retention programmes; the provision of services in both officiai lan- 
guages through visual aspects of bilingualism (signs, identifymg insignia 
on vehicles and uniforms) ; bilingual information services through tele- 
phone reception, correspondence and personal contacts with the public; 
and the use of the two officiai languages in contracts with provinces and 
municipalities. 

The RCMP is a unique federal institution because of its multi- 
jurisdictional authority, powers and responsibilities. The general public 
views the Force solely as a federal institution, whereas, in fact, in ail 
provinces, with the exception of Ontario and Quebec, it functions as 
provincial, and in many localities also as municipal, police. In these 
latter instances the RCMP operates under the aegis of the provincial 
attorney general and/or local authorities. In this Office? opinion, the 
distinction between the federal and the provincial or municipal roles of 
the RCMP is lost on the tourist or other traveller for whom the uuiform 
is clearly associated with a federal body. 

At the time of the study the Force had a 10 per cent French- 
speaking membership out of a total population comprising 28 per cent 
Francophones in Canada. It faced difhculties in recruiting French- 
speaking members for areas outside of Quebec because of its essentially 
Enghsh image and because of the lack of French-speaking instructors 
for induction and advancement courses. Deployment of Francophones 
to areas outside of Quebec presented certain difficulties because of a 
probIem of integration of famihes into the local community and of 
providing French-language education for children. In fact, most of the 
French-speaking members of the Force were located in Quebec and 
preferred to remain there. Another problem, linked to that of a basi- 
calIy anglophone institution, was the fact that French-speaking person- 
nel entering the Force were in danger of losing their ability to work in 
French because ah internal services, courses, and job advancement 
opportunities were predominantly anglophone in character. 

The Force was ascertaining its bilingual strength and determining 
its requirements for bilinguals at the time of the study. Members of the 
RCMP were about to be tested as to their language capability. Action 
had started to unify information on employees’ bilingual capacity. Posi- 
tions in the National Capital Region were being designated as “bilingual” 
in accordance with the Treasury Board ratios. Also, division offices 
outside the National Capital Region were to make their bilingual 
requirements known to headquarters by April 1, 1971. 

Based on the findings of the study, ten recommendations were made 
to RCMP headquarters and “N” Division and nine recommendations 
to “A” Division, covering all aspects of service to the public. 
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In a follow-up conducted by this Office at the end of March, 
1972, the Force was able to report that for headquarters and “N” 
Division, seven of the ten recommendations had been implemented; 
three recommendations were being acted upon. The manner of im- 
plementing one recommendation touching upon automobile markings 
became the subject of intergovernmental negotiation. “A” Division 
reported that it had carried out six of the nine recommendations by the 
end of the fiscal year 1971-72, and was working on the remaining 
three. 

For RCMP headquarters and “N” Division, the Commissioner 
of Officia1 Languages recommended that: 

1) an officer be appointed at such a level as to report directly to the 
Commissioner or to a committee made up of the Commissioner and the two 
Deputy Commissioners; 

2) he be charged as his sole or primary responsibility, with the central- 
ized planning, implementation, CO-ordination and monitoring of a unified 
program for compliance in a11 respects with the spirit and the letter of the 
Officia1 Languages Act by a11 headquarters and field organizations of the 
Force without prejudicing in any way the job security and career oppor- 
tunities of present memhers aud employees; 

3) he hold office at least until such time as the Force has effectively 
complied with the spirit and a11 applicable provisions of the Act; 

4) immediate steps be taken at the headquarters and “N” Division to pro- 
vide receptionist, telephone answering, guard and basic information services 
in both the officia1 languages without in any way affecting the job security 
of present members and employees; 

5) the introduction of visual bilingualism be accelerated SO that metal 
shoulder flashes, automobile markings, interna1 and external signs, plaques 
and inscriptions may present at the earliest date across the country the 
bilingual image of a federal institution; 

6) a concerted attack be made on ascertaining the level of proficiency 
that is suited operationally to the RCMP in an acquired officia1 language, 
and on determining the bilingual requirements of the Force across the 
country to comply with the spirit and letter of the Act, including service 
to the travelling public, at that level of proficiency; 

7) the plan of the Department of National Defence for the implementa- 
tion of bilingualism in the Armed Forces be examined for applicability to 
the RCMP, particularly with respect to those features of it that favour 
development and maintenance of a satisfactory bilingual capacity across 
the country and the willing movement of French-speaking bilinguals and 
their families to postings in English-speaking areas and vice-versa; 
8) central personnel records show not only the member’s bilingual status, 
but also the language the member wants his children to study in, for con- 
sideration at the time of posting; 

9) serious consideration be given not only to language acquisition as at 
present, but also to Ianguage improvement and language maintenance 
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courses SO that the investment in language acquisition through recruit- 
ment or training is not subsequently lost through language inadequacy or 
disuse; (several other government agencies, e.g. CBC, CMHC, National 
Revenue (Taxation Division), Language Bureau, etc.) have already con- 
cerned themselves with the retention aspect of language training; 
10) contracts beween the RCMP and provinces and municipalities be in 
both officia1 languages when next negotiated. 

For “A” Division, the Commissioner of Officia1 Languages rec- 
ommended that: 

1) bilingual services to the public at the Royal Canadian Mint in Ottawa 
be assured during those hours of the day when public tours of the building 
are permitted; 

2) a11 members of the Force posted on Parliament Hi11 during those 
hours of the day when the Hi11 is open to the public be bilingual. Special 
attention to bilingual capacity should be paid when large numbers of the 
public attend patriotic or other important events on the Hi11 (e.g., July 1st 
parades). On such occasions, constables should use both languages when 
giving oral instructions to the public; 

3) the guard at the Citizenship Court be bilingual; 

4) the position of guard in front of Government House and the Prime 
Minister’s residence be filled by bilingual incumbents during the day shift; 

5) bilingual service be provided at a11 times for NCC traffic duty, govern- 
ment parking lot duty and snowmobile patrol; 
6) bilingual service be available to the public at a11 times on the Boat 
Details at Kingston, Long Sault and Sault Ste-Marie; 

7) bilingual service be assured at least in those detachments under North 
Bay Sub-Division where 10 per cent or more of the population is French- 
speaking; 
8) bilingual service be assured in the East Block and the Justice Building 
where commissionaires serve as receptionists, at most hours when the build- 
ings are open to the public; 
9) bilingual service to the public be assured at a11 NCC parks where 
commissionaires corne under the responsibility of “A” Division. 

b) Statistics Canada 

As indicated in the first annual report, the Commissioner launched 
a study on Statistics Canada (then the Dominion Bureau of Statistics) 
during fiscal year 1970-71. The objective was to examine, within the 
bounds of a partial study, general aspects of Statistics Canada? oper- 
ations involving contacts with a very broad segment of the public. For 
this reason, the study focused on the Information and Year Book 
Divisions, which corne under the purview of Statistics Use and Informa- 
tion Services, on the Census Division of the Socio-economic Statistics 
Branch and on the Statistics Canada Publications Programme. 
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The commencement of the study, in February 1971, coincided 
with the preparation of the June 1, 1971 decennial Census. That part 
of the study dealing with the Census Division was not intended to in- 
fluence the census operation then in progress, but rather future censuses. 

The researchers conducted seven interviews with Statistics Canada 
officiais designated by the Chief Statistician. Information collected in 
this manner was supplemented by a spot check of telephone services 
and a comprehensive study of documents. 

With regard to the Census Division, the Commissioner’s staff 
focused their attention mainly on printed matter (questionnaires, forms, 
training manuals, etc.) used in conducting the census, the publicity 
campaign carried out on this occasion, census commissioners, certain 
aspects of delivering census questionnaires and on some facets of the 
Division’s activities in the area of correspondence. 

The Commissioner’s staff noted that the preparation of printed 
matter and publicity material was done in compliance with the require- 
ments of the Officia1 Languages Act. Only the actual distribution of 
publicity posters throughout the country was slightly inadequate. Cor- 
respondence examined was beyond reproach, the Division invariably 
replying in the language of the correspondent. 

On the other hand, findings concerning census commissioners and 
the procedure used for delivering questionnaires led the Commissioner 
to recommend corrective measures. The team noted that Statistics 
Canada did not accord sufficient attention to the linguistic requirements 
of the 1,920 positions filled by census commissioners, and that those 
commissioners selected for the National Capital Region were not all 
capable of performing their duties in both languages. Of course, the 
appointment of commissioners cornes under the jurisdiction of the 
Minister of Industry, Trade and Commerce, in conformity with Section 
5 (1) of the Statistics Act. However, Statistics Canada is empowered 
when selecting candidates not only to specify the qualifications required 
of them, but also to refuse those who do not fulfill these requirements. 

Problems related to the delivery of questionnaires were set forth 
in the Commissioner’s special report to Parliament dated June 21, 
1971. 

The Inquiries Section of the Information Division, though 
small (at the time the study was carried out it had a staff of five em- 
ployees), plays a major role in Statistics Canada’s direct contacts with 
the general public. The study focused, on the one hand, on outgoing 
letters and, on the other, on the quality of telephone services. 

Here again, letters were drafted in the language of the corres- 
pondent. However, letters in French contained grammatical errors 
which, though few in number, recurred regularly. A spot check revealed 
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the Division’s personnel did not always identify the agency in both 
officia1 languages when answering the telephone; this is essential if the 
caller is to be made aware that he bas a choice of speaking French or 
English. Moreover, unilingual employees of the Division did not use a 
stock phrase in the second officia1 language SO as to transfer a call to 
an employee capable of speaking in the caller’s language. Finally, 
Statistics Canada was listed in English only in the Ottawa-Hull tele- 
phone directory. 

The Year Book Division is concerned mainly with the preparation 
of the Canada Yearbook and of Canada. During the course of the studv 
the Division found a temporary solution to the problem of obtaining 
high-quahty French texts. The Commissioner therefore decided to re- 
view this aspect of Statistics Canada operations at a later date. 

A study of the Statistics Canada catalogue (1968 edition) revealed 
that 153 bulletins and reference works were published in English only. 
The Commissioner pointed out that the agency lacked a plan that would 
enable it to carry out the translation of these publications within a 
reasonable time limit. He thought that the attendance-if only as an 
observer-of a representative of the Translation Service at meetings of 
the Advisory Committee on Publications would be desirable. 

During consultations following the study, the Chief Statistician ac- 
cepted the recommendations made by the Commissioner, as well as the 
time limits suggested for their implementation. The Commissioner and 
the Chief Statistician mutually agreed to carry out a concerted study of 
aspects of the 1976 census Skely to be subject to the requirements of 
the Officia1 Languages Act. The Chief Statistician, while recognizing the 
validity of the recommendation regarding the Publications Programme, 
pointed out that Statistics Canada had made great progress in this area, 
which is undeniable. Actually the agency’s plan calls for making all 
bulletins now being published available in both languages by March 
1974. The plan, however, does not caver previously published unihn- 
gual works and periodicals. Only reprints and re-editions Will be 
bilingual. 

The Commissioner of Officia1 Languages recommended to the 
Census Division that: 

1) in future censuses, Statistics Canada recruit only census commission- 
ers capable of carrying out their duties in both officia1 languages in those 
areas referred to in Section 9 of the Officiai Languages Act; 

2) Statistics Canada mention explicitly, in any text whose purpose is to 
provide information to candidates for the post of census commissioner or 
representative and in guidelines sent to commissioners and representatives 
who have been chosen, the requirements of the Officia1 Languages Act that 
apply to their duties; 
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3) Statistics Canada see to it that publicity posters which are sent to 
regional offices and are used for census-taking purposes, be displayed at 
least in the places referred to in Section 9 of the Officia1 Languages Act 
SO that the equality of status of both ofYicia1 languages be respected. 

TO the Information Division, Inquiries Section, the Commissioner 
recommended that: 

4) Statistics Canada be listed in English and French in the next edition 
of the Ottawa-Hull telephone directory; 
5) Statistics Canada take the necessary measures by the end of the fisca 
year (March 31, 1972) to ensure that the quality of services provided in 
French by the Inquiries Section of the Information Division be equal to 
that of services provided in English. 

TO the Publications Programme, the Commissioner recommended 
that: 

6) Statistics Canada establish, by the end of the fiscal year (March 31, 
1972), an integrated plan enabling it to carry out, within specific time 
limits, the translation of reports which have not yet been published in both 
officia1 languages; 
7) Statistics Canada invite a representative of the Translation Services 
to attend, even if only as an observer, the meetings of the advisory Com- 
mittee on publications. 

c) Department of National Defence-Canadian Forces Base, Uplands, 
Ottawa 

As indicated in the annual report for 1970-71, the Commissioner 
initiated a study of visual and non-visual aspects of bilingualism at 
Canadian Forces Base Uplands. The study team interviewed approxi- 
mately twenty officers and visited locations within the Base where servi- 
ces to the public were available. 

CFB Uplands was at the time of the study giving practical effect 
to some of the comprehensive measures being adopted by the Canadian 
Forces to help promote institutional bilingualism. The measures adopted 
at that time concerned essentially the visual aspects. The Base had 
made a commendable effort in posting bilingual signs, especially traffic 
signs, and in seeing to it that the Base Exchange advertised its mer- 
chandise and offered services in the two officia1 laquages. During an 
on-site visit, however, the study team noted a number of unilingual 
English signs. 

From an administrative viewpoint, the study team considered that 
the Base had not sufficiently defined its management objectives on 
bilingualism and that it lacked a well-promulgated plan for implement- 
ing such objectives as well as an officer responsible for coordinating 
the Base? bilingualism programme. The Base relied on National De- 
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fente Headquarters for translation services. This arrangement was in- 
sufficiently responsive to the actual needs of the Base for such services. 

Two of the three positions within the Civilian Personnel Office 
were filled by unilingual English-speaking employees and one was 
temporarily vacant. Various forms to be completed by job seekers or 
by employees were bilingual, but interviews and explanations on per- 
sonnel matters were conducted in English only. The 3 Air Movements 
Unit, whose role is to provide for the transportation of military per- 
sonnel and authorized civilians in service aircraft, had no bilingual of- 
ficers, though there were approximately twenty men who were capable 
of giving services in both officia1 languages. 

All prominent traffic, parking and other signs related to hangar 
operations where the unit was located, were in English only. Some 
signs and literature inside the passenger terminal were not bilingual; 
however, boarding forms were issued in both languages. Announce- 
ments were usually made in English, the researchers noted. The 412 
and 436 Transport Squadrons provided varying degrees of bilingual 
service, though the researchers thought it unlikely either would have 
sufficient bilingual aircrew on strength to provide a11 services in both 
officia1 languages during each flight. 

The main entrante gate was staffed by unilingual English-speaking 
guards during two of the study team’s three visits to the Base. 

Recommendations made concerned the formulation of a plan and 
programme for implementation of the Act, the appointment of a bilin- 
gualism adviser, the identification of requirements for bilingual per- 
sonnel, the creation of translation services on the Base, and the render- 
ing of all signs and printed matter bilingual. 

By the end of the period under review, the Base had implemented 
many of the Commissioner’s recommendations, including ail those for 
which he had proposed target dates. As well as rendering most signs 
and a11 printed material bilingual, the Base formulated a plan for pro- 
viding the entire range of bilingual services necessary, appointed a 
Base Bilingualism Adviser and recruited a bilingual staff member for 
the office of the Base Civilian Personnel Officer. 

A few recommendations remained outstanding. The Base had not 
yet provided full bilingual services in a number of cases owing to a 
shortage of bilingual personnel. The Department of National Defence 
indicated that an on-site translation service could not be provided at 
this time but that provisions had been made to satisfy the translation 
requirements of the Base. The Base had still to render certain signs 
bilingual; this was to be effected by the summer of 1972. Airplane 
inscriptions had not been rendered bilingual, though they Will be by 
December 1973. 
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The Commissioner recommended that: 

1) Administration 
a detailed examination of each organizational element within the Base be 
undertaken to identify areas of activity lending themselves to the provision 
of services in both officia1 languages, and that the Base formulate a plan 
and implement a programme with target dates for the introduction of such 
services; 

2) Bilingualism Adviser 
a senior officer be officially designated and known as the Base Bilingualism 
Adviser. The incumbent of this appointment should normally be the Base 
Administrative Officer; 

3) Translation Services 
an English to French translator and, of necessity, a supporting bilingual 
secretary be assigned to the Base on a full-time basis; 

4) Signs 
with respect to signs in general, 
(a) the “bilingualization” of a11 outdoor signs be completed by September 
lst, 1971, and 
(b) with regard to a11 other signs, priority be given to the bilingualization 
of signs related to CANEX operations and others drawing the attention of 
VIPs and visitors; 

5) Services fur Civilian Personnel 
the position in the office of the Base Civilian Personnel Officer that is not 
fIlIed at this time be designated as bilingual and filled at an early date in 
order to achieve a bilingual capacity within that office; 

6) 3 Air Movements Unit 
(a) all traffic and parking signs leading or adjacent to the passenger termi- 
nal be displayed in both officia1 languages; 
(b) a11 signs in the passenger terminal be displayed in both English and 
French by August 1.5, 1971; 
(c) a11 flight and other announcements be made in both officia1 languages; 
and 
(d) the French version of the mimeographed questionnaire for Overseas 
passengers be corrected; 

7) 412 Transport Squadron 
(a) serious consideration be given to ensure the equality of status of the 
two officia1 languages by rendering ail aircraft markings bilingual on both 
sides of the fuselage-press and television pictures of planes could thereby 
widely publicize DND’s efforts in taking bilingualism seriously; and 
(b) the Squadron ensure that an adequate number of positions on its 
establishment be designated for bilingual personnel SO as to have a bilingual 
capability during any passenger flight. TO this end, as the Squadron is un- 
likely to have a large complement of bilingual officers on strength, it is 
recommended that special consideration be given to having a11 flight 
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steward positions designated for bilingual personnel. This goal should be 
met preferably, at first, by giving present stewards accelerated and highly 
functional training in French; 

8) 436 Transport Squadron 
(a) the same recommendation as in 7) (a) above also be applied to the 
aircraft of this Squadron; 
(b) all signs in the passenger or cargo section of the aircraft used by 
this Squadron intended for the information or the guidance of passengers 
be displayed in both officia1 languages; and 
(c) the Squadron ensure that an adequate number of positions on its 
establishment be designated for bilingual personnel SO as to be in a better 
position to provide bilingual services when participating in military opera- 
tions and exercises involving French-speaking units; 

9) Leases and Concessions 
(a> Annex “A” to Canadian Forces Administrative Order 29-5 ,be amended 
to include a clause regarding any requirement for the relevant services to 
be provided or made available by licensees in both officia1 languages; and 

(b) future agreements entered into by the Base Commander on behalf of 
CANEX include a pertinent clause regarding the provision of bilingual 
services; 

10) visitors 
the security section of CFB Uplands be composed of a sufficient number 
of bilingual personnel SO that services in English and French are provided 
at the main entrante of the Base particularIy during daytime and evenings. 

3. New Studies Undertaken in I971-72 

The year reviewed in the iïrst annual report was one of initia1 
organization and of developing a modus operandi for the task to be ac- 
complished. Studies during that period had about them, accordingly, a 
somewhat tentative and experimental character. 

Concepts and processes continued to take clearer shape in the 
following year and the subject matter of the studies themselves broad- 
ened and deepened. Where the focus bore at first on the National Capi- 
tal Region, it has now spread to embrace the entire country and ser- 
vices abroad. Where attention had been directed to regional and local 
offices at certain locations of particular significance, it has now tended 
to concentrate on the nerve centre, the headquarters or head office 
where overall authority and control lay and decisions affecting entire 
organizations originated. Operations in the rest of the country were in 
several instances brought under scrutiny either as part of the nerve- 
centre study, or as a separate undertaking to bring reform to areas of 
special need, such as St. Boniface-Winnipeg and Moncton. 
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Finally, in keeping with the Commissioner’s desire to help institu- 
tions in their efforts to comply with the Act, the recommendations re- 
sulting from studies tended to point not only to deticiencies of com- 
mission or omission, but also to measures whereby the institutions could 
close the gap. This tendency added to the responsibilities of the study 
team an element of inquiry, comprehension and analysis of organization, 
policies and procedures that a purely audit approach would not have 
rendered necessary. It is not surprising, then, that several studies con- 
ducted during the year under review resulted not from the sole exercise 
of the Commissioner’s initiative but in fact from requests by institutions 
that the Commissioner look into their operations in whole or in part and 
advise them on how they might provide the public with the linguistic 
service prescribed. 

a) Three Studies on the Department of Manpower and Immigration- 
Montreal, National Capital Region and Winnipeg 

During the fiscal year 1971-72, the Commissioner’s Office sus- 
tained the interest it had developed towards the end of 1970-71 in the 
Department of Manpower and Immigration. This Department’s exten- 
sive contact with the public is well known. The Office, therefore, 
combined that consideration with the geographical one to look at its 
operations not only in Montreal (as did the study started at the end 
of the fiscal year 1970-71), but in the National Capital Region and 
in what was then Metropolitan Winnipeg (including St. Boniface). 

In a11 three studies, the researchers focused on identification of 
premises, publicity and other printed material and persona1 contacts 
of departmental personnel with the public. 

I ) MontreaE 
The study team interviewed officiais in sixteen Manpower and 

Immigration offices in Metropolitan Montreal. Its overall assessment 
of the state of bilingualism in these offices was very favourable. Al1 
signs, inscriptions, forms and printed materials, including publicity 
materials, were available in both officia1 languages. Precedence on signs 
was generally, and appropriately, accorded to the French language. 
Printed materials, the team noted, were not always equally displayed in 
the officia1 languages. The team found that sufficient bilingual person- 
nel existed to provide prompt and adequate service in their direct 
contacts with the public over the counter. 

In the light of the team’s findings, the Commissioner made five 
recommendations. Four had either been implemented or were to be 
implemented by the end of the 1971-72 fiscal year. No action was 
needed on the fifth recommendation since the material involved was 
soon to be discontinued and would thus no longer be displayed. 

74 



The Commissioner recommended that: 
(a) each employee concerned in the sixteen offices serving the general 
public be equipped at the earliest opportunity with a completely bilingual 
calling tard, with one or both sides of the tard used for this purpose, and 
with French having precedence where one side only is used; 
(b) the Department devise and introduce as soon as possible date stamps, 
particularly those used on documents seen by the public, that in a11 respects 
reflect the equal status of the two officia1 languages and where possible 
give precedence to French; 
(c) outside sources be requested by the Dorval office to provide publicity 
and information material in both languages and that the material be 
SO displayed; 
(d) the Laval and North Offices be required to ensure that a11 pamphlets 
they display appear in both officia1 languages; 
(e) the Department remind the managers of its offices serving the general 
public to ensure that telephone-answering personnel, in answering incoming 
calls, identify their office bilingually and give precedence to French. 

2) National Capital Region 

The fïndings revealed a consistent picture of the Department’s 
operations in the Ottawa-Hull area. Office designation, directional and 
other signs were found to be bilingual. With few exceptions, a11 forms, 
publications and other printed materials were also in both officia1 
languages. Telephone identification and information services, the re- 
searchers learned, met the requirements of equality of status of the 
officiai languages. 

The researchers noted several serious deficiencies in the provision 
of bilingual services to the public. Publicity and information materials 
and job advertisements were displayed and posted frequently in English 
only. Moreover, the principal Canada Manpower Centre.in Ottawa did 
not automatically offer French-language service over the counter, but 
only when specifically requested or when French-speaking clients could 
not speak English. Needless to say, the Centre offered English-language 
services spontaneously. 

In the light of the above findings, the Commissioner made six 
recommendations and the Department accepted them all. However, one 
was later abandoned in the wake of new developments. The recom- 
mendation relating to the posting of job advertisements has been in 
force since June 1, 1971. The Department has printed temporary 
French-language calling cards and has been in the process of designing 
bilingual cards. It has also been able to induce many employers to 
provide their job information in the two officia1 langnages. Finally, the 
percentage of French-speaking personnel in the Slater Street office 
has increased significantly as a result of recruitment and language 
training programmes. 
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The Commissioner recommended that: 
(a) in order to avoid possible complaints the Department adopt a policy, as 
for example that of the National Capital Commission for the Ottawa-Hull 
area, on precedence to be observed by its offices in their use of the two 
officia1 languages; 
(b) job opportunities on bulletin boards be posted in both officia1 Ianguages; 
(c) bilingual calling cards be used rather than unilingual cards or separate 
cards in each language; 
(d) in the interest of approaching as nearly as possible equality of status 
of the two officia1 languages, potential employers be requested to provide 
publicity or information material in both languages whenever available, 
and that the available material be displayed to give equal prominence to 
both versions; 
(e) a distinct and specialized English-French translation capability be de- 
veloped at the Canada Manpower Centre on Slater Street; 
(f) French-speaking members of the public be automatically served in 
French at the Canada Manpower Centre on Slater Street. 

3) Winnipeg 
Since the Office? study of Manpower and Immigration activities 

in Winnipeg formed part of a restricted survey of the “federal presence” 
in that area, an attempt was made to look at them somewhat more 
closely than in the two cases of Montreal and the National Capital 
Region. Additional topics that appeared to warrant the Office’s attention 
were directives, advertisements, translation and contracts. 

As one might expect, the findings proved that the bilingual 
performance in that regional office was considerably less than in 
Montreal or in Ottawa-Hull. Directives issued from Ottawa attested 
to the Department’s understanding and acceptance of the Officia1 
Languages Act, but the team noted serious discrepancies between the 
intent of the directives and their actua1 implementation in regional and 
field offices. 

The use of French and English on signs was inconsistent; only 
occasionalfy were both languages evident on “S@age”. Printed materials 
were not always produced or made available in both officia1 languages. 
The basic texts of standard agreements and contracts with the pro- 
vincial government, private firms and individuals were not prepared 
in such a manner that agreements and contracts could be drawn up 
in the officia1 language chosen by the other contracting party. 

As for the availability of personnel to provide service to the 
public in both officia1 languages, only eleven of 73 public-contact 
employees working in the regional office were, the team reported, 
bilingual. Moreover only six of the nine services dealing frequently 
with the public were capable of serving the public in both officia1 
languages. Other Manpower Centres and the Winnipeg District Im- 
migration office had even a lower complement of bilingual employees, 
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the ratio being 13 to 204. The Immigration office located at the 
Winnipeg International Airport could not provide all necessary services 
to the travelling public in both officia1 languages. The Department 
was moving towards identifying and creating bilingual positions, but 
had achieved nothing substantial at the time of the study. Certainly, 
enrollment in language training programmes did not produce a signifi- 
tant number of bilingual personnel. Even if those employees who 
were enrolled in language training were certified bilingual, the overall 
percentage of bilingual employees would rise only from 6.5 to 10.9. 

The Commissioner made eighteen recommendations which were 
influenced by the fact that many of the Department’s activities did 
not seem to be geared to the needs of the significant French-speaking 
population residing in St. Boniface. It is particularly important that 
their needs be met by Winnipeg offices when there are no equivalent 
federal services in St. Boniface. 

Considerable progress has been made in implementing these rec- 
ommendations in accordance with the target dates suggested by the 
Commissioner. As of the end of the period under review, the Depart- 
ment was in the process of implementing recommendations dealing 
with signage, publications, calling cards, telephone listings and adver- 
tisements. The Department was also taking action to provide bilingual 
services at the Immigration Office of the Winnipeg International Air- 
port and at other locations in the Metropolitan Winnipeg area. The 
Department proposed May 1973, as an appropriate target date for 
rendering forms used in its Winnipeg office bilingual, the date by 
which all departmental forms are expected to be standardized and 
bilingual. With respect to the Commissioner’s recommendation dealing 
with bilingual telephone reception, the Department agreed to continue 
providing this service where already offered, and to provide it in other 
offices where there is a recurrent and relatively frequent demand for it. 

Five recommendations, touching on contracts, counter reception, 
translation, news releases and language training, have remained out- 
standing due to technical problems and a lack of time and human re- 
sources. However, the Department assures this Office that the im- 
plementation of these recommendations has not been completely 
arrested, but only delayed. 

The Commissioner recommended that: 
(a) the Department give priority to the planning and development of bi- 
lingual services to the public in Metropolitan Winnipeg offices; 
(b) the Department take the necessary steps to ensure that: 
(1) notice boards, posters and signs on a11 premises occupied by it become 
entirely bilingual within the next six months; 
(2) a11 unilingual forms used in communication with the public be rendered 
bilingual within the next six months, and where separate French and English 
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versions of a form already exist, that within the next 30 days both become 
available to services using them; 
(3) similarly, where separate French and English editions of a publi- 
cation exist, the French version be, within the next 30 days, available at the 
same time as the English version in offices where they are used in dealings 
with the public; 
(4) the periodical Manpower Review-Prairies and North-West Territories 
be published in both officia1 languages within the next six months; 
(5) the text on employees’ calling cards be bilingual within four months, and 

that to this end the Department provide the Regional Office with guidance 
respecting the French equivalent of position titles; 
(6) the basic text of a11 future standard agreements and contracts with 
the provincial government, private firms or individuais, be bihngual, SO 
that the contract may ultimately be drawn up in the officia1 language of 
choice of the other contracting party; 
(7) entries in future editions of telephone directories, where the entry is 
purchased or otherwise controlled by the Department, be bilingual, and 
that, in a11 other such directories in which entries appear, their inclusion in 
bihngual form be negotiated, if possible; 
(c) the Department see to it that: 
(1) directives issued by Department headquarters and the Prairie Regional 
Office respecting telephone communications be henceforth complied with 
by a11 services of the Department, SO that bilingual replies are made to ail 
telephone calls; 
(2) reception and initial dealings with clients visiting any of the De- 
partment’s offices be conducted, within the next six months, in either officiai 
language, whether by the provision of appropriate intensive training for 
receptionists or by any other suitable means that does not adversely affect 
the job security of staff already on strength; 
(3) henceforward, arrangements be made for tests to be available and ad- 
ministered in French and in English at the option of the person being 
tested; 
(4) support stti be no longer called upon to translate but rather a central 
translation service be used by Regional and local offices; 
(5) a11 advertisements placed by the Department on its own account be 
published henceforth in English and French by the appropriate media in the 
Metropolitan Winnipeg area, and consideration be given to the question of 
advertisements prepared and inserted on an employer% behalf, having in 
mind the need for both language groups to be equally informed; 
(6) similarly, steps be taken to ensure that Anglophones in St. Boniface 
and Francophones in Winnipeg are informed in their own language of mat- 
ters of interest made public by means of news releases issued by the Man- 
power Centre serving the area in which they live; 
(d) the Department 
(1) pursue a very active programme designed to train bilingual personnel SO 
that a11 its offices in Metropolitan Winnipeg may be provided within the next 
two years with a sufficient number of bilingual employees SO that the public 
may be able to obtain services in either officia1 language at a11 times, 
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(2) take the necessary steps to provide bilingual services as soon as possible 
at the Immigration Office at Winnipeg International Airport, and 
(3) create the number of bilingual positions in its offices in the Metropolitan 
Winnipeg area required to comply with the provisions of the Officia1 
Languages Act. 

b) Visual Aspects of the Exterior of Federal Institutions-National 
Capital Region 

The Commissioner’s Office sustained the interest in the visual 
aspects of federal bilingualism in the National Capital Region which 
it displayed during the year 1970-71. 

The study of the Department of Public Works, which was 
launched towards the end of last fiscal year, was continued into the 
year under review. Because of what we learned about the limits of 
that Department’s jurisdiction over parts of the “ signage ” programmes 
of some federal institutions, we also did a series of eight other small- 
scale studies to complete our survey of signs in the National Capital 
Region-a review which included a look, last fiscal year, at the National 
Capital Commission? activities in this field. 

The nine institutions whose exterior signs we surveyed during the 
fiscal year 1971-72 were: 

Date of Report to 
Department or Agency Department or 

Agency 
1) Eldorado Nuclear Ltd. July 14, 1971 
2) Central Mortgage and Housing Corporation July 22, 1971 

3) Atomic Energy of Canada Ltd. August 3, 1971 
4) Department of Communications August 4, 1971 
5) National Research Council August 4, 1971 
6) Department of Agriculture August 5, 1971 
7) Canadian Broadcasting Corporation August 6, 1971 
8) Department of Energy, Mines and Resources August 9, 1971 
9) Department of Public Works September 30, 1971 

In the case of most of these institutions it was possible to observe 
almost all types of exterior signs and inscriptions. By “types” of signs, 
we refer to signs carrying exactly the same message, e.g. NO PARKING. 
Such a sign was only counted once in our observations regardless of 
the frequency of its recurrence. In the case of the Department of 
Public Works an exhaustive survey was impossible because the 
Department did not know the total number of signs and inscriptions 
over which it had jurisdiction. 
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We used two categories to evaluate the wording of the signs 
examined. The wording was considered either “ acceptable ” or 
“unacceptable”. Unilingual or partly bilingual signs and signs contain- 
ing errors in wording were regarded as unacceptable. 

We also collected data on the precedence accorded to the two 
officiai languages. This consideration, while less important than that 
of the presence and the accurate use of the two officia1 languages, 
nevertheless deserves attention, especially in the light of Section 2 of 
the Officia1 Languages Act. 

On the whole, the studies uncovered a pattern of incomplete 
bilingualism in the National Capital Region, the French language 
coming out second best. 

The studies also revealed the absence of contractual agreements 
with construction contractors to put up temporary signs in both lan- 
guages. Signs identifying federal premises or alerting the public of 
potential dangers are presumably meant for speakers of bath officia1 
languages. 

The use of accents raises another special problem. Without 
making firm recommendations, we suggested that, in order to avoid 
any misinterpretation (in French, an accent cari often change the 
meaning of a Word), accents be used on capital letters. 

In making his recommendations, the Commissioner tried to re- 
concile two factors that cari be often considered contradictory: the 
need on the one hand to have the visual aspect of federal institutions 
in the National Capital Region conform strictly with the Officia1 Lan- 
guages Act and, on the other, the budgetary and administrative con- 
straints which implementation of the recommendations inevitably 
entails. The most realistic way of doing this was, in our judgement, to 
set reasonable deadlines for action. 

Findings, for each department or institution observed, cari be 
summarized as follows: 

I) Eldorado Nuclear Ltd. 
A visit to the site revealed that there were only five signs and 

inscriptions in all, on the building and in the surrounding grounds. 
Of the five signs and inscriptions, two were bihngual and the remain- 
ing three were unilingual English. 

On this basis the Commissioner recommended that: 
(a) the two signs, “ELDORADO VISITORS” and “DELIVERY EN- 
TRANCE” be presented in both officiai languages, by the end of September, 
1971; 
(b) the inscription on the front of the building be changed to “ELDO- 
RADO” as soon as the decision to adopt that particular name bas been 
made. If the present inscription is maintained, accents should be added to 
the French text where necessary. 
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2) Central Mortgage and Housing Corporation 

The field survey of a11 types of exterior signs and inscriptions 
showed that the majority of the signs at the Head Office site were 
totally bilingual. Researchers found only four signs to be unacceptable 
as they were unilingual English: three of these were parking lot 
signs, and one, a temporary sign indicating the names of the architects 
on a job site. 

On the whole, except for the very few cases mentioned above, 
the survey revealed that the CMHC had most adequately provided 
exterior signs and inscriptions in both English and French. 

In the light of the findings the Commissioner recommended 
that: 
(a) a11 exterior signs which are under the jurisdiction of the Central Mort- 
gage and Housing Corporation at the Head Office site be totally biIingual by, 
if possible, November, 197 1; 
(6) the CMHC make the relevant parts of recommendation (a) binding 
on a11 contractors retained to do construction or repair work at the sites 
administered by the Corporation in the National Capital Region. 

3) Atomic Energy of Canada Ltd. 
The study team observed 30 types of signs and inscriptions. Of 

these, 23 were considered unacceptable because they were unilingual 
or only partly bilingual. Moreover, the quality of the French text 
on two bilingual signs was questionable. It was also found that some 
inscriptions on mobile trucks were only partly bilingual. Finally, a 
temporary construction sign installed by a contracter was unilingual 
English. During the field work, the study team noted that AECL had 
already taken steps to have all non-bilingual signs replaced. 

On the basis of the foregoing, the Commissioner recommended 
that: 
(a) the AECL plan to replace unilingual signs by totally bilingual ones at 
Tunney’s P&ure and South March be implemented by the end of Septem- 
ber, 1971; 
(b) contractors be asked to install totally bilingual temporary signs on job 
sites located in the National Capital Region. 

In addition, the Commissioner stated that the fist recommenda- 
tion should apply to all inscriptions, including those on trucks. 

4) Department of Communications 

Of a total of 40 types of signs and inscriptions observed at the 
three sites which the Department administers in the National Capital 
Region, nineteen were found to be unacceptable. 

For the most part, the bilingual image presented to the public 
by the signs in the non-restricted areas was satisfactory. There was 
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one case, however, where grammatical mistakes were quite visible. 
With respect to the other unacceptable signs, these were to be found 
mainly in areas dealing with public safety. 

The Commissioner recommended that: 
(a) a11 exterior signs and inscriptions which are under the jurisdiction of 
the Department of Communications at the Shirley Bay, Clyde Avenue and 
Almonte sites be totally bilingual by June 30, 1972; 
(b) the faulty exterior sign noted at the Shirley Bay site be rendered cor- 
rectly by, if possible, November 1, 1971, in both officia1 languages. 

5) National Research Council 
Out of a total of 121 types of signs noted, 94 were found to be 

in need of change. This figure includes the unilingual English signs 
and the partly bilingual signs as well as two totally bilingual signs in 
which the French text was found to be faulty. 

The survey also revealed that, in agreements drawn up with 
contractors, no written clause existed requiring temporary signs installed 
on construction sites to be bilingual. 

The Commissioner recommended that: 
(a) a11 outside signs and inscriptions under the National Research Council 
of Canada in the National Capital Region be totally bilingual by June 30, 
1972; 
(b) a11 faulty signs be rendered correctly in both officiai languages by, if 
possible, November 1, 1971; 
(c) whenever contracts are handled by NRC, contractors be asked to 
install totally bilingual temporary signs on job sites located in the National 
Capital Region. 

6) Department of Agriculture 
The field survey of most types of exterior signs and inscriptions at 

sites administered by the Department of Agriculture in the National 
Capital Region revealed that of a total of 72 types of signs, 40 were 
found to be in need of change. 

The Commissioner recommended that: 
(a) a11 exterior signs and inscriptions which are under the jurisdiction of 
the Department of Agriculture in the National Capital Region be totally 
bilingual by June 30, 1972; 
(b) a11 faulty signs be rendered correctly in both officia1 languages by, if 
possible, November 1, 197 1. 

7) Canadian Broadcasting Corporation 
For the most part, the bilingual image presented to the public by 

exterior signs and inscriptions was satisfactory. Of a total of 28 types 
of signs observed, two were unacceptable because they were only partly 
bilingual. 
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The study team noted that temporary signs installed on con- 
struction sites were usually provided by the contractors. No speciflc 
clause existed in the contract to ensure that such signs be bilingual. 

The Commissioner was very pleased to commend the Corporation 
for its action in the field of “signage”. In his opinion, the few gaps 
revealed by the study could be easily corrected. 

He recommended that: 
(a) a11 exterior signs and inscriptions which are under the jurisdiction of 
the Canadian Broadcasting Corporation in the National Capital Region be 
totally bilingual by November 1, 1971; 
(b) the CBC make the relevant parts of recommendation (a) binding 
on a11 contractors retained to do construction or repair work at the sites ad- 
ministered by the Corporation in the National Capital Region. 

8) Department of Energy, Mines and Resources 
In all, 48 types of signs and inscriptions were noted. Of these, 18 

were unilingual English, 3 were partly bilingual and 27 were totally 
bilingual. The study team discovered 21 signs in need of change. 

On the basis of the foregoing, the Commissioner recommended 
that: 
(a) a11 exterior signs and inscriptions which are under the jurisdiction of 
the Department of Energy, Mines and Resources in the National Capital 
Region be totally bilingual by June 30, 1972; 
(b) a11 faulty signs be rendered correctly in both officia1 languages by, if 
possible, November 1, 1971. 

9) Department of Public Works 
The survey covered 607 types of exterior signs and inscriptions 

created and installed by the Department. Of these, 18 1 were considered 
to be unacceptable. 

An observation the team made was that the respective responsi- 
bilities of the DPW and the lessors of buildings in which the govern- 
ment was renting space were imprecisely defined in regard to the 
installation of bilingual signs and inscriptions. 

In the hght of the findings the Commissioner recommended that: 
(a) a11 exterior signs and inscriptions which are under the jurisdiction of 
the Department of Public Works in the National Capital Region (as 
described by the National Capital Act) be totally bilingual by September 30, 
1972; 
(b) a11 faulty exterior signs and inscriptions be rendered correctly in both 

officia1 languages by, if possible, June 30, 1972; 
(c) where federal institutions occupy 50 per cent or more of a leased 
building, the Department of Public Works make the necessary arrange- 
ments with the lessor to have a11 inscriptions appearing on the exterior of 
the building worded in the two officiai languages. These arrangements would 
be made before renewal of leases expiring by the end of the fiscal year 
1971-72. In the case of long-term leases, the Department of Public Works 
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should arrange that the lessors concerned make the necessary changes by, 
if possible, September 30, 1972; 
(d) the policy which the Department of Public Works has set down with 
regard to the precedence of one language over the other (the English version 
with the French version underneath or to the right in comtnunities where 
the majority of the people are English-speaking and vice-versa in com- 
munities where the majority of the peopIe are French-speaking) be 
uniformly applied in the National CapitaI Region. 

As of the end of the period under review, most of the depart- 
ments and agencies had made good progress in implementing our 
recommendations. Indeed, Atomic Energy of Canada and the Central 
Mortgage and Housing Corporation were able to meet the proposed 
deadlines. We were also very pleased to learn that the Department of 
Communications initiated, in the light of our recommendations, a 
survey of a11 signs and inscriptions inside and outside their offices 
throughout Canada. 

Eldorado Nuclear, while implementing our first recommendation, 
did not act on the second because its name is spelled without accents 
in its letters patent. In the President’s opinion, the use of accents would 
be a contravention of Sections 2.5 (2) (3) and 26 of the Canada 
Corporations Act. 

The National Research Council reported good progress. However, 
it asked the Commissioner that the target date for the implementation 
of our second recommendation be deferred until June 30, 1972. The 
Commissioner agreed with the new date in view of the practical diffi- 
culties which arose in this case. 

The Department of Energy, Mines and Resources was not able, 
as per March 31, 1972, to report on the measures taken to implement 
our recommendations. 

In the case of the Department of Public Works, the large number 
of signs involved prompted the Deputy Minister to request his staff to 
undertake a complete survey of their signs in the National Capital 
Region. After this preliminary step, departmental personnel Will take 
down and replace a11 unacceptable signs. 

c) Department of Public Works-Winnipeg 
In addition to surveyin g the visual aspects of the exterior of 

federal institutions in the National Capital Region, the Office initiated 
a study on signs and lettering under the jurisdiction of the Department 
of Public Works in Winnipeg. 

The research team conducted the study on the basis of a series of 
interviews and a photographie survey of signs and lettering. Of the 100 
signs examined, less than 20 per cent were entirely bilingual; even 
these in some instances contained errors in spelhng and accents in the 
French texts. The remaining signs were in English only. With one 
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exception, the English and French texts on bilingual signs were given 
precedence in predominately English-speaking and French-speaking 
communities, respectively. In general, signs and lettering erected on 
buildings and installed at parking lots belonging to federal government 
institutions located in St. Boniface were bilingual. In Metropolitan 
Winnipeg, this was not the case. 

In light of the above flndings, the Commissioner made fourteen 
recommendations, the central message of which was contained in the 
first and general recommendation: ,that the Department respect the 
equality of status of the two officia1 languages by ensuring that a11 
lettering and signs under its jurisdiction in the Metropolitan Winnipeg 
area be in English and French. 

The Department’s efforts in implementing the Commissioner’s 
recommendations are encouraging. The Bicultural Information Com- 
mittee of the Department has undertaken a study of the overall problem 
of building signs and lettering and will attempt to develop standards for 
bilingual signs. The Department foresaw no diftlculty in meeting the 
target dates recommended by the Commissioner for correcting faulty 
bilingual signs and for converting unilingual signs to bilingual signs on 
all etiting Crown-owned buildings and parking lots. 

The Department did not wish to interfere, unless specifically re- 
quested, in the installation of signs and lettering for the interna1 use 
and operations of other departments and agencies located in Winnipeg. 
However, since DPW thought it incumbent on itself to promote com- 
pliante with the Officia1 Languages Act, this Office enjoined the 
Department to ensure that such signs be bilingual if it becomes in any 
way connected with their preparation. 

The Commissioner made the following general recommendation: 
The Department respect the equality of status of the two officia1 languages 
of Canada by ensuring that ail lettering and signs under its jurisdiction in the 
Metropolitan Winnipeg area are in English and French, including signs and 
lettering that did not form part of the sampling examined in the course of 
this study. 

More speciflcally, he recommended that: 
Z) the Department respect the use of the two officia1 languages in the signs 
and lettering 
(a) of a11 new buildings that it constructs, 
(b) of ail Crown-owned buildings that undergo renovations, 
(c) of a11 new parking lots that it establishes; 
2) the Department make the necessary arrangements SO that by September, 
1974, the use of the two officia1 languages is respected in a11 signs and 
lettering 
(a) on a11 existing Crown-owned buildings, 
(b) on ail existing Crown-owned parking lots; 



3’) when a department or agency occupying a Crown-owned building asks 
the ‘Department of Public Works to put up signs and lettering, the Depart- 
ment remind the applicant of the stipulations of the Officia1 Languages Act 
SO that a11 new signs and lettering respect the equality of status of the two 
tofficial languages; 

4) in consultation with departments and agencies occupying Crown-owned 
.buildings, the Department of Public Works set up a programme to equip, by 
September 1974, the premises they occupy or will occupy and, if necessary, 
parking lots, with signs and lettering consistent with the spirit and intent of 
the Officia1 Languages Act; 

3). henceforth, the Department of Public Works insert in a11 its leases, 
including those it is renewing, a clause allowing the installation of bilingual 
,$gns and lettering in areas of buildings and parking lots occupied by the 
départments and agencies; 
6) ,for a11 buildings that are provided with a directory board, the Department 
‘henceforth insert in the leases, including those it is renewing, a clause stipu- 
‘lating that there be enough space on the board to include the names and 
services of departments and agencies in both officia1 languages; 
: 

7) in the case of leases not expiring before 1974, the Department 
‘(a) inform the owners with whom it holds leases of the stipulations of the 
Officia1 Languages Act, 
(6) obtain modification of a11 signs and lettering inconsistent with the Act, 
(c) negotiate with the lessor to obtain enough space on directory boards 
SO that the names and services of departments and agencies cari appear in 
both officia1 languages; 

8) when a department or agency occupying a leased building asks the 
“Department of Public Works to install signs or lettering, the latter remind 
the applicant of the stipulations of the Officia1 Languages Act, SO that a11 new 
signs and lettering respect the equality of status of the two officia1 languages; 

9) in consultation with the departments and agencies occupying leased 
buildings and, if necessary, with the owners of these buildings, the Depart- 
;ment of Public Works set up a programme to equip, by September 1974, 
the premises they are occupying or Will occupy, and, if necessary, parking 
lots, with signs and lettering consistent with the spirit and intent of the 
Officia1 Languages Act; 

10) the Department continue to apply its policy of preparing and erecting 
temporary signs to indicate the nature of construction work, in both officia1 
ianguages; 
II) the Department see to it that signs prepared and erected by contractors 
be in both officia1 languages either by adding a specific clause to the con- 
tracts or by any other appropriate means; 

12) a11 existing bilingual signs and lettering be examined for the quality of 
ithe French text, and a11 errors found be corrected by December, 1972; 

13) the Department make the necessary arrangements to assure, henceforth, 
the high quality of the French and English texts of a11 new signs and lettering 
and to ensure, as well, that they are free of errors and omissions. 
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d) Canadian Representation AbroadLThe Departments of External 
Aflairs, Industry, Trade and Commerce, Manpower and Immigration. 

In May 1972, the Commissioner’s Office undertook studies of 
the operations of three federal departments in Western Europe and in 
the Americas: External A&irs, Industry,~ Trade and Commerce (in- 
cluding the Canadian Government TraveI Bureau), and Manpower and 
Immigration. The decision to study these dèpartments was based upon 
their wide range of contacts with Canadian travellers and foreign publics, 
as well as their responsibility for representing a bilingual image of 
Canada internationally. The studies themselves focused mainly on the 
extent to which these departments provided services in the two officia1 
languages to Canadians and others in the parts of the world under 
review. 

Two teams from the Commissioner’s Office conducted a total of 31 
interviews with headquarters officiais of the three departments in 
Ottawa. They examined the headquarters bilingual policies, directives, 
and personnel distribution, and established criteria for the selection 
of Overseas sites for field observations. These took place from the 
beginning of September to the first week in November 1971. The two 
teams examined the degree to which posts abroad complied with the 
Officia1 Languages Act and projected a bilingual image of Canada. 
During the field observations attention centred on the use of the two 
officia1 languages in posf operations, internal communications, signs 
and publications, human linguistic resources and working instruments. 
The three departments received our finai reports at the end of March, 
1972. 

The accompanying table outlines the number of interviews con- 
ducted, and the posts visited. 

I) Department of External Affairs-Western Europe and the 
Americas, excluding Canada 

The study teams noted that the Department’s directives concerning 
bilingualism interpreted Sections lO( 1) and lO(2) of the Officia1 
Languages Act as applicable only to the Canadian travelling public. 
This interpretation limits the range of intent of the Act. The public 
envisaged by these subsections includes Canadians and non-Canadians, 
whether they are travelling or resident abroad. 

The personnel at External Affairs posts Overseas fulfïll the role 
of cultural information officers at different levels in the Department’s 
operations and contacts; post activities include general representation 
such as contacts with diplomats, local authorities and businessmen, 
speeches, attendance at exhibitions, telephone communications, dis- 
tribution of printed matter, library and film loan services, contacts 
with the media and correspondence with the public. 

87 



TABLE 2. Canadian Representation Abroad 

Total 
number of 

Posts 
outside 

Department Canada 

External Affairs 90 

Manpower and Immigration 41 

Industry, Trade and Commerce 79 

Total 

Numbers of Posts Visited 

Europe America Total 

23 15 38 

14 9 23 

23 14* 37 

Number of Interviews 

Ottawa Europe America Total 

15 41 21 7-l 

1 10 5 22 

9 15 14 38 

31 66 40 137 

*Including 3 Travel Bureau offices. 



Personnel is clearly a crucial element if a post is to appear in the 
eyes of a host country as representative of a bilingual Canada. In this 
regard the teams noted that the Department, in its recruiting abroad, 
made a point of engaging bilingual receptionists and telephone opera- 
tors, thus recognizing the importance of public-contact positions. Our 
recommendations emphasized the importance of having sufficient 
numbers of bilingual employees among officers, secretaries and stenogra- 
pher-typists to assure bilingual service to the public at a11 times. 

The heads of posts occupy a special position in the public eye 
and they project a condensed image of the country which they repre- 
sent abroad. This Office coasiders it desirable for heads of posts to 
have sufficient knowledge of the second language to enable them to 
carry out their duties in either of Canada? officia1 languages. TO ensure 
the job security of departmental personnel, the Commissioner recom- 
mended language training, where required, to enable incumbents to 
perform their jobs in the other officia1 language. In order that French- 
speaking employees might have better opportunities to work and 
advance their careers, we recommended that general training and in- 
duction courses, hitherto available only in English, be given also in 
French. 

Many posts abroad, particularly in the Western Hemisphere, must 
make service and information available in the language of the host 
country as well as in Canada’s officia1 languages. In Europe, French 
and English often are used as diplomatie or unofficial working 
languages, in addition to local officia1 languages. The Department, 
therefore must face the task of providing its services in French and 
English as well as in a third or perhaps more languages at some posts. 
This necessitated recommendations concerning more effective deploy- 
ment and recruitment of personnel to take cognizance of the above 
needs. Statistical data provided by the Department indicated that, in 
the past three fiscal years, virtually a11 employees taking language 
courses have been enrolled in French. During the fiscal years 1968-69, 
1969-70 and 1970-71, 33 per cent of the Department’s 72 Foreign 
Service Officer recruits were bilingual. Field observations at posts 
revealed that no uniform policy applies to the recruitment of local 
bilingual personnel. 

Working instruments examined by the teams i.e. manuals, forms, 
stationery, calling cards, invitation cards, dictionaries, typewriters and 
office stamps did not always respect the equality of status of English 
and French. The Commissioner therefore made recommendations to 
ensure that they be available in both officia1 languages. 

At the 23 posts visited, 120 of the 286 signs identifying posts 
met the requirements of the Officia1 languages Act and 166 did not. Our 
recommendations did not overlook this anomaly. 
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Telephone reception constitutes a large part of the posts’ contact 
with the public: the Commissioner accordingly recommended that 
telephone identification at posts be in both officia1 languages, or, if 
deemed more appropriate, in a third language only. 

The teams’ examination of publications available at posts abroad 
revealed the frequent absence of second-language versions, both French 
and English. They could not obtain a complete list of books available 
for library loan at a11 posts visited, but it appeared that there was a 
greater proportion of English-language books. Both instances gave rise 
to recommendations directed at rectifying the disclosed imbalances. 

The Commissioner recommended that: 

Directives 
(1) by March 31, 1973, the Department include in its Mnnual of Pro- 
cedures a11 the directives of a permanent nature to be found in the various 
circulars already issued on the use of the officiai languages, after having 
made the appropriate corrections in these documents; 
(2) the Department, at intervals it Will set itself, systematically bring 
its Manual up to date in a11 matters concerning the officia1 languages; 
(3) if it has not already done SO, each post establish, by March 31, 1973, a 
separate, easily accessible file containing directives, letters, circulars and any 
other document on bilingualism; 
(4) the Department immediately send to the posts a circular to the effect 
that their services must be offered in the two officiai languages to the public 
at large regardless of nationality; 

Representarion 
(5) the Department remind a11 its senior officiais at posts that, in the course 
of their many contacts with the pubIic at a11 levels and of a11 categories, 
they must take the appropriate measures SO that in a11 circumstances the 
status of equality of Canada% two officia1 languages is recognized and 
appreciated abroad, while taking into account the attention they deem 
necessary to grant to a third language; 
(6) the Department, to the extent that it is responsible for exhibitions 
(in the broadest sense of the Word) organized under its auspices, concern 
itseIf, in cooperation with any other department or institution concerned, 
with respecting the equality of status of both officia1 languages, making 
use of suitable recommendations in the present report as well as directives 
it has already issued concerning bilingualism; 

Telephone Reception 
(7) the Department ensure that a11 city telephone directory listings of posts 
abroad be, if possible, in English and French, notwithstanding the use of 
another language; 
(8) henceforth, at a11 posts, the receptionist or telephone operator and 
any other personnel-including guards-answering telephone calls from 
the public identify, at a11 times, the post in both officia1 languages of Canada, 
or, if deemed necessary, in a third language only; 
(9) henceforth, the receptionist or telephone operator and any other per- 
sonnel-including guards-answering telephone calls from the public who 
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are not proficient in the language of the caller-be it English or French-be 
at least able to inform the caller in the latter’s language that the cal1 Will 
be referred to another employee capable of providing the service in the 
appropriate language; 

Printed Information 
(10) publications (brochures, folders, leaflets, etc.) printed in French or 
English, emanating from the Department of External Affairs or from other 
Canadian federal institutions, and made available to the public at posts 
abroad, henceforth be available at a11 times in both the French and the 
English versions-preferably under one caver. 
(II) the officia1 departmental identification in a11 future printings of pub- 
lications available to the public and produced in Ottawa in separate French 
and English versions be in the two officia1 laquages of Canada; 
(12) in a11 future printings a statement in English to the effect that the pub- 
lication is also available in English appear in the French version, and one 
in French appear in the English version to indicate the existence of a 
French version; 
(13) a11 publications produced at posts abroad in English or French and 
distributed to members of the travelling public henceforth be in both of- 
ficial languages of Canada; 
(14) the officia1 identification of a11 publications produced at posts abroad 
in English or French, and distributed to the indigenous population, hence- 
forth be in Canada% two officiai languages; 

Libraries 
(15) the Department ensure that, in addition to material in other languages, 
all library material at posts abroad be available in appropriate proportions 
in both of Canada? officia1 languages; 
(16) a plan be developed by March 31, 1973 which Will enable the De- 
partment to complete the implementation of the previous recommendation 
no later than March 31, 197.5; 
(17) the Department see to it that reference texts published by federal 
institutions and which have been printed in both officia1 languages of 
Canada henceforth be made available at a11 posts in both the French and 
English versions; 

Films 
(18) the Department take the necessary measures to ensure that, in addi- 
tion to films in other languages, there is an appropriate proportion of films in 
each officia1 language available at every post; 
(19) a plan be developed by March 31, 1973, which Will enable the De- 
partment to complete the implementation of the previous recommendation 
no later than March 3 1, 1975; 

Contacts with the Media 
(20) posts when issuing press releases in one or the other of the two of- 
ficial languages, in addition to a third language, henceforth make such press 
releases available in both officia1 languages; 
(21) in future, identification appearing on press releases intended for the 
English- or French-speaking media be in Canada’s two officia1 languages; 
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(22) post identification appearing on a11 classified ads placed in the English 
and French press abroad henceforth be in Canada% two officia1 languages; 

Manuals 
(23) a11 administration manuals and reference works prepared by the De- 
partment of External Affairs and used abroad be available, at each post, 
in both of Canada’s officia1 langnages by March 31, 1974; 

Forms 
(24) a11 forms for external use of the Department of External Affairs be 
bilingual by March 31, 1973; 
(25) henceforth, the posts have a suffrcient permanent stock in both officia1 
languages of a11 forms for external use presented separately in both 
languages; 
(26) a11 forms for interna1 use of the Department of External Affairs be 
bilingual by March 3 1, 1974; 
(27) henceforth, the Department see to it that a11 posts abroad use cards 
bearing a bilingual text either on one face or in a back-to-back format, when 
registering resident Canadians; 
(28) in a11 future printings a space be provided on the registration tard SO 
that a Canadian residing abroad may indicate in which officia1 language he 
wishes to receive correspondence; 

Stationery 
(29) at a11 posts abroad, identification or return addresses on envelopes 
which are only in one of the two officia1 languages be made bilingual by 
March 31, 1973; 
Calling Cards 
(30) by March 31, 1973, a11 officers at posts abroad, without restricting 
the use of calling cards in a third language only when their use may seem 
more appropriate, have at their disposa1 calling cards which are bilingual 
(English-French) using either one side or both sides for this purpose; 
Invitation Cards 
(31) by March 31, 1974, External Affairs officers using invitation cards 
in either of the two officia1 languages have at their disposa& at a11 times and 
in sufficient quantity, a set of invitation cards in each of the two languages; 
Dictionaries 
(32) the Department see to it that, in future, dictionaries are availabIe in 
appropriate linguistic proportions at posts abroad; 
Typewriters 
(33) the Department of External Affairs take immediate steps to ensure 
that an appropriate number of typewriters with French keyboards be avail- 
able at a11 posts abroad; 
(34) as of the present date, with the exception of typewriters equipped 
with third-language keyboards, a11 new typewriters purchased for posts 
abroad be equipped with French keyboards; 
Rubber Stamps 
(35) a11 unilingual (English or French) rubber or date stamps for external 
use at posts abroad be made bilingual by March 31, 1973; 
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Interna1 Communications 
(36) the Department of External A%irs see to it, immediately, that direc- 
tives, memoranda, circulars and any other documents of general or admin- 
istrative nature distributed within the posts are, notwithstanding the use 
of a third language, presented simultaneously in both officia1 languages of 
Canada and in a form respecting the equality of status of both languages; 
(37) the Department of External Affairs immediately inform a11 its person- 
nel that they may henceforth use the language of their choice in ah com- 
munications between posts abroad and Head Office, or vice-versa, regardless 
of the language of the addressee; 
Visual Aspects 
(38) the signs, posters, notices and inscriptions (external and internal, per- 
manent and temporary for the information of the public as well as the per- 
sonnel) which at posts corne under the jurisdiction of the Department of 
External Affairs, a11 be in the two officiai languages of Canada by March 31, 
1973, notwithstanding the presence of one or several other languages; 
(39) the Department of External Affairs give, by March 31, 1973, equal 
importance to the English and French texts of signs, posters, notices and 
inscriptions which, at posts, corne under its jurisdiction: 
(40) magazines, newspapers and other printed matter in English or French, 
placed at the disposa1 of the public in waiting rooms, reading rooms or any 
other places visible to visitors at the posts, represent equitably, at ah times, 
the two officia1 languages of Canada; 

Personnel 
(41) the Department of External Affairs, using precise definitions, establish 
by March 31, 1973, a comprehensive collection of statistics on the linguistic 
composition of personnel in its posts, and bring its statistics up to date 
periodically; 
(42) a11 heads of posts in the employ of the Department of External Affairs 
should be able, gradually, to perform their duties in both of Canada’s offrcial 
languages; 
(43) the Department of External AfTairs henceforth post its officers SO 
that, at a11 times, at each post there be a sufficient number of officers capable 
of providing services to the public without delay or limitations in the 
officia1 language which is not used by the majority of the post’s personnel; 
(44) a11 secretaries to the heads of posts be able, gradually, along with the 
heads of posts, to perform their duties in both of Canada’s officia1 languages; 
(45) the Department of External Affairs henceforth post its stenographer- 
typists SO that at a11 posts, for each department located there, there be at alî 
times a sufficient number of stenographer-typists who are bilingual 
or capable of working in the officia1 language which is not used by the 
majority of the post’s personnel; 
(46) by March 31, 1974, the receptionist and telephone operator at each 
post be able to perform their duties in the two officia1 languages of Canada; 
(47) a11 general training courses given by the Department, including induc- 
tion courses, be henceforth available in both of Canada’s officia1 languages; 
(48) the Department of External Affairs henceforth provide personnel 
affected by recommendations (42), (43), (44), (45) and (46) with the 
opportunity to take language courses; 
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(49) the Department of External Affairs determine by March 31, 1973, 
the proportion of Foreign Service Officers, capable of carrying out their 
duties in both of Canada’s officia1 languages, to be recruited, if need be, in 
order to achieve its objectives with regard to bilingual personnel for that 
occupational group; 
(50) the Department of External Affairs set up by March 31, 1973, in 
cooperation with the Public Service Commission, a system that would per- 
mit it to assess the linguistic knowledge of a Foreign Service Officer 
candidate; 
(51) henceforth any job announcement published abroad, explicitly mention 
that the knowledge of Canada’s two officiai languages is 
(i) of primary importance for applicants for receptionist and switchboard 
attendant positions; and 
(ii) desirable for applicants for other positions. 

2) Department of Industry, Trade and Commerce, and Canadian 
Government Travel Bureau-Western Europe and the Americas, EX- 
cluding Canada. 

The study teams found that departmental directives concerning 
bilingualism contained an unduIy restrictive interpretation of the Officia1 
Languages Act, Sections 10 ( 1) and 10 (2), referring to the provision 
of bilingual services to the travelling public. The Department interpreted 
these sections as applicable to Canadian visitors only, whereas the Act 
stipulates no such restriction. 

The public of ITC includes mainly businessmen and public 
servants. About 30 per cent of these in Europe are Canadian and 
70 per cent are of other nationality. The Canadian portion of this 
public receives approximately 2.5 per cent of its service in French and 
75 per cent in English. In the Western Hemisphere, the percentage of 
services provided in English frequently exceeds 95 per cent. The 
provision of service to non-Canadians often requires the use of a third 
language. 

The Travel Bureau offices serve a diverse public consisting of 
foreign nationals, travel agencies, the press, local authorities and 
prospective tourists. It is therefore important that these offices be able 
to communicate in the language of the host country. Of the eight 
Travel Bureau ofices visited, five are located in English-speaking 
countries, one in a French-speaking country and two in countries whose 
officia1 languages are neither English nor French. 

Since the main concerns of the ITC and the Travel Bureau offices 
are the promotion of business and tourism, their contacts are handled 
mainly in the language of the host country. 

Without wishing to derogate however slightly from the importance 
of these activities, the Commissioner felt that more attention could, 
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and should, be accorded the projection of Canada% bilingual image 
and he made recommendations to this effect to the Department. 

The study teams’ research showed disparity between the availability 
of English and French publications at posts abroad. This occurred 
sometimes because it takes longer to obtain French versions of publica- 
tions from Ottawa than English ones. Most offices displayed both 
English and French newspapers and magazines. In some instances the 
study teams found an unwarranted disproportion between the English 
and French editions in evidence. 

The Department of Industry, Trade and Commerce uses 40 61ms 
for publicity purposes, eighteen of which are available in a French- 
language version. The Travel Bureau offices abroad gave the study 
teams an English-laquage film catalogue containing 128 titles of which 
only five are in the French language. A French-language catalogue in 
the Paris Travel Bureau office lists approximately 50 iilms in the 
French language. Neither catalogue mentions the fact that many of 
these films are available in both officia1 languages of Canada. In the 
Commissioner’s view, offices of the Department and of the Travel 
Bureau should make an appropriate proportion of their films available 
in both English and French in countries where a language other than 
English or French is spoken. 

Interna1 work materials such as manuals, forms, stationery, dic- 
tionaries and office stamps were found to favor English. 

In April, 1971, when support services were integrated, the 
Department of External Affairs became responsible for most signs 
displayed abroad. Nevertheless, there were thirteen signs at the posts 
visited which were the sole responsibility of Industry, Trade and 
Commerce. Of these thirteen signs, eight were acceptable. Recom- 
mendations designed to correct these imbalances were made to the 
Department. 

In the Department, some 210 trade commissioners, or about 80 
per cent of a11 the staff rotate among 79 offices abroad. At 48 of these 
offices there is at least one bilingual officer. At the other 31, bilingual 
services are provided by locally-hired personnel, officers on loan from 
External Affairs, a translation bureau or by support staff. 

At the time of the interviews the Travel Bureau maintained 24 
offices abroad. According to information supplied by Bureau representa- 
tives, ten of their offices had at least one bilingual employee. Twelve 
offices were able to provide services in both officia1 languages with 
the assistance of representatives of the Trade Commissioner Service, 
the Department of External Affairs, locally hired personnel, or a 
translation bureau. Two offices were able to provide services in only 
one officia1 Ianguage. These arrangements in both the ITC and the 
Travel Bureau offices are not entirely satisfactory because of their 
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dependence on the cooperation of employees from another department, 
often physically separate within a given post, and on the assistance 
of translation bureaux, which are suitable for written communications 
only. 

Training available to personnel inchrdes both professional and 
Ianguage courses. During the 1970-71 and 1971-72 fiscal years, 82 
officers took French-language courses in Ottawa and 37 abroad. Two 
officers took an English-language course. The Travel Bureau sent 
an additional thirteen employees on French-language courses during 
1971-72. The Department is to be commended on the variety of 
language programmes it offers to its employees and those of the Travel 
Bureau. 

This Office recognizes the difficulties facing the Department as it 
attempts to provide service, where required, in Canada’s officia1 Ian- 
gnages, without neglecting the importance of the host country’s language. 
The Commissioner put forward several recommendations designed to 
assist the Department, and the Travel Bureau, in meeting this objective. 

The Commissioner recommended that: 

Directives 
(1) henceforth, if this has not already been done, each office of the Trade 
Commissioner Service set up a separate, readily accessible file containing di- 
rectives, circulars and a11 other documents on bilingualism; 
(2) the Department immediately send to the offices of the Trade Commis- 
sioner Service abroad a circular specifying that their services must be pro- 
vided in both officia1 languages of Canada to the general public regardless 
of nationality; 

Representation 
(3) the Department apply a11 the recommendations contained in this report 
(such as those covering printed information, films, the visual aspects, etc.) 
which relate in any way to trade fairs and exhibitions; 

Telephone Reception 
(4) henceforth, at a11 posts abroad the Department of Industry, Trade and 
Commerce see to it that the receptionist or telephone operator and any 
other personnel answering telephone calls from the public identify the office 
in both officia1 languages of Canada, or, if deemed necessary, in a third 
language only; 

Printed Information 
(5) publications (brochures, folders, leaflets, trade reviews, etc.) printed in 
French or English emanating from the Department in Ottawa and made 
kailable to the public at missions abroad, henceforth be available simul- 
taneously at a11 times in both the French and the English versions-prefer- 
ably under one caver; 
(6) the officia1 departmental identification in a11 future printings of pub- 
lications available to the public (and produced in Ottawa) in separate 
French and English versions be in the two officia1 languages of Canada; 

96 



(7) in a11 future printings a statement in English to the effect that the 
publication is also available in English appear in the French version, and one 
in French appear in the English version to indicate the existence of a 
French version; 
(8) when the Department finds it necessary to produce publications in a 
third language and English or French, these publications henceforth be 
produced in the third language and both of Canada¶s officiai languages; 
(9) publications such as those mentioned in recommendation (8) be identi- 
fied in English, French and the third language; 
(10) the officia1 identification in a11 publications printed by the Canadian 

Governrnent Travel Bureau in a language other than French or English 
be in that language only or in English, French and the third language; 

Libraries 
(II) the Department take steps to ensure that henceforth a11 reference 
works and other publications prepared by federal institutions and in use 
Overseas be available in both officia1 languages; 
(12) with respect to publications from other sources, the Department take 
steps to ensure that henceforth its Overseas offices Will have reasonable 
proportions of comparable works in each of the officia1 languages of Canada; 

Films 
(13) the Department of Industry, Trade and Commerce see to it that an 
appropriate proportion of films used in countries where a language other 
than French or English is spoken, is in each of Canada’s officia1 languages, 
notwithstanding the use of films in a third language; 
(14) the Canadian Government Travel Bureau see to it that the film 
catalogue is henceforth published (beginning with the next edition) in such 
a way as to make the French-speaking and English-speaking public abroad 
aware of the fact that many of the films it contains are available in the 
two officia1 languages of Canada. 
(15) by March 31, 1973, each Travel Bureau office abroad have on hand 
an appropriate proportion of its films in both French- and English- 
language versions; 

Contacts with the Media 
(16) offices of the Trade Commissioner Service which now issue press 
releases in English only or French only in countries where the national lan- 
guage is neither of Canada’s officia1 Ianguages henceforth publish these re- 
Ieases in English and French; 
(17) henceforth a11 press releases intended for an English- or French- 
speaking public be issued in both officia1 languages; 
(18) in future, identification appearing on press releases intended for the 
English- or French-language media be in Canada’s two officia1 languages; 
(19) press releases whose officia1 identification is in English or French and a 
third language henceforth be identified in English, French and the third 
language or in the third language only; 
(20) identification in a11 officia1 classifîed ads placed in the English and 
French media abroad by the Canadian Government Travel Bureau hence- 
forth be in Canada% two officia1 languages; 

97 



Manuals 
(21) a11 administrative manuals and reference works prepared by the De- 
partment of Industry, Trade and Commerce and used Overseas be available 
in both of Canada’s officia1 languages by March 31, 1974; 

Forms 
(22) a11 forms in English or French used by the Department of Industry, 
Trade and Commerce both at headquarters and abroad be made bilingual 
by March 31, 1974, with first priority being given to a11 forms used by the 
public; 
(23) where a form exists (at present or in future) in separate English and 
French versions, Trade Commissions henceforth have on hand at a11 times a 
sufficient supply in both officia1 languages; 
(24) Travel Bureau forms which are printed in a third language and only 
one of Canada’s two officia1 languages, henceforth be printed in the third 
language only or in English, French and the third language; 
Stationery 
(25) Ietterheads, identification and return addresses on stationery used at 
posts abroad which are in only one of the two officia1 languages of Canada 
be made bilingual by March 31, 1973; 

Dictionaries 
(26) the Department of Industry, Trade and Commerce see to it that, 
in future, dictionaries always be available in equitable linguistic proportions; 

Rubber or date stamps 
(27) a11 unilingual English or French rubber stamps, for external use at 
posts abroad, be made bilingual by March 31, 1973; 

Internal Communications 
(28) the Department of Industry, Trade and Commerce ensure that di- 
rectives, memoranda, circulars and any other documents of general appli- 
cation or of an administrative nature, which are distributed within Trade 
Commissioner Service offices Overseas, are provided in both officia1 lan- 
guages of Canada simultaneously, the use of a third language notwith- 
standing, and in a form which respects the equal status of the two languages; 
(29) the Department of Industry, Trade and Commerce immediately inform 
a11 its personnel that they may henceforth use the language of their choice 
in a11 communications between missions abroad and Ottawa, or vice-versa, 
regardless of the language of the addressee; 
Visual Aspects 
(30) all signs, posters, notices and inscriptions (whether exterior or in- 
terior, permanent or temporary, intended for the public or for departmental 
personnel) displayed in Department of Industry, Trade and Commerce 
offices abroad appear in the two officia1 languages of Canada by March 31, 
1973, notwithstanding the presence of one or more other languages; 
(31) the Department of Industry, Trade and Commerce ensure immediately 
that the magazines, newspapers and other printed material made available to 
the public in waiting or reading rooms (or any other place open to the 
public) in Trade Commissioner Service offices abroad give fair representa- 
tion at a11 times to the two officia1 languages of Canada; 
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(32) a11 Travel Bureau posters printed in English or in French henceforth 
be printed, identified and distributed in the two officia1 languages of Canada 
-preferably in bilingual format; 

Human Resources 
(33) by March 31, 1973 the Department of Industry, Trade and Commerce 
compile a set of homogeneous statistics, based on precise definitions, con- 
cerning the linguistic composition of its staff abroad. These statistics should 
be updated at regular intervals; 
(34) in future, the Department appoint officers in such a way that in a11 

Trade Commissioner Service offices abroad there is always a sufficient 
number of bilingual or unilingual officers to provide services to the public in 
both of Canada’s officia1 languages; 
(35) by March 31, 1973, every Travel Bureau office abroad have a suffi- 
tient number of bilingual or unilingual employees to provide services to 
the public at a11 times in both of Canada’s officia1 languages; 
(36) by March 31, 1973, the Department take the necessary steps to 
provide an opportunity for employees of the Trade Commissioner Service 
and the Travel Bureau who are likely to attend professional training 
courses to take such courses in either of the two officia1 languages of 
Canada; 
(37) by March 31, 1973, the Department determine the proportion of 
officers capable of performing their duties in both of Canada% officia1 
languages to be recruited if necessary, for the Trade Commissioner Service 
and the Travel Bureau in order to meet the targets it Will set for bilingual 
personnel Overseas; 
(38) by March 31, 1973, the Department, in cooperation with the Public 
Service Commission, Perfect a system which Will enable it to evaluate 
accurately the language capabilities of a candidate for any officer position 
which may entai1 an Overseas assignment. 

3) Manpower and Immigration-Western Europe and the Americas, 
Excluding Canada 

Representatives of the Department of Manpower and Immigration 
outside Canada administer our country’s immigration laws and regula- 
tions and explain them to prospective immigrants. This implies a need 
for service to the public in the language of the host country. 

The study teams confirmed that the proportional use of one or the 
other of Canada% two officia1 languages varies according to whether 
English or French is the officia1 laquage of the host country. In the 
United States and England, departmental officiais stated that the pro- 
portion of services dispensed in English exceeds 80 per cent and 
sometimes reaches 99 per cent, French often sharing the remainder 
with other languages. Where French is a principal laquage, or the 
national language, as in France, Belgium and Switzerland, the propor- 
tion of services in French exceeds 80 per cent, with English sometimes 
sharing the remaining 20 per cent with other languages. In countries 
where the national laquage is neither English nor French, the pro- 
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portion of services in our two languages may sometimes reach a mere 
five per cent. Canadians, who are included in these figures, constitute 
a very small percentage of the public making use of immigration 
services. 

The Department considers 57, or about 38 per cent, of its 189 
Foreign Service Officers to be bilingual. Forty-three of the latter are 
at 28 offices outside of Canada, 9 at headquarters in Ottawa and 
5 on loan to other services. Thirteen offices abroad have no bilingual 
capability. 

Between 1966 and 1969, the Department recruited 101 officers, 
of whom 31 were bilingual. The Department estimates that 75 per cent 
of the officers in its Foreign Service should be bilingual in order to 
meet existing needs. The Commissioner recommended that the manner 
of recruiting and deploying officers be such as to ensure the availabifity 
of service in our two officia1 languages to the Department’s public. 

During the fiscal year 1971-72, 99 officers attended management 
courses available, for the most part, in English only. During the fiscal 
year 1970-71, 18 Foreign Service Officers from Head Office and 7 in 
postings abroad took French-language training. One commendable 
innovation introduced by the Department was to afford officers’ wives 
the opportunity of following language courses. Eleven wives took 
advantage of this training in Ottawa or abroad. 

The study teams found 61 out of 95 signs at posts visited abroad 
were unacceptable. Newspapers and magazines subscribed to for the 
use of personnel and/or display purposes did not adequately reflect the 
linguistic dualism of Canada. 

The Department, throughout the study, expressed interest in 
establishing English and French on an equal basis as languages of 
service and of work at its offices abroad. The 38 recommendations 
contained in the report aimed at helping the Department achieve 
this end. 

The Commissioner recommended that: 

Directives 
(1) the Department take the additional measures it considers appropriate 
to make personnel abroad more aware of the requirements of the Officia1 
Languages Act and of the Department’s own directives; 
(2) where it has not already been done, each immigration office abroad make 
up a separate file, clearly identified and easily accessible, containing interim 
directives, letters, circulars and a11 other documents on bilingualism, by 
March 31, 1973; 
(3) the Department continue to include in its Departmental Manual a11 di- 
rectives of a permanent nature contained in the various memoranda already 
distributed to its offices; 
(4) the Department make an inventory of directives presently contained in 
memoranda or in the Departmental Manual, SO as to locate any gaps that 
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may exist, and eliminate them by incorporating in the Departmental Manual 
any necessary additional directives; 
(5) the Department carry out, at intervals of its own choosing, a systematic 
updating of its Manual in the area of the officia1 languages; 

Representation 
(6) the Department’s immigration officers take steps to ensure that, when 
participating in exhibitions or other activities of a representational nature, 
the equality of status of the two officia1 languages is respected, and that to 
this end they be guided by the appropriate recommendations in this report 
as well as by the Department’s own directives on bilingualism; 

Telephone Reception 
(7) the Department take steps to ensure that in the future, its immigra- 

tion offices abroad are listed in telephone directories in Canada% two officia1 
ianguages; 
(8) where the staff of immigration offices abroad are now using either 
English or French when answering the telephone, they henceforth use both 
officia1 languages of Canada; 
(9) henceforth, where the telephone receptionist or any other person answer- 
ing telephone calls from members of the public speak only one of the 
officia1 languages (French or English), he or she be able at least to inform 
the caller, in the language used by the latter, that the cal1 is being transferred 
to an employee who speaks that language; 

Printed Information 
(Z0) publica[ions (brochures, folders, leaflets, etc.) printed in French or 
English, emanating from the Department in Ottawa or from any other 
Canadian federal institution, and made available to the public at missions 
abroad, henceforth be available at a11 times in both the French and the 
English versions-preferably under one caver; 
(II) the officia1 departmental identification in all publications available 

to the public and produced in Ottawa in separate French and English 
versions be in the two officia1 languages of Canada; 
(12) publications printed in a third language be identified either in that 
language only or in the two officia1 languages as well as the third language; 

Libraries 
(13) the Department take steps to ensure that henceforth ail reference 
works and other publications issued by any federal institution and used 
abroad be available in either officiai language; 
(14) with respect to publications from other sources, the Department take 
steps to ensure that henceforth its offices abroad have on hand, in reasonable 
proportions, comparable works in both of Canada% officia1 languages for a11 
subject areas; 

Contacts with the Media 
(15) a11 press releases (including the identification of the Department there- 
upon) intended for the general public be issued simultaneously in both 
officiai languages of Canada; 
(Z6) the Department be identified in both officia1 languages of Canada 
on advertisements placed in the French- or English-language press abroad; 
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Forms 
(17) a11 departmental forms for external use be available in both officia1 

languages by March 31, 1973; 
(18) a11 departmental forms for interna1 use be available in both officia1 
languages by March 31, 1974; 
(19) where a form exists in separate English and French versions, immigra- 
tion offices have on hand at a11 times a sufiicient supply of such forms in 
both officia1 languages; 
(20) a11 forms for interna1 or external use existing at present in only one of 
the officia1 languages and a third language be available in English and 
French by March 31, 1973, use of a third language notwithstanding; 

Stationery 
(21) envelopes and stationery in a11 immigration offices abroad be identi- 
fied in both officia1 languages of Canada by March 31, 1973; 

Dictionaries 
(22) the Department make a survey of dictionaries available at its offices 
abroad, with a view to ensuring that, in future, they always be available 
in equitable linguistic proportions; 

Directives and Memoranda 
(2.3) the Department ensure that directives, memoranda, circulars and any 
other documents of general application or of an administrative nature, 
which are distributed within immigration offices abroad, are simultaneously 
provided in both officia1 languages of Canada, the use of a third language 
notwithstanding; 

Communications with Ottawa 
(24) the Department immediately inform a11 its personnel that they may 
henceforth use the language of their choice in ail communications between 
missions abroad and Head Office, or vice-versa, regardless of the language 
of the addressee; 

Visual Aspects 
(25) a11 signs, notices and inscriptions at offices abroad under the jurisdiction 
of the Department of Manpower and Immigration (whether exterior or 
interior, permanent or temporary, intended for the public as well as for 
office personnel), appear in Canada’s two officia1 languages by March 31, 
1973, notwithstanding the presence of one or more other languages; 
(26) the Department ensure immediately that the magazines, newspapers 
and other printed material made available to the public in reception areas 
or reading rooms at immigration offices abroad, give fair representation 
at a11 times to the two officia1 languages of Canada; 

Human Resources 
(27) the Department of Manpower and Immigration using precise defi- 
nitions, prepare by March 31, 1973, a set of uniform statistics on the linguis- 
tic composition of Foreign Service Officers, and that, henceforth, these 
statistics be kept up to date; 
(28) the Department henceforth post its officers SO that there be, at a11 times, 
at a11 immigration offices abroad a sufficient number of bilingual or uni- 
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lingual officers capable of providing services to the public in both of 
Canada% officiai laquages; 
(29) by March 31, 1973, the Department take the appropriate steps in order 
to offer Foreign Service Officers likely to take management courses, the 
opportunity of taking these courses in one or the other of the two officia1 
ianguages of Canada; 
(30) in the appropriate cases, the Department immediately provide oficers 
affected by recommendation (28) with the opportunity to take language 
courses; 
(31) the Department determine, by March 31, 1973, the proportion of 
Foreign Service Officers capable of carrying out their duties in both of 
Canada’s officia1 languages to be recruited, if necessary, in order to 
achieve its objectives with regard to bilingual personnel posted abroad; 
(32) in cooperation with the Public Service Commission, the Department 
Perfect by March 31, 1973, a system enabling it to assess accurately the lin- 
guistic skills of an applicant for any Foreign Service Officer position which 
might involve being posted abroad. 

e) Central Mortgage and Housing Corporation-Headquarters, and 
Ottawa and Hull Local Ofices 

The Commissioner selected the Central Mortgage and Housing 
Corporation for study because of its wide contact with the public and 
because it is a pioneer in the realm of institutional bilingualism. 

On the basis of a series of nine interviews held at the Head Office, 
and the Ottawa and HulI branch offices, the research team tried to 
determine what steps the Corporation had taken to serve the public 
in the National Capital Region equally in both officia1 languages and 
how far it had progressed toward its own goal of institutional bilin- 
gualism. 

The study revealed that the Corporation had taken a number of 
commendable steps toward the provision of bilingual services to the 
public. It had introduced an organized and unified plan that required 
a11 offices located throughout the country to develop a capability to 
provide bilingual services. One important part of CMHc’s approach 
is the astute “rule of thumb” that, wherever there is some demand 
for them, bilingual services must be provided as soon as possible. This 
policy position enables the Corporation, like the National Parks and 
Historic Sites Branch of the Department of Indian Affairs and Northern 
Development, to bypass the maze of “significant demand’. The propor- 
tion of bilingual to unilingual personnel at the Head Office and at the 
Ottawa and Hull branches had significantly increased over the past 
few years by virtue of the recruitment of bilingual personnel. Sufficient 
bilingual capability existed in public-contact positions to provide 
service in both English and French during ail hours of operation. 

The Corporation had also made effective use of language training 
programmes. Between September 1969 and June 1971, 144 employees 
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enrolled in language training, of whom 36 had been certified as bilingual 
by the time of the study. The facilities of the Public Service Commis- 
sion, as well as the Corporation’s own facilities, were used for language 
training. The Corporation’s own well-researched language training 
programme was designed to meet the specific needs of CMHC personnel. 
However, the study team noted two problems: the high rate of attrition 
among students enrolled in the programme and the lack of retention 
programmes. 

The Corporation provided a translation service at headquarters 
capable of handling the requirements of a11 its offices. Al1 information 
material and communications designed for the public originated and 
appeared in both languages. The Corporation replied to correspondence 
in the language of the originator. The team found that a11 publications, 
forms, and other printed materials were bilingual. Reception services 
were also provided in the two officia1 languages. 

Since the team noted few deficiencies in the Corporation’s bilin- 
ingualism programme, recommendations numbered only five. The 
Corporation considered a11 of them appropriate. It created an interna1 
committee charged with determining ways and means of implementing 
the recommendation on substitution of personnel, at least temporarily, 
for employees absent on language training. By the end of the fiscal year, 
the Corporation had already implemented the recommendations re- 
lating to language training and retention programmes and was taking 
action on the remaining three. 

The Commissioner recommended that: 

(1) annual turnover records be kept by the Head Office in order to deter- 
mine yearly losses or gains in bilingual personnel; 
(2) along with the hiring of bilinguals, the language training of the uni- 
linguals be accelerated SO that they may be given equal opportunity to 
aspire to positions which require proficiency in both languages and offer 
more in terms of career development; 
(3) a11 employees with calling cards use bilingual cards rather than unilin- 
gual cards or separate cards in each language; 
(4) in order to apply more effectively the policy which states that “an em- 
ployee may transact business with his colleagues in his materna1 tongue” 
and the policy which stipulates the “creation of a climate where the two 
cultures may find expression freely”, and to obtain maximum return from 
the investment made in the language training programme, the Corporation 
examine without delay, the possibility of hiring some substitute personnel, at 
least on a short term basis, to allow staff flexibility-and interchangeability 
-for those absentees on language training; 
(5) the Corporation apply its policy on transfers to newly-bilingual em- 
ployees in the Head OWce and in the Ottawa Branch, by sending them into 
areas, at Ieast on a rotational basis, where they must use the second lan- 
guage more frequently. This measure would not only help in retention, 
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but would also make it easier for a significant portion of the Corporation’s 
employes to function as effective, operational bilinguals within the meaning 
of the Officia1 Languages Act, and eventually facilitate their accession to 
the positions designated as bilingual positions which offer more to the 
employees’ career. 

f) Department of Indian Aflairs and Northern Development- 
National Parks and Historic Sites Branch 

The study was undertaken following a request from the Deputy 
Minister of the Department of Indian Affairs and Northern Develop- 
ment that the Commissioner of Officia1 Languages have his staff conduct 
a study on how best to provide bilingual services in national and 
historic parks. The Commissioner agreed to carry out a special study 
and also to make specific recommendations on the administration of 
the parks. In effect, the Branch asked the Commissioner’s Office to act, 
to some extent, as management consultants with respect to the interna1 
arrangements affecting the bilingual services offered by the National 
and Historic Parks Branch. 

The study focused, therefore, on language of service at national 
parks and national historic sites across the country, as well as dealing 
with historic markers. Our staff held extensive interviews with branch 
officiais in Ottawa, at regional headquarters in Calgary, Cornwall and 
Halifax, and at 37 national parks and historic sites across Canada. 
The parks and sites visited were chosen on the basis of geographical 
distribution and the range of services provided to the public. During 
the interviews and field observations the study teams gained deeper 
understanding of the parks ’ “raison d’être”. They also sought information 
on methods of park administration in order to gain an appreciation of 
the context in which the bilingualism programme was being implanted. 

Because of the wide range of subject matter covered and the focus 
on how things were being done, findings were extensive and resulted 
in 99 recommendations. Some of these applied to all three regions, 
while others were particular to one region, park or site. 

Only about a quarter of the more than 600 National Historic 
Markers under the authority of the Branch across Canada were already 
bilingual. The pace at which they were being rendered bilingual meant 
that most of these, many of which are in bronze or stone, would remain 
unilingual for years to corne. The Commissioner recommended accel- 
eration of this pace to ensure that all would be bilingual by June, 197.5. 

The approximately 30,000 signs erected at national parks and 
historic sites constitute a major form of communication between branch 
officiais and visitors. Programmes to render a11 signs bilingual were 
underway in the three regions at the time of the research teams’ visits, 
and had reached various stages of completion at individual parks and 
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sites. Spot checks of signs in a11 regions showed that the texts of 
bilingual signs were sometimes incomplete or inaccurate in one or the 
other of the officia1 languages. The Commissioner made recommenda- 
tions to ensure not only that a11 signs would be completely bilingual 
in the shortest time possible, but also that existing and future signs 
would be accuraie and accord equal prominence to texts in both 
languages. The recommendations also dealt with administrative problems 
encountered both in Ottawa and in the regions in relation to the 
authorization, control, translation, production and erection of signs. 

The Branch produces a wide variety of publications in conjunction 
with Visitor Services and Interpretive Services. Some of these are 
distributed nationally at parks or historic sites, while others circulate 
only regionally. As was the case with signs, great variante was noted 
within and among the regions in the availability of bilingual publica- 
tions. The office made recommendations to increase the pace at which 
unilingual publications were being translated, and to ensure that 
methods of distribution and display of publications satisfied the require- 
ments of equality of status of both officia1 languages. 

The study clearly showed the pitfalls of producing separate uni- 
lingual texts; the practice created problems of determining individual 
preference when distribution on a mass scale took pIace at gates and 
entrantes, and also resulted in cases of shortage or misdirection of 
supplies of publications in one or the other language version. 

Other aspects of Visitor Services and Interpretive Services studied 
include forms, calling cards, advertising, telephone listings, films, slides 
and recordings. Shortcomings in these areas were often due to the fact 
that they had been overlooked in the regions because no departmental 
policy existed requiring change from unilingual to bilingual formats. 

This study revealed, as have many others, that the visual aspects 
of linguistic equality cari be achieved through the requisite allocation of 
funds and energetic administrative action. The most intractable 
problems relate to linguistic equality in services provided by depart- 
mental personnel. 

The personnel profile of the Branch is particularly complex due 
to the administrative and service requirements of national parks and 
historic sites. Employees providing Visitor and Interpretive Services 
fa11 into four broad categories: permanent, seasonal, casual, or contract 
staff. At most locations, they fil1 either public-contact or administrative 
positions, and occasionally both. Their terms of employment vary, as 
do recruiting and deployment practices within the regions. The length 
of the Commissioner’s report, some 250 pages, as well as the number 
of recommendations made, reflect this complexity. 

A very large percentage of personnel providing Visitor Services 
fil1 established seasonal positions. They meet the public at information 
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kiosks, campgrounds, tennis courts, swimming pools and entrante gates. 
These people are locally hired and are unilingual, with the exception 
of those hired in Quebec and at a few locations in the Maritimes. Since 
language training is not possible or practical for seasonal employees, 
the Branch must emphasize imaginative deployment of bilingual staff 
and increased recruitment of bilingual casuals to ensure that maximum 
use be made of the parks’ bilingual capacity on a priority basis. 

The parks face great difliculty in ensuring that French-speaking 
and English-speaking visitors have equal access to scheduled inter- 
pretive events conducted by naturalists. At the time of the study, this 
was the case outside of parks in Quebec, several in the Maritimes 
and one in the Western Region. Competent, bilingual naturalists are a 
rare and localized breed. The report discusses various aspects of the 
recruitment, training and deployment of naturalists with a view to mak- 
ing most efficient use of those on staff, and attracting greater numbers 
to the Branch. Branch officiais had, in the past, discussed establishment 
of a second school for naturalists in Eastern Canada. The Commis- 
sioner therefore recommended that it be established in a French-speak- 
ing area, SO that language training could profitably be incorporated 
with technical training. 

Some parks and historic sites have been deliberately created as a 
source of local employment. Re-deployment of staff and recruitment 
of bilinguals from outside the local communities therefore cesse to be 
possible ways of meeting bilingual staff requirements. In such cases, 
language training was the alternative recommended. 

Concessionnaires provide a wide variety of services to the travelling 
public at national parks, including basic amenities and recreation. 
The Office’s study revealed that although branch officiais were aware 
that Section 10 of the Officia1 Languages Act applied to concession- 
naires, no action had been taken to develop a national policy to bring 
concessionnaires into compliance with the Act. Individual superintend- 
ents had approached concessionnaires, but hesitated to undertake action 
with reference to concessionnaires while their “own house” was not 
in good order. The Office withheld detailed recommendations concem- 
ing concessionnaires. As a first step, we recommended that the Branch 
determine its legal status in relation to concessionnaires and report this 
to the Commissioner. 

The excellent co-operation of the Department during the course 
of this study was continued by quick action before the end of the fiscal 
year to translate the recommendations into administrative reality. The 
Branch appointed an officer to develop a detailed administrative plan 
and calculate the resources required. His report formed the basis of 
the Branch’s request for funds to support its bilingualism programme 
for the fiscal year 1972-73. 
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The Commissioner recommended that: 

NATIONAL HISTORIC MARKERS 
1) The programme for rendering a11 Historic Markers bilingual be acceler- 
ated SO as to be completed by June 1975, and that the additional funds 
needed to meet this objective be made available. 

Other Recommendations 
The following recommendations apply to a11 three regions, except in 

those cases where recommendations specific to regions are indicated. 

SIGNS 

National Recommendations 
2) within the confines of the parks, a11 external and interna1 signs be ren- 
dered bilingual by June 1, 1972; 
3) upon completion of the bilingual signs programme, a centrally controlled 
survey be carried out by the Regional Offices to ensure 
(a> that no unilingual signs remain; 
(b) that the texts have been rendered accurately and correctly in both 
languages; 
(c) that both officia1 languages enjoy equal prominence in a11 cases; 
4) all labels and descriptive texts in museums and other interpretive dis- 
plays that have not already been rendered bilingual be SO rendered by 
June 1, 1972; 
5) Interpretive Services in Ottawa ensure that a11 colour schemes used for 
interpretive texts be such that both English and French be equally legible; 
6) a11 faulty French texts be corrected as soon as possible, but no later 
than June 1, 1973; 
7) the Regional Office ask a11 superintendents to submit texts for emer- 
gency warning and temporary signs which might be required, SO that appro- 
priate texts and translations cari be prepared and distributed throughout 
the Region in advance of actual need; 
8) the National’ and Historic Parks Branch negotiate with provincial gov- 
ernments in order to obtain permission to replace existing unilingual park 
approach signs with bilingual ones; 
9) within three months after obtaining such permission, the individual 
parks render the roadsigns approaching the parks bilingual; 
10) a qualified member of the park’s staff located at the point at which 
signs are produced be responsible for proofreading sign texts in order to 
ensure accurate reproduction of the officia1 translation; 
II) the Translation Bureau be requested to provide rules for proper 
hyphenation of French texts; 
12) requests for translation be accompanied by a brief statement specifying 
the context in which the sign Will be used; 
13) a code for the Telex system be developed to allow for the inclusion 
of proper accents in French; 
14) a bilingual manual of directional and information signs in common 
usage be compiled and maintained at Regional Office with a COPY distrib- 
uted to each of the superintendents; 
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15) the Department of Indian Affairs and Northern Development approach 
the Translation Bureau of the Department of the Secretary of State to 
arrange for translation services under contract within the region; 
16) symbol signs be used whenever possible and a bilingual brochure 
be issued to the public explaining the meaning of each symbol used; 

Centrai & Western Only 
17) sign painters and other relevant personnel receive rapid language 
training oriented to reading and spelling; 
18) the translation unit of the Department in Ottawa be asked to give 
priority to requests for public safety and emergency warning signs to reduce 
the time required to produce these, until such time as translation facilities 
are available in the Region; 

Central & Atlantic Only 

19) any new signs which are erected be bilingual (exception to be made 
in the case of an emergency sign for which there is no readily available 
translation) ; 

Atlantic Only 

20) a11 nature trail signs be in both officia1 languages and where the trails 
are provided with self-guiding pamphlets, these be bilingual; 

Western Only 

21) the Branch develop a system of priorities for translation of emergency 
signs; 
22) in order to prevent confusion on campsite identification, each site 
within a sector in campgrounds be related to blocks of numbers rather than 
Ietters; 

23) the names given to thoroughfares, for example, Upper Hot Springs, 
remain as they are but the kind of thoroughfare be subject to translation, 
e-g. “Chemin Taylor Road”; 
24) the superintendent or chief park naturalist at each park undertake a 
complete inventory of a11 interpretive texts, plaques and ground signs as 
the first step towards ensuring that a11 Will be bilingual by June 1, 1972; 
25) this inventory be kept up to date by means of the addition of the texts 
of a11 new interpretive signs; 
26) interpretive signs be subject to the same check for quality at the point 
of production as was recommended for informational, directional and regu- 
latory signs; 
27) a11 nature trail signs be rendered bilingual or the trails be converted 
to “self-guiding” trails with numbers replacing the signs and with bilingual 
pamphlets made available to the public to interpret these numbers (in the 
latter case, however, if any signs remain they must be bilingual); 
28) attention be paid immediately to rendering interior signs bilingual; 
29) when signs are placed in a bilingual format, precedence be given to 
English, Le., English appear on the left, French on the right, or English 
above and French below; 
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PUBLICATIONS 

National Recommendations 
30) a11 written material distributed without charge by the National and 
Historic Parks Branch for public information be provided in both officia1 
languages by June 1, 1972; 
31) in order to avoid problems of distribution and display, the Branch 
should consider printing future material under one caver where feasible, 
rather than in separate English and French versions; 
32) when it is trot possible to issue bilingual publications under one caver, 
then both language editions be displayed with each receiving equal 
prominence: 
33) where other federal government publications are displayed, they be in 
both officia1 languages whenever possible; (Otherwise, the Branch should 
approach the federal departments or agencies concerned to find out whether 
bilingual copies may be obtained. If not, the Branch sbould encourage 
those departments or agencies to have their unilingual publications translated 
into both officia1 languages); 
34) where non-federal government books and publications are made 
available in both languages, they be segregated and identified separately as 
distinct from federal government publications; 
35) the Regional Office be responsible for co-ordinating the production 
of a11 interpretive programme schedules for its parks, in order to ac- 
commodate possible-last minute changes and ensure their production on 
time in both officiai languages; 
36) in order to prevent distribution and/or shortage problems, the Branch 
examine its existing inventory control system for publications to determine 
what improvements cari be made SO that in the future both English and 
French editions of publications be at a11 times available; 

Western Only 
37) at park entrante gates, only publications bilingual under one caver 
be distributed to avoid problems of determining language preference and of 
distribution; 

VISITOR SERVICES 

National Recommendations 
38) the Department’s policy on answering correspondence in the language 
of the correspondent be observed, and a11 efforts be made to reduce to a 
minimum delays in answering in the minority officiai language; 
39) the National and Historic Parks Branch approach the Government 
Telecommunications Agency of the Department of Communications for 
assistance in placing bilingual telephone listings for each park and Regional 
office in relevant local directories at the earliest opportunity; 
40) all forms, i.e. permits, licences, stamps, used with the travelling public 
be bihngual by June 1, 1972; 
41) all personnel using calling cards be issued with bilingual cards incor- 
porating the two officia1 languages on the same tard by June 1, 1972; 
42) where bilingual capacity among lifeguards is limited, appropriate notice 
boards and signaling devices should be developed for lifeguards SO that 
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information cari be provided to the public in both officia1 languages; further- 
more, ail such boards and devices, whether already in existence or to be 
developed, be bilingual; 
43) where and if bilingual wardens are available, they be deployed at sta- 
tions where public contact is likely to be greatest; 

Central & Western Only 
44) in national parks if and SO long as resources of available bilingual per- 
sonnel are limited, then: 
(a) an order of priority be developed for the deployment of Visitor Service 
bilingual personnel based on the frequency of use of various services pro- 
vided by the parks; such a priority might be as follows: 
-Information Attendants 
-Campground Attendants 
Swimming Attendants 
-Gate Attendants 
-Tennis Court Attendants 
-Lawn Bowling Attendants 
(6) bilingual units be designated and developed where a multiplicity of out- 
lets exists for a particular service, and these be SO indicated on the signs and 
in the literature; 
(c) where bilingual service is available in any facility, it be advertised 
by means of signs and literature; 
(d) where only one outlet for a service is available, that outlet must, when 
it is open to the public, be served by a staff with a bilingual capacity. 

Central & Atlantic Only 
45) in the national and historic parks, a system be established for meeting 
requests for French-language speeches. (This might include setting up a 
roster of speakers and a repertoire of texts to be used); 
46) where demand is present or likely from schools for talks, lectures or 
similar presentations, material be prepared in both languages for use by 
school groups. (Such material might include films, slides, recordings, 
leaflets and other explanatory material for the teacher to use on her or his 
own) ; 

Central Only 
47) parks should investigate what French news media there are in the 
area to ensure that French-language groups have equal access to information; 

Western Only 
48) a11 press releases be in both officia1 languages whenever possible; 
49) the Branch undertake discussions with the federal department respon- 
sible for issuing weather and road reports posted in mountain parks to 
ensure that those reports be in both officia1 languages; 

Arlantic Only 
50) where there is a local French population, the telephone receptionist 
have some bilingual capability; 
51) the Beauséjour and Fundy parks issue press releases in French to 
PEvangéZine and other French-language media; 
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52) as their bilingual capacity develops, the parks provide school talks in 
French upon request; 
53) in national parks if and SO long as resources for bilingual personnel are 
limited: 
(a) an order of priority be developed for deployment of Visitor Service 
bilingual personnel based on the frequency of use of various services pro- 
vided by the parks; such a priority might be as follows: 
-Information Attendants 
-Campground Attendants 
-Lifeguards 
-Wardens 
(b) information booths provide bilingual service at all times that they 
are open; 
(c) where bilingual service is available in any facility it be advertised by 
means of signs and literature; 

INTERPRETIVE SERVICES 

National Recommendations 
54) films used in interpretive programmes be made available in French and 
English and that Interpretive Services in Ottawa distribute each year to ail 
parks relevant catalogues of French and English films; 
55) recordings used in the interpretive programmes at historic parks be 
made available in French and English. Where reproduction in the other 
officia1 language is not possible for historic or other reasons, an equivalent 
recording or text should be provided; 

Central & A tlantic Only 
56) the National and Historic Parks Branch make available interpretive 
programmes in both English and French by June 1, 1972; 
57) a11 national parks advertise the availability of interpretive services 
in both officia1 languages and indicate where and when such service may 
be obtained; 
58) historic parks advertise the availability of guide service in both officiai 
languages and indicate where and when such service may be obtained; 
59) the National and Historic Parks Branch consider, where necessary, the 
possibility that historic parks hire bilingual guides on week-ends during 
the off-season, as well as establish duty-rosters for special services during 
week-days; 

Atlantic Only 
60) the National and Historic Parks Branch investigate the possibility of 
translating into French the two films at the Alexander Graham Bell museum 
and, if this proves impossible, they consider commissioning a French film 
from the National Film Board on the same subject; this also means investi- 
gating the extra projection facilities that bilingual service would entail; 
61) Prince Edward Island, Fundy and Cape Breton Highlands each have a 
total of two bilingual naturalists providing service to the public in the sum- 
mer, beginning in the summer of 1972; this would allow each park to run 
two separate programmes in French and at two separate locations: a11 other 
parks should have at least one bilingual naturalist on staff in the summer 
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in contact with the public; the French-language naturalist programmes 
should, where possible, be formally scheduled and advertised in the same 
way as the Enghsh, 
62) the planned second permanent naturalist at PEI be bilingual and, if the 
proposa1 for the second naturalist in Cape Breton and Fundy is accepted, one 
of the two naturalist positions in all three parks be staffed with a bilingual; 

Western Only 
63) the National and Historic Parks Branch hire sufficient bilingual 
seasonal naturalists each year to ensure that there is one bilingual person 
available at the park during a11 the hours when interpretive programmes 
and events are available to English-speaking visitors; 
64) an attempt be made to schedule French-language interpretive pro- 
grammes; 
65) these programmes, if scheduled, be adequately advertised throughout 
the Park; 
66) a sufficient number of bilingual guides be hired to ensure that service 
in both officia1 languages is available whenever the park is open to the 
public; 

PERSONNEL 

National Recommendations 
67) whenever new parks are opened, an adequate number of bilingual per- 
sonnel be hired right from the start, to fil1 a11 public-contact positions; 
68) increased accommodation facilities be provided in a11 parks for casual 
male and female employees to facilitate hiring casuals from outside the 
immediate park area; 
69) the Director of the Officia1 Languages Branch begin discussions with 
the Public Service Commission on the development of a new language 
training programme which cari meet the difficult problems imposed by the 
conditions obtaining in the parks; in particular, this could involve establish- 
ing language traimng programmes within the parks themselves; 
70) the Officia1 Languages Branch prepare and distribute language retention 
programmes to those employees that are presently engaged in language train- 
ing as well as to those that have completed it; 
71) the Branch, in conjunction with local authorities, develop a family 
French-language programme to be offered on a voluntary basis to a11 em- 
ployees wishing it; 
72) consideration be given to the establishment of a naturalist school in 
either La Mauricie, Forillon or Kouchibouguac to provide functionally 
specific language training; 
73) the costs of language training be borne by the National and Historic 
Parks Branch rather than by the individual region, or alternatively that 
budgetary allocation for language training be made independent of and 
without prejudice to the regular training budget; 

Central & Western Only 
74) there be at least a sufIicient number of bilingual seasonal and casual 
personnel in sensitive categories such as naturalists, information officers, 
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lifeguards, gate and campground attendants and guides in a11 national and 
historic parks to caver the hours of the day in which service is available 
to the travelling public; 
75) the Regional Office, in order to facilitate the recruitment of bilinguals, 
draw up a list of suitable bilingual applicants by tapping all sources in the 
region, and that the list be made available to the parks before any hiring 
of casuals is undertaken; 
76) priority for language training be given to those employees coming into 
contact with the public, regardless of the rank or category of the employees; 
77) the Branch provide, at no cost to the employee, the opportunity to 
enrol in correspondence courses in the other official Janguage; 

Central & Atlantic Only 
78) the Regional Office officiais investigate all the possible sources of 
bilingual personnel bo&h permanent and temporary in the region and devise 
means of maximizing awareness of openings in the National and Historic 
Parks Branch. This would include engaging in extensive publicity as well as 
sending recruiting teams to a11 institutions likely to produce bilingual 
recruits; 

Central Only 
79) within the National parks in Ontario, at least two of the permanent 
year-round positions be filled by bilingual incumbents either through recruit- 
ment or through language training; v. here the parks have one or more per- 
manent naturalists on staff, one of those permanent year-round positions 
should be filled by a bilingual naturalist; 

Atlantic Only 
SO) there be at least a sufficient number of bilingual personnel in each 
of the information booth attendant and guide categories in all national 
parks and historic sites, to caver hours of the day in which service is 
available to the travelling public; 
81) the Atlantic region continue its current practice of filling, in particular, 
the positions of historic park guide, naturalist and information booth at- 
tendant with student casuals as well as the practice of hiring for these posi- 
tions on a region-wide basis; 
82) the search for bilinguals be carried beyond the Atlantic Region if the 
parks cannot find sufficient bilinguals within the Region; 
83) a translation capability be established at Louisbourg as a means of 
meeting the particular requirements of that Park; 
84) arrangements be made for a permanent language teacher at Louisbourg; 

Western Only 
85) the Western Regional Office become aware of the areas of French- 
speaking population in Western Canada and seek to recruit people from 
those areas; 
86) the search for bilinguals be carried beyond the Western Region if the 
parks cannot find sufficient bilinguals in the region; 
87) an attempt be made to place students from Western Canada in the 
Central Region and/or in Ottawa if a large number of eastern students 
are recruited for service in the West; 
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CONCESSIONAIRES 

National Recommendations 
88) the Branch review a11 existing contracts with concessionaires to de- 
termine what cari be done to require concessionaires to comply with the 
Officia1 Languages Act; the results of this review be made available to the 
Commissioner by February 29, 1972; 
89) the Branch assist concessionaires in providing bilingual signs dealing 
with public safety; these signs be installed by June 1, 1972; 
90) the Branch inform a11 federal government agencies with facilities in 
the parks of the requirements of the Officiai Languages Act, and ensure 
that the signs and publications of these agencies be bilingual by June 1, 1972; 

GENERAL RECOMMENDATIONS 
91) one person in each region be designated as responsible for monitoring 
the implementation of the Branch’s bilingualism programme; 
92) the Department of Indian Affairs and Northern Development con- 
solidate and re-issue a11 departmental directives dealing with bilingual 
policies; / 
93) a11 services to the public be provided automatically in both of the 
officia1 languages rather than on request; 
94) a11 parks be issued with general purpose English-French, French-English 
dictionaries of high qualit); 
95) a11 parks be issued with bilingual typewriters; 
96) a11 decals and other forms of identification used on branch vehicles 
be bilingual; 
97) a11 badges and shoulder patches worn on uniforms and designed 
for public information be bilingual; 
98) whatever additional funds and man-years may be required for the 
impIementation of the Officia1 Languages Act be made available immediately; 
99) an increased number of man-years be provided as an addition to the 
Branch’s purely operational strength to maintain the necessary level of lin- 
guistic effectiveness and to avoid chronic conditions of overwork. 

g) Air Canada-London and Paris 

In conjunction with a series of studies on Canadian representation 
abroad, a study team reviewed the provision of services in the two 
officia1 languages to the travelling public at Air Canada facilities in 
Paris and London. The team conducted interviews with Air Canada 
personnel in these cities in September, 1971, to enquire into such 
features of language of service as signs and publications, and personnel 
service. 

The majority of signs and inscriptions at. the Paris offices were 
posted in the .two officia1 languagesj but only approximately one-half 
of the printed material displayed appeared in both English and French. 
Counter service was entirely bilingual. 
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Air Canada offices located in London did not fare as well as those 
in Paris in the provision of bilingual service. Most signs were posted 
in English and printed matter was not displayed equally in both lan- 
guages. The Corporation did not provide bilingual counter service at a11 
public-contact points located at Heathrow airport. Neither Paris nor 
London offices greeted telephone callers in both officia1 languages, nor 
were they listed in telephone directories in these two languages. 

This Office3 recommendations proposed that signs, inscriptions, 
printed matter and telephone services provided by both the Paris and 
London offices be completely bilingual. Particularly noteworthy was the 
recommendation that the entire range of Air Canada services, including 
counter service, be available to the public at Heathrow airport in both 
officia1 languages. 

The Office3 report and recommendations went forward to Ai 
Canada on January 14, 1972. The Commissioner recommended that: 
1) all of Air Canada’s signs and inscriptions in Paris and London be fully 
bilingual by June 1, 1972; 
2) all of Air Canada% printed matter (folders, brochures, etc.) and ail 
printed matter supplied by other Canadian federal institutions be displayed 
in the two officiai languages by June 1, 1972, and that, preferably, the two 
versions appear under one caver; 
3) Air Canada take immediate steps to ensure that service be available 
to the travelling public in both officiai languages at each of its four public 
contact stations at Heathrow Air Terminal during all hours of operation; 
4) callers at a11 Air Canada offices in London and Paris be greeted in both 
English and French; 
5) Air Canada offices in London and Paris be listed in the telephone direc- 
tory in both English and French. 

h) Farm Credit Corporation 

The Chairman of the Farm Credit Corporation requested the 
Office to assist FCC in developing a feasible and comprehensive ap- 
proach to fully implementing the Act as it applies to the Corporation. 
It was mutually agreed that this Office would tist give the Corporation 
a sort of “reading” on their ability to serve their public in both officiai 
languages. This was to be followed by an analysis of the specific prob- 
Iems encountered by the Corporation in implementing the requirements 
of the Officia1 Languages Act. 

The study was launched in September, 197 1. During October the 
study team conducted sixteen interviews with headquarters and Ottawa 
district office personnel. Their observations showed that the Corporation 
was well advanced towards compliance with the Act. Our team was, in 
affect, able to review an existing, recently completed internal report 
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on bilingualism and widen its camas slightly. This Office’s eight recom- 
mendations dealt with deployment of personnel, language training, signs, 
calling cards, advertising and telephone listings. 

The main business of the Corporation is mortgage lending on land 
and chattels. The key employee in contact with the public is the Credit 
Adviser who processes loan applications. This involves preliminary 
visits to farms for assessment purposes and credit checks. Corporation 
personnel in very few other functions corne into contact with the public, 
SO it would seem that recruitment and language training efforts should 
concentrate on increasing bilingual capacity mainly among credit 
advisers, particularly since most field offices are one-man operations 
without clerical or secretarial assistance. 

At the time of the study, the Corporation had a staff of 644 em- 
ployees. Of these, 139, or 21.9 per cent, were stated to be bilingual. 
The distribution of bilinguals varied tiom none in British Columbia to 
61 per cent in the Province of Quebec. The Corporation had taken 
steps to ensure bilingual services in a number of its public-contact 
offices across the country, but was uncertain whether the number should 
be increased. 

It was evident that the Corporation was making serious efforts to 
increase its bilingual capacity through laquage training, since it im- 
posed no limitations on the number of people who might apply for 
language courses. In addition, the Corporation also made use of a 
lateral transfer programme which involved sending English-speaking 
employees to Quebec and French-speaking employees to English- 
speaking Canada. However, the Corporation had not, at the time of the 
study, established a laquage retention programme. 

The main publicity brochure for farmers was produced in a bi- 
lingual tumble format. All forms used or seen by the public were either 
bilingual under one caver, or available separately in both English and 
French. 

FCC advertised mainly in the weekly or monthly national farm 
papers and magazines in either English or French. There is no French- 
language farm press outside Quebec. On the assumption that the 
Quebec French-language farm publications were distributed in New 
Brunswick and Eastern Ontario, the Corporation did not advertise in 
the French weekly non-farm press outside of Quebec. Hence, it ap- 
peared that French-speaking farmers in those parts of the country where 
French-laquage farm publications from Quebec were unavailable did 
not have access to information in their own laquage. Neither did the 
farmers in those parts of the country lacking a French press of any kind. 

The researchers discovered no clear departmental policy on the 
use of the officiai languages on signs at premises occupied by FCC. 
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Head Office signs were completely bilingual, while with a few exceptions 
in Alberta, Ontario and Quebec, a11 other signs were unilingual, either 
in English or French. 

This Office considered that the Farm Credit Corporation, with 
offices throughout Canada, should be able to serve its public in bath 
officia1 languages in widely diverse areas. However, it recognized that 
expecting the Corporation to provide services in both English and 
French in a11 of its more than one hundred offices across Canada would 
be unnecessary and unreasonable. The Commissioner therefore recom- 
mended the deployment of bilingual personnel to offices located in, or 
serving, areas containing important officiai-laquage minorities. 

In March, 1972, the Corporation reported that it was taking 
action to implement ail the Commissioner’s recommendations. Because 
of budgetary limitations the date of completion for Recommenda- 
tion 5) was forecast as July 1, 1973, instead of September 1972, as 
stipulated. 

The Commissioner recommended that: 
1) the Farm Credit Corporation deploy its bilingual personnel to ensure 
bilingud service in the fOllOWing area.% 
Alberta-Edmonton, Peace River, Athabaska 
Saskatchewan-North Battleford, Saskatoon, Regina, Prince Albert, As- 
siniboia 
Manitoba-Winnipeg, Portage la Prairie, Brandon 
Ontario-Ottawa, Cornwall, Toronto, North Bay, Chatham 
Quebec-Hull, St. Jean, St. Jérôme, St. Hyacinthe, Sherbrooke, Waterloo, 
Valleylîeld, Ste. Foy 
Maritimes-Moncton, Grand Falls; 
2) the bilingualism adviser of the Farm Credit Corporation, with the 
assistance of the Language Bureau of the Public Service Commission, de- 
velop language retention programmes suitable to the Corporation’s particular 
needs; 
3) an effort be made to provide language training to the spouses of em- 
ployees enrolled in the language programme; 
4) the Corporation encourage and sponsor enrollment of employees in 
language correspondence courses over and above regular Language Bureau 
courses; 
5) ail signs in a11 Farm Credit Corporation offices be made bilingual by Sep- 
tember, 1972; 
6) a11 calling cards of authorized employees be printed in a bilingual 
format; 
7) the telephone listings of a11 FCC offices be bilingual in the appropriate 
local directories; 
8) the Farm Credit Corporation place its advertising in the French and 
English press, in the existing French-Ianguage and general-interest publi- 
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cations, and in bilingual format in the unilingual press in those parts of the 
country where farmers are not served by a daily press in both languages. 

i) Department of National Revenue (Customs and Excise) 

In January, 1972, the Office of the Commissioner launched a study 
to ascertain the availability and extent of bilingual services provided 
to the public by the Department of National Revenue (Customs and 
Excise). This decision was taken on the strength of the broad and 
numerous points of contact the Department has with the public, both 
resident and travelling, and because a number of complaints were regis- 
tered with the Commissioner against the Department for its alleged 
failure to comply with the Officia1 Languages Act. 

The investigation focused on the Department’s headquarters as 
the central source of direction and control responsible for planning and 
formulating policies and programmes relating to the provision of ser- 
vices in the two officia1 languages. Since the Customs and Excise sectors 
differ in their type of operations and contact with the public, informa- 
tion about them was collected separately. 

The study team heid approximately twenty interviews with de- 
partmental officiais at headquarters, In addition, the six regional direc- 
tors of the Customs Operations Branch were interviewed in Ottawa. 

The study team was analysing the information obtained in Ottawa 
at the end of the fiscal year. 

j) Air Canada-Headquarters 

This study, launched on December 17, 1971, reflected a .con- 
tinuing concern with the travelling public. It took the form of a policy 
“audit” or review of Air Canada? bilingualism programme as it was 
being conceived and exercised from headquarters in Montreal. This 
review was, in a sense, a natural sequel to our conversation with the 
corporation about action taken on the special study of Ottawa Inter- 
national Ah-port and on the recommendations which the Commissioner 
had been making as a result of investigations by the Complaints Service. 

Information for the studjr was obtained during the period Febru- 
ary 9 to February 25, 1972, through interviews, questionnaires and 
telephone calls. Based on the findings of the study, the Commissioner 
made 33 recommendations to the corporation. 

The study team found that Air Canada was actively engaged in 
the implementation of bilingualism, although its efforts and achieve- 
ments were more visible in Quebec than anywhere else. Indeed, the 
company attained considerable success with respect to rendering 
bilingual its signs, forms and publications. In aspects such as purchase 
specifications, announcements and other oral communications, adver- 
tising and public relations programmes, and correspondence, some 
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corrective action was required to ensure full compliance with the Act. 
The major deficiencies, however, existed in the company’s plans, pro- 
cedures and activities to develop and deploy the human resources 
needed to ensure provision of services in both officiai languages across 
the country and abroad. 

Historically a predominantly English-speaking institution, Air 
Canada experienced difficulties shedding traditional attitudes and 
practices which were at variante with the spirit and intent of the 
Officiai Languages Act. The company needed to elicit the co-operation 
of its employees and actively involve them in promoting its bilingualism 
programme. Also, there was definite need for a control mechanism to 
ensure that policies and directives emanating from the headquarters 
would be followed throughout the whole system. 

A massive reorganization in 1970 to increase the company’s 
efficiency and to reduce costs led to a lapse of the bilingualism pro- 
gramme, which began partially in 1969. The nation-wide economic 
slowdown in 1970 forced the company to reduce staff; in that process, 
it lost many bilinguals because they lacked seniority. This economic 
austerity also curbed the hiring of ground and @ht personnel. Qualifi- 
cations for a stewardess are apparently quite exacting, and the require- 
ment of bilingualism has only added to their stringency. 

The company’s good intentions and activities were frustrated by 
the lack of an ultimate objective and an overall plan for ensuring 
bilingual services automatically across the country and abroad. Bilingual 
employees were being used in positions where unilinguals could serve 
the purpose. In its attempt to acquire bilinguals, Air Canada was con- 
centrating mainly on Quebec, and was not fully reaching out to sources 
of bilingual population outside Quebec and to educational institutions 
producing bilingual graduates. Pressures from various quarters in the 
country and abroad to hire locally were thwarting the company’s 
efforts to provide adequate bilingual service. 

Deployment of bilingual personnel to meet the need, where it 
existed, was limited in management3 view by the reluctance of some 
employees to move, by seniority and bidding rights acquired by em- 
ployees and by restrictions imposed by union agreements. Those who 
were willing and able to move did not wish to do SO owing to the lack 
of incentives provided by the company. 

In the light of these difficulties, the one way Air Canada could 
develop its bilingual human resources was by training unilingual 
employees. But language training, which began several years ago, was 
being given to employees on a scale and in a mariner that was less than 
adequate for the requirements of the corporation; moreover, retention 
measures were non-existent. 
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The Commissioner recommended that: 

General 
Z ) pending its promulgation of a more formal bilingualiim policy and 
procedure, the corporation, through its Secretary and Customer Service 
Branches, implement the recommendations contained in this report; 
2) every effort be made, especially through fuller intemal and extemal 
information programmes, to develop attitudes and create an environment 
conducive to Air Canada’s active, methodical, and full compliance with 
the Officiai Languages Act; 
3) the company place high priority on meeting the requirements of the 
Officia1 Languages Act across its system in Canada and elsewhere; 
4) the company, in recognizing its position as Canada’s national and 
international airline, accept the existence of overall regular demand for 
bilingual service to the travelling public across the system in Canada and 
elsewhere, and that it therefore accept the providing of such service 
throughout the system as a permanent objective, (a11 existing and future 
measures to provide bilingual service to that public should be regarded and 
assessed as steps to that end); 

Deployment of Personnel 
5) steps be taken immediateIy, including the use of incentives, to increase 
to the maximum the number of bilinguals willing and able to transfer to 
public-contact positions in locations where bilingual capacity is required; 
6) ah possible steps be taken to ensure that no flight lacks the necessary 
bilingual capability, (pending a more permanent solution, Air Canada should 
consider such measures as offering financial inducements, substituting bi- 
lingual for unilingual stewardesses on flights lacking the necessary bilingual 
complement, or other interim means) ; 

Recruitment 
7) a11 possible sources of supply of bilinguals capable of fulfilling the 
statutory requirements to serve the travelling and other public within the 
meaning of the Officia1 Languages Act be explored with a view to a 
maximum increase in the supply of bilinguals entering the corporation% 
service, and that, where local hiring inhibits such increase, the hiring area 
extend as necessary beyond the locality; 

Language Training 
8) extensive and intensive English-language and French-language training 
be made available to public-contact employees on a scale designed to meet 
from within Canada the company’s requirements for bilinguals in the shortest 
possible time; 
9) Ai Canada make use of a11 available and reputable language training 
facilities offered by public and private enterprises across the country; 
10) Air Canada make such language training available under whatever 
conditions are most conducive to resuhs, whether it be on company time and 
at company expense, or after heurs and with suitable incentives, or any 
combination of these conditions; 
II) employees self-assessed as being bilingual be objectively tested and the 
results be kept in the company’s personnel inventory, thus providing the 
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basic information essential to planning and reviewing manpower develop- 
ment on a continuing basis across the system in Canada and elsewhere; 
12) in addition to language training programmes the corporation establish 
retention programmes in order to protect its investment by maintaining 
the acquired bilingual capability; 

Controls 
13) a senior office; at the Region and/or District levels be entrusted with 
the primary duty to ensure implementation of the requirements of the 
Officia1 Languages Act, through whom the Policy Committee on Bilin- 
gualism cari directly or indirectly achieve timely results; 

Forms 
14) the few Air Canada public-use forms still remaining unilingual be 
rendered bilingual within the next six months; 
15) a11 stamps employed to obliterate, validate or cancel public-use forms 
be rendered bilingual or alingual within the next six months; 

Advertisements 
16) sales promotion advertising be published in both officia1 languages 
as required by Section 7 of the Act and Air Canada consult the Federal 
Identity Program Division of Information Canada with a view to applying 
the requirements of Section 7 throughout the country; 
17) by virtue of Sections 2, 9 and 10 of the Act, sales promotion advertising 
in media other than publications reflect the principles outlined in Recommen- 
dation 16; 

Signs 
18) a11 of Air Canada’s signs and inscriptions for the information or direc- 
tion of the public be rendered fully bilingual by the end of the current 
corporation fiscal year; 

Correspondence 
19) adequate translation service be ensured in both officia1 languages to the 
public whether through in-house or outside facilities or a combination 
of both, and that general support staff and/or French-speaking officers not 
be called upon or indirectly required to do translation over and above their 
normal duties. AI1 planning in this regard shouId, in relation to equality 
of status, include the features of quality of language and comparative delay 
in answering correspondence in French and in English. The Corporation 
should explore techniques for reducing any unequal delay, inchrding that 
used by the Public Relations Branch of communicating text and translation 
by Telex rather than by regular mail, with some code developed to add ac- 
cents in French for the benefit of unilingual English receivers. 

Public Relations 
20) whatever steps are necessary be taken at the corporate headquarters to 
ensure that 
(a) the bilingual image of Air Canada as a federal institution is developed, 
and 
(b) a11 public relations material for use in the Regions in Canada are 

produced in both officia1 languages wherever media in both languages 
exist, SO as to keep the two language groups equally informed; 
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21) all. calling cards used with- the trav,elling public or with any local 
public consisting of both officia1 language groups be rendered bilingual either 
on one or bath’ sides by the end of the company’s fiscal year; 

Ether Printed MateriaIs 
22) Air ‘Canada take such steps and make such provisions as are required 
to render supply specifications bilingual except in those cases tihere the 
clearly defined language of the supplier would render the translation un- 
necessary; and construction contracta and attendant documents be rendered 
bilingual within the next year; 

Airport Announcements 
23) provision be made at a11 airports where Air Canada makes announce- 
ments for the benefit of the travelling public, to ensure that such announce- 
ments are made at least in both officiai languages giving proper precedence 
to the major officia1 language of the area at home and abroad; 
24) when Air Canada must page a particular person, then the paging 
be in the language specified by the person requesting the paging, otherwise at 
least in the two officia1 languages; 

In-Flight Announcements 
25) Air Canada ensure by whatever means at its disposa1 that on a11 flights 
a suitable capability exists to make in-flight announcements satisfactorily in 
both officia1 languages, whether the capability lies in a single bilingual or 
in two or more persons with complementary mother-tongue proficiency; 
26) as. a step towardd making Canada% national carrier .reflect its bihngual 
character and as a facet of achieving maximum customer satisfaction, 
pursers be encouraged to help promote Air Canada’s bilingual image to the 
travelling public; 

Personnel Generally 
27) the corporation establish 
(a) the number of bilinguals and the level of second-language proficiency 
required both in the aggregate and at each base and office to serve the 
public satisfactorily in both officiai languages, 
(6) the number of bilinguals currently on hand in the aggregate and at 
each base and office who are.truly capable of- providing that service, 
(c) the number of bilinguals possessing the requisite levels of proficiency 
in tbe aggregate and at each base and office, wbo must be produced through 
hiring or language training or a combination of ‘bath to make up the 
difference between (b) and (a) with the least delay; 

Flight Attendants 
28) henceforth, as a further step towards ‘the attainment of satisfactory bi- 
lingual service on a11 flights, a11 new flight attendants, before they are assigned 
to flight duty, possess such proficiency in the two officia1 languages as to 
be able to serve the travelling public suitably in both, and that they either 
possess that proficiency at the time of hiring or acquire it through company 
means within eighteen months thereafter; 

Ground Personnel 
29) the precise number of bilinguals needed for public-contact ground 
positions across the system in Canada and elsewhere to meet the require- 
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ments of the Officiai Languages Act be determined on a fùst priority basis; 
similarly the bilingual capabilities already within the company be ascer- 
tained; a plan be worked out to bring the above two elements together by 
1974; every effort be made to recruit bilinguals and that some pooling ar- 
rangements be worked out SO that Regions and Districts will have access 
to ah available resources; 
30) language training be effectively made available either within the cor- 
poration or outside to public-contact ground personnel on a scale and in 
a manner designed to achieve the 1974 objective, whether it be on company 
time and at company expense or after hours and with suitable incentives, 
or any combination of both; 

Telephone Zdentijïcation and Information 

3Z) in all offices in communication with the travelling public and in those 
offices in communication wlth a local public consisting of both officia1 
language groups, telephones be answered and the office identified in both 
officia1 languages, giving precedence to French in Quebec and to English 
in the other provinces; 
32) in the offices described above, where more extensive information than 
in the previous recommendation is required over the telephone, the person 
answering the telephone, if bilingual, change into the language of the caller, 
and, if not bilingual, possess such courteous phrases and sentences in the 
other officia1 language as to be able to keep the caller waiting until another 
person cari be brought on the line who cari deal with the caller in the latter’s 
language, (the same phrases should be taught to a11 unilingual ground and 
flight staff dealing directly with the public) ; 

Concluding Remarks 

33) a11 ground and flight staff dealing directly with the public take the 
initiative of offering service in both officiai languages where required by law, 
rather than merely responding to requests or complaints; 
34) in implementing the preceding recommendations, Air Canada maintain 
close liaison with the unions, particularly CALEA, CALFA, CALPA and 
IAMAW. 

k) Department of the Environment-Atmospheric Environment Ser- 
vice Branch 

In January, 19’72, this Office Iaunched a study on the AES head- 
quarters efforts to formulate a bilingualism policy in conformity with 
the Officiai Languages Act. Headquarters operations were examined 
with a view to determining how the Branch might best provide services 
to its public in both officia1 languages. 

The study team held a series of ten interviews with headquarters 
officiais in Toronto from January 31 to February 4, 1972. The Com- 
missioner sent the findings and his recommendations to the Branch at 
the end of March. 

The activities of the Atmospheric Environment Service Branch 
include research, consultation, forecasting and the transmission of fore- 
casts and climatological information to the public. The Branch has a 
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general public, both travelling and stationary, comprised of individuals 
who require weather information for the performance of their jobs or 
the pursuit of recreation; and a specialized public consisting of the 
media, industry, and provincial and federal government departments. 
An essential element of this service is the need to deploy personnel at 
weather offices 24 hours a day in order to prepare and transmit round- 
theclock information. The Branch’s responsibility is complicated by 
the additional necessity of making its information available in both 
cfficial languages in a11 regions of Canada. The study team learned that 
the AES, in the normal course of preparing and transmitting weather 
data, employs sophisticated telecommunications. The Commissioner 
recommended that the aheady available telecommunications system be 
utilized in a more effective manner SO as to not only serve the Branch’s 
purpose, but also to fulfil the requirements of the Officia1 Languages 
Act. 

In all, the Commissioner made 45 recommendations covering a11 
areas of service to the public, including signs, publications, public 
relations, forecast information, translation facilities and personnel. In 
his sixteen recommendations concerning personnel, the Commissioner 
pointed to the need for increased language-training, in-service technical 
courses in French, and the establishment of French-language units for 
recruitment and language retention purposes. 

The Commissioner recommended that: 

1) an inventory be taken of a11 signs identifying AES premises across 
Canada to ascertain those requiring conversion either because of the ab- 
sence of one of the officia1 languages, or because the text in one language 
may be incomplete, less legible than the other language version, or gram- 
matically or otherwise incorrect; 
2) the Service consuh with other federal government departments to estab- 
lish whether they or the Service are responsible for rendering signs bilingual; 
3) the Service urge other departments to ensure that the signs within their 
jurisdiction identifying AES premises be rendered bilingual by September 
1, 1972; 
4) the Service ensure that a11 regional directors receive guidelines for the 
conversion of unilingual or inadequate texts SO that all signs Will be bi- 
lingual by September 1, 1972; 
5) a directive be sent to regional directors requiring a11 future signs to 
be produced in conformity with the above recommendations; 
6) the Service establish and maintain an inventory of a11 publications 
originating at headquarters and in the regions, and being used internally or 
by the public, including forms, manuals, maps, and other documents; 
7) a system of priorities be developed for submitting for translation a11 of 
the above publications which are available only in one language; 
8) a11 future publications be automatically published in both languages, 
under one caver whenever possible; 
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9) the internai newsletter “Zephyr” be produced completely in both officia1 
languages; 
10) a11 unilingual forms, weather maps, manuals and directives produced 
either by headquarters or by regional offices be submitted for translation by 
July 1, 1972; 
II) the Service ensure that a11 press releases issued by headquarters or 
by regional offices be issued in both officia1 languages; 
12) in areas where the majority of the media is in the English language 
and the local population is English-speaking, a special effort be made to 
contact French-language media when press reieases are issued; 
13) the Service adopt a policy and issue a directive to the effect that ail fu- 
ture displays and exhibits contain labels or descriptive texts in both officia1 
languages; 
14) AES headquarters take appropriate steps to render Iabels and descrip- 
tive texts of a11 its permanent displays bilingual by June 1, 1972; 
15) an effort be made to ensure that the public visiting the Service% 
exhibit at the Ontario Science Centre is served equally in both officia1 
languages; 
16) tours through weather offices be scheduled, where possible, SO that 
the visiting group Will be served in English or French as required; 
17) AES headquarters ensure that educational material and French- 
language films be distributed to major and minor weather offices across 
Canada which are located close to a centre of French-speaking population; 
18) since in a11 regions there exist both English and French populations 
and/or media, the major weather offices (WOl) in Vancouver, Edmonton, 
Winnipeg, Toronto, Montreal and Halifax issue Public Inland forecasts, 
synopses and other relevant weather information in both officia1 languages; 
19) whenever weather information is provided orally by telephone or by 
other means, there be a bilingual capacity during a11 hours of service in 
the ‘National Capital Region, in eventually proclaimed bilingual districts 
and in a11 localities where there is a significant minority speaking one of 
the officia1 languages; 
20) the marine forecasts, synopses and other relevant weather information 
issued.from the Halifax weather office (WOl) be in both officia1 languages; 
21) whenever the ,marine forecasts and synopses for the Great Lakes and 
the St. Lawrence Seaway are transmitted in written format, they be in 
both officia1 languages; 
22) whenever specialized forecasts and bulletins, such as those concerned 
with agriculture, forest protection, snow removal, gas dispatching and 
others, are provided in written format or orally, they be transmitted in 
the officia1 language or languages of the receiving organization and media; 
23) steps be taken to ensure that consultation services are available in 
both officia1 languages initially at national headquarters and in tbe Quebec 
region, and also at the major weather offices in the other regions where 
consultation in the minority officia1 language is likely to be required, as 
soon as these offices have a bilingual meteorologist on staff; 
24) Service officiais negotiate with the Translation Bureau to establish 
a system which Will enable a11 major weather offices to have access to 
translation facilities 24 hours a day; 
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25) the Service estimate its immediate future needs for translation based 
upon the recommendations in this report, as well as long-range needs to 
enable the translation unit of MOT to properly equip itself to meet these 
demands; 
26) an inventory of job descriptions identifying and locating those posi- 
tions calling for public contact be immediately centralized at headquarters; 
27) personnel records indicating individuals’ language competency be 
devised and kept up-to-date at headquarters; 
28) priorities be established as to areas of greatest need for bilingual 
personnel; 
29) serious consideration be given to recruiting more bilinguals and 
unilingual Francophones to make it possible to serve the public in both 
officiai languages; 
30) French-language technical instructors be provided for the Air Services 
Training School and Upper Air Training School and a11 other training 
programmes for technicians and professionals in order to attract unilingual 
Francophones into the Service; 
31) French- and English-language training as needed be incorporated into 
the in-service training provided for professional and technical recruits; 
32) bilingual technical and support staff be recruited regionally for intra- 
regional posting and nationally, when regional recruitment does not produce 
sufficient numbers of bilingual personnel; 
33) where transfers of support staff across regions are not feasible, 
unilinguals be recruited and provided with language training; 

34) the major weather offices be manned with sufficient bilingual staff 
to provide 24-hour bilingual service to the public; 
35) unilingual Francophones be hired for posting in some Quebec offices 
SO that present bilingual incumbents may be transferred to locations lacking 
sufficient bilingual personnel; 
36) French-language units be used as a source of supply for bilinguals 
and as a vehicle for unilingual Francophone recruitment as well as for 
career advancement; 
37) in order to realize career advancement through opportunities to work 
in both languages, cross-region postings be made available to technicians 
and professionals; 
38) headquarters, with the collaboration of the Service bilingualism 
coordinator, take the responsibility for setting out priorities for regional 
supervisors to note in selection of field personnel for language courses 
with due regard to those in public-contact positions at whatever level 
and grade; 
39) support staff, including especially telephone clerks with continuous 
public contact in the weather offices, be considered for language training; 
40) negotiations be completed with the French Language Training Centre, 
of the Civil Service Commission of Ontario, for two monitors to work 
at AES headquarters with the 32 staff already on course as a means of 
retaining language skills and enthusiasm and of encouraging others to go 
on language courses; 
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41) for retention purposes, personnel having attained some degree of 
linguistic competence be posted in areas where the newly-acquired language 
may be utilized; 
42) French-language units be used to post bilingual Anglophones able 
and eager to work in French SO as to maintain and improve acquired 
language skills; 
43) a permanent co-ordinator for bilingualism be appointed for AES, 
either at the Service or the departmental level; 
44) this person be appointed to a level which will permit him to ensure 
the implementation of programmes and to establish adequate reporting 
back systems; 
45) where bilingual service is available, service to the public be offered 
automaticahy in both officia1 languages rather than only on speeific request. 

Z) Canadiun National-Headquarters 

At the end of the fiscal year, the Commissioner informcd CN of 
his intention to study the company’s headquarters with a view to 
examining its policies, plans and achievements in providing bilingnal 
services to the travelling and general public. The study of CN was yet 
another added to a list of institutions fumishing transportation facilities 
which this Office studied during the fiscal year. The decision to carry 
out a special study of CN sternmed from the following facts: the com- 
pany had been engaged in its programme of bilingualism for years; as 
a national transportation company, CN has a special obligation to pro- 
vide service to the travelling public in both officia1 languages; and many 
complaints received by the Commissioner concerned this institution. 
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Chapter III 

COMPLAINTS: “NOW YOU’RE TALKING” 

In Chapter III of bis first annual report, the Commissioner set 
out the basic functions of his Complaints Service as well as the methods 
followed in its investigations. A second year of experience has enabled 
the Service to study complaints with a better understanding of the 
Officiai Languages Act and of the universe in which the Act must be 
applied. 

Practising jurists find it helpful to delve into legal texts which 
allow leeway for interpretation. The Act which the Commissioner has 
the mandate to administer contains several provisions demandmg 
study in the light of the facts or circumstances brought out in complaints. 
Each case requires individual examination, and often it is not possible 
to propose general solutions or ones applicable to a group of situations. 
The Commissioner’s authority rests on bis power to submit recommen- 
dations to federal institutions and to report on bis activities directly to 
Parliament. He bases his recommendations on an objective and careful 
analysis of versions offered by the complainant and the institution con- 
cerned. Sometimes investigations demand on-site visits in Ottawa or 
elsewhere. When it proves necessary to visit a regional or local office, 
the Commissioner asks the cooperation of the top management of the 
institution itself. 

A. The Complainant 

The Complaints Service opens a file for every complaint or 
grievance entrusted to it. Any complaint involving language and a 
federal institution is admissible for investigation under the Act. Com- 
plaints officers nevertheless examine complaints not fitting into this 
category, and may then suggest to the Commissioner, after obtaining 
the complainant’s permission, referral to the proper authority. 
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The general philosophy the Commissioner and his colleagues share 
cons& of avoiding “bureaucratie” answers and of acting in the broad- 
est spirit of ombudsmanship: never against the law but, if necessary to 
help the Citizen, “beyond” the law. This approach means that the 
ombudsman must never shut his door (at least during office hours . , .) . 
If he cannot help the complainant officially under the Act, he should 
try either to explain clearly and simply to the complainant why a11 the 
possible “doors” seem closed, or unofficially to find him or her the 
“right door”-the valid recoursedn which the ombudsman is ready 
to knock in the complainant’s name. Obviously, if the subject matter 
of the complaint is “trivial” or if the complaint is “frivolous or vexatious 
or is not made in good faith”, under the Act the Commissioner may 
refuse to investigate it, giving his reasons (it has never yet proven 
necessary formally to invoke this Section 26(4) for such a refusal). In 
a11 other cases, the complainant cari expect to receive from the Com- 
missioner the assurance that his or her grievance Will lead to an in- 
vestigation-or at least to a serious effort to find a satisfactory answer 
to his or her problem. 

The Complainant cari Count on the Commissioner’s complete 
discretion. The complainant’s name Will not be revealed without his or 
her explicit authorization. A person may lodge a complaint anonymous- 
ly, but plainly cannot then be informed of the investigation’s results 
and the complaints officer cannot get in touch with the complainant 
should extra information be required. 

Whatever the manner used to lodge a complaint, it is in the 
complainant’s interest to facilitate the investigation by giving the Com- 
missionner or his representative as many details as possible: for exam- 
pie, the time, date and place of an incident, as well as a full description 
of the facts surrounding it. 

Complainants are irrvited to use any means-letter, telegramme or 
persona1 visits-they find convenient for presenting their grievances. 
Those who prefer not to Write or who cannot corne in person cari 
tel,ephone: the Commissioner’s Office is one of the first federal institu- 
tions to place at the public’s disposa1 toll-free long-distance telephone 
access from anywhere in Canada. From the beginning of January 1973 
this service was extended to caver local office hours in a11 the country’s 
time zones. Some complainants using this service still .prefer to send 
the Commissioner their written version of the facts, expressed precisely 
in their ‘own terms,’ to’limit the risks of ambiguity. 

In’ some cases, complainants must wa’it a certain : time before 
learning’the investigatïon’s results. If the facts ,alleged in the complaint 
show an infraction of the Act, the Commissionér makes recommenda- 
tiens to the institution concerned and “negotiates’) with it the manner 
and timing of their Irnplementation. The institution may take a fairly 
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long time to gather the information for its reply, especially when the 
head office must communicate with its regional or district representa- 
tives. The main thing is to get corrective action or reform whenever a 
breach of the Act occurs. Should an institution refuse to give effect to 
the Commissioner’s recommendations, complainants Will understand that 
the only means at the Commissioner’s disposa1 is to spell out, and, if 
he sees fit, comment on, this inaction in a report to Parliament. 

A number of public servants complain to the Commissioner that 
the implementation of billngualism programmes might harm their ad- 
vancement within the Public Service. In many such cases the Commis- 
sioner discovers no infringement of the Act. However, in nearly a11 these 
cases, he brings the grievance to the attention of the proper authorities, 
even while recognizing that he does not always hold jurisdiction allowing 
him to pronounce judgement on the Govemment’s decisions and make 
forma1 recommendations. A need seems to exist within the federal 
administration for additional procedures to look into certain kinds of 
linguistic grievances conceming federal employees. Meanwhile, the 
Commissioner will continue, without deliberately impinging on the 
jurisdiction of other authorities, to explore with any federal employee 
any “gray area” where a complainant may be having trouble. The 
Commissioner is of course glad to assist parliamentarians or union 
leaders who may wish to refer to him cases which are brought to their 
attention. 

B. The Institution 

When a complaint falls within the Commissioner’s jurisdiction, 
Section 27 of the Act obliges him to inform the deputy head or other 
administrative head of the institution concemed of his intention to 
investigate. This procedure is merely a simple device to meet two aims: 
to allow the Commissioner to.follow the Act, and to inform the institu: 
tion concerned about complaints thé Commissioner has received, even 
before an investigation begins. 

In the Office5 practice, this notice of intention includes a descrip- 
tion of the complaint including a11 relevant facts supplied by the com- 
plainant. The Commissioner asks the institution to let him have its side 
of the story (both facts and explanations) and to mention, wherever 
appropriate, the steps it intends to take to meet the Act’s requirements 
in future. After examining the complainant’s and institution’s versions, 
and completing a11 necessary interviews and research, the Complaints 
Service proposes to the Commissioner suitable recommendations, should 
this seem indicated. 
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During the fiscal year 1971-72, federal institutions sent the Com- 
missioner versions which one might classify in two main categories. 
Certain institutions offered explanations which merely held to the letter 
of the Act, interpreting aarrowly Section 9(2)‘s standards of “signifi- 
tant demand” or the administrative “feasibility” of possible corrective 
action. Other institutions, however, displayed broader judgement by 
going beyond the letter of the law to meet further its spirit and to pro- 
pose reforms of a scope greater than the immediate complaint suggested. 
A few departments even extended their efforts to the whole country. 
Obviously, such initiatives cari bring concrete results only after a certain 
time, but reforms in depth inevitably take time within the federal 
administration in such a complex area as bilingualism. 

Federal institutions should always be aware that the explanations 
they give the Commissioner Will be sent on to complainants and may 
eventually go into his annual report to Parliament. This could leave an 
unhappy impression in cases where administrators might offer an 
inaccurate or “unconstructive” interpretation of some of the Act’s 
provisions. For example, the Act demands that bilingual services be 
automatically offered in certain places, without awaiting an explicitly 
expressed demand from the public. It is no secret that before the Act 
took effect many federal departments and agencies were accustomed to 
serving the public only in English. Today these institutions should be 
taking initiatives to inform their French-speaklng clientele that the 
situation has changed since September 7, 1969. 

C. Summary of activities 

1. Breakdown of Complaints 

In 1971-72, the Complaints Service opened 745 files, a considerable 
increase over the 181 complaints received last year. The 66 files under 
study as of March 3 1, 1971, were closed during 1971-72, making a 
total of 668 files which were closed during the second year. 

TABLE 1. Number of Files by Year 

1970-71 1971-72 

Opelled 
Closed 

Still Active at the End of the Fiscal Year 

181 745 

115 6voo) 602 W70) 
66 (36Zo) 143 cwo) 
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TABLE 2. Cumulative Total of Files for the First Two Years 

Opened 926 
Closed 783 (85yg* 
Still Active 143 w7o) 

*The 66 files still active as of April 1, 1971, are included in this total. 

This increase in complaints is no doubt due to the fact that the 
Office of the Connnissioner and the Officiai Languages Act became 
better known as a result of the Commissioner’s visits to different parts 
of the country and of an information programme organized by his 
Office. Factors such as the decennial census, which are the responsi- 
bility of certain agencies, must also be taken into account. 

The 745 files opened may be classified as follows: 

TABLE 3. Files Opened in 1971-72 

Closed Still Active 

Admissible Under the Act 
Inadmissible Under the Act 

492 (82%) 118 (83%) 
110 (18%) 25 (170~0) 

602 143 

TABLE 4. Language of Complainants 

1971-72 1970-71 

English 154 (21%) 44 Gwo) 
French 591 w7o) 137 (76%) 

TABLE 5. Method of Submitting Complaints 

By Letter 
By Referral 
In Person 
By Telephone 
Other Means (telegram, newspaper, note, etc.) 

*The increase in complaints made by telephone is due to the invitation made in posters 
and newspaper advertisements to phone collect the Office of the Commissioner. 
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TABLE 6. Origin of Complaints 

1971-72 1970-71 

Newfoundland 2 (0.3) 
Prince Edward Island 13 (1.8) 
Nova Scotia 12 (1.6) 
New Brunswick 43 (5.8) 
Quebec 161(22.4) 
Ontario 222 (29.8)* 
Manitoba 71 (9.5) 
Saskatchewan 53 (7.1) 
Alberta 131 (17.6)** 
British Columbia 20 (2.7) 
United States 5 (0.7) 
Great Britain 1 (0.1) 
France 2 (0.3) 
Austria 1 (0.1) 
Chile 1 (0.1) 
Senegal 1 (0.1) 

0 (0.0) 
2 (1.1) 
0 (0.0) 

10 (5.5) 
54 (29.8) 
73 (40.3) 
12 (6.6) 
22 (12.2) 

1 (0.6) 
6 (3.3) 

1 (0.6) 

745 wm 181 U’Woi,) 

*Complaints originating in the National Capital are included in this total. 
**For the most part, these complaints were directed against the Canadian Broadcasting 

Corporation from the St-Paul-Bonnyville-Lac La Biche area. 

TABLE 7. Receipt of Complaints (Distribution by Month) 

Numbei of 
Complaints 
Received 
During Month 

Cumulative 
Total 

April 45 
71 
85 
49 
34: ” 

May 
June 
July 
August 
September 
October 
November 
December 
January 
February 
March 

24 
17 
57 
61 
59 
58:.: 

185 

45 
116 
201 
250 
284 
308 
325 
382 
443 
502 j 
560 

*The number of complaints received in March 1972 exceeded the total number 
lodged during 1970-71. This is partly the result of more varied publicity made by 
the Office of the Commissioner. 
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2. Complaints Admissible Under The Act 

TABLE 8. Language of Complainants 

English 94 (1 Vo) 
French 517 wm 

611 

TABLE 9. Nature of Admissible Complaints 

Language of Work 
Language of Service 

611 

TABLE 10. Federal Institutions Cited in Admissible Complaints 

Agriculture 
Air Canada 
Auditor General’s Office 
Bank of Canada 
Canadian Broadcasting Corporation 
Canadian International Development Agency 
Canadian National Railways 
Canadian Pension Commission 
Canadian Radio-Television Commission 
Canadian Wheat Board 
Commissioner of Officia1 Languages 
Communications 
Company of Young Canadians 
Constitution (Joint Parliamentary Committee on the) 
Consumer and Corporate Affairs 
Energy, Mines and Resources 
Environment 
External Affairs 
House of Commons 

‘. 

Indian Affairs and Northern Development 
Industry, Trade and Commerce 
Information Canada 
Insurance (Department of) 
Justice 
Manpower and Immigration 
National Capital Commission 
National Defence 
National Film Board 
National Gallery of Canada 
National Health and Welfare 
National Library of Canada 
National Museums of Canada 
National Parole Board 

3 
30 

1 
1 

139 
1 

33 
1 
2 
1 
2 
3 
1 
2 
4 
4 

10 
15 
8 

10 
5 
6 
1 
2 

20 
3 

11 
1 
1 

12 
2 
2 
2 
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National Research Council 4 
National Revenue (Customs and Excise) 13 
National Revenue (Taxation) 21 
Post office 40 
Privy Council Office 1 
Public Archives 2 
Public Service Commission 25 
Public Works 1 
Regional Economie Expansion 4 
Royal Canadian Mint 2 
Royal Canadian Mounted Police 7 
Secretary of State 19 
Senate 2 
Solicitor General 9 
Statistics Canada 71 
Supply and Services 3 
Tax Review Board 1 
Transport 24 
Treasury Board 2 
Unemployment Insurance Commission 13 
Veterans Affairs 2 

611 

TABLE 11. Admissible and Inadmissible Complaints* 

Files Closed 602 
Admissible complaints 492 

Admissible and justified complaints 
Admissible complaints not justified 

262 (53%) 
230 (47%) 

492 

*An admissible and justified complaint is a complaint involving language and a federal 
institution which reveals a contravention of the Officiai Languages Act. 

Thus, 262 (nearly 44%) of 602 settled complaints received in 
1971-1972 were admissible and jusMed. 

TABLE 12. Admissible Complaints From Public Servants (as Public Servants) Including 
Members of the Armed Forces and Employees of Crown Corporations. 

Justif?ed 
Not 

Justified 
stil1 

Active 

Anglophones 35 6 19 10 
Francophones 30 12 12 6 

65 

136 



TABLE 13. Nature of Admissible Complaints From Public Servants 

Anglophones Francophones 

Language Test 
Language Courses 
Competitions, nominations, duties, designation of 

language requirements 
Working conditions 

4 0 
10* 2’ 

15 13 
6 15 

35 30 

*This includes 6 English speakers and 1 French speaker who desired access to second- 
language training. 

D. Summaries 

The following summaries give a brief description of the nature 
of complaims settled during 1971-72, as well as of the steps the Com- 
missioner took to find solutions for them under the Act. In several 
cases, the reader Will %-rd the text of recommendations he made to 
the federal institutions in question. A few isolated cases which, .for 
example, might have revealed a complainant’s identity or which seemed 
extremely minor are left out. 

The first part of the summaries touches on complaints admissible 
under the Act-that is, those involving both language and a federal 
institution. These are grouped in alphabetical order. The second part 
includes complaints not admissible, on the following subjects: 

Bilingualism (Policy of) 
Education 
Private &-ms 
Provinces 
Public Service Alliance of Canada 
Telephone 

1. Complaints Admissible 

AGRICULTURE 

File No. 109 - Circular Letters 

A number of departmental public servants working in Quebec 
complained that they received circular letters drafted solely in English 
from the Division of Veterinary Hygiene. The circular letters explained 
the legislation on which their work was founded. 
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Following the Commissioner’s intervention, the Department trans- 
lated the two circular letters, and stated that a11 circulars would hence- 
forth be available in both officia1 languages. 

File No, I23-Language of Work 

A French-speaking veterinarian reproached the Department for not 
respecting his rights regarding the choice of language he used during 
study sessions. 

Since the situation seemed to be on the point of being corrected 
to the satisfaction of a11 interested parties, by virtue of grievance 
procedures existing within the Department, the correspondent did not 
wish to submit a forma1 complaint to the Commissioner. 

File Nos. 176, 196, 467-Publications 

l The complainant wondered whether his not having received a 
publication he ordered was due to its non-existence in French. The 
publication did exist in French. The Commissioner informed the com- 
plainant where and how to obtain it. 

l An editor drew attention to the poor quality of French in a 
departmental publication, attributing it to mediocre translation. The 
complaint was withdrawn as a result of improvements made in the 
editorial services. 

File No. 484-Experimental Farm 

The complainant alleged that she could not obtain information in 
French during a visit to the Experimental Farm in Ottawa. 

The investigation revealed that the complaint particularly involved 
the security staff who are employed by an agency under contract to the 
government. Since the security personnel are frequently called upon to 
reply to visitors’ questions, the Department decided, following the 
Commissioner’s investigation, to request the employment agency to 
appoint bilingual employees to posts which are :Gable to involve contact 
with the public. This measure ought to be adopted particularly during 
the summer months and week-ends. 

AIR CANADA 

1. Service to, or Communication with, the Public 

Air Canada deals with the travelling public throughout Canada 
and in many foreign countries. Opportunities for encounters with this 
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public exist at city ticket counters, at airports, during flights, at telephone 
information and reservation centres, etc. As a result, Air Canada 
requires a high proportion of bilingnal personnel at all its public-contact 
positions. The recurrence of complaints of the same nature indicates 
that Air Canada is still far from adequately serving the French-speaking 
public. 

The Commissioner believes that the company must accord bilingual 
service a much higher priority, in keeping with the geographicaily un- 
limited requirements of Section 10 and the airline’s own considerable 
impact on the pubiic’s awareness of the bilingual federal image. He 
expects that Air Canada, using as a broad guideline the special study 
on Air Canada headquarters policies which the Commissioner’s Office 
carried out in the spring of 1972, Will make much more serious efforts 
in the near future to make its performance match the obvious goodwill 
of both management and employees. 

Because of its high visibility Air Canada complaints are expectedly 
numerous and repetitious. The summaries are therefore grouped by 
categories with Air Canada’s position on each included. In ail cases the 
complainant was informed of Air Canada’s position. Where the investi- 
gation of a complaint resulted in a recommendation, it is noted. Other- 
wise, the Commissioner’s recommendations are found in the special 
study report referred to. 

a) Lack of French-Language Service on Flights” 

Toronto-Ottawa 
Winnipeg-Toronto 
Winnipeg-Ottawa 
Montreal-Ottawa (2) 
Winnipeg-Vancouver 
Quebec City-Ottawa 
Edmonton-Winnipeg (2) 
Winnipeg-Saskatoon 
Montreal-Winnipeg 
Montreal-Toronto 
Toronto-Timmins 

File No. 54 
File No. 86 
File No. 144 
File Nos. 174 & 332 
File No. 443 
File No. 454 
File Nos. 460 & 571 
File No. 522 
File No. 536 
File No. 750 
File No. 763 

1) Toronto-Ottawa Flights 

Beginning April 25, 1971, the company would be able to provide 
bilingual service at a11 times on Toronto-Ottawa-Toronto flights. 

*This includes lack of service in French by hostesses, lack of announcements in 
French by the pilots and the equal failure to translate the pilot’s comments on the part 
of the bilingual hostess. 
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2) Winnipeg-Toronto; Winnipeg-Vancouver; Winnipeg-Ottawa; Win- 
nipeg-Saskatoon; Edmonton- Winnipeg 

Air Canada acknowledged it did not have a sufficient number of 
bilingual hostesses operating from the Winnipeg base to provide bilingual 
services on ail fiights from that City. However, the corporation informed 
the Commissioner that all unilingual employees in Winnipeg (and 
Toronto) who normally are assigned to the aforementioned flights are 
encouraged to follow French-language courses and receive financial 
assistance to defray the costs. In view of restrictions imposed by the 
unions on transfer of personnel, the general programme of increasing 
the number of bilingual personnel on various flights would be imple- 
mented slowly. 

Nevertheless, a new system of mixed assignments was being put 
into effect on a tria1 basis. This involved including bilingual personnel 
from the Montreal base with other personnel, SO that a greater number 
of flights on the Winnipeg-Toronto and other lines might be bilingual 
to the extent of at least 50 percent. 

3) Montreal-Ottawa 
Two of the four hostesses were bilingual but their linguistic services 

were not offered, nor made available. The anglophone hostesses dealt 
with by the complainants did not seek the assistance of bilingual host- 
esses as they should have done, according to company policy. 

4) Quebec City-Ottawa 
The hostesses on board should have translated the pilot’s comments 

but neglected to do SO. Pilots are not obliged to be bilingual, but 
Air Canada policy requires a bilingual hostess to translate a unilingual 
pilot’s comments. 

5) Montreal- Winnipeg 

On the Montreal-Toronto portion of the flight two of the hostesses 
were bilingual but failed to translate the pilot’s announcements. From 
Toronto to Winnipeg, none of the personnel was bilingual (see item 2). 

6) Montreal-Toronto 
The normal crew had been delayed on a connecting flight and 

the substitute crew were not bilingual. 

7) Toronto-Timmins 
The shortage of bilingual personnel and lack of necessary qualifica- 

tions on the part of applicants, as well as union agreements, prevented 
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the company from providing bilingual services. It would endeavour to 
assign at least one bilingual member to future flights. 

b) Lack of French-Language Service at City Ticket Ofices 

1. Winnipeg (2) File Nos. 84 & 752 
2. Regina File No. 373 
3. New York File No. 476 

Air Canada stated that due to union contractual agreements and 
financial and budgetary considerations it could not provide bilingual 
service at that time at the City ticket offices in Winnipeg and Regina. 
The New York office had a bilingual capacity, but it was not available 
at ail times. 

c) Lack of French-Lmguage Service at Airport Counters 

1. Ottawa File No. 105 
2. Toronto File No. 154 
3. New York File No. 171 
4. Winnipeg File No. 183 

Air Canada maintained it had a bilingual capability at Ottawa, 
Toronto and Winnipeg, but this did not mean every passenger agent 
was bilingual. Nevertheless, it could offer service in both officiai lan- 
guages to varying degrees. At Kennedy Airport in New York, Air 
Canada’s bilingual capacity was minimal and the Commissioner rec- 
ommended that the necessary measures be taken to permit the corpo- 

ration to provide bilingual services as required by the Act. 

d) Lack of French-Language Reading Material on Flights 

1. Montreal-Ottawa File No. 140 
2. Quebec-Ottawa File No. 621 
3. Quebec-Toronto File No. 596 
4. Ottawa-Quebec File No. 454 
5. Edmonton-Winnipeg File No. 460 

Normally, French-language newspapers and magazines are provided 
on flights from cities where such reading material is published or readily 
available. Furthermore, it is corporation policy to provide newspapers 
published the same day as the flight, SO that on Sundays and holidays 
there may be none available. Climatic conditions, such as an unusually 
heavy snowstorm, may delay delivery of the daily quota to the airport 
in time. 
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e) Lack of French-Laquage Telephone Service 

1. Washington 
2. New York 
3. Ottawa (freight 

office) 

File No. 683 
File No. 683 
File No. 417 

Telephone calls to Air Canada’s Washington office are directed 
automatically to the answering service in New York. The New York 
reservation office has a bilingual capabihty, but it is not one hundred 
per cent effective, for various reasons. The Corporation intends to 
increase its bilingual capability at New York. 

T%e Ottawa freight office has a partial bilingual capability. The 
Commissioner recommended that Air Canada take the necessary meas- 
ures to assure bihngual service at all times and the corporation decided 
to give French-language courses to the anglophone personnel at the 
freight office. 

f ) Lack of French-Language Flight Departure Announcements 

Fredericton-File No. 596 

Air Canada’stated that collective agreements with its unions pre- 
vented it from offering pubhc announcements in French at Fredericton. 

g) Business Reply Card-File No. 563 

An Anglophone from Dundas, Ontario, received an Air Canada 
business reply tard which was bilingual on the return self-addressed 
side, but was in English only on the questionnaire side. On behalf of 
his French-speaking compatriots he believed this was unjust. 

Air Canada explained that they had two sets of cards, one set for 
their English clients and one for their French clients. Air Canada main- 
tained separate lists for English and French customers according to the 
original request of the individual. 

2. Interna1 Administration: Personnel 

File No. 167 

An Air Canada employee complained that the corporation was 
practising discrimination in the appointment of In-Flight Directors for 
the Boeing 747 planes. In the complainant’s view, the discrimination 
took the form of not appointing any Directors who were Vancouver- 
based, because the senior pursers in Vancouver were not bilingual. 
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Investigation revealed that the decision to base In-Flight Directors 
at Montreal and Toronto only, was taken essentially for economic and 
practical, rather than linguistic, reasons. 

File No. 4.55 

The complainant believed that not enough French-Canadians were 
hired by Air Canada (and other Crown corporations and private enter- 
prises). He enclosed a photograph with names of an Air Canada 747 
plane and its entire flight crew, to show that there was not a single 
French Canadian among the personneh 

The complainant raised ethnie rather than linguistic questions. The 
Commissioner pointed out that the fact the personnel bore names that 
were manifestly non-French did not constitute proof they did not speak 
both English and French. 

File No. 477 

A bilingual Francophone in Ottawa employed by Air Canada was 
unwilling to accept a transfer to a position involving the duty of 
providing services to the travelling public. She gave her seniority rights 
as a reason to suggest that the institution seek a suitable incumbent 
from among the younger employees. She called upon her union to deal 
with the case. 

The Commissioner was unable to investigate this complaint because 
it did not involve a breach of the Officia1 Languages Act. 

As Will have been noted, Air Canada often stated that it could not 
implement the Commissioner’s recommendations, or correct the situa- 
tions complained of, due to budgetary restrictions and binding collective 
agreements with CALEA. The collective agreements affected seniority 
privileges, staff mobility, bumping rights, etc. of the very personnel who 
were in public-contact positions. The agreements were advanced as 
explanations in relation to the Winnipeg City ticket office complaints 
(File Nos. 367 and 373), and complaints concerning flights emanating 
mainly from Winnipeg (File Nos. 86, 443, 522) or terminating there 
(File Nos. 460 and 536). Additionally, in Fredericton, N.B. (File 
No. 596) the same reason was invoked for not making public announce- 
ments of flight arrivals and departures in French. 

In March 1972, the Commissioner was informed that Air Canada 
and CALEA intended in the near future to form a committee composed 
of personnel of both organizations to seek procedures and solutions 
that would take full cognizance of the Officia1 Languages Act and enable 
the public to be served in the officia1 language of its choice throughout 
the system. .’ 



AUDITOR GENERAL’S OFFICE 

File No. 497-Status of the French Language 

The complainant, a French-speaking employee of the Auditor 
General% Office, alleged that it was not possible, in practice, to work 
in French in this Office. He stated that all reports must, by custom if 
not by rule, be made in English. He also alleged that most instructions 
and directives as well as personnel services were provided in English 
only. 

The Auditor General informed the Commissioner that ail interna1 
communications intended for personnel in general would henceforth 
be published in both officia1 languages with the two texts printed side 
by side on the same page. With regard to French as a language of work 
in his Office, the Auditor General had pointed out in Iris Report for 
the fiscal year ended March 31, 1971, that his Office must work in the 
language of its clients and that this language continues to be pre- 
dominantly English in the areas of accounting and finance. He expressed 
the hope that opportunities would become available for French-speaking 
members of the staff to work in the language of their choice. 

The Auditor General and the Commissioner agreed that the 
opportunity referred to would become more available if the Auditor 
General were to invite clients to submit their accounts in French. This 
would be a most significant step towards affording an equal opportunity 
to Francophones to work in the officia1 language of their choice in the 
Auditor General’s Office, as well as in other government administra- 
tions. The Commissioner, for his part, told the Auditor General that 
the Commissioner’s Office would begin on April 1, 1972, to submit 
ail its accounts in French, and he discussed with the Auditor General 
certain other agencies whose existing capacity to do accounts in French 
would enable them, were they SO invited, to do likewise. 

The Commissioner believes that this reform will permit Franco- 
phones of the Auditor General% Office to work more often, and in 
some cases mainly, in French and, taking into account the widespread 
de facto use of English in federal agencies’ accounting, Will better 
respect the principle of the equality of status of English and French 
as languages of work in this Office. 

BANK OF CANADA 

File No. 552-Advertising 

A French-speaking correspondent reproached the Bank of Canada 
for advertising in Manitoba in English-language daily newspapers only. 
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He wanted to be able to receive information on the activities of federal 
agencies through the French-language media, and asked that in areas 
where there are no daily newspapers in that language, the agencies use 
French-language weeklies. 

The Bank of Canada informed the Commissioner that it had used 
French-laquage radio, television and weeklies to publicize its 1971- 
1972 issue of Canada savings bonds in Manitoba. With regard to the 
advertisement “Huny” which the complainant enclosed in his letter, 
the Bank acknowledged that it had appeared only in the daily news- 
papers. In the final phase of its campa@, the Bank had decided to use 
French-language radio and television in order to reach the French- 
speaking Manitobans. This was an administrative decision which did 
not concern the Officia1 Laquages Act. 

The Bank of Canada assured the Commissioner that it had been 
endeavouring to provide information to the French-speaking population 
outside Quebec in French about its savings bonds issues, and that it 
intended to continue this practice. The Commissioner recommended 
that the Bank use the French-laquage press for advertising for other 
purposes as well. 

CANADIAN BROADCASTING CORPORATION 

A large number of the complaints relating to the Canadian 
Broadcasting Corporation concerned the extension of its services. The 
Corporation has pointed out many times, notably in its last annual 
report (1970-1971, page 45ff.), that it plans to extend radio and 
television services in both English and French to all parts of Canada 
as public funds become available. In the Speech from the Throne on 
February 17, 1972, the govemment announced an accelerated ex- 
pansion of radio and television services in the following terms: 

It is a matter of concern to the Government that at this moment many 
communities do not receive the national broadcasting service and that 
some one million Canadians in 260 communities receive no television 
service in their own language. The Government proposes, therefore, 
that the CBC be authorized to extend its services in a comprehensive 
fashion and to utilize the capabilities of Canada’s pioneer satellite 
communications system to assure within a five-year period that at 
least 98 per cent of Canadians are served. 

There are thus grounds for hoping that almost all Canadians will 
shortly have access to CBC services in the officia1 laquage of their 
choice. 
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File No. 5065-.52/R3 - French Television for Saint Paul, Bonnyville 
and Lac La Biche, Alberta 

Over 250 French-speaking persons complained of the lack of 
French television in the Saint Paul-Bonnyville-Lac La Biche area 
of Alberta. The complainants stressed the essential part played by 
television in the matter of language, and pointed out that access to 
French television would be an effective asset in ensuring the vitality of 
the French language in this region. 

The CBC informed the Commissioner that the three localities in 
question were among those in which it was planning to install television 
rebroadcasting stations. However, the CBC pointed out that many 
localities in Canada were requesting television services, and that it 
had to extend its services according to an order of priority based on 
the per capita cost and an equitable distribution of public funds from 
the geographical and linguistic points of view. 

Some time in 1972 the CBC intended to submit an application to 
the Canadian Radio-Television Commission for the installation of a 
television rebroadcasting station to serve the Saint Paul-BonnyvilIe 
area. A similar application for a rebroadcastlng station at Lac La Biche 
was to be submitted in 1974. These two stations would rebroadcast 
television programs from CBXFT in Edmonton. The CBC indicated 
that these dates were provisional, and might be changed, but that in 
any case a rebroadcasting station cannot be put into operation until 
about a year after it receives CRTC approval. 

The Commissioner recognized the factors motivating the CBC’s 
decisions, but nevertheless recommended to the President that the ex- 
tension of French television to the Saint Paul-Bonnyville-Lac La 
Biche area be speeded up as much as possible, pointing out that this 
service is not a luxury, but a necessity. 

File No. 92-French Televisiofz Programs in the Penetanguishene 
Region of Ontario 

A Francophone complained of the lack of French-language televi- 
sion’programs in the region of Penetanguishene, Ontario. She asked the 
Commissioner to request that the CBC provide more such programs 
for the French-speaking inhabitants of the area. 

The CBC informed the Commissioner that it broadcasts six hours 
of educational programming in French annually to this area, in three 
half-hour units each season. However, the people in the area cari 
receive the educational broadcasts produced by the Ontario Educational 
Communications Authority. The CBC added that it also intends to set 
up a television rebroadcasting station in the area in 1975, SO that the 
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inhabitants of the area will be able to receive the television programs 
of the CBC’s French service. 

File No. 102 - French Service in Toronto 

A Francophone complained that he had often had difliculty 
communicating in French with radio station CJBC in Toronto, saying 
that the CBC’s telephone receptionists in the City are not able to provide 
services in French. He also pointed out that the plaques identifying 
the CBC’s building on Jarvis Street are in English only. 

In its reply to the Commissioner, the CBC indicated that between 
June 1971 and March 1972, the number of its bilingual telephone 
receptionists had increased from two to six, SO that half the staff of this 
section is now bilingual. It considered itself adequately equipped to 
provide service in the two officia1 languages at any time. Furthermore, 
it expressed its willingness to reconsider the entire matter when French 
television is introduced to Toronto. 

Concerning the plaques identifying its buildings in Toronto, the 
CBC informed the Commissioner that changes were being made in the 
location of its services, and that when this work was completed, the 
plaques identifying its buildings and services would be in both officia1 
languages. 

File No. 127 - Insuficient French-Language Television Broadcasting 
in Southwestern Ontario 

A French-speaking Torontonian complained of the insufficient 
French-language television programming in southwestern Ontario, partic- 
ularly in the Toronto area. 

The Canadian Broadcasting Corporation informed the Commission- 
er that it had submitted an application to the Canadian Radio-Televi- 
sion Commission in November 1970 for the establishment of a 
French-language television station in Toronto. This application was 
approved in March 1972. The new station Will probably be in operation 
at the end of 1972 or the beginning of 1973. The Corporation 
anticipates that it will reach 28 per cent of the French-speaking popula- 
tion of southwestem Ontario-31,000 out of a total of 109,000 (partial 
census of June 1, 1966). It also pointed out that of the 443,000 French- 
speaking persons in Ontario (partial census of 1966), some 300,000- 
mainly in the north and east of the province-were already reached by 
its French-language programming. This means that by the end of 1972 
or beginning of 1973 the CBC will be serving 75 per cent of Ontario’s 
French-speaking population. 

The Corporation added that it intends to establish, over the next 
few years, stations or retransmitters in various parts of southwestern 

147 



Ontario where there are a sufficient number of French-speaking 
persons. For example, the Windsor-Essex-Kent region will probably 
have French-language television service in 1973 and the Midland- 
Penetanguishene region in 1975. 

File No. 412 - Services in French in Toronto 

A French-speaking resident of Ontario complained that the CBC 
had sent him a contract drawn up in English. 

The CBC informed the Commissioner that its policy was to reply 
in the language of the correspondent. TO avoid a repetition of such 
cases, the Corporation stated that it intended to use translation services 
whenever its employees did not have the linguistic ability to meet the 
public% requirements in both officia1 languages. 

File No. 471 - Pension Plan 

A French-speaking contributor to the CBC pension plan com- 
plained that the Corporation’s agent-Royal Trust-had sent him a 
letter in English. 

The CBC informed the Commissioner that communications be- 
tween the trust companies and its employees were supposed to take 
place in the language indicated by the Corporation, and that in the 
present case it had erred in indicating that the language was English. 
The Corporation stated that it proposed to make certain improvements 
in its agreements with the trust companies in order to avoid a repeti- 
tion of such incidents. 

File Nos. 502 and 760-Televised Speeches with Simultaneous 
Translation 

The complainants protested against CBC presentation of televised 
speeches or statements with simultaneous translation. They suggested 
the use of subtitles in such cases SO that Canadian citizens could appre- 
ciate, if they want, the arguments of the speaker in the officia1 language 
he expressed himself. 

Although finding no contravention of the Act, the Commissioner 
referred the complaint unofficially to the attention of the CBC. 

The CBC informed the Commissioner that, after lengthy discus- 
sion, they have as yet been unable to tind a universally satisfactory 
solution to this problem. Adding subtitles to a televised program or to 
part of a program necessitates special preparation. This cari be done 
in a technically acceptable manner onIy where program texts are 
available before transmission or where the textual content is indepen- 
dent of the program itself (this is the case when a special announce- 
ment is flashed on the screen during a regular program). 
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The Corporation added that, since the systems presently in service 
are not used for live programs where text and picture are synchronized, 
the only practical technique was simultaneous translation. In most 
cases, apparently, such an interpretation will be part of the sound- 
track when the statement is subsequently used for other programs. 

The problem is under continuing study by the Corporation? 
Program Committee. 

File Nos. 561 and 761 -French Broadcasting in Vancouver and 
Victoria 

The complainants criticized the lack of French-language radio and 
television broadcasts in the Victoria area in British Columbia, as well 
as the absence of French-language television programming in Van- 
couver. 

The CBC informed the Commissioner that the French radio 
broadcasts of its AM network were carried by CBUF-FM Vancouver, 
at 97.7 on the FM dial. According to the Corporation, there should be 
no difficulty in picking up these broadcasts in Victoria. 

The CBC is also considering the establishment of French-language 
television stations in Vancouver and Victoria, but as in several other 
cases these projects are not yet final. It expects to submit an applica- 
tion to the Canadian Radio-Television Commission at the beginning 
of 1973 for the establishment of such a station in Vancouver, and a 
similar application for Victoria should be submitted during 1974. 

File No. 569 - French Broadcasting in St. John, N.B. 

A Francophone stated that it was impossible to pick up French- 
language radio broadcasting in St. John, N.B., and demanded the 
establishment of a French-language radio station in that City. 

The CBC informed the Commissioner that during the tist half of 
1972 it expected to submit an application to the Canadian Radio-Tele- 
vision Commission for the establishment of an FM radio station which 
would serve the St. John-Fredericton area. The reason for using the 
FM band was that there was no longer any space on the AM band. 
However, the new station would rebroadcast the CBC’s AM program- 
ming of CBAF, Moncton. 

The CBC took this opportunity to supply the Commissioner with 
certain information on the extension of its French-language television 
services in this area. On November 26, 1971, it submitted an applica- 
tion to the CRTC for establishment of a new French-language tele- 
vision station in Grand Lac (near Fredericton) which would serve the 
St. John-Fredericton area. 
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Although in theory the City of St. John lies within contour B of 
the proposed station, the Corporation recognizes that topographical and 
interference factors will probably cause reception problems in certain 
parts of the City. This is why it is willing to establish a low-power 
retransmitter either in St. John itself or in the surrounding area in order 
to guarantee satisfactory service. 

File No. 570 - Lack of French-Language Service in the Prince Albert 
Region (Saskatchewan) 

The complainant stated that residents of the Prince Albert region 
in Saskatchewan were deprived of French-language radio and television 
service. She insisted that the Canadian Broadcasting Corporation should 
provide such services. 

During the investigation of the complaint, the CBC informed the 
Commissioner that there are at present privately-owned French-lan- 
guage radio stations at Saskatoon and Gravelbourg. These stations carry 
a large volume of CBC French Network programming under a rental 
arrangement with the Corporation which provides a significant portion 
of the stations’ revenue. In addition the coverage-extension plans of the 
CBC cal1 for a French radio station at Prince Albert. The date for 
this is still tentative but, in any event, the Corporation does not foresee 
such a station being in operation until 1974, at the earliest. 

The CBC underlined to the Commissioner that television was much 
more expensive than radio. Up to now the high cost of delivering TV 
program service to the West has been the chief obstacle to extension of 
French-language television on the Prairies through CBC facilities. The 
arriva1 of the communications satellite (ANIK) in 1973 should, how- 
ever, go a long way to make French television service to the West 
feasible. The English-language CBC TV stations at Regina, Moose Jaw 
and Saskatoon each broadcast about 29 hours of French-Ianguage pro- 
grams weekly. 

In the light of this expected development, the CBC foresees the 
establishment of French-language TV stations at several Saskatchewan 
locations, of which Prince Albert is one. As with radio, plans of the 
Corporation are still tentative. At the moment the CBC envisages a 
Prince Albert television application to the CRTC sometime in 1973, 
with the station to be in operation about a year later. This project, like 
all coverage projects of the Corporation, is dependent upon CRTC 
approval and availability of the necessary capital and operating funds. 

The Commissioner decided that, subject to the need for follow-up, 
the Act was being respected. 
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File No. 591 - Unilingual Printed Stamps 

A French-speaking Montrealer received printed matter from the 
Corporation in Ottawa. He pointed out that on the CBC’s envelope 
there was one printed stamp in English only and one which was partially 
bilingual : “Printed matter” and “CBC, Radio-Canada, your publicly 
owned broadcasting system”. 

The Corporation explained that it has bath French and English 
franking equipment and that it uses whichever language is appropriate 
in the circumstances. It seems that in the present instance the English 
stamp was inadvertently used. TO avoid repetition of such errors, the 
Corporation Will supply its personnel shortly with bilingual stamps. 

File No. 600 - Ottawa Local Newsroom 

An Anglophone alleged that the Ottawa local newsroom at CBOT 
(CBC TV news) was manned by 14 unilingual English reporters and 
no French-language staff whatever. Consequently, staff could not caver 
French-language events of a newsworthy nature and there was unbal- 
anced TV news coverage. 

The complainant also alleged that on Parliament Hi11 there were 
six unilingual Anglophones and only one functional bilingual to handle 
the CBC National News. He questioned that this was sufficient lan- 
guage balance to provide good cross-Canada coverage. 

The CBC admitted there was not a completely bilingual reporter 
in the English newsroom but pointed out that the French-language 
reporters of the CBOFT news service were in the same room and that 
there was a degree of exchange of information and pooling of resources. 
Moreover the CBC was implementing a French-language training pro- 
gram for some of the unilingual Anglophones, including the personnel 
of the Parliamentary Bureau. 

The CBC believed that coverage of French-language news given 
by CBO and CBOT had been “rather well baIanced” in the past and 
that additional French-Ianguage capability could only improve the 
situation. The Commissioner considers that the planned language train- 
ing, if sufficiently functional, should considerably facilitate reporters’ 
work and should form, at the individual’s choice, a normal part of 
their professional development. 

File No. 609 - CBC Engineering Headquarters in Montreal 

The Commissioner received from an anonymous complainant an 
operating chart of the CBC Engineering Headquarters in Montreal 
accompanied by a copy of an article on bilingualism published in Time 
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magazine of November 29, 1971. On the operating chart the com- 
plainant had typed in capital letters: “NO FRENCH HERE PLEASE”. 

The communication did not formulate a precise complaint and 
was not investigated. 

File No. 618-“Suivez la piste” 

An English-speaking public servant wrote to the Commissioner 
about the television program “Suivez la piste” on the CBC Enghsh 
Network. He stated that Sunday at noon was “about the most useless 
time possible” for such a program. 

The Commissioner concluded that the subject matter of the com- 
plaint did not involve a contravention of the Officia1 Languages Act, 
and forwarded a copy of the letter to the Canadian Broadcasting Cor- 
poration. 

File Nos. 633, 668, 689-French-language Television Broadcasting 
in the Peace River Region of Alberta 

The Commissioner received a petition bearing 5,000 signatures 
demanding French-language television broadcasting for the Peace River 
region of Alberta. This petition was first sent to the Prime Minister of 
Canada and to the Secretary of State. 

The Commissioner asked the CBC to consider the matter. The 
CBC informed the Commissioner that it expected to submit an appli- 
cation in 1972 or at the beginning of 1973 to the Canadian Radio- 
Television Commission for the establishment of a television retransmitter 
in FaIher, which Will serve the Peace River region. This station will 
rebroadcast the programming of CBXFT’, Edmonton. The Corporation 
pointed out, however, that it would take about one year to set up the 
retransmitter and put it into service afer receiving CRTC approval. 

The Commissioner asked the Corporation to act as rapidly as 
possible, SO that the Francophones of the Peace River region might 
obtain French programming in the near future. 

File No. 663-Lack of English-Language Service in the Saguenay 
Region (Quebec) 

An English-speaking resident of Kenogami, in Quebec, stated that 
there was a lack of radio and television service in her language in the 
Saguenay region. She wondered why it was not possible to obtain such 
services in English when CBC provided them in French in Nova Scotia 
“where there were about 10,000 people more or less who were able to 
understand French”. 
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The CBC gave. a satisfactory explanation. ft informed the 
Commissioner that it had recognizcd the need for English-language 
service in this region for some time, and had filed an application with 
the Canadian Radio-Television Commission for an FM station in 
Chicoutimi that would also serve Kenogami. This application was ap- 
proved by the CRTC on April21, 1972. Although the proposed station 
would be an FM outlet, English-language programming would be pro- 
vided by the CBC-AM services in Montreal. 

The possibility of developing an English television network to 
serve the Saguenay region is also under consideration, and the CBC 
hopes to submit a request to the CRTC sometime this year. It usually 
takes about a year to begin operation of a station after CRTC approval 
is accorded. 

The CBC stated that there were over 40,000 French-speaking lis- 
teners in Nova Scotia. The 1966 census indicated that about 40,000 
Nova Scotians speak French. This figure does not take into account 
those who understand French well enough to be considered part of the 
CBC’s listening or viewing public. 

File Nos. 773, 804, 80.5, 806, 807, 808, 809, 812, 823, 828, 835, 
836, 841, 849, 851, 865, 866, 867, 868, 872, 873, 879, 882, 883, 884, 
889, 890, 891, 892, 893, 894, 897, 901, 905, 913, 914, 915, 916, 
926~Strike by NABET Technicians 

Several pcople from Regina and Edmonton complained to the 
Commissioner that French-language television broadcasts had been sup- 
pressed due to the strike by CBC technicians. Certain complainants 
from Regina took the opportunity to make the following recommenda- 
tions to the CBC: 
1. that a reserve of taped programs be kept for use on such occasions; 
2. that the station be identified in French during the broadcasting of 
French programs; 
3. that programs in French be broadcast twice a week on a regular basis. 

The situation described was the result of a rotating strike by CBC 
technicians who belong to NABET and affected both French and Eng- 
lish broadcasting. Since the English-language television stations in 
Regina and Edmonton were part of the national network, managemenr 
personnel in Toronto could take over in the case of a work stoppage. 
However, this could not be done in the case of the French programming 
of the station in Regina, or in the case of the French-language television 
station in Edmonton, both of which were supplied with tapes on a 
day-to-day basis from Montreal. 
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When the Commissioner received these complaints, the Montreal 
technicians were on strike and the CBC could not record the programs 
required by these two stations. Normal service resumed when the work 
stoppage ended. 

The Commissioner made it clear that such a situation lay outside 
the purview of the Officia1 Languages Act. 

The CRC noted the recommendations of complainants in Regina 
regarding the storage of taped programs which could be broadcast when 
the need arose, and promised to study the possibility of identifying the 
station in French during French programming. With regard to the pos- 
sibility of broadcasting French programs two evenings a week on a 
regular basis, the Corporation regretted that this could not be done until 
a French-language station had been established in Regina. 

CANADIAN INTERNATIONAL DEVELOPMENT AGENCY 

File No. Il9-Competition 

A Francophone complained that CIDA ignored his wish to be 
interviewed in French during a closed competition for a position 
requiring a knowledge of French. The selection committee interviewed 
the applicant almost entirely in English. 

The investigation revealed that the procedure followed at the time 
of the interview was irregular and constituted an infraction of the 
Of?iciaI Languages Act. Consequently, the Commissioner recommended 
that CIDA hold a second competition and that interviews be conducted 
by a selection committee chosen in accordance with the Act. CIDA 
agreed to rehold the competition with a bilingual selection committee. 

File No. .542-Notice of Competition 

In a notice of a closed competition relating to the position of 
supervisor of the Budgetary Control Section, under the heading 
“Linguistic Requirements”, there appeared the following notation: 
“The positions to be filled require a good knowledge of the English 
language”. The complainant believed that these positions ought to 
require a knowledge of the two languages. 

After having examined the nature of the work of the positions 
advertised, the Commissioner concluded that the linguistic requirements 
entered on the notice of competition did not sufficiently take into 
account the objectives and provisions of the Officia1 Languages Act. 
In addition, the examination of the complaint revealed that the degree 
of bilingualism existing in the Division of Budgetary and Statistics 
Control was clearly insufficient to ensure adequate service in French 
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to its francophone clientele. The Commissioner recommended to 
CIDA that it take into consideration this deficiency when nominating 
personnel and that it rehold the closed competition for CIDA personnel 
after a revision of the linguistic requirements of the position. 

CIDA notified the Commissioner of the changes effected within 
the Budgetary Control Section since the complaint was registered: two 
of the three employees in charge of Francophone Africa are bilingual 
and the third is able to communicate in French without difficulty. 

During the course of the year 1972-1973, one of the posts of 
supervisor (CRS) Will be filled by a bilingual incumbent and the 
assistant to the chief of the section Will also be bilingual. As for the 
competition, CIDA declared that it was prepared to rehold it without 
mentioning linguistic requirements, which it did three months later. 

Following the competition, two Anglophones were appointed to 
the positions of supervisor of the Budgetary Control Section. One was 
to take a language training course, while the other, who, according to 
the Agency, could work in French, even though he had not passed the 
language test of the Public Service Commission, enrolled in a language 
course for the purpose of improving his oral French. 

CANADIAN NATIONAL 

File No. #3-CNT (Ottawa Ofice) 
A French-speaking person reproached the Telecommunications 

Office of the Canadian National Railways (CNT) in Ottawa with not 
providing adequate service in French. He maintained that in order to 
send a telegram in French, customers sometimes had to wait several 
minutes before being served. Moreover, he stated that in certain cases 
they had to spell every Word. 

The Crown corporation explained to the Commissioner that at 
the CNT in Ottawa at least 50 per cent of the staff serving the public 
is bilingual. It added that directives had been issued instructing its 
unilingual English-speaking employees to transfer customers wishing to 
be served in French promptly to one of the bilingual employees. The 
unilingual English-speaking employees had been taught a few basic 
phrases in French to enable them to make this type of transfer. The CN 
was of the opinion that its Ottawa office was equipped to provide 
adequate French-language service at a11 times, without undue delay. 

File Nos. 69, 156, 491, 539, 545, 788, 846, 858- 
CNT (Toronto and Winnipeg Ofices) 

Several French-speaking and English-speaking people complained 
that the CNT offices in Toronto and Winnipeg were not able to provide 
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aclequate service in French at all tirnes. They added that when they 
did manage to obtain service in French, it was usually only after wait- 
ing for several minutes. Moreover, they pointed out that in order to 
send a telegram in French, they often had to spell almost every Word, 
and that the telegrams which they sent in French usually contained 
several spelling errors. 

The CN admitted that it was not able to provide adequate, reason- 
ably prompt service in French at a11 times, not only in Toronto and 
Winnipeg, but also in Edmonton. In order to remedy this situation, it 
requested permission from the Trans-Canada Telephone Network to 
set up a private line which would enable citizens living in these three 
areas who want to be served in French to speak directly to the CNT in 
Quebec City, at no extra charge. 

Since the CN expected that negotiations with the Trans-Canada 
Telephone Network would be lengthy, it decided to use the services of 
Zenith as a temporary measure in these three areas in order to direct 
calls in French to the Telecommunications office of the CN in Quebec 
City. Even though the Zenith service presented a problem (the local 
telephone operator, who often does not speak French, has to intervene 
to transfer the call), the Commissioner felt that the service in French 
in these three regions would be improved by adopting this measure. 
In the end, the Trans-Canada Telephone Network informed the CN that 
it had rejected its request. The CN then assured the Commissioner 
that it would continue to use the Zenith service for these three areas. 

File No. 500-CN-CP Telecommunications in Montreal 

A French-speaking person reproached the CNT in Montreal with 
using only a unilingual English cancellation stamp and with issuing 
computer cards (bills) which were not completely bilingual. 

The stamp and bill in question were from the Telecommunications 
branch of the Canadian Pacifie. The CNT reminded the CP that the 
CN, as a Crown corporation, was obliged to comply with the Officia1 
Languages Act, and recommended that a11 forms issued to the public 
bearing the name of the CN be revised and made completely bilingual. 

File No. 6.56CP Telecommunications in Montreal and CN 
Telecommunications in Toronto 

A French-speaking person alleged that the CNT in Toronto had 
not been able to telephone a telegram in French to a Citizen living in 
the Toronto area. He added that, contrary to his request and that of the 
recipient, the telegram in question was never delivered. 

In its answer to the Commissioner, the CN explained that this 
message had been received by the CP Telecommunications Office in 
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Montreal and relayed to the CNT in Toronto. According to the CN, 
the Canadian Pacifie maintained that the sender had not requested to 
have the telegram delivered. Moreover, the CN stated that unfortunately 
the records concerning the sending of messages received by telephone 
for the month in which the incident occurred were no longer available. 
The CN had already issued directives requiring that all messages in 
French be forwarded by operators with a good knowledge of the 
language. It did appear, however, that this had not happened in the 
present case, and the CN apologized for the error. 

In order to correct this situation, the Crown corporation reissued 
its directives concerning the sending of messages in French. It informed 
the Commissioner that it was going to use the Zenith system to make 
it possible for the CNT in Quebec City to telephone messages in 
French to people living in the Toronto area when the CNT staff in 
Toronto was not able to do SO. 

File No. 106-Language of Work 

A Francophone sent the Commissioner a copy of a brief he had 
submitted to the Commission of Inquiry on the Position of the French 
Language and on Language Rights in Quebec (the Gendron Com- 
mission). Basing his observations on his experience as a CN employee, 
he expressed his opinion on the position of French as the language of 
work among the company’s administrative staff. 

The correspondent admitted that CN usually served members of 
the travelling public in the officiai language of their choice in stations 
and on trains in the Province of Quebec. In addition, the staff members 
he referred to had access to the following services: language, termi- 
nology, translation, monthly French-Ianguage publications and French- 
language courses. However the correspondent stated that although equal 
rights might exist in the CN, equal opportunity did not, and this in- 
equality adversely affected French-speaking employees. He cited as an 
example the position of bilingualism in an administrative branch hand- 
ling freight sales in Montreal, where the director was unilingual Anglo- 

\ phone and of 36 employees, 16 were bilingual and 20 unilingual Anglo- 
phones. He added that English was the language of communication, 
that it was used in the preparation of the majority of files and reports 
and in the conduct of meetings, although a good number of partici- 
pants were Francophones. 

Finally, the correspondent recommended the creation of a 
“French-Language Office” at CN. Its main function would be to pre- 
pare a policy designed to make French the language of work. 

The Commissioner decided to consider these remarks as a com- 
plaint. 
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Like uther federal institutions, CN is in the process of formulating 
its bilingualism objectives in order to meet the requirements of the 
Officia1 Languages Act. While the Commission& was studying this 
question, a change had ah-eady taken place in CN’s policy concerning 
the overall situation revealed by the correspondent. 

At the head office for the St. Lawrence region and for the Mont- 
real, Champlain and Quebec City sectors, a large part of oral com- 
munication now takes place in French. Accordingly, weekly meetings 
of the regional staff are conducted almost exclusively in that language, 
providing English-speaking supervisory staff taking language courses 
with an excellent opportunity to express themselves in French. 

A number of interna1 management meetings, as well as the great 
majority of discussions with planners and provincial and municipal 
officiais, take place in French. In certain interna1 management meet- 
ings French and English are used interchangeably. 

A directive entitled “CN Policy on Bilingualism: Application in the 
St. Lawrence Region” states that everyone is free to use the officiai 
language of his choice in interna1 management relations. Employees 
must use the language of the client for written communication; this 
requires a special effort on the part of those who have difficulty writing 
about technical matters in French. In addition, English-speaking em- 
ployees are encouraged to use French increasingly in interna1 corres- 
pondence within the region. 

As far as general organization is concerned, the St. Lawrence 
region consists of a regional head office in Montreal and four sectors, 
two of which have their head office in Montreal, one in Quebec City 
and one in Belleville, Ontario. Sixty-two per cent of non-union em- 
ployees and middle and senior management are French-speaking. The 
percentage of these who are bilingual is 70, 80 and 76 respectively 
and a number of Anglophones in these categories are taking French 
language courses. In addition, CN has made considerable efforts to 
recruit Francophones. It seems therefore that there is a substantial 
degree of bilingualism at a11 levels of administration in the St. Lawrence 
region. 

Freight sales staff in a11 offices in the region are able to serve the 
public in French or in English. All employees recruited since 1965 are 
bilingual; the only unilingual anglophone employees are those who 
have been working there for a good many years. The sales managers 
in all sectors are bilingua1 and two of the three remaining unilingual 
tieight sales representatives are enrolled in advanced French-language 
courses. Fifty-four per cent of the freight sales employees are French- 
speaking and 81 per cent are bilingual; the latter figure rises to 86 if 
those taking French-language courses are included. At the regional 
level only two out of nine senior managers are unilingual Anglophones. 
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Because approximately 90 per cent of industrial traffic directors 
are unilingual Anglophones, the majority of sales reports by bilingual 
employees are written in English. However, salesmen may Write their 
customer reports in the officia1 language of their choice, except when 
a report is intended for an office outside the region. At sales meetings 
discussion is in either language. 

As indicated in the preceding paragraphs there have been im- 
portant changes concerning bilingualism at CN. However there is stül 
much to be done. For his part, the Commissioner Will continue to sup- 
port the right of federal employees in Quebec to work in the officia1 
language of their choice, and Will keep a close watch on the develop- 
ment of CN’s language policy. 

File No. 138-“Know Canada” 

A complainant took exception to the unilingual English format of 
the publication “Know Canada” displayed in CN hotels. 

“Know Canada” is a private publication, not a Canadian National 
publication. Since CN felt that the magazine had no promotional or 
goodwill value to CN hotels, its purpose being to encourage travel 
within Canada and to attract visitors from other countries, and as there 
was already a good deal of reading material distributed in the rooms, 
CN decided to withdraw the publication from circulation. 

File No. 256-Collective Agreements 

A francophone union member, who works for the CN, wrote to 
state he had been unable to obtain a French version of his union con- 
tract although he had tried for several years to do SO. He had gone as 
far as requesting the assistance of the federal Minister of Labour. 

Events revealed that it was the union itself that had the responsi- 
bility of providing its members with the French text, but that for ad- 
ministrative and translation reasons it had SO far been unable to do SO. 
Nevertheless, the Commissioner told the CN that he believed every 
employee of a federal government department or agency was entitled 
to receive a copy of a collective agreement in the officia1 language of 
his choice and that it was the employer’s responsibiiity to make it 
available. 

CN replied that it was the corporation? policy to provide labour 
agreements in both officia1 languages when there was a significant 
demand. However, the corporation pointed out that it did not distribute 
collective agreements to its employees, but rather to the labour organiza- 
tion. Where the labour organization was prepared to cooperate, transla- 
tions were jointly prepared; otherwise, CN would have the agreement 
translated and would supply the labour organization with a copy. 
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CN’s ability to produce translations quickly was substantially in- 
bibited by the lack of suitable translators to handle the job, and by the 
time available to representatives to check the translations in the draft 
stages. Nevertheless, CN expected that the Commissioner’s suggestion 
would be virtuaIly implemented by the end of 1972. 

The Commissioner found the policy to be in full compliance with 
the Act. 

File No. 324-Queen Elizabeth Hotel 
Four persons who had stayed in the Queen Elizabeth Hotel in 

Montreal reported that an English-language daily newspaper was left 
outside each room in the morning with a slip of paper on which the 
following words were written: “A French-language newspaper is avail- 
able on request from the Bell Captain”. The complainants objected to 
the fact that guests wishing to obtain a French-language newspaper 
were obliged to make a special request in order to receive a copy, while 
English-speaking guests received their newspaper automatically. 

The Commissioner brought this question of the inequality of the 
two languages to the attention of CN authorities. The administration 
of CN hotels did not accept the Commissioner’s suggestion to extend 
the existing service to both linguistic groups in the language indicated 
by clients on their registration; it preferred simply to stop automatic 
distribution of the newspaper in question at hotel-room doors. How- 
ever, guests may stiI1 receive a free newspaper on request, a service 
which-despite the additional effort demanded of them-puts French- 
speaking and English-speaking visitors on an equal footing. 

File No. 404-“What’s On in Ottawa/Voici Ottawa” 

The complainant noticed that the Chateau Laurier, a CN hotel, 
placed an advertisement in English only in the bilingual magazine 
“What’s On in Ottawa”. 

CN undertook to rectify this oversight and to publish advertise- 
ments in a bilingual format in the very near future. 

File No. 414-Report Forms 

A French-speaking electrician employed by Canadian National in 
Montreal complained that he was not able to fil1 out report forms in 
French. 

The Commissioner drew this matter to the attention of the CN 
management who told him that they could see no reason why an elec- 
trician could not be allowed to fil1 out his forms in French. The staff 
requiring this information was bilingual and the report forms would soon 
be available in both officiai languages. 
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File No. 475-Ferryboat 

A French-speaking passenger on the CN ferryboat between North 
Sydney, Nova Scotia and Port aux Basques, Newfoundland reported 
that he could not obtain service in French. 

CN replied that there are usually bilmgual attendants at North 
Sydney who are able to serve the travelling public in both officia1 
languages. Unfortunately, when the complainant requested service, 
there was only a unilingual English-speaking attendant available. The 
Commissioner recommended that all necessary steps be taken to avoid 
the recurrence of such an incident. 

File No. 520-Dismissal Notices 

A person in Montreal sent the Commissioner a copy of an article 
which appeared in the Journal de Montréal on November 5, 1971, 
stating that French-speaking CN employees in the Montreal area had 
apparently received dismissal notices in English. 

The investigation of the complaint revealed that CN had addressed 
these notices in English to French-speaking employees by accident. The 
corporation promised to take the necessary action to prevent such inci- 
dents from occurring in future. 

File No. 544-Symington Marshalling Yard in Winnipeg 

The complainant reported that all tours of the Symington marshal- 
ling yard in Winnipeg were organized in English only. She believed 
that this was an encroachment upon the language rights of French- 
speaking visitors. 

CN informed the Commissioner that since the marshalling yard 
was set up five or six years ago, many groups had corne to tour it, but 
there had never been any requests for a commentary in both officia1 
languages. It added that the staff was prepared to give the tour in French 
for French-speaking groups provided that they requested it when they 
made their appointment for the tour. The Commissioner then empha- 
sized that the Crown corporation would better fuhil the requirements 
of the Act if it took the initiative to offer all visitors its services in 
either officiai language, or in both when necessary. CN acquiesced in 
this request. 

File No. 553-Advertisements in French-Language Newspapers 

A French-speaking person reproached CN with advertising only 
in English-language daily newspapers in Manitoba. He wanted to find 
out about the activities of federal agencies through French-langnage 
media, and he requested that in areas having no daily paper in French 
the agencies use the French-language weeklies. 
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As a result of the action taken by the Commissioner, CN decided 
to advertise periodically through French-language media in Western 
Canada. 

File Nos. 604 and 777~CN Station in Edmonton 

Two Francophones who wanted to buy tickets to Quebec were not 
able to find anyone who could serve them in French at the station in 
Edmonton. Another complainant criticized the lack of service in French 
at the wickets in this station and also pointed out that the signs were 
not all bilingual. 

CN replied that until the middle of 1971 the Edmonton station had 
two bilingua1 cIerks serving the public during office hours. During the 
summer, however, these employees had been given other duties which 
resulted in the discontinuance of service in French. CN observed that 
in 1971 it had handled twelve requests for service in French in Edmon- 
ton and answered six letters written in this language. 

CN intended to review the postings of its staff with a view to 
giving the Edmonton station some bilingual capacity and was even 
considering language courses for its employees. 

Concerning the signs, CN recognized that some were not bilingual 
and promised to replace them as soon as possible. It pointed out, how- 
ever, that it leased its premises in the building and that it could not be 
held responsible for the unilingual signs of some other tenants. 

File Nos. 654, 726, 74.5~Service to the Public on Trains 

l The complainant stated that he had made the trip between Mon- 
treal and Lévis twice, and had not been able to obtain service in French 
in the club car. 

CN informed the Commissioner that on December 10, there were 
only English-speaking waiters working in the club car and in the snack 
bar, but that on December 23, the steward working in the club car 
was bilingual. It expressed regret that the unilingual employees had 
not called upon their bilingual colleagues under the circumstances. 

It is dihïcult to form crews which are able to provide service in 
both languages because of collective agreements which require that 
the seniority, the state of health and the abilities of the staff be 
taken into consideration. Despite these requirements, CN makes it a 
policy to have at least one waiter who cari speak French in the dining 
car at all times. It has also issued a directive instructing employees to 
call upon their colleagues if they are not able to provide service in 
French themselves. Moreover, CN has organized French courses for its 
employees who deal with the public and it attempts to hire bilingual 
personnel when there are vacant positions. 
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l In an open letter which appeared in Le Devoir on February 24, 
1972, a person from St-Jean, Québec, complained that the employees 
in Central Station in Montreal gave priority to English at the gaie for 
the Montreal-Toronto train and that the service on the train was in 
English only. 

A few days later, another complainant who had read this letter in 
Le Devoir, informed the Commissioner of a similar experience on a 
train going from Montmagny to Toronto via Montreal. Preference was 
given to English between Montmagny and Montreal, and from Montreal 
to Toronto there was no French service at all. 

CN informed the Commissioner that most of the employees work- 
ing on the trains in the St. Lawrence region are bilingual. It has issued 
directives requesting that French be given priority in this region in 
dealings with the public. It added that in Central Station in Montreal, 
a11 the personnel who serve the public are bilingual and that directives 
had already been issued requesting employees to address customers in 
French hrst, and to repeat the information in English if necessary. Since 
most of the people going to Toronto are Anglophones, the clerks at 
the gates and at the bottom of the stairs tend to use English first rather 
than French. CN has repeated its instructions and has made certain 
employees responsible for seeing that they are respected. 

It seems more difficult to pin-point the problem regarding bilingual 
service on the Montreal-Toronto trains. Once again, difficulties result 
from the fact that crews are assigned according to seniority rights 
laid down in collective agreements. For this reason, the bilingualism 
requirements are not always respected. In an effort to improve the 
situation, CN is also providing French courses for its staff in Toronto 
who are assigned to the Toronto-Montreal run. Learning a second 
language requires a certain amount of time, but CN emphasized that 
the staff is enthusiastic about the courses. 

The Commissioner told CN that its continued efforts towards 
providing French-language training for its employees and its hiring of 
bilingual personnel should enable it to meet the requirements of the 
Officiai Languages Act. 

File No. 767-“English-Speaking League” 

The Commissioner learned from a small item in a Moncton news- 
paper that a group of French-speaking employees working in the CN 
yards in Moncton had complained to the Société nationale des Acadiens 
(SNA) that attempts were being made to intimidate them by selling 
membership cards for an “English-Speaking League” during working 
hours. 
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Since he had not received an officia1 complaint on the subject, the 
Commissioner asked the Société nationale des Acadiens for an explana- 
tion. It replied that it had approached CN and that CN had subsequently 
taken the necessary steps to prevent such incidents from recurring. 
Sincc there had been no other complaint, the SNA felt that the French- 
speaking employees must have been satisfied with the action taken by 
CN and that under the circumstances there were no grounds to lodge 
a complaint with the Commissioner. 

CANADA PENSION COMMISSION 

File No. 612-Competition Poster 

A complainant stated his belief that a promotional competition for 
a private secretary to the chairman of the Canadian Pension Commis- 
sion did not take due account of the purposes and provisions of the 
Officia1 Languages Act. He declared that proficiency in both officiai 
languages rather than in the English language only should be an essen- 
tial qualification for the position. 

Since the persona1 staff of the Chairman was able to provide 
service to the public in the language of its choice, the Commissioner 
believed that due account had been taken of the purposes and provi- 
sions of the Officia1 Languages Act. 

CANADIAN RADIO-TELEVISION COMMISSION 

File No. I94-English Programming 

Several people complained of the high percentage of records in 
English in the programming of stations CKCH (Hull) and CJRC 
(Ottawa). 

The Commissioner brought these complaints to the attention of 
the Canadian Radio-Television Commission which is presently studying 
the matter. 

File No. 602-French Pronunciation 

An English-speaking person raised questions about the pronuncia- 
tion of French names on English-language radio stations. 

The Canadian Radio-Television Commission informed the Com- 
missioner that although this matter was not covered by CRTC regula- 
tiens, the Commission, because of its interest in linguistic questions, had 
always attempted to enlist the co-operation of broadcasters in this area. 



Following discussions between the management of the station men- 
tioned by the complainant and the CRTC, the station has agreed to 
attempt to meet the requirements of its listeners in each officiai-language 
group. 

OFFICE OF THE COMMISSIONER OF OFFICIAL LANGUAGES 

File No. 496-Investigation to be Conducted in Private 

A New Brunswick correspondent asked whether the correspond- 
ence directed to the Commissioner of Officia1 Languages was regarded 
as strictly confidential. She stated that she had several complaints con- 
cerning the way in which bilingualism programs were being implemented 
in federal government departments. Before registering these complaints, 
she wished to be assured that her anonymity would be guaranteed. 

The Commissioner advised her that Section 28 (1) of the Officia1 
Languages Act provides that “every investigation by the Commissioner 
under this Act shall be conducted in private”, and Section 29 (3) 
stipulates that “the Commissioner shall require every person employed 
in his Office who is directed by him to receive or obtain information 
relating to any investigation under this Act to comply with any security 
requirements applicable to, and to take any oath of secrecy required 
to be taken by, persons employed in any department or other institution 
concerned in the matter of the investigation”. The confidentiality of her 
inquiry and the protection of her anonymity as a complainant were 
accordingly guaranteed by law. There was no further correspondence 
and the Commissioner closed bis file. 

File No. 746-Publicity 

An anglophone publisher in Manitoba wrote, through the inter- 
mediary of his Member of Parliament, to request that he receive a 
portion of federal government bilingual advertising. He would have 
liked his paper to carry for instance the Commissioner’s bilingual adver- 
tisement. 

It was explained to the correspondent that the small experimental 
publicity campaign of the Office of the Commissioner of Officia1 Lan- 
guages had concentrated, on the particular occasion the publisher 
referred to, on the French-language press outside Quebec, both because 
it offered an opportunity to reach a public in particular need of the 
Comrnissioner’s assistance and because funds available for publicity 
were limited. 
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COMMUNICATIONS 

File No. 101 - Unilingual Sign 

A correspondent asked the Commissioner to have a unilingual 
English sign of the Department in Ottawa made bilingual. 

The Commissioner’s office undertook a general study of signs in 
the National Capital Region. An account of this study and the resulting 
recommendations Will be found in Chapter II of this report. 

File No. 268-Personnel 
The complainant alleged that she was prevented from accepting a 

position as secretary to a unilingual Anglophone because she was her- 
self a unilingual Anglophone. 

Formerly, the complainant was employed in the Department of 
National Defence as an ST-5; she was transferred to the Department of 
Communications in a casual position and was subsequently offered a 
transfer to a permanent ST-5 position as secretary to an officer at the 
CS-5 Ievel on the understanding that both officer and secretary would 
undertake French-language training. Shortly after the complainant 
accepted this position, she was informed that the offer of employment 
had been withdrawn because the officer in question would require a 
bilingual secretary. 

The complainant did not understand why she was not permitted 
to take French-language training, particularly in view of the fact that, 
in her opinion, most of the positions being classified as bilingual are 
at the secretarial level. 

The complainant further alleged that a unilingual anglophone sec- 
retary cannot work for anyone who is likewise a unilingual Anglophone 
because such an officer is unable to translate correspondence which he 
may receive in French. Conversely, the same secretary cannot work 
for someone who is bilingual because he may wish to give her dictation 
in French. The complainant concluded that such a situation effectively 
blocked employment opportunities and rendered promotion impossible. 

Recruitment and promotional procedures must, under Section 
39(4) of the Act, take “due account” of the “purposes and provisions 
of this Act” when the positions in question include duties relating to 
the provision of service to the public. After studying the points raised 
by the complainant, the Commissioner concluded that there was no 
infraction of this section. 

The position sought by the complainant was designated as bilingual, 
as was the supervisory position (CS-5). A unilingual Anglophone was 
named to the CS-5 position because the Department of Communications 
was unable to find a bilingual person who met a11 the requirements 
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for that post. The incumbent, however, agreed to take intensive lan- 
guage training in order to learn French as soon as possible. With regard 
to the secretarial position, the Department was able to recruit a qualified 
bilingual person. 

There were 359 positions in the Administrative Support category of 
which 115 (32% ) were designated bilingual and there were still many 
opportunities for unilingual secretaries to work for unilingual persons. 

The complainant was informed of the results of the Commissioner’s 
investigation. 

File No. 435-Alleged Discrimination 
An Ottawa Member of Parliament wrote to the Commissioner to 

ask him to investigate alleged Iinguistic and racial discrimination 
against an English-speaking public servant who was one of his constit- 
uents. The Commissioner subsequently interviewed the complainant 
and obtained details of his complaint concerning the Department of 
Communications. 

After careful examination of the information with which the com- 
plainant furnished him, the Commissioner found no evidence that his 
position had been “red-circled” for linguistic reasons. In addition, ethnie 
rather than linguistic discrimination was being alleged, and as such, 
did not constitute an infraction of the Officia1 Languages Act. 

The Commissioner did, however, offer to refer the complainant’s 
case to the Fair Employment Practices Branch of the Department of 
Labour for consideration. He also volunteered to speak to the Chair- 
man of the Public Service Commission about the possibility of obtain- 
ing second-language courses for the complainant and to suggest that 
he be considered for employment outside the Department of Commu- 
nications. The Public Service Commission advised the Commissioner 
that they had referred his correspondence to the Director General of 
Staffing who would ask his officiais to investigate the possibility of em- 
ployment for the complainant outside his present department. It was 
suggested that the complainant discuss with departmental officiais the 
possibility of going on French courses. 

File No. 464-Telephone Cal1 to Toronto 
The complainant dialed the number of the Toronto telephone 

information service set up under the Department. He asked in French 
for the number of a department; the switchboard operator did not 
understand, and the caller therefore had to speak English. 

The Department informed the Commissioner that its Government 
Telecommunications Agency was responsible for meeting the telecom- 
munications needs of a11 government departments. One of the duties 



of this agency was, of course, to make sure that aIl telephone calls, 
whether they were made in English or French, were put through. 

In exchanges where there were no bilingual switchboard operators, 
the Agency had made special technical modifications to its switchboards 
SO that a unilingual switchboard operator could quickly refer a cal1 
made in French to a predetermined location where it could be dealt 
with. Moreover, if the operators were federal government employees, 
they were given access to the government language courses. 

The operators were sometimes unilingual English-speaking federal 
employees who were beyond the age at which, according to the Depart- 
ment, they could benefit from language courses. TO ensure that service 
was still provided in both languages, technical modifications had been 
made to the system in August 1971. The operators had also received 
specif?c instructions on this matter. 

The Department does not normally keep a record of calls, but it 
said that although the rerouting procedure is not often required, it has 
been successfully used to put through a certain number of calls. With 
regard to the complainant’s call, however, the Department was not able 
to ascertain why the operator had not complied with instructions. Each 
operator was asked to study carefully the directives, copies of which 
were posted in a conspicuous place at each work station on the switch- 
board. 

In early 1972, the Govermnent Telecommunications Agency per- 
formed tests, in the presence of one of the officiais from the Com- 
missioner’s office, on the ability to put through calls in the following 
cities: Halifax, Toronto, London, Ottawa, Moncton, Winnipeg and 
Vancouver. Each test was conclusive with respect to service and length 
of delay. 

The Commissioner, however, has since recommended to the De- 
partment that it take the following steps: 
clearly instruct unilingual operators to refer calls made in French 
automatically to a bilingual colleague without the client’s having to 
persist in French before his cal1 is finally referred to the appropriate 
person; 
urge unilingual English-speaking operators to refrain from speaking 
English to French-speaking clients, since service should be provided 
automatically in the client? officia1 language; 
pursue its efforts to set up a means of communication which would 
allow French-speaking clients to place their calls in their own language 
in ah cities where the service is not yet bilingual; 
make sure that the delay is as short as possible. 

The Department accepted all these recommendations. 
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JOINT PARLIAMENTARY COMMTTTEE 
ON THE CONSTITUTION 

File No. 320-Language of Advertisement 

An Edmonton resident complained that the Joint Parliamentary 
Committee on the Constitution had not advertised its public hearings in 
Edmonton in the city’s French-Ianguage weekly. 

The Chairman of the Joint Committee replied that the decision 
to restrict its advertisement to daily newspapers was taken because 
of the number and disparate nature of weekly newspapers. It was too 
late to place an advertisement in the weekly now since the Committee 
had completed its public hearings. 

No further investigation or recommendation could be useful. 

File No. 6#3-Conduct of Hearings 

A complainant alleged that when he addressed the Joint Parlia- 
mentary Committee on the Constitution, no simultaneous translation 
was provided. The Commissioner, after consulting the Chairman of the 
Joint Committee, informed the compIainant that simultaneous inter- 
pretation was available to those attending the Committee’s hearings. 
However, a person standing at one of the floor microphones had to 
move to one of the equipped chairs to avail himself of the service. In 
the event that the equipment did not work properly, the Chairman 
would upon request provide a résumé in the other officiai language 
for the witness. Minutes of the proceedings of the session in question 
inclicated that the complainant’s commet& had been translated. 

There was no infraction of the Act. 

CONSUMER AND CORI’ORATE AFFAIRS 

File No. 565-Correspondence 

A Francophone stated that following an interview conducted in 
French, he received a letter from the Department in English. In its 
reply to the Commissioner the Department indicated that its policy 
was to interview a candidate in French, English or both languages 
according to his choice. However when the position required a knowl- 
edge of English only, the Department usually sent the candidate his 
examination resuhs in English. 

Since this practice did not comply with the requirements of the 
Officiai Languages Act, the Commissioner recommended that the 
Department’s correspondence be written in the language of the corre- 
spondent. The Commissioner stated that even if a candidate used bath 
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officia1 languages on forms, it was not too diflicult to establish which 
was his mother tangue; his surname might provide another useful 
indication, although not always a reliable one. 

File Nos. 617 and 650-The Consumer Packaging and Labelling Act 

. A Citizen of British Columbia was curious as to the application 
of the Consumer Packaging and Labelling Act. The Commissioner 
informed him that it was the responsibility of the Department of 
Consumer and Corporate Affairs to administer this Act. 

l A Citizen of Edmonton wondered if, under the terms of the afore- 
mentioned Act, he had to use packaging material with bilingual labelling 
for his merchandise. If this were the case he was opposed to doing SO 
because none of his products were sent to Eastern Canada. The Com- 
missioner referred this correspondent to the same Department. 

File No. 695-Competition Bulletin and Resulting Eligible List 

A federal public servant sent copies of a competition bulletin 
posted in the Department of Consumer and Corporate Affairs and the 
resulting eligible list. She ascertained that there were 148 candidates in 
this competition and pointed out in her letter that the first five successful 
candidates had French surnames. She expressed her surprise that there 
was not one English-speaking candidate with the desired qualifications 
and experience. 

In reply, the Commissioner stated that his Office has two principal 
functions. First, it is responsible for ensuring that Canadians cari deal 
with federal departments and institutions either in English or in French, 
TO this end, his Office investigates grievances which may constitute 
infractions of the Officia1 Languages Act. Secondly, the Office is con- 
cerned with the language of work in the federal public service. By 
intervening in exceptional circumstances where recruiting or promotional 
cases involve certain linguistic factors, the Office is able to assist both 
English-speaking and French-speaking public servants. The Commis- 
sioner emphasized, however, that the competition to which the com- 
plainant referred was a joint administrative responsibility of the Depart- 
ment of Consumer and Corporate Affairs and the Public Service 
Commission. The complaint was based on ethnie rather than linguistic 
considerations. In the absence of an apparent contravention of the 
Officia1 Languages Act, the Commissioner was unable to be of direct 
assistance. 

However, the Commissioner suggested that the complainant for- 
ward her comments to the Director of the Personnel Branch of the 
Department of Consumer and Corporate Affairs and to the Chairman 
of the Public Service Commission. He offered to make this referral on 
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the complainant’s .behalf but was subsequently advised that she had 
already referred the matter to the attention of the Chairman of the 
Public Service Commission who in turn conducted an investigation 
and forwarded the results to the complainant. She advised the Commis- 
sioner that she was satisfied with the outcome of this enquiry. 

ENERGY, MINES AND RESOURCES 

File No. 329-Dominion Observatory in Ottawa 

The complainant charged that the Department did not offer 
services in French at the Dominion Observatory in Ottawa. 

The Department admitted that the complaint was justified. In 
order to correct this situation, the scientific information officer was 
being given intensive instruction in French. In the meantime a bilingual 
guide had been hired to answer visitors’ questions. The Department 
added that tims in French and English on related scientific subjects 
had been provided for visitors who had to wait before entering the 
small room containing the telescope. 

Before closing the fde on this case, the Commissioner recom- 
mended that the Department in its advertising take account of the 
linguistic preferences of the French-speaking public at the Observatory. 

Files Nos. 513 and SIP-Language of Service 

l A French-speaking person placed an order with the National Air 
Photo Library and received a confirmation form in English. 

The Department informed the Commissioner that the for-m in ques- 
tion had been replaced by two forms, one in French and one in English. 

l A French-speaking person tried to telephone a friend who worked 
in the Department and was annoyed by the discourteous attitude of 
the unilingual English-speaking person who took his call. 

The Commissioner felt that the incident did not constitute a con- 
travention of the Officia1 Languages Act because it did not involve a 
service normally offered to the public. 

ENVIRONMENT 

File Nos. 147 and .580-Atmospheric Environment Service in Montreal 

Two French-speaking employees stated that in Montreal, English 
was the language of the work in the Canadian Meteorological Centre 
(formerly the Central Analysis Office) and in the Weather Office of the 
Atmospheric Environment Service. They wanted the Department to 
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recognize the right of its employees to work in the officiai language of 
their choice. 

The Department accepted the Commissioner’s recommendation 
that employees of a11 weather offices in the province of Quebec be 
allowed to work in the officia1 language of their choice, but stressed the 
difficulties this would create in certain offices. 

The Department stated that in several weather offices in Quebec, 
for example those in Quebec City, Sept-Iles, Val d’Or and St-Hubert, as 
well as in stations providing meteorological information to the public, 
employees could work entirely in the officia1 language of their choice, 
provided that anyone wishing to communicate with an office or station 
could do SO in his own language. The majority of employees in these 
offices are bilingual French speakers and there is no language problem. 

With reference to the Montreal Weather Office, the Department 
made it clear that while this office gave information to the public in 
the region, its main purpose was to issue weather reports and forecasts 
through the meteorological communications system to weather offices, 
news services and SO on in Quebec and other regions of Canada where 
they are used to provide a service to the public. Accordingly, there are 
many requests for weather reports and forecasts, sometimes bilingual, 
sometimes in French or English only. The Department feels that if em- 
ployees were allowed to work entirely in the officia1 language of their 
choice at the present time, the various customers of the Montreal 
Weather Office would be upset and frustrated because they would 
receive weather reports and forecasts sometimes in one language and 
sometimes in the other. However, the Department has taken steps to 
ensure that weather reports and forecasts Will be prepared in both 
languages twenty-four hours a day. This service Will go into operation at 
the beginning of July 1972 and will be completely organized by the 
end of the year. 

According to the Department, the Canadian Meteorological Centre 
is a branch of the head office of the Atmospheric Environment Service 
and is responsible for distributing weather charts to forecasting offices 
throughout Canada. Because of its national scope, the Centre recruits 
meteorologists from weather offices a11 over the country. For this reason, 
and because only a limited number of them are bilingual, a large portion 
of these meteorologists are unilingual English speakers and English is 
the language of work. The Atmospheric Environment Service undertook 
a study of the feasibility of introducing bilingualism in the Centre, thus 
allowing meteorologists to work in the officiai language of their choice. 
However, the Department pointed out to the Commissioner that the 
success of such a project would depend on the implementation of a 
language training program in the Canadian Meteorological Centre as 
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well as in offices where the latter might recruit staff, and that as a 
result, nothing could be expected for a few years. 

After receiving another complaint from several French-speaking 
meteorologists in the Atmospheric Environment Service in Montreal at 
the end of the financial year concerning the status of the French langu- 
age in their place of work, the Commissioner decided to investigate 
both complaints under the more general heading of the status of the 
French language within the Service. Although neither of these situations 
has yet been corrected, the Department has stated its intention to com- 
ply with the Officia1 Languages Act as soon as possible. 

Prompted by these two complaints, the Commissioner also made a 
special study of bilingualism in the Atmospheric Environment Service. 
A report on this study may be found in Chapter II. 

File No. 311 -Circular and Questionnaire 

A student at the Town Planning Institute of the University of 
Morrtreal charged that he had received the circular “TO Students Em- 
ployed in National Advisory Committees on Water Resources Re- 
search” and questionnaires from the Department’s research and policy 
CO-ordination directorate in English only. 

The Department stated that in actual fact, the English documents 
had been sent to the Town Planning Institute before the corresponding 
documents in French because the translation of the latter was not yet 
ready. It apologized to the Institute and promised to send the French 
versions as soon as they were finished. It also assured the Commissioner 
that steps would be taken to avoid a repetition of this incident. 

File No. 418-Reply to Letters in French 

A former employee alleged that letters in French sent to a division 
of the Department were thrown in the wastebasket. 

Investigation revealed that letters in French sent to the division 
in question were answered in that language. 

File Nos. 432 and 541 -Native Trees of Canada 

Two complainants charged that at the end of 1971 the Depart- 
ment had not published the French version of the text Native Trees of 
Canada, although the English text had been published in January 1970. 

The Commissioner informed the Department that the lapse of 
such a period of time between the publication of the English and French 
versions of a text constituted a violation of the Officia1 Languages Act 
and recommended that the French text be published as soon as possible. 
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The Department explained the reasons for this delay, referring in 
particular to the translation of scientific terms from English to French. 
According to them, French terminology in the field of silviculture in 
Canada had deteriorated to the point where some English terms were 
translated literally. Apparently considerable research had been neces- 
sary to determine the correct terms. It was the Department’s intention 
to publish the French version in December 1972. 

In order to correct the overall situation, the Department decided 
to issue directives regarding a11 its publications in both officia1 languages. 

File No. 486-Atmospheric Environment Service at Uplands 

On two occasions a French-speaking Citizen telephoned the Atmos- 
pheric Environment Service at Uplands and could not obtain an 
answer in French. 

The Department informed the Commissioner that at the time these 
calls were taken there were eight technicians-one bilingual, two par- 
tially bilingual and five unilingual English-on duty. Since then, the 
personnel had been changed to include four bilingual technicians and 
five who spoke English only. The bilingual technicians in the Depart- 
ment have been assigned in such a way as to provide the best possible 
service during the five regular shifts, thus Ieaving only twenty to thirty 
per cent of the day and night shifts without service in French. 

The Commissioner recommended that the Department arrange for 
continuous bilingual service. 

EXTERNAL AFFAIRS 

File Nos. 25.5 and .574-Passport 

A Francophone could not obtain a passport application form in 
French from a Toronto post office; another upbraided the Department 
for having stamped three unilingual English notations on his passport. 

In the case of application forms, the Department notified post- 
masters to take the necessary steps to see that forms would be available 
at a11 times in the two officia1 laquages; a spot-check of post offices in 
the Toronto, Montreal and Vancouver regions was undertaken to ensure 
that the directive was being respected. 

With respect to unilingual stamps, they have not been used for 
several years, having been replaced by bilingual stamps at the time 
that passports were rendered entirely bilingual. 
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File Nos. 461, 599, 626-Overseas Service 

l A Canadian residing in Chile could not obtain services in French 
from the Canadian Embassy in Santiago. 

The Department admitted that the Embassy was for some time 
operating without staff capable of speaking both officia1 languages; it 
informed the Commissioner that measures had been taken to correct 
the situation SO that it would not recur. 

l A student complained that the person to whom she made enquiries 
at the Canadian Embassy in Paris about renewing her passport could 
not speak English. 

The Commissioner could not investigate this complaint since the 
complainant refused to provide him with the relevant information that 
would have allowed him to initiate an investigation. The Commissioner 
informed the complainant that his Office had conducted a thorough 
study of all aspects of bilingualism at a number of Canadian embassies 
abroad, and that the Department had already begun to implement the 
recommendations of the study. 

l A Francophone pointed out to the Commissioner that at the Cana- 
dian Embassy in Paris the person who answered the telephone on 
January 1, 1972 at 11 o’clock a.m. could not speak French and 
requested the caller to express himself in English. 

The Department notified the Commissioner that the person in 
question belonged to the corps of guards responsible for ensuring the 
Embassy3 security. This person had passed the Public Service language 
test and was considered bilingnal in accordance with the standards es- 
tablished for his category. Apart from this person, the Embassy has, 
henceforth, engaged four bilingual guards. 

In addition, the Department notified the Commissioner that spec- 
iftc directives had been issued with a view to ensuring that services 
provided by receptionists, switchboard operators and guards are bi- 
lingual. 

File No. 479-Training Course 

The complainant, who did not wlsh to register a forma1 complaint, 
reproached the Passport Office for offering training programmes to 
francophone supervisors in English. 

The Commissioner requested the Department to provide an expla- 
nation. The Department replied that the course was offered in English 
on an experimental and voluntary basis. It is, however, the Depart- 
ment% policy to ensure that courses are offered in both officia1 lan- 
guages to both Passport Office supervisors and personnel of other 
departments before they are posted Overseas. 
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File No. 492-“Welcome to Canada” 

The Canadian Consul and Trade Commissioner at Buffalo, N.Y., 
advised the Department that he had received a number of complaints 
conceming a bilingual “Welcome” sign on the Canadian side of the 
Peace Bridge between Buffalo and Fort Erie, Ontario. The languages 
used on the sign were English and Gaelic. 

The Department of the Secretary of State brought the complaints 
to the Commissioner’s attention. The Commissioner started negotiations 
to persuade the Peace Bridge Authority, a hybrid independent organiza- 
tion composed of both Canadians and Americans, to alter the sign to 
include French as one of the welcoming languages. The immediate 
vicinity of the bridge was then in a state of chaos because the Ontario 
Department of Highways was rerouting the approaches to the bridge 
from the Queen Elizabeth Highway and there were many temporary 
signs. The Authority promised that, as soon as construction was com- 
pleted, it would erect a sign to welcome returning Canadians and others 
in at least our two officia1 languages. 

File No. 498-Language Courses 

A communicator employed at a Canadian mission abroad com- 
plained that inadequate provision was made for him and his colleagues 
to receive second-language instruction during working hours. 

The complainant was advised that the matter raised did not con- 
stitute an infraction of the Officia1 Languages Act, because the Act 
imposed no duty on Departments to fumish language training. 

File No. SOI-“External” Aflairs or “Foreign” Aflairs 

A Francophone protested against the use of the word “external” 
instead of the word “fore@” in the expression “Department of External 
Aff airs”. 

Since this usage does not contravene the Officiai Languages Act, 
the Commissioner suggested to the correspondent that he Write directly 
to the Department about this matter. 

File No. 533-English Letter to a Francophone 

A review of a book appearing in Le Devoir stressed that the 
Department sent a letter written in English to a francophone cousin 
of the book’s author. 

The Department transmitted to the Commissioner a copy of a 
letter written by the cousin. The cousin stated in this letter that corre- 
spondence between him and the Department was conducted in English 
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at his request SO as to avoid possible delays due to translation. T~US, 
there was no question of the cousin registering a complaint about this 
matter. He dissociated himself from the unfavourable remarks made 
about the Department in both the book and in the review. 

File No. 598-Znflammatory Speech in Lyon 

At a dinner in Lyons, France, where he was the guest speaker, 
the Commissioner tried to explain the virtues and progress of bilin- 
gualism in Canada. After his talk, a distinguished lady listener gently 
handed him a booklet of matches provided for the occasion by the 
Canadian Embassy. The words “close caver before striking match” 
were in English only, to the Commissioner’s bemused embarrassment. 

The Undersecretary of State for External Affairs, asked if he could 
cast light on this minor but symbolic risk of not warning Francophones, 
as well as Anglophones, that they might get their fingers burned, read- 
ily undertook to have the offending booklets present a bilingual warning 
in future. 

HOUSE OF COMMONS 

File Nos. 449, 453, 466, 470-Security Guards 

Three francophone security officers at the House of Commons 
complained that Anglophones always received priority for the most 
senior positions of the Security Service, and that the most recent 
appointments to the position of Chief and Deputy-Chief of the Service 
once again were given to unilingual Anglophones. A Francophone 
Member of Parliament also wrote to the Commissioner, on behalf of 
the security officers, reiterating their claims. 

The security officers did not wish to formally contest the appoint- 
ments made, but wanted to have the entire situation examined in the 
light of the Officiai Languages Act, with a view to future appointments. 

An interview was arranged between the Sergeant-at-Arms of 
the House and an officer of the Complaints Service during which the 
entire procedure of appointments and promotions was discussed both 
for the Constabulary Service and the Detective Service. The main 
criteria for promotion are ( 1) the individual’s general background (2) 
his present and past performance on the job (3) his general abilities 
as evaluated by 15 senior members of the protective staff (in the case 
of those holding the rank of corporal) (4) the state of his health (5) 
his linguistic ability in the two officia1 languages and (6) seniority. 
These factors are not presented necessarily in the order of importance 
attached to them. 
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No competitions are held for promotions within the Security 
Service. Until 5 years ago there were competitions, but personnel of 
the protective staff itself requested that the practice be discontinued. 

Neither seniority nor linguistic abihty is the prime consideration. 
Nevertheless, the Sergeant-at-Arms affirmed his awareness of the 
greater importance of bilingualism in the evolving situation and stated 
that of the last 25 recruits to the Security staff, 22 were bilingual. 

Furthermore, it was his intention to appoint a bilingual Franco- 
phone to the post of Chief of the Security Services upon the retirement 
of the incumbent in July 1972. As for the position of Chief of the 
Detective Service (as opposed to the Constabulary Service), this post 
had very little, if any, contact with the public, and consequently did 
not require bilingual capability. 

It was recommended to the Speaker of the House of Commons 
that certain positions at the senior level be designated as bilingual. The 
Speaker replied that he would take the suggestion under advisement 
and discuss a11 these matters with the persons concerned. 

A later persona1 meeting between the Speaker of the House and 
the Commissioner (accompanied by the Complaints officer) confirmed 
the interest of the Speaker in determining that the Security Services 
of the House of Commons should conform to the spirit and intent of 
the OEcial Languages Act. 

The Member of Parliament wrote again to the Commissioner, 
raising some bicultural aspects of the case. In his reply, the Com- 
missioner discussed the difference between language of service and 
language of work, and emphasized the principle of institutional bilingual- 
ism. 

File No. 485-Interpretation Service 

An Anglophone from Ottawa alleged that the simultaneous inter- 
pretation service in the House of Commons was useless, for a11 prac- 
tical purposes, due to technical difficulties in the electronic system. He 
claimed this posed a serious problem for visitors to the public galleries, 
particularly unilingual Francophones. 

As a result of a visit to the Clerk of the House, it was learned that 
during the period of installation of a new sound system, many technical 
problems had been encountered, and the system had not functioned 
properly for some weeks. However, by the end of September the system 
was functioning very well in ail respects. 

File No. 592-Admission Form 

An anonymous complainant criticized the Security Service of the 
House of Commons because the heading of a form to be completed bg 
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people wishing to see someone in the Parliament Buildings was in 
English only. 

The complaint was founded, but the investigation revealed that the 
error had been unintentional. In future, the forms Will have bilingual 
headings. 

File No. 7I8--Submission of Briefs to Standing Committee 

An Ontario correspondent wrote to the Commissioner concerning 
the submission of briefs to a House of Commons Standing Committee. 
The advertisement requesting that briefs be submitted stated that “if 
possible, forty copies in English and forty in French should be pro- 
vided.” The correspondent interpreted this as a requirement, and stated 
that it posed a problem for individuals or small groups not possessing 
a bilingual capability or facilities for duplicating copies of a brief. 

The Commissioner advised the correspondent that he had spoken 
with the Clerk of the House of Commons and with the Clerk of the 
Standing Committee, and had received their assurance that they would 
welcome a brief submitted only in English, or only in French, even if 
it were a single copy. 

The Commissioner subsequently reviewed with the Clerk of the 
House of Commons the rewording of requests for submissions SO that 
the number of briefs submitted and the language of their preparation 
are clearly understood to be optional. 

INDIAN AFFAIRS AND NORTHERN DEVELOPMENT 

File Nos. 190 and 197-Publications 

l A buyer of crafts complained that the Department did not offer 
him a list of prices in French even though the list is available in both 
officia1 languages under separate caver. 

In order to avoid such misunderstandings the Department decided 
to publish the list in future in the two languages under the same caver. 

l A public servant attached to the Department complained that 
certain departmental publications were not translated into French. 

Since the Department was in the process of correcting this situation 
as a result of having received other complaints from outside, the 
original complaint was withdrawn. 

File Nos. 295, 424, 428, 490-National Parks 

The Commissioner received four complaints regarding the lack of 
French-language service in the National Parks. 
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At the Fundy National Park (N.B.) and at other localities in 
Nova Scotia and Prince Edward Island that corne under federal juris- 
diction, the officiais in charge at the park entrantes could not speak 
French and the explanatory folders were available in English only. In 
several national parks, particularly at Yoho, the poor quality of French 
is taken to task as well as the English unilingualism of certain signs. 

A thorough study of the National Parks and Historic Sites Branch 
of the Department of Indian Affairs and Northern Development was 
undertaken by the Commissioner’s office in co-operation with the 
Department. Details of this study are found in Chapter II. 

File No. 551 -Public@ 

The complainant sent the Commissioner clippings of advertise- 
ments that appeared in Winnipeg English-language dailies. Several 
advertisements were placed by the Public Service Commission for the 
purpose of filling positions in the Department. Others, placed by the 
Department itself, comprised requests for tenders. The writer empha- 
sized that this advertisement only appeared in the English-language press 
and wondered why it did not also appear in the French press. 

The Public Service Commission and the Department pointed out 
that their advertisements are normally placed in the daily press, but 
since a daily French-language newspaper does not exist in Manitoba 
the advertisement in question only appeared in the English press. If 
there had been a French-language daily, the Department would have 
resorted to it as it normally does in areas where French-language dailies 
are printed. 

As a result of this complaint, the Department assured the Com- 
missioner that as far as possible in future, it Will use French-language 
weeklies in Western Canada for placing advertisements concerning the 
National Parks and Historic Sites Branch. 

INDUSTRY, TRADE AND COMMERCE 

File Nos. 226, 312, 385-Ofice of Tourism 

Two complaints were directed at the Office of Tourism situated 
on Kent Street in Ottawa. The f?rst complainant said that his questions 
in French had been answered in English. He also complained that he 
had been unable to obtain the French version of a folder published by 
the Province of Quebec. The second complainant charged that this 
office was unable to provide the public with detailed documentation in 
French on any province except Quebec. 

Alter investigating the first complaint, the Department replied 
that the office provided service in both officiai languages during office 
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hours and that publications from the Province of Quebec were gener- 
ally available in both officia1 languages. In this case the complainant 
had referred to an unusual situation which in no way reflected office 
policy in this area. 

As for the second complaint, the Department explained that fold- 
ers published by the Office and distributed by its Canadian branches 
were available in both officia1 languages. A certain number of brochures 
from the provinces or from private organizations not subject to the pro- 
visions of the Officia1 Languages Act were also available to the public. 
The complaint undoubtedly referred to these publications. 

The third complaint concerned the Office’s publication entitled 
“Adventure Tours of the Trans-Canada Highway”. The complainant 
stated that this brochure had not been published in French. How- 
ever investigation revealed that there was a French version under the 
title «A la découverte du Canada par la route trans-canadienne». 

File No. 401--Book Exhibition in Dallas 

The complainant said that during a visit to the book exhibition 
which was held in Dallas, Texas, in June 1971, during the American 
Library Association Congress, he noticed that the Department of In- 
dustry, Trade and Commerce, which was responsible for Canadian 
participation, did not convey the image of a bilingual country in that it 
identified itself only in English; also, the envelope and the caver of the 
catalogue of French books had inscriptions in English only. 

In its explanations, the Department admitted that its name had 
appeared only in English on the stand, but said that its policy was to 
provide commercial information in the language of the clientele, but to 
print its name in English and in French on each publication and to 
display its name, when it was to appear on the stand, in both officia1 
languages. 

The Commissioner recommended that, for all exhibitions, the name 
of the Department (or any officiai designation) be written in both offi- 
cial languages on signs and envelopes and on all advertising material. 
He also recommended that the address on the order forms always be 
written in both languages. 

INFORMATION CANADA 

File No. 266~Student Assistance Centre 

A French-speaking correspondent went (summer 197 1) to the 
student assistance centre set up in Information Canada¶s enquiries ser- 
vice, in Ottawa, and was not able to obtain information in French. 
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Information Canada admitted that such an incident could have 
occurred, since it took the agency a certain length of time to make its 
student assistance centre bilingual, for reasons beyond its control. 

File No. 325-Adverfising 

A French-speaking correspondent pointed out to the Commissioner 
that Information Canada had advertised only in English in the bilingual 
publication “What’s On in Ottawa/Voici Ottawa”. Since this periodical 
is intended for inhabitants of and visitors to the National Capital Region, 
he wondered why Information Canada had not drafted its message in 
bath officia1 languages. 

Information Canada apologized for this fact, and assured the Com- 
missioner that special consideration would be given to this aspect of its 
advertising program. 

File No. 360-112 Toronto 

An Anglophone protested that, when he telephoned Information 
Canada in Toronto, he received a bilingual greeting with the French 
portion first. He viewed the use of French in this context as super- 
fluous and undesirable. Moreover, he objected to bilingual titles and 
captions on federal government writing paper and advertisements. 

The investigation revealed that the telephone number listed for 
Toronto access to Information Canada was linked to the organization’s 
central telephone exchange in Ottawa where services were, in accord- 
ance with the requirements of the Officia1 Languages Act, provided 
both in English and in French. This information was forwarded to the 
complainant. 

Pile No. .504-Quality of Language 

A French-speaking correspondent brought to the Commissioner’s 
attention several errors in the French text in one of Information Can- 
a,da’s bilingual publications. 

The errors described were SO trifling that the Commissioner decided 
not to investigate the complaint. 

File Nos. 524 and 698-‘Acadian Education in Nova Scotia” 

A French-speaking association in Nova Scotia complained to the 
Commissioner that it was impossible to obtain the French version of the 
study Acadian Education in Nova Scotia, which was undertaken for the 
Royal Commission on Bilingualism and Biculturalism. 

: The Commissioner obtained the following information: the study 
in question was published only in English-there is no French version. 

182 



This situation is the result of a decision made by the Royal Commis- 
sion on Bilingualism and Biculturalism, before the Officia1 Languages 
Act was passed, to the effect that any research papers it decided to 
publish would appear only in the language of the author. Various 
criteria, of course, governed the choice of studies to be published, in- 
cluding the nature and importance of the subject, the quality of the 
work and professional and financial considerations. 

In the present case, the Commissioner acknowledged that the study 
was of importance to French speakers in Nova Scotia, and, in a gesture 
of exceptional co-operation, the Secretary of State’s Translation Bureau 
agreed to the Commissioner’s request to translate it. The Commissioner 
sent several copies of the French translation of the study to the com- 
plainant. 

JUSTICE 

File No. 157- ‘Here Corne de Judge” 

A French-speaking correspondent complained that a unilingual 
English-speaking judge had been appointed to the county court in an 
area in New Brunswick where there is a large number of French 
speakers, and said that in the field of justice, every effort should be 
made to eliminate difhculties in communication. 

The Department replied that the problem had many different 
aspects, both general and particular: 
1. When this judge was appointed, consideration was given to the fact 
that the New Brunswick Legislative Assembly was going to make legis- 
lative changes. There was, in fact, agreement to this effect between the 
Attorney General of the province and the Minister of Justice. The 
Attorney General of New Brunswick tabled a bill aimed at establishing 
the office of chief justice and at giving the latter the authority to 
nominate a judge who could preside over a county court other than the 
one to which he had been appointed. Such a measure would make the 
system of county courts in New Brunswick more flexible by making it 
possible to appoint bilingual judges where necessary. 
2. The judge’s jurisdiction covers four counties which have different 
linguistic compositions and some of which have a low percentage of 
French speakers. 
3. The appointment of a judge to a certain court is not in itself a 
solution to the language problems involved in the administration of 
justice. Several other factors are involved, including the language ability 
of the court staff and the lawyers pleading the case, the language in 
which the provincial statutes are written, the language used to teach 
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iaw in the province, and language ability in the courts of appeal. It 
seems, in fact, that the only satisfactory solution is simultaneous 
interpretation. 
4. The essential element in this entire matter is obviously fair and 
equitable application of the law; consequently, the criterion of profes- 
sional competence should have precedence over other criteria, including 
that of language ability. 
5. In the administration of justice, provincial responsibilities are SO 
important that the federal government, although responsible for appoint- 
ing judges, would be ill-advised to violate in any particular the aims 
and objectives of the provincial authorities. It is for this reason, more- 
over, that several sections of the Officia1 Languages Act, in particular 
section 11, were modified after the bill was introduced in the House 
of Commons in the autumn of 1968. 
6. Finally, the judges appointed by the federal government have had 
access for the last two years to the Canadian government’s Ianguage 
courses. A number of judges have taken these courses. 

The Commissioner was without jurisdiction in this case, but ex- 
pressed the opinion that the Department of Justice should have taken 
this opportunity to make a positive contribution to the improvement 
of the language situation in the field of justice. 

File No. 406-Appointment of a Judge to the Federal Court 

A Citizen of Regina objected to the appointment of a certain judge 
to the Federal Court. According to the correspondent, the judge had 
an inadequate knowledge of French and had in the past, while per- 
forming officia1 duties, displayed a hostile attitude towards French 
Canadians. 

The Commissioner did not investigate the complaint because it 
involved no contravention of the Act. The provisions of the Officia1 
Languages Act do not require a11 judges of the Federal Court to be 
bilingual. 

MANPOWER AND IMMIGRATION 

File Nos. 103, 143, 182, 429, 463-Canada Manpower Centres 

* A French-speaking complainant stated that the signs on the Man- 
power Centre on Yonge Street in Toronto were in English only. 

During the summer of 1970, a luminous bilingnal sign was in- 
stalled on the facade. There was also a bilingual notice on the main 
entrante door stating the office hours. However, the other notices in the 
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Centre were in English only, but were to be changed shortly. It is pos- 
sible, however, that the complainant confused the office in question with 
that of a private manpower agency located nearby. 

l A French-speaking resident of Manitoba received an English 
letter from a French-speaking employee of a Manpower Centre. 

The Management of the Centre in question took steps to revise its 
administrative procedures in order to provide a11 services in both officia1 
languages at a11 times. 

l A French-speaking complainant alleged that the number of em- 
ployees at the Manpower Centre in Ottawa who are able to speak 
French is inadequate, particularly at the higher levels. 

The Department stated that 62 per cent of this Centre3 employees 
were bilingual and that seven per cent had some knowledge of French. 
After examining the distribution of staff among the various sectors of 
activity, the Commissioner came to the conclusion that the office seemed 
to be capable of providing adequate services in both officia1 languages. 

l On two separate occasions, two complainants alleged that the 
receptionist/switchboard operator at the Canada Manpower Centre in 
Moncton was not sufficiently bilingual to receive calls in the French 
language. 

The Department replied that steps had been taken to increase the 
bilingual capacity at the switchboard by appointing a fully bilingual 
operator. 

File No. 108-Reception in Ottawa 

A French-speaking complainant reported that he was challenged 
aggressively by the unilingual English-speaking commissionaire at the 
main entrante of the building where the Department’s headquarters are 
located. 

At the outset of the investigation of this complaint, the Depart- 
ment informed the Commissioner that it had, on its own initiative, 
brought about certain changes SO that a11 guards who have contact with 
the public in the above-mentioned building are now bilingual. The 
commissionaire involved was transferred before the Commissioner com- 
pleted his investigation, and the Commissioner obtained the Depart- 
ment’s assurance that the commissionaire had not suffered and, follow- 
ing his transfer, would not suffer any decrease in salary or prestige 
because of the fact that he was unilmgual. 

File No. 422 - Language Training 

A complainant wrote to describe the difficulties he encountered in 
obtaining language training as a part of a manpower training program. 
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The complainant was informed that the Statute did not give the 
Commissioner jurisdiction over the teaching of second languages. 

File No. 468-Retraining Courses 

An English-speaking resident of the province of Quebec stated 
that his wife had applied to a regional Canada Manpower Centre for 
information on job retraining. She was allegedly informed that no re- 
training courses had been offered in English in the province of Quebec 
during the past two years and that she should go to Ontario to obtain 
instruction in English. 

The Department stated to the Commissioner that its investigation 
disclosed that departmental policy is to purchase retraining courses 
whenever there is a sufficient need. In Quebec, where a sufficient num- 
ber of English-speaking clients require courses, such instruction is pro- 
vided in English. Where, however, the demand for courses in English 
is insufficient to warrant their purchase, English-speaking clients are 
enrolled in suitabIe courses at other locations, even, on occasion, out- 
side their province of residence. 

At the time of the Commissioner’s investigation, fifteen courses in 
English, including basic training and specific trade training courses, 
were being conducted by the Department in the Montreal area. 

The manager of the regional Manpower Centre involved did not 
recall the incident giving rise to this complaint, but the Department 
emphasized that it would consider such an incident a regrettable mis- 
understanding. 

The complainant was SO informed. 

File No. 511 -Halifax 

The president of a French-language organization in New Bruns- 
wick recently received a reply in English from the Halifax office of the 
Department to a letter written in French. 

The complaint was in connection with new programs set up to 
stimulate the labour market and create new jobs. These temporary 
programs were thus not part of the Department’s usual activities, and 
had involved an excess of work and an increased volume of corre- 
spondence with the public. 

Because of the large number of applications received, the impor- 
tance of implementing the programs quickly and the desire to serve the 
public as rapidly as possible, a letter written in English was inad- 
vertently sent to a French-speaking person. 

TO find out if the same mistake had been made in connection 
with other applications for local initiative projects, the regional repre- 
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sentatives in Halifax reviewed each of the files. They concluded that 
this had been an isolated case. The Department reminded the personnel 
in charge of running these programs of the importance of always pro- 
viding the public with service in bath languages. 

File Nos. 516, 586-Publicity 

Two French-speaking complainants accused the Department of 
publishing advertisements in Manitoba in English-Ianguage daily news- 
papers only. They wished to be able to be informed of federal agencies’ 
activities through the French-language media, and requested that the 
agencies use French-language weekly newspapers in regions where 
there are no French-language daily newspapers. 

The Department reported that these complaints and a previous 
recommendation made by the Commissioner had prompted it to review 
its policy on publicity. It promised to make use of French-language 
media in the future. 

File No. 540-From St. John, N.B. 

The president of a labour union local in St. John, N.B., wrote to 
the Commissioner to express his opposition to an article which appeared 
in the St. lohn’s Telegraph Journal. In this article the Commissioner 
was quoted as indicating that the fears of unilingual Anglophone public 
servants in the face of the bilingual program are unjustified. The com- 
plainant stated that in the Atlantic Region, many in-service competi- 
tions are being held with the requirement that applicants be bilingual. 
He stated that when qualified bilingual candidates are not found within 
the Atlantic Region, the Department of Manpower and Immigration 
has gone outside the region in order to fil1 the positions. Personnel 
who appIied for language training under government auspices as long 
as four years ago had allegedly not been offered such courses. The 
complainant also alfeged that educational qualifications demanded for 
entry into the Public Service in 1966 had been lowered in some com- 
petitions where bilingual capability was a requirement. He further 
stated that there are regulations on record calling for at least 50% of 
personnel located in a designated area to be bilingual. 

In reply, the Commissioner advised the complainant that he had 
discussed the matter of implementation of bilingualism policies in the 
Atlantic Region with officiais of the Public Service Commission and 
had obtained a legal opinion as to whether access to language training 
is a right under the Officia1 Languages Act. 

This inquiry revealed that the duty to provide second-Ianguage 
training is not imposed on Departments by the Act. Accordingly, such 
training cannot be considered a right under the Act. The matter of 
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bilingual positions within the federal government service is the preroga- 
tive of the department concerned and the Commissioner could intervene 
only if the result of such designation led, in his opinion, to a contraven- 
tion of the Act. 

While the Commissioner appreciated the vital importance for a11 
public servants of the points raised in the complainant’s letter, he was 
obliged to conclude that none of these factors constituted an infraction 
of the Officia1 Languages Act. Accordingly, he advised the complainant 
that his Office could not be of assistance to the members of his associa- 
tion on this occasion and suggested that the labour union members 
continue to indicate to their departmental personnel their desire for 
second-language training as soon as possible. 

In his discussion with the Public Service Commission, the Commis- 
sioner had stressed the great importance which his Ofhce places on 
the Public Service Commission considering with a11 possible sympathy 
every request for second-language training, even though under the 
Act federal employees cannot insist on access to such courses. 

File No. 666~Hypothesis 

An anonymous person consulted the government telephone direc- 
tory for the National Capital Region and reported that, on the basis of 
the names listed therein, the Administration Division was English onIy. 

The Commissioner did not investigate this complaint because it 
did not dispute that services were offered to the public in both lan- 
guages. 

File No. 667-In Moncton 

An officia1 of a labour union in Moncton, New Brunswick, wrote 
to the Commissioner of Officia1 Languages objecting to what he called 
the speed and surreptitious manner with which the Department of 
Manpower and Immigration was acting to implement its bilingualism 
program. He stated that since the Moncton area had not even been 
designated a bilingual district, this action was a clear-tut and wilful 
contravention of the Officia1 Languages Act. 

In reply, the Commissioner stated that it is his duty under the 
Officia1 Languages Act to take a11 actions and measures within his 
authority with a view to ensuring recognition of the status of each of 
the officia1 languages and comphance with the spirit and intent of the 
Act in the administration of the affairs of the institutions of the Parlia- 
ment and Government of Canada. In the circumstances to which the 
complainant referred, Section 39 (4) of the Officia1 Languages Act had 
to be taken into account. 
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The Commissioner consequently stated that appointment and pro- 
motion procedures are the responsibility of the Public Service Com- 
mission. He is merely obliged to ensure that the Public Service Com- 
mission, in discharging its duties, respects the spirit and intent of the 
Officia1 Languages Act. Moreover, he is authorized to consider com- 
plaints forwarded from anyone who believes that he is being unjustly 
treated in a hiring or promotional competition by the Public Service 
Commission in the matter of appointment or advancement involving 
linguistic factors when the position in question involves provision of 
service to the public. The Commissioner added that since he was very 
concerned about the French and English clin-rate in the federal Public 
Service and since there might be additional factors which the com- 
plainant wished to raise, he would be pleased to meet with him. 

This meeting took place in Moncton and proved mutually inform- 
ative. In subsequent correspondence, the Commissioner advised the 
complainant that he had repeatedly stressed to officiais of the Public 
Service Commission the great importance which his Office placed on the 
Public Service Commission considering with all possible sympathy every 
request for second-language training, even though, under the Officia1 
Languages Act, federal public servants have no statutory right to such 
training. 

NATIONAL CAPITAL COMMISSION 

File No. 425-Lac Philippe: Concessionaires and Lifeguards 
A Sunday visitor to Lac Philippe during the summer complained 

that concessionaires and lifeguards were unable to answer him in his 
own language and that most of the information was given out in 
English. 

The National Capital Commission informed the Commissioner that 
it had paid special attention, following similar complaints, to the 
makeup of its staff. It provided him with a list of its employees working 
at Lac Philippe, with an indication of their ability to express them- 
selves in either of the officia1 languages. A representative of the Com- 
missioner’s Office visited the site and noted that the distribution of per- 
sonnel was such that the staff was able to offer bilingual service. The 
Commissioner recommended that loud-speaker announcements be given 
in both officiai languages. 

The NCC makes a distinction between announcements of public 
interest made over the loud-speaker in both officia1 languages and those 
which a swimming instructor might make by megaphone to one or more 
people breaking the rules or whose behaviour would be considered 
unacceptable. In the latter case instructions are first given in one 
language and, if they are not obeyed, are repeated in the other language. 
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The NCC gave three reasons to justify this practice: 
1. The lifeguards usually know the language of the offending group. 
2. In this way, an attempt is made to reduce the length of the warnings 
as much as possible in order not to disturb the peace and quiet of other 
visitors. 
3. When he takes time to speak to individual groups, the lifeguard has 
to interrupt his general surveillance. Thus there is a public safety factor 
involved. 

The NCC promised to see that the choice of language used in 
giving instructions by megaphone is in accordance with the spirit of the 
Officia1 Languages Act, while avoiding unnecessary noise and having 
regard to public safety. 

File 737-Interpersonal Relations 

An employee of the Parks and Grounds Division of the National 
Capital Commission complained of being unable to speak to his 
superiors in French, and claimed that immigrants were treated much 
better than French-speaking Canadians. 

In a letter to the complainant, the Commissioner asked him to give 
specific examples of offences against the Officia1 Languages Act. When 
the complainant failed to reply, the Commissioner closed the file. 

NATIONAL DEFENCE 

Introduction 

While the total number of complaints involving the Canadian 
Armed Forces was small in relation to the size and complexity of the 
Department, the issues raised were important. In two instances, it was 
deemed advisable to proceed by way of a comprehensive on-site survey 
of military establishments located in Quebec and Ontario. The results 
of these and other investigations are summarized in subsequent para- 
graphs. 

The Department has examined rigorously each complaint sub- 
rnitted and replies to enquiries or recommendations made have shown 
a firm desire to comply with the letter, spirit and intent of the Act. 
While the Canadian Forces suffer from a serious shortage of bilingual 
personnel and are not yet in a position to provide bilingual services at 
a11 locations where Francophones are present, the implementation of 
its comprehensive “Programme and Plan to Increase Bilingualism and 
Biculturalism in the Canadian Armed Forces”, tabled in the House of 
Commons on February 26, 197 1, is being actively pursued. 
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A. Bagotville 

Background 

Canadian Forces Base Bagotville is a major defence establishment, 
Iocated in the Saguenay-Lac Saint-Jean area, some 135 miles north 
of Quebec City. It is the home station of three flying squadrons under 
the operational control of two separate major commands of the Cana- 
dian Forces, namely, Air Defence and Mobile Command with head- 
quarters at North Bay, Ontario, and Saint-Hubert, Quebec. 

It is also the location of a field technical training unit for the air 
element of the Canadian Armed Forces, as well as other auxiliary units. 
The Base itself is a subordinate element of Air Defence Command; it 
has a key role in the air defence of Canada in the context of the Canada- 
United States defence agreements. At the end of July 1971, CFB Bagot- 
ville had a strength of 1,369 militai-y personnel and 37.5 civilian em- 
ployees exclusive of allied forces personnel. 

The linguistic posture of CFB Bagotville was significantly moditied 
with the re-activation, in 1969, of 433 Squadron as a French-language 
unit of the Canadian Forces. This squadron, now known as “433e Es- 
cadrille tactique de combat”, is a lodger unit on the Base, and is itself a 
subordinate element of 10 Tactical Air Group of Mobile Command of 
the Canadian Forces. 

The role of CFB Bagotville is to provide administrative support to 
its integral and lodger units, and to other designated elements of the 
Canadian Forces located in the Saguenay area. The Base itself is not 
engaged in the provision of direct services to the public at large. Its 
“public” consists, primarily, of members of the Canadian Forces, de- 
pendents of service members who either live on the Base or are author- 
ized to make use of its facilities and civilian employees of the Base in- 
cluding auxiliary personnel such as teachers. In addition, the Base sup- 
ply section and the Base Exchange increasingly deal with civilian firms 
for the procurement of goods and services on a contract or direct pur- 
chase basis. Several thousand civilian guests visit the Base annually. 

In the last two years, the Commissioner of Officia1 Languages has 
received complaints related to bilingualism at CFB Bagotville from both 
English- and French-speaking Canadians. From September 8 to 13, 
1971, two members of the Complaints Service, with the full cooperation 
of the Department of National Defence, undertook a relatively com- 
prehensive appraisal of the state of bilingualism in relation to the visual 
and non-visual aspects of the services provided by certain organizational 
elements at CFB Bagotville. They interviewed a number of officers, 
other ranks and civilians concerned with the management of personnel, 
or with the provision of services to members of the Canadian Forces, 
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their dependents, civilian employees and tradesmen; they also visited 
locations within the base where services were being provided. Al1 inter- 
views were conducted in private and a11 requests for information were 
met in a spirit of full cooperation. 

Findings 

CFB Bagotville is not a typica1 military establishment from the 
linguistic point of view. Indeed, it is neither an English-language nor 
a French-language unit. While Francophones form the majority, es- 
pecially in the lower ranks, unilingual Anglophones hold several of the 
most important positions. This accounts for the generally English char- 
acter of the Base. Nevertheless, a11 pertinent services to the public at 
large are offered in both officia1 languages, as required under the Act. 
Our recommendations to the Department of National Defence were 
inspired mainly by a general concern for ensuring that both officia1 
languages possess and enjoy, within the Base, equality of status and 
equal rights and privileges as to their use as required under Section 2 
of the Act. For this reason, it was deemed unnecessary to set target 
dates for the implementation of our recommendations; the Commis- 
sioner did stress, however, the need to bring about these changes 
without affecting in any way the accomplishment of the critical oper- 
ational mission of the Base. The Department of National Defence has 
agreed in principle to a11 of our recommendations and the Commis- 
sioner is following closely, through progress reports, their implemen- 
tation. 

The Commissioner’s recommendations were as follows: 

Base Administration 
that a detailed examination of each organizational element within the 
Base be undertaken to identify areas of services that should be pro- 
vided or offered in both officia1 languages, and that the Base formulate 
a plan and implement a programme with target dates for providing 
such services; 
Base Bilingual Adviser 
that a staff officer of senior rank be formally designated to act as Base 
Bilingual Adviser or Coordinator; 

Translation Services 
that CFB Bagotville be provided with an on-site and competent trans- 
lation service; 

Base General Library 
that the Base Commander take appropriate measures to correct the 
present imbalance in the number of French books held in the Base 
library ; 
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Base Exchange Theatre 
that the practice of showing only English-language films in the Base 
Exchange Theatre be reviewed by the Base Commander with a view 
to including some French-language films; 

Leave and Licence Agreements 
that concession and leave and licence agreements entered into by the 
Base Commander with Francophones be issued in the French language; 

Married Quarters and Mobile Home Park 
that a11 documents pertaining to married quarters or mobile home sites 
be issued in the officia1 language of the occupant; 

Language training 
that English-language instruction be made available on a voluntary 
basis at CFB Bagotville as is now the case for French-language 
training; 

Base Newspaper 
that the Bagotville Phare-Beacon take a11 possible measures to increase 
its French-language content; 

Base Radio Station CKBG 
that CFB Bagotville initiate action to review and, if appropriate, to 
change the licence under which CKBG operates SO as to allow the use 
of French in its programming; 

Civilian Personnel Administration 
that the publications, forms and other documents required for the 
administration of civilian employees be issued in both officiai languages; 

410 and 425 Squadrons (English-language Squadrons) 
(i) that units of the Canadian Forces which include Francophone 
personnel keep a set of French-language administrative publications, 
forms and orders and, 
(ii) that CFB Bagotville take measures to ensure that its administrative 
sector (now a French-language unit) is staffed with an adequate number 
of bilingual personnel in order to provide services to Anglophones in 
their own language; 

433” Escadrille tactique de combat 
(i) that, since the squadron is a French-language unit, the posting of 
unilingual or insufficiently bilingual Anglophones to 433e Escadrille 
tactique de combat be on a voluntary basis, and that these Anglophones 
serving with the squadron be replaced as soon as members wi%h the 
appropriate linguistic and technical skills become available; 
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(ii) that available services affecting personnel as individuals be pro- 
vided to members of the squadron in the officia1 language of their choice 
irrespective of their bilingual competence; and, 
(z?i) that the translation of technical publications and engineering 
orders required for the squadron be accelerated. 

B. Trenton 

Background 

At the Commissioner’s request, and with the full cooperation of 
DND, a member of the Complaints Service visited Canadian Forces 
Base Trenton, on March 13-14, 1972, to investigate a complaint con- 
ceming the availability of bilingual services to users of its air transport 
facilities (see File No. 73 below) . The Commissioner’s representative 
interviewed several officers concerned with the provision of services to 
authorized users, and examined installations where services are pro- 
vided. 

Findings 
The main passenger air terminal of the Canadian Forces is Iocated 

at CFB Trenton. Some 11,000 passengers pass through it each month. 
While no exact figure of the number of Francophone users could be 
obtained, it was estimated at between ten and fifteen percent. Demand 
for services in the French language usually cornes from the wives and 
other dependents of Francophone members travelling separately. 

Our investigation revealed that bilingual services provided by 
CFB Trenton did not meet fully the requirements of the Officia1 Lan- 
guages Act. The main weakness could be attributed to a shortage of 
bilingual personnel, both military and civilian, to staff a11 passenger- 
related services. The Department of National Defence agreed in prin- 
ciple to our recommendations and informed the Commissioner that the 
necessary steps were being taken to remedy the situation as quickly 
as possible : 

The Commissioner’s recommendations were as follows: 

Main Gates 
that the situation regarding the provision of bilingual services to visitors 
be reviewed, and that appropriate measures be taken to ensure the 
availability of efficient services in both officia1 languages; 

Yukon Lodge 
that appropriate measures be taken to ensure that a bilingual capacity 
exist at a11 time at the reception desk; 
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that the display of flight information at the reception desk be in both 
officia1 languages; 

that menus in the restaurant be displayed in both officia1 languages; 

that the information placed in guest-rooms or posted in the laundry 
room be displayed side by side in English and French; 

437 (Transport) Squadron 

that the words “Canadian Armed Forces” and “Forces armées cana- 
diennes” be afiïxed on each side of the CC137 aircraft; 
that measures be taken to provide bilingual services on each passenger 
flight; 

2 Air Movements Unit 

that measures be taken to increase the number of bilingual person- 
nel in 2 Air Movements Unit SO that bilingual services are provided 
at all times to authorized passengers; 
that the menu of the snack-bar in the passenger terminal be in both 
officia1 languages; and that the concessionaire be invited to provide 
services in both officia1 languages and that his operating contract be 
amended at the first opportunity to take this obligation into account; 

that CFB Trenton take appropriate measures to ensure that French- 
language books and magazines are available at the news stand in the 
passenger terminal. 

C. Specijîc complaints 

Right of Members of Armed Forces to File Complaints 

A French-speaking member of the Canadian Forces asked the 
Commissioner to look into a situation that he had touched on briefly 
in his First Annual Report (p. 29) concerning Section 19.38 of the 
Queen’s Regulations and Orders which apparently had been interpreted 
as forbidding members of the Armed Forces to submit complaints to 
the Commissioner on questions involving language. 

The Commissioner pointed out to the Department that any member 
of the Canadian Forces could lodge a complaint under Section 26 ( 1) 
and (2) of the Officia1 Languages Act, and that Section 36( 3) of the 
Act specifically includes the Canadian Forces in the “institutions of the 
Parliament and Government of Canada”. 

On the basis of Section 31 of the Act, the Commissioner recom- 
mended that the Department amend Section 19.38 of the Queens 
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Regulations and Orders and exclude his Office from its application. 
The Department accepted this recommendation; Section 19.38 now 
reads as follows: 

19.38-COMMUNICATIONS WITH OTHER GOVERNMENT 
DEPARTMENTS 

No officer or man shah enter into direct communication with any govern- 
ment department other than the Department of National Defence on sub- 
jects connected with the Canadian Forces or with his particular duties or 
future employment, unless he is authorized to do SO by or under 

(a) a statute of Canada, 
(b) QR&O, or 
(c) instructions from Canadian Forces Headquarters. 

Of) (25 Jun 71) 

NOTES 
(A) An example of a provision of a statute of Canada within the mean- 

ing of this article is subsection 26(2) of the Oficiaf Laquages Act 
that auihorizes officers and men to enter into direct communication 
with the Commissioner of Officia1 Languages. 

tM) (25 Jun 71) 

File Nos. 74 and 275-Preponderance of English at CFB Bagotville 

A complainant alleged that at Canadian Forces Base Bagotville, 
only English was used in administration and in providing services to the 
public. In a letter to the Prime Minister which was subsequently referred 
to the Commissioner, another complainant reported that the Govern- 
ment’s intentions respecting bilingualism were being thwarted by officers 
of the Canadian Forces at Bagotville. He stated that bilingualism on 
the Base was a sham, and offered facts and figures in support of his 
contention. 

The Commissioner’s investigation showed that, on the whole, the 
Base authorities complied with the requirements of the Officia1 Lan- 
guages Act with respect to services to the general public. On the other 
hand, it revealed a number of shortcomings in the language of services 
offered to members of the Canadian Forces, their dependents and 
authorized users of Base installations. 

The Department agreed in principle with the Commissioner’s 
recommendations and promised to take the necessary remedial action. 

File No. 378-Too much French at CFB Bagotville 

A partially bilingual English-speaking member of the Canadian 
Forces serving in a French-language squadron at Bagotville questioned 
the wisdom of the Government’s policy on bilingualism and its imple- 
mentation throughout Canada. He cited instances where services in the 

196 



French language are being extended in overwhelmingly English-speak- 
ing areas of Canada while English speakers in the Saguenay-Lac Saint- 
Jean area benefit from no equivalent services in their own mother 
tongue. Specifically, he questioned the appropriateness, in terms of the 
Officia1 Languages Act, of the linguistic situation prevailing in his 
squadron whereby: 
-a11 interna1 signs are in French only; 
-the routine orders of his squadron are issued in French only; 
-interna1 written communications requiring action by, or of in- 

terest to, English speakers are issued in French only; and 
-English cpeakers are posted to the French-language squadron against 

their wishes. 

In an interim reply to a first letter from the same complainant (see 
File No. 6 in First Anmal Report, 1970-71, page 33), the Commis- 
sioner promised to visit CFB Bagotville during a forthcoming tour of 
military bases, at which time he would invite him and his associates to 
set forth their problems in greater detail. While the Commissioner was 
unable to make such a visit himself, he arranged for two members of 
the Complaints Service to visit CFB Bagotville, to meet the complain- 
ant, to investigate a number of complaints he had received and to 
verify the implementation of the Officia1 Languages Act as it applied 
to a military base in the Province of Quebec. 

The subject matter of the communications from the complainant 
was deemed to be of fundamental importance. It raised for the first 
time the basic question of the consistency of the linguistic regime 
existing in deignated French-language units with the spirit and intent 
of the Officia1 Languages Act. 

From the information submitted, it was noted that the posting of 
the complainant to this French-language squadron predated the coming 
into force of the Officia1 Languages Act on September 7, 1969, and the 
publication on September 19, 1969, of Book III of the Report of the 
Royal Con-mission on Bilingualism and Biculturalism which first devel- 
oped the concept of the French-language unit. The Commissioner in- 
formed the correspondent that it was clear that his involuntary posting 
to the squadron would be deemed, by the standard currently in effect, 
inconsistent with the spirit and intent of the French-language unit con- 
cept. He added that it was now generally accepted that any Anglo- 
phone posted to such units should be quite bihngual and wish to work 
in a French-language (not bilingual) unit. 

The complainant was also informed that the Department sought to 
recognize this requirement and to comply with it as much as pos- 
sible. The Department has stated that it was occasionally necessary to 
post Anglophones with a very limited knowledge of French to some 
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French-language units because there are not enough Francophones with 
the necessary skills to ensure efficient operation of the units. The 
Commissioner was further informed that most of the personnel were 
volunteers, the exceptions occurring only where failure to fil1 a vacancy 
in a critical ski11 area would directly influence the unit’s ability to 
perform its role. 

The Commissioner told the complainant that he had no doubt the 
working climate in a French-language unit of the Canadian Forces 
might present a somewhat difficult environment for an Anglophone. He 
was satisfied, however, that the concept of the French-language unit 
was consistent with the declaration of the equality of the two officia1 
languages and the spirit and intent of the Officia1 Languages Act. The 
Commissioner was of the opinion, therefore, that there could be no 
objection under the Act to the interna1 signs, to the daily routine orders, 
or to the internai written communications being in French only. He 
indicated that the posting of unilingual or insufficiently bilingual Anglo- 
phones to French-language units against their wishes constituted, in 
his view, a basic violation of the French-language unit concept, and 
that he would touch on this subject in his report to the Department. 
Finally, the Commissioner indicated that if the complainant could not 
reconcile himself to conditions of service in the squadron and decided 
to apply for a transfer, he would be prepared to take up the matter 
with the Department should his commanding officer not support such 
a request. 

File No. 627-Enquiry on Language Status at CFB Bagotville 

An English-speaking correspondent enquired whether the use of 
the French language was forbidden in the operations of the Canadian 
Forces base at Bagotville and if SO, why. 

The Commissioner informed the correspondent that two represen- 
tatives of the Complaints Service had visited the base in early Septem- 
ber 1971 to verify the extent to which this important military installa- 
tion met the requirements of the Officia1 Languages Act. The reply 
indicated that there were three squadrons operating from the base. Two 
squadrons composed essentially of Anglophones use English as the 
language of administration, training and operations, and one squadron 
composed essentially of Francophones uses the French language. 

The enquirer was also informed that the base was currently ex- 
tending the use of French as a language of work and that to this end, 
in addition to the Francophone squadron, the Government had re- 
cently designated the Commande?s office and the Base administrative 
sector as French-language units. While the use of French as a language 
of work, especially in the technical areas, was not yet general, sub- 

198 



stantial progress had been made in recent years. The correspondent 
was informed that the visit helped to identify various activities where 
further improvements were required, and that the Commissioner pro- 
posed in due course to make appropriate recommendations to the 
Department. 

File No. 73-Services for Travellers at CFB Trenton 

A complainant reported that the services provided to users of the 
military air terminal at Canadian Forces Base Trenton were in English 
only. 

Investigation at the site revealed that the Base offered its travelling 
public a fairly complete range of bilingual services, particularly as 
regards documentation and written information for passengers. It did 
net, however, have sufficient bilingual staff to provide oral information 
at all times, and in this respect did not fully meet the requirements of 
the Officia1 Languages Act governing bilingual services to travellers. In 
response to the Commissioner’s recommendations, the Department gave 
its assurance that the required steps would be taken to serve users of 
the Base air services in both officia1 languages. 

File No. 186-French School ut CFB Trenton 

A French-speaking member of the Canadian Forces in Ottawa 
stated that his squadron of about 400 men, of whom 17 or 18 per cent 
were Francophones, would soon be transferred to Trenton where there 
was no French primary school. He pointed out to the Commissioner 
that he was anxious his children should continue their schooling in 
French, but did not want to send them to boarding school, even though 
an ahowance is payable for this purpose. 

Following the Commissioner’s intervention, the Department agreed 
to set up a French primary school in Trenton; it would be able to 
accommodate pupils in grades 1 to 6 inclusively, beginning in Sep- 
tember 1971. The Department also decided to undertake a study of 
the school situation at military bases and stations throughout Canada to 
ascertain what measures might be taken to enable French-speaking 
servicemen to have their children educated in French. 

File No. 131 -Psyclziatric Services at Medical Centre 

A member of the Royal Canadian Mounted Police, hospitalized in 
the National Defence Medical Centre in Ottawa, asked the Commis- 
sioner to intervene in order to guarantee that there would be a French- 
speaking psychiatrist on a medical board convened to examine him. 
Initially, the board was to consist of four physicians, all unilingual 
English-speaking. 
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The Department complied with the Commissioner’s request, and 
when the examination took place in February 1971, a member of the 
Complaints Service was present to confirm that there was a French- 
speaking psychiatrist in attendance. 

The complainant, who was released from the RCMP on medical 
grounds in March 1971, subsequently charged the Department with 
having failed to make the services of a French-speaking psychiatrist 
available to him in the fa11 of 1969. The treatment he had received at 
that time, in English only, had not produced the expected results 
because the psychiatrist and the patient had had difficulty in communi- 
cating, and he alleged this had been detrimental to his health. 

The Commissioner informed the Department that, in order to 
respect the principle of the equality of status of English and French, 
psychiatrie services in French ought to have been offered to the com- 
plainant without his having to request them. The Commissioner there- 
fore recommended that, in future, the Department ensure that such 
services would be provided automatically in every case. 

The Department accepted the recommendation and informed the 
Commissioner that thereafter, in order to avoid any misunderstanding, 
use would be made of a form on which the patient would state whether 
he wanted to be treated by an English- or a French-speaking physician, 
and the language to be used in connection with hospital treatment. The 
Department added that this practice would be followed both for patients 
from other medical services and for emergency cases treated in the 
hospital or the outpatient clinic of the department of psychiatry. 

In the complainant’s case, the Commissioner had asked the De- 
partment to consider the possibility of providing further psychiatrie 
treatment under the direction of a French-speaking specialist. This sug- 
gestion was not accepted because the French-language psychiatrist who 
had examined the patient in April 1971 believed that no further treat- 
ment was necessary. 

File No. 134-Library ut Medical Centre 

The complainant criticized the lack of French books in the Cana- 
dian Forces medical centre in Ottawa. 

The Department confirmed that aImost a11 the works available in 
the library were in English. After the Commissioner intervened, the 
Department decided to set aside $1,000 for the purchase of French 
books out of its 1971 budget of $1,500 for book purchasing, and there- 
after to spend one quarter of its annual budget for this purpose. The 
Department also informed the Commissioner of a number of other 
measures designed to make the hospital more bilingual in accordance 
with the requirements of the Officia1 Languages Act. 



File No. 63-Teaching of French 

A teacher of French as a second language at a military base school 
in one of the Western provinces alleged that there was resistance to his 
teaching of French. He complained about the principal3 indifference if 
not open hostility and stated that other teachers shared the principal? 
opinions and lent him support. The Base Commander, who was also 
the Officia1 Trustee of the School Board and the Chairman of the School 
Committee, tended to support the principal in the controversy that 
arose. 

Dicciplinary problems with certain students were also an issue in 
this conflict. The complainant alleged that a few difficult students were 
encouraged to disobey him and to disrupt French classes. The situation 
deteriorated to the point where the Officia1 Trustee found it necessary 
to inform the complainant that his contract would not be renewed. The 
first reason for dismissal alleged the complainant was unable to exercise 
effective discipline in certain classes and on certain students, which 
resulted in a loss of control over students. The second reason given was 
that the complainant’s repeated conflicts with the principal and other 
staff members created an unhappy situation among the members of the 
staff and resulted in poor moraIe. The complainant urged the Commis- 
sioner to investigate the situation that gave rise to his complaint. 

After studying with great tare the jurisdictional problems involved, 
the Commissioner determined that he should enquire about the status 
of French as an officia1 language as it was taught at the school in ques- 
tion. On the basis of information the Comrnissioner had at the time, it 
was determined that the question of the termination of the complainant’s 
employment was not within the Commissioner’s jurisdiction. After pre- 
liminary discussions and exchanges of correspondence with the Depart- 
ment, the Commissioner authorized two members of the Complaints 
Service to act as observers at an informa1 enquiry the Department 
wished to conduct. 

Accordingly, shortly after the beginning of the new school year, 
two members of the Department’s staff and the two representatives of 
the Commissioner’s Office proceeded to the base in question to carry 
out an investigation of the circumstances surrounding the employment 
and dismissal of the complainant as they related to the equality of status 
of French and English as officiai languages. Before this visit, respon- 
sible provincial educational authorities were consulted concerning par- 
ticulars of the provincial School Act and details of French language in- 
struction in the province. The school was visited and certain persons 
were interviewed: the Base Commander in his role as Officia1 Trustee 
and Chairman of the School Committee, the principal, the teachers, the 
complainant and certain interested parents. 
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It became clear, as a result of these interviews, that a serious clash 
of personalities involving the principal and one of the teachers on the 
one hand, and the complainant on the other, had arisen. Attitudes to- 
wards the teaching of French at the school, it appeared, were less than 
positive. The investigation confirmed that certain factors which had a 
bearing on the reasons alleged for the complainant’s dismissal had been 
overlooked. The Commissioner was able to recommend that the Depart- 
ment initiate the reforms necessary in the teaching of French at the 
school, in conformity with the curriculum established. For humanitarian 
reasons, the Commissioner suggested that the Department consider what 
it might rightfully do for the complainant. The Department replied 
stating that it had offered the complainant employment in the same 
capacity at another base school in the province but that the complainant 
had declined the offer. It added that it had taken steps to improve ad- 
ministrative procedures with regard to dependents’ education. For 
example, the Department issued a directive forbidding plurality of of- 
fices. A member of the Canadian Forces cari no longer be Officia1 
Trustee and Chairman of a School Committee at one and the same 
time. The Department also issued a reminder to all establishments 
concerning its bilingualism policy in general, including its policy gov- 
erning signs. 

File No. 116-Transit Insurance 

A member of the Armed Forces complained that he could not deal 
with a government-designated insurance firm in French. 

The Department assured the Commissioner that the insurance 
company had a bilingual capacity and that it was company policy to 
correspond in the officia1 language of the client. In this instance, how- 
ever, the company acknowledged its error. 

The correspondent later lodged a second complaint against the 
same company, having received insurance forms in English once again. 
Investigation revealed that the company did, in fact, have the capacity 
to deal in both officia1 languages, both as regards personnel and docu- 
mentation. The problem appeared to arise from carelessness, rather than 
incapacity or ill-Will. 

The Commissioner offered to pursue the investigation if the cor- 
respondent would authorize him to reveal his name and the details 
of the latest transaction. The complainant did not reply. 

File No. 162 -CFB Uplands 

The complainant alleged that the Third Air Movements Unit at 
the Canadian Forces Base, Uplands, was not able to offer bilingual 
services to the travelling public. 
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This complaint was considered in the context of a special study 
of services provided for the public at the Uplands base; the study 
showed that the Third Unit was indeed not in a position to offer services 
to the public in both officia1 languages. 

The Department decided to take the necessary steps to correct 
this situation. Directives were issued with a view to making the docu- 
mentation for the passengers and the signs and building directories 
bilingual, and ensuring that someone capable of answering requests for 
information in either officia1 language would always be on duty. 

File No. SIO-French-language Training 

An officer in the Canadian Armed Forces stated that he applied 
unsuccessfully for French-language training. His application was 
approved and forwarded, but some months later he was advised that, 
since he had less than three years to serve until retirement, he was 
ineligible for French-language training. The complainant noted that, 
at the time of making his application for language training, he had 
more than three years’ service remaining. Furthermore, he hoped, upon 
retirement from the Armed Forces, to find employment in another 
federal government department, where bilingual competence would 
likely be an asset. 

The complainant was advised that the Officia1 Languages Act does 
not oblige any government institution to provide second-language train- 
ing for its employees. Accordingly, the situation described did not 
constitute an infraction of the Act, and the Commissioner could not 
take action. 

File No. 593-Military Stores 

The complainant stated that the signs and notices in officia1 mili- 
tary stores in ah Canadian Forces bases are in English only. The 
Rockcliffe and Uplands bases in the National Capital Region were 
cited as specific cases. 

The Department replied that by February 1, 1972, a11 notices 
and signs in military stores in the National Capital Region had been 
changed to reflect the bilingual nature of the Canadian Forces. The 
Department had prepared a general directive defining the bilingualism 
policy to be followed by a11 military stores. This directive was to be 
distributed to a11 bases and stations before March 1, 1972. Finally, the 
Department outlined several measures already taken or to be taken in 
order to ensure that military stores conform to the requirements of the 
Officia1 Languages Act in a11 their activities. 
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NATIONAL FILM BOARD 

File No. 393-Communication and Brochure in English Only 

A French-speaking person criticized the Hamilton office of the 
National Film Board for writing to him in English and not having the 
French version of a brochure on television broadcasting by table. 

The NFB’s policy is to serve the public in both officia1 languages 
at its head office, its main offices in bilingual regions and in other loca- 
tions when it is possible and there is sufficient demand. The NFB 
regretted that the complainant had received correspondence in English 
from its Hamilton office and will ensure that in future correspondents 
receive replies from that office in the officia1 language of their 
choice. 

The brochure in question was an information bulletin published 
by the English section of the Société Nouvelle/Challenge for Charqe 
program. The French section had prepared its own information bulletin 
which included a complete translation of the text on television broad- 
casting by table. Unfortunately, owing to circumstances beyond the 
NFB’s control, the bulletin was four months late going to press. The 
complainant received a copy as soon as it was published. 

NATIONAL GALLERY OF CANADA 

File No. 413- Unilingual Services 

A French-speaking person charged the National Gallery with 
failing to provide service to the public in both officia1 languages. He 
alleged that neither the elevator operator nor the person he spoke to 
in the self-service cafeteria was able to answer him in French. 

The National Gallery informed the Commissioner that the elevators 
and the self-service cafeteria were operated by concessionaires who, 
under the terms of their contracts, were supposed to provide service 
to the public in both languages. As for the attendants, sixty per cent 
were bilingual. As a general rule, the concessionaires see to it that only 
bilingual attendants man the elevators and that there is at least one 
bilingual attendant on duty on each floor. However, one of the substitute 
elevator operators was a unilingual English speaker. As for restaurant 
staff, the only unilingual English speaker was the manager. 

The National Gallery regretted these incidents and promised to 
take any steps necessary to prevent their recurrence. 



NATIONAL HEALTH AND WELFARE 

File No. 188-Forms and Reply in English 

A French-speaking correspondent criticized the Department’s re- 
gional offices in Edmonton dealing with the Canada Pension Plan and 
Old Age Security for not having sent him forms in the language of his 
choice. He also criticized the regional office handling Old Age Security 
for having replied in English to a letter he had written in French. 

At the Commissioner’s request, the Department confirmed that the 
forms in question were bilingual. The Department also said that its 
general policy requires that letters in French be answered in that 
language. However, the complainant may have been the victim of an 
error. The Department offered to make further investigations, and re- 
quested the name of the complainant. The latter had not given the 
Commissioner authority to disclose his identity, and the enquit-y was 
therefore suspended. The complainant said, however, that he was satis- 
lied with the explanation given by the Department. 

File No. 376-Questionnaire in English 

The complainant criticized the Department for having sent a 
French-speaking association a questionnaire in English regarding a 
research project being carried out under the Fitness and Amateur Sport 
Branch. 

The Department said that it had prepared questionnaires in both 
officia1 languages, but that its regional co-ordinator had assumed that 
those who were to receive them were English-speaking. The Commis- 
sioner recommended that the necessary arrangements be made as soon 
as possible SO that the public might be served in both officia1 languages. 

File No. 407-Letters in English 

The complainant reproached the Department with having written 
letters in English to his French-speaking parents. 

The Department said that it was very sorry for these errors, and 
said that it would take all necessary steps to ensure that this did not 
occur again. 

File No. 456- Unilingual Label 

A French-speaking correspondent reproached the Department with 
using unilingual English labels for sending parcels. 

The Department replied that it would make the labels bilingual as 
soon as possible. 
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File No. 478-Application for Family Allowance 

A French-speaking correspondent from Nova Scotia submitted to 
the Department an application for a family allowance she had fXled out 
in French. The application was returned to her with a note indicating 
that the English side of the form should be filled out. 

Confronted with this violation of the law, the Department replied 
that the clerk had not noticed that the complainant had filled out the 
form on the French side. The Nova Scotia office receives few forms 
filled out in French, but its staff nevertheless knows how to deal with 
them and would not send them back simply because the English side 
had not been fihed out. The Department added that the complainant 
had sent in forms completed in English on several occasions since 1953, 
and that the computer would consequently have the data in English. It 
was this factor, together with the fact that the office had received many 
applications in September, which gave rise to the complaint. 

The regional director reminded the members of his staff of their 
obligations, however, and the computer files and the information on the 
plate Will in future contain the abbreviation Mme instead of “Mrs”. The 
regional director also apologized to the complainant. 

File No. 481-Information Services and Directory 

A French-speaking correspondent pointed out to the Commissioner 
that it is impossible to obtain information in French from the Depart- 
ment’s information services, and that the Department’s directory is not 
published in both languages. 

The Department said that its information services were equipped 
to answer requests in both languages, and that a bilingual employee 
was assigned to operate the switchboard of the services in question. 
The Department aIso issued directives requesting each branch to answer 
requests for information in both languages. 

With regard to the directory, the Department admitted that there 
was only one version. It said, however, that a bilingual edition would be 
published in the near future. 

File No. 526Letter in English 

A French-speaking correspondent from the Maritimes received a 
letter in English from the Department. However, the Department 
subsequently sent her information in French. 

The Department contacted the correspondent to apologize for its 
inadvertent error. 
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File No. 562-Telephone Cal1 

A French-speaking correspondent from Quebec City telephoned 
the Department’s information service in French, and the operator was 
completely incapable of understanding a word he said. 

The Department said that the necessary arrangements had been 
made to allocate a telephone line for use by persons wishing to obtain 
information concerning the Department’s activities. The personnel 
service had been responsible for this but in future it would be the 
Director of Information Services. A bilingual operator was to be assigned 
to this line at a11 times. 

File No. 607-Reply in English 

A French-speaking correspondent reproached the Department’s 
Edmonton Regional Office with having replied in English to a letter 
about family allowances she had written in French. 

The Department admitted that such an error could occur, consider- 
ing the large volume of work at certain times of the year. The Depart- 
ment informed the Commissioner that, following this complaint, 
directives had been issued reminding the employees in the Edmonton 
Office of the necessity of being particularly careful regarding the use 
of both officia1 languages. 

File No. 628-Application for Youth Allowance 

A French-speaking correspondent from Nova Scotia said that after 
he had filled out in French an application form for a youth allowance, 
the regional director of family allowances sent back his form together 
with a note in English asking him to answer the questions marked 
with a red “x”. 

The Department said that a temporary employee had processed 
this application without noticing that the form had been filled out on 
the French side. The permanent clerks check more carefully and would 
not have sent back a form simply because the English side had not been 
Bled out. 

The regional director brought the incident to the attention of a11 
permanent and temporary employees, and reminded them of their 
responsibilities under the Officia1 Languages Act. He also wrote person- 
ally to the correspondent in French to explain the circumstances in 
which the incident had occurred. 
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NATIONAL LIBRARY 

File No. 79-French-Language Publications 

The complainant stated that he had had difficulty obtaining 
French-language publications in the social sciences from the National 
Library. Apparently, only 10 per cent of his requests had been filled. 

The National Library informed the Commissioner that the funds it 
had received over the years were never sufficient to enable it to build 
up and catalogue a really large coliection, with the result that its English 
collection and several areas of its French collection were still too limited 
to meet the needs of its users. The National Library added that only 
30 per cent of its collection had been catalogued and estimated that 
there was still from 300,000 to 400,000 volumes which could not be 
made available to the public until there were sufficient staff to arrange 
and catalogue them. 

The Government had agreed to allocate increased funds to the 
National Library in 1971 and 1972 to enable it to improve this situa- 
tion. However the National Library had serious doubts about the possi- 
bility of cataloguing a11 its collections in less than a decade. It felt that 
it was not possible in one or two years to correct a situation that had 
been allowed to deteriorate to such a degree. 

With regard to the purchasing of books, while he recognized this 
was subject to yearly fluctuations in the market, the Commissioner 
recommended that, as the necessary funds become available the National 
Library orient its general policy towards a more satisfactory balance 
between purchases of books in English and in French than had existed 
in the past, SO that it would better reflect the linguistic duality of 
Canada. 

File No. 430-Zdentification Card 

A French-speaking employee of the National Llbrary complained 
that his identification tard had been filled out in English. 

The National Library withdrew the identification cards of its 
French-speaking employees and replaced them with cards in the 
language of the employee. In addition, strict guidelines were issued to 
avoid a repetition of such complaints. 

File No. 589-Unilingual Stamps and Slips 

A complaint was lodged against the National Library for using a 
stamp marked “Do not remove” on cards sent to the University of 
Montreal and for making entries on the English side of slips. 

The National Library admitted that the stamp in question was not 
bihngual and replaced it. 
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As for slips, the Commissioner recommended that the National 
Library assure that the due date be always marked in the language 
of the borrower in the appropriate space on the slip. 

NATIONAL MUSEUMS OF CANADA 

File No. 276-Guides 

A French-speaking complainant objected to the poor quality of 
French spoken by guides at the War Museum and the National Museum 
of Science and Technology, both of which corne under the jurisdiction 
of the National Museums of Canada. 

During the 1970-71 fiscal year, the National Museums were the 
subject of a special study by the Commissioner’s office. This study 
covered the points raised by the complainant. An account of the study 
and recommendations appears on pages 77-79 of the Commissioner’s 
First Annual Report. 

The National Museums pointed out that the War Museum has no 
officia1 guides: signs, legends and notices are used instead. The com- 
missionnaires on duty cari express themselves in both languages. Their 
real role, however, is to ensure the security of the collections and that 
of visitors in case of emergency. 

With respect to guides in the Museum of Science and Technology, 
the National Museums stated that this museum now has the capacity 
to provide guide services in both officia1 languages. 

File No. 403 -Advertisement in Magazine 

The complainant noticed that the National Museum of Science 
and Technology placed an advertisement in English only in the bilin- 
gual magazine What’s on in Ottawa/Voici Ottawa. 

The Commissioner recommended that the Museum’s publicity in 
that magazine reflect the equal status of French and English as officia1 
languages. 

NATIONAL RESEARCH COUNCIL OF CANADA 

File No. 94-Publications 

The complainant reproached the NRC for publishing its scie.ntific 
journals in English only. 

The NRC was already aware of the problem. As of 1973, there- 
fore, the general presentation of the journals will be bilingual. Each 



Will bear the title Journal canadien de.. ., except the geotechnical 
journal, which has always been entitled Revue. 

References, however, pose a more complex problem. It is important 
for ail scientific publications to use the same form for references in 
order to eliminate the possibility of errors in bibliographies and to 
prevent difficulties in data processing. This code, which cannot be 
translated, Will appear on the back of the journal, on the first page 
of each article and in the running title. The title Will appear everywhere 
in both officia1 languages. The changes Will conform to the international 
recommendations made at The Hague (1954) concerning standardiza- 
tion in the field of documentation. 

With regard to the summaries of each article, it appears that the 
NRC’s policy is to try to present them in both languages; it is having 
trouble, however, finding perfectly bilingual specialists prepared to 
translate the texts. It must therefore have recourse to the services of 
university professors. Half the publications considered (that is, five 
journals out of ten) use bilingual summaries. The summaries in the 
other publications are bilingual also, or Will be in the near future. 

File No. 493-International Chemistry and Physics Symposium 

A French-speaking complainant said that the invitations to the 
International Chemistry and Physics Symposium in Ottawa were not 
bilingual, even though this event received considerable financial support 
from the NRC and was under the auspices of the Royal Society of 
Canada. 

The NRC informed the Commissioner that the amount of its 
subsidy was not even a tenth of the estimated expenses. It pointed out, 
however, that the organization committee had decided at a meeting 
held on October 7, 1971, to publish its brochure in both languages. 

After the Commissioner had intervened, the NRC prepared a text 
asking the organizations which receive its assistance to take the pro- 
visions of the Officia1 Languages Act into account when organizing 
conferences. In order to widen the scope of its guiding principle, the 
Commissioner suggested to the NRC that it request a11 the organizations 
which receive supporting or operating grants to provide documentation 
and services related to the conference, such as simultaneous interpreta- 
tion, in both officia1 languages. 

File No. 606-Code de classification des domaines de recherches, 
1972-1973 

A French-speaking mathematician stated that the Code de classi- 
fication des domaines de recherches, 1972-1973, issued by the NRC, 
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was deficient with regard not only to good language usage but also to 
the accuracy of its mathematical terminology. 

The NRC informed the Commissioner that the code had not been 
revised for several years. They were going to start work on it when 
the new scientific data information centre went into operation; the centre 
Will keep a record by subject of all research projects funded by federal 
departments and agencies. Before making changes in terminology, the 
NRC planned to seek the opinion of French-speaking scientists. How- 
ever, in consideration of the points outlined by the complainant, and 
as a temporary measure, the Council promised to correct the use of 
uppercase Ietters in the next issue. 

File No. 613- Unilingual Questionnaire 

A Francophone stated that he had received a unilingual English 
questionnaire from the University of Ottawa in connection with a tri- 
partite survey (by the National Research Council of Canada, the 
Medical Research Council and the Canada Council) of graduate 
students in Canadian universities in 1971-1972. 

The NRC informed the Commissioner that this questionnaire, as 
well as other documents connected with the survey, had been sent 
simultaneously in both officiai languages to the University of Ottawa, 
whose responsibility it was to distribute them to its various departments. 
In addition, the NRC provided the Commissioner with French and 
English copies of this questionnaire and of other documents used during 
the survey. 

File No. 651 -Canadian Building Digest 

The complainant stated that the NRC did not have a French 
version of folder No. CBD 100 on the metric system published in 
April 1968. 

The Division of Building Research is responsible for the prepara- 
tion of the Canadian Building Digest (folder No. CBD 100). These 
documents were first published in 1960 and have appeared monthly 
since then. The Division decided to translate this popular series of 
technical documents into French, rather than continue its practice of 
providing only extracts in the case of scientific and technical documents. 

For various reasons there was a slowdown in translation of the 
Canadian Building Digest early in 1969. Since the situation showed no 
signs of improving, the NRC decided to retain the services of a transla- 
tion agency in Montreal. 

Canadian Building Digest No. 100, the subject of the compIaint, 
was written in English in April 1968, sent for translation in September 
1971, and went to the printer two months later; it has been available 
in both officia1 languages since February 14, 1972. 
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TO emphasize the progress under way, the NRC informed the 
Commissioner that it was currently having ten other Canadian Building 
Digests translated. 

Since the excessively long time-lag between the appearance of 
English and French versions of documents published by the NRC 
constituted a contravention of the Officia1 Languages Act, the Com- 
missioner recommended that, where possible, the NRC publish simul- 
taneously in both officia1 languages documents intended for the 
public or make certain the French version was available within a 
reasonable period of time. 

NATIONAL REVENUE - Customs & Excise 

A number of complaints that persons could not, or did not, re- 
ceive service in French in various ways at eight customs ports were 
received. The investigation disclosed that most of the complaints were 
justified. The following ports were the source of difficulties. 

1. Rock Island, Quebec File No. 87 
2. Winnipeg Airport File No. 213 
3. Moncton Airport & Moncton Office File No. 39 1 
4. Prescott, Ontario File No. 438 
5. Niagara Falls File No. 458 
6. Regina File No. 535 
7. Toronto File No. 684 
8. Sudbury File No. 499 

l At Rock Island, the complainant could not fil1 out the customs 
declaration form in French. The Department claimed that no request 
for service in French had been made. The Commissioner pointed out 
to the Department that the fact of addressing a customs officer in French 
was an implicit request to be served in French. The Department ac- 
cepted this view and issued directives to its personnel always to ascertain 
the officia1 language in which the traveller desired to be served, and to 
provide service in that language without delay. 

@ At Winnipeg Airport, Moncton Airport and Moncton Customs 
Office, Prescott, Niagara Falls, Regina and Toronto the complainants 
a11 professed to be unable to receive service in French from customs 
officers. The Department issued instructions to its personnel to en- 
quire of its clients in which language they wished to be served. 

l At Moncton, the Department stated it had three bilingual em- 
ployees out of a total of twelve and believed it could provide the public 
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with service in both officia1 languages. Nevertheless, it added two more 
bilingual employees to its staff for a total of five bilinguals, three of 
whom were assigned to the Moncton Airport, with a fourth on call as 
needed. 

l At Prescott, the Department agreed to make a11 signs bilingual, to 
provide a11 necessary bilingual forms, to increase the number of bilin- 
gual customs officers, and to instruct the unilmgual anglophone officers 
to say, “Un instant s’il vous plaît” to a Francophone who addresses 
them in French and immediately obtain the help of a French-speaking 
customs officer. 

l At Niagara Falls, the Department stated there was not sufficient 
demand to maintain bilingual staff on a 24-hour basis at the three 
entry points. The local staff indicated to the Department that only 
three persons out of a total of O,OOO,OOO had used French and had been 
served in that laquage. This could not be accepted by the Commis- 
sioner as conclusive of potential demand. Other factors such as never 
offering service over the years had to be considered. The Department 
issued instructions to ah its staff to proceed in a uniform and efficient 
way in ascertaining the officia1 language in which the public wished to 
be served. The Commissioner informed the complainant that his office 
was undertaking a special study on the provision of service in both 
officia1 laquages at customs ports. 

l At Regina, the Department admitted it had a limited capacity to 
communicate in French with the public, but was increasing its capacity 
to the best of its abihty. Additionally, a11 signs were in the process of 
being made bilingual. 

l At Toronto, the Department could not verify the incident com- 
plained of, since it had occurred more than a year ago and the customs 
declaration forms which had formed part of the complaint were de- 
stroyed after one year. Moreover, the Department issued instructions 
that its personnel fil1 out declaration forms in the officia1 language of 
the person being served. The Department further added that its bilingual 
personnel at Toronto Airport was normally able to provide services in 
French at ail times. 

l At Sudbury, the complainant failed to provide additional neces- 
sary information and the matter was not pursued. 

Other complaints, concerning Customs and Excise and covering a 
variety of subjects, follow. 

File No. 45-Language of Work 

A French-speaking employee of the Department (District of 
Montreal West) stated that he was allowed to Write his reports in French 
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but that he was obliged to Write in English letters and reports intended 
for departmental inspectors working in other regions of Canada. He 
added: “If my writing (in English) to my English-speakimg colleagues 
simply constitutes a gesture of politeness, these same colleagues should 
in turn Write to me in French. This has never happened.” He therefore 
asked that the Department authorize its employees in Montreal to com- 
municate in French, if they SO desired, with their colleagues in the same 
Department working outside Quebec. 

At the Commissioner’s suggestion, the Department (Customs and 
Excise) on September 1, 1971, issued directives to a11 its staff concern- 
ing bilingualism. Under the heading of interna1 communications it was 
stated in the directives that each staff member could choose the officia1 
language in which he would draw up correspondence and interna1 reports 
in the National Capital Region, in the proposed bilingual districts and 
to the extent that it was possible and convenient to do SO in ail offices. 

On November 15, 1971, the Excise Tax Office of the District of 
Montreal West became a French-language unit. At the end of the fiscal 
year, the complainant informed the Commissioner that according to the 
directives issued when the unit was created, he could Write in French 
letters and reports intended for his English-speaking colleagues in the 
other provinces, but that these documents were then translated into 
English at the Montreal Regional Office. He added that it was highly 
probable that only the English versions of such documents were sent 
to his colleagues in the other provinces. In addition, he stated that 
some pressure had been brought to bear on him and other employees 
in the French-language unit to prepare such documents henceforth in 
English in order to keep the number of translations to a minimum. In 
view of these allegations, the Commissioner decided to continue his 
investigation and charged one of his representatives with carrying out 
an enquiry at the office. On March 31, the investigation was still in 
progress. 

File h?o. 114 - Cornpetition 

An employee of the Department alleged that a person had been ap- 
pointed through a competition to a bilingual position involving service 
to the public, although the successful candidate was unable to meet the 
language requirements mentioned in the competition notice. 

An investigation revealed that the complainant and the other three 
candidates who entered the competition passed the second-language 
examination in accordance with the criteria which the Department it- 
self had established and in compliance with the procedures used by all 
departments. The competition was therefore held and the appointment 
made in accordance with standard procedures. The Cornmissioner ob- 
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tained the Department’s assurance that the staff in this office was able 
to serve the public in both languages. 

File No. 308 - Bilingualism in B.C. 

A public servant in British Columbia wanted to receive infor- 
mation regarding French courses offered by the federal government. 
He also wanted to know whether it was thought that the interior of B.C. 
was an area where a bilingual officer would be warranted in the field of 
Customs and Excise. 

With regard to the request for information, the Commissioner sug- 
gested that he communicate with his regional director of personnel in 
Vancouver. 

The second question, whether an area officer with bilingual capa- 
bility would be warranted for the Department in the interior of British 
Columbia, raised a more complex problem. The answer depends mainly 
upon whether federal institutions are required to provide services in 
both officia1 languages to the public in this area. According to the Of- 
ficial Languages Act, federal institutions are obliged to provide bilingual 
services to the public in the National Capital Region, at their head- 
quarters, and in designated bilingual districts, once they are established. 
This obligation also exists elsewhere in Canada where there is a signif- 
ficant demand for such services and to the extent that it is feasible to 
provide them. 

In addition, under the Act, federal institutions serving the travel- 
ling public must ensure that their services cari be provided or made 
available in both officia1 languages everywhere in Canada, except where 
there is no significant demand or where it is SO irregular as not to war- 
rant providing bilingual services. 

The Commissioner informed the complainant that in the case of 
services to the travelling public in British Columbia, these must be 
bilingual unless there is no significant demand or unless the demand is 
irregular in the Act’s terms. 

File No. 352 - Forms in English 

A French-speaking customs officiai in Quebec stated that in the 
performance of his duties he was required to complete forms in English. 
The number of each of the forms in question was given in the attach- 
ments to his letter. 

The Department stated that since the Officia1 Languages Act had 
corne into force, it had given top priority to the publication of a11 its 
forms in both officia1 languages. Progress was being made as rapidly as 
the procedures involved permitted. 
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The Department was sparing no effort to make its forms bilingual. 
If a draft bilingual form did not seem to be very clear or could be mis- 
understood by one or other of the language groups, another bilingual 
form, this time with the English on one side and the French on the 
other, would be tested. If neither format was acceptable, separate forms 
were used, one in English and the other in French. 

The Department observed that in the preparation of forms, there 
were a number of stages which might each take several days. These 
were consultation with agencies, translation, preparation of the draft 
for the printer, pertinent decisions, type-setting, photography, correc- 
tion of the proof, preparation of plates, and finalIy dispatch to the eight 
printing services responsibIe for satisfying the Department’s require- 
ments. Customs and Excise has 621 forms which must pass through a11 
these stages. 

The Department first went about reissuing the 204 forms intended 
for the public. Then, it turned its attention to the most commonly used 
interna1 forms. At this point, 154 of the 417 interna1 forms were avail- 
able in both languages. 

Work was to be completed before the end of 1971 but available 
recources were not sufficicnt. AdditionaI funds were therefore sought 
from Treasury Board SO that a11 forms would be available in both lan- 
guages before the end of June 1972. 

As to the forms the complainant was particularly concerned about, 
the Department informed the Commissioner that they were now avail- 
able in bilingual for-m. Two other forms he also mentioned were to be 
combined and published in both languages as soon as possible. 

File No. 427-Publications 

The Language Department of the Faculty of Arts, Laval Univer- 
sity, brought to the Commissioner’s attention the translation of Cus- 
tom’s for-m E-46. Instead of formule d’appréciation for “appraisal 
note”, it suggested the expressions formule d’évaluation or formule 
d’estimation. 

The matter was referred to departmental translators who pointed 
to definitions in several dictionaries justifying use of the term appré- 
ciation. 

File No. 440-Promotion 

An English-speaking person employed by the Department for over 
18 years informed the Commissioner that for several years his position 
had been very precarious as a result of decentralization of the activities 
of his former office. In view of a staff surplus, he had to accept a trans- 
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fer within his Department where the opportunities for promotion were 
almost non-existent. He entered a number of Public Service competi- 
tions but without success. He submitted several documents regarding 
his applications for more remunerative employment within the Public 
Service, and requested an interview. 

The Commissioner was unable to investigate the complaint since 
it had nothing to do with the application of the Officia1 Languages Act. 
He informed the complainant that the Act did not authorize him to 
intervene in connection with the recruitment and promotion of staff 
by the Public Service Commission unless the Commission had neglected 
to take into account the purposes and provisions of the Officia1 Lan- 
guages Act. If, however, the complainant had additional matters to 
bring to his attention, he would willingly agree to an interview. 

Since the complainant wrote in a subsequent letter that he intended 
to specify his grievances, the Commissioner granted him an interview. 
The interview, however, revealed no infraction of the Officia1 Languages 
Act nor a situation contrary to the spirit or intention of the legislator. 

File No. 66I- Competition Posters 

A Francophone complained that the Department had displayed 
competition posters in English only at the Port of Ottawa (Postal 
Customs Office). The posters in question are distributed from the 
regional office in Toronto. 

Of the 37 posters distributed from the Toronto office since the 
beginning of 197 1, two were bilingual. The Department noted that 
this was in accordance with the provisions of Section 18 (b) of 
chapter 1 of the Public Service Commission Staffing Manual. The De- 
partment had, however, decided to arrange for a11 competition posters 
to be distributed in bilingual form in the region as soon as translation 
services became available to it in Toronto. 

The Commissioner felt that the provisions of Section 18 (b) of 
chapter 1 of the Staffing Manual were contrary to the spirit of the 
Officia1 Languages Act. Acting under Section 31 of the Act, he accord- 
ingly recommended that the Public Service Commission make the 
necessary amendments to the Manual. 

File No. 810-Denial of Promotion Due to Unilingualism 

The president of a federal public service union forwarded to the 
Commissioner a letter which he had received from an anglophone 
employee of the Department in Montreal. The correspondent alleged 
that he was being denied promotion because he was unilingual. French 
language courses to which he had been assigned were subsequently 
cancelled for lack of funds. The union president stated that he believed 
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this was a case which would have benefited by the implementation of 
the thoughts he and the Commissioner had had that employees other- 
wise eligible for promotion, and who had some reasonable claim to be 
within the area of competition, should be eligible for a promotion on 
the understanding that they would obtain the necessary bilingual quali- 
fications within a prescribed period of time. 

In reply, the Commissioner agreed but was obliged to advise the 
union president that he had examined this case carefully and had con- 
cluded, as the president understood, that it involved no contravention 
of the Officia1 Languages Act. 

NATIONAL REVENUE-Taxation 

A number of complaints against the Department of National 
Revenue-Taxation, were related to the unavailability of income tax 
forms in French at various post offices in Canada. This state of affairs 
apparently existed at Toronto; St-Norbert, Man.; Hull; Fredericton; 
and Cheticamp, N.S. 

At Toronto, the Department decided to change its system of dis- 
tribution of income tax forms in co-operation with the Post Office 
Department. Heretofore, the postmasters of the various post offices 
had indicated the number of forms they wanted to receive in both 
officia1 languages (which explains why some post offices had forms 
in only one language); henceforth, a sufficient supply of forms in both 
officia1 languages would automatically and systematically be sent to a11 
post offices. 

As a result of the St-Norbert incident the Post Office Department, 
at the behest of the National Revenue Department, issued a circular 
to all its regional directors to remind the postmasters that supplies of 
income tax forms would be obtained in both officia1 languages from the 
Department of National Revenue. 

In the Hull situation, the Department admitted there had been 
delays, as a result of changes made to the 1971 forms, but by the end 
of January 1972 supplies of the forms had been provided to the Hull 
Post Office. 

In Fredericton, twelve francophone citizens had been advised to 
obtain French forms at the Taxation Office in Saint John, N.B. The 
Department stated it had provided all Fredericton post offices with the 
necessary forms, but promptly sent an additional supply since the ori- 
ginal shipment appeared to have been used up. 

In Cheticamp, the Department again sent additional French forms 
since the original supply had been exhausted. 

Other complaints involving the Taxation Division follow. 
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File No. 133-Reply in English to a Request in French 

A Francophone in Winnipeg sent the Commissioner a copy of a 
letter about tax arrears that he had sent to the Department’s Winnipeg 
office. In the letter, he stated that the Department had written to him 
in English despite the fact that he had insisted on obtaining service in 
French. 

The Commissioner wrote to the complainant to ask for further 
details on the Department’s reluctance to communicate with him in 
French. Some time later, the complainant replied to the Commissioner 
that he had subsequently obtained service in French and that the ques- 
tion of the tax arrears had been quickly resolved to his satisfaction. 

File No. 150-Allegation of Linguistic Discrimination Against Anglo- 
phones in Montreal Ofxe 

A Montreal Member of Parliament wrote to the Commissioner 
enclosing a letter he had received from one of his constituents alleging 
that unilingual anglophone public servants in Montreal were the victims 
of linguistic discrimination. 

The complainant was invited to submit additional details concern- 
ing linguistic difficulties encountered by anglophone employees of the 
Department in Montreal. However, he declined to furnish more infor- 
mation since he had recently succeeded in being assigned to second- 
language training under government auspices. 

File No. 243-English Form Sent to a Francophone 

The complainant, a woman whose name was unmistakably French, 
objected that she had received her personalized income tax form for 
the year 1970 in English, and requested the Commissioner to see that 
she receive tax forms in French. 

However, the woman admitted she had filled out the previous 
year’s (1969) tax form in English, and must have anticipated the 
Department would use that fact as the rationale for sending her English 
forms in 1970. However this merely added to her sense of frustration 
since, in 1969, she had not been able to obtain French income tax 
forms at her local post office. 

An unusual feature of this complaint was that the correspondent? 
letter was dated February 2X and requested that she receive new forms 
by April 15, but the envelope itself bore the postal date-stamp of May 5 
and was received at the Office on May 10. 

Strictly speaking the writer had no genuine cause for complaint, 
as she herself suspected, since it is Federal Government policy to reply 
to a correspondent in the officia1 language used by that person. Since 
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the woman had used an English tax form in 1969, the Department had 
sent her an English tax form in 1970. 

The Commissioner sent the complainant a French tax form, at 
the same time indicating that her tax return was overdue, and he hoped, 
if she had not already completed one, she would do SO at once. 

File Nos. 263 and 339%Letters in English to Francophones 

In reply to a letter to the Department in French, a Francophone 
in Toronto received a communication in English. 

A Francophone in St. Boniface made out his tax return in French. 
The Department’s regional office in Winnipeg wrote to him in English 
to obtain further information. 

The Department stated that its principle was to communicate with 
members of the public in the officia1 language of their choice. The 
volume of correspondence increased considerably in April and May. 
Since it received thousands of similar letters, it had made a practice 
in recent years of using form letters to reply to enquiries. In the cases 
in question, English form letters had been selected inadvertently instead 
of French ones. The Department sincerely regretted these deviations 
from the requirements of the Act, and revised its procedures in order 
to prevent any recurrence. The Commissioner passed this information 
on to the complainants. 

File No. 333-Commissioner’s Intervention Sought to Settle Income 
Tax Matter 

An Anglophone in Quebec had a tax question to settle with the 
Department and wanted the Commissioner to investigate the matter. 

The Commissioner could not carry out the investigation of the 
complaint because the matter raised was not a question under the Act. 

File Nos. 448 and 459-Ottawa 

l An Ottawa Francophone who had had to cal1 at the counter in 
the Jackson Building a number of times to pay a tax instalment com- 
plained that he had not always been served in French. 

The Department informed the Commissioner that two French- 
speaking clerks were on duty at the counter. However, it had been 
unable to establish whether there had been a departure from its practice 
of serving members of the public in the officia1 language of their choice 
when the complainant came to the counter. 

l An Ottawa Francophone went to the Department’s offices in the 
Jackson Building to obtain fairly detailed information about his taxes. 

220 



He claimed that although the clerks were bilingual, they were unable 
to provide answers to his questions, which were of a complex nature. 
They accordingly referred him to more senior officers in the Assessing 
Division who would be able to assist him. The officers in question, 
however, were unilingual Anglophones. The complainant insisted on 
being served in French. There was one expert who could express himself 
in French, but he could be consulted only by appointment. The claimant 
was therefore compelled to conduct his business in English. 

The Department informed the Commissioner that the Assessing 
Division had a staff of 48, including 17 bilingual Francophones and 
five partialiy bilingual Anglophones who were taking French courses. 
The Department was trying to raise the level of bilingualism in the 
Division through language courses and the hiring of bilingual staff. 
Although more than one-third of the staff of the Division were competent 
in French, it could happen that they would a11 be absent during the 
lunch hour. The Department nevertheless assured the Commissioner 
that it would endeavour to provide the Canadian public with the service 
it was entitled to expect, and asked the director of the Ottawa District 
Office to ensure that such service was available at a11 times in both 
officia1 languages. 

File No. .543-An Anglophone Could Not Obtain Answers Concerning 
1971 Income Tax and Was Sent to Wrong OfIîces 

An English-speaking woman from Montreal complained that the 
federal taxation office in that City could not answer her questions con- 
cerning her persona1 income tax for 1971 and kept sending her to the 
wrong offices to obtain some TP-3 Summary forms. 

The several inconveniences which arose were due to misdirection 
to wrong offices and were not of a linguistic nature. The complaint 
was referred to the Department. 

File No. 601 -A Disappointed Francophone 

A Montreal Francophone complained that he had received T3 
forms from the Department in English only. The Commissioner tele- 
phoned the Department and asked that forms in French be sent to the 
complainant at once. Meanwhile, the complainant had applied to the 
Department instructing it to send him the forms, and received them 
(probably from the Montreal office) accompanied by the original of 
his letter, which bore comments of a high-handed, not to say insolent, 
nature. 

The complainant reported this further insult to the Department, 
and called upon it and the Commissioner’s Office to conduct an inquiry 
into this unexpected response to his original complaint. At the Com- 
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missioner’s suggestion, the Department sent the complainant a written 
apology. He accepted it, and asked the Department to inform him of 
the results of the inquiry it had agreed to make into the matter. 

File Nos. 629 and 685--The Corporate Sector 

A Francophone complained that the Department had failed to 
grant equal status to the two officia1 languages in a bilingual brochure 
entitled Valuation Day Prices of Publicly Traded Shares-Prix au jour 
de l’évaluation des actions émis dans le public. The complainant noted 
that the French title seemed to be a literal translation of the English 
one, and that it contained an error. Furthermore, the list of companies 
was not arranged in the alphabetical order of their French titles. 

Another Francophone made the same comment respecting alpha- 
betical order. 

The Commissioner recommended that the Department take steps 
to avoid any recurrence of errors like the one that had appeared in the 
French title of the brochure. The Department published a correction, 
and an appropriate sticker was affixed to copies for distribution in Que- 
bec and the National Capital Region. It was unable to send the cor- 
rection to a11 those who had received copies, however, as it did not 
have a distribution list. 

Of the companies listed, only 189 had French names registered 
with the Department of Consumer and Corporate Affairs. French trans- 
lations of the English names of the remainder would have had no Iegal 
validity. Moreover, some names appeared in French only. For the con- 
venience of dealers and others wishing to cons& the list, it had been 
prepared in the same order as the Canadian Press index published in 
English- and French-language newspapers. The index was based on 
key words. The Commissioner believed that the two officia1 languages 
had been accorded equal status in this case. 

File No. 640-A Surprised Taxpayel 

A Francophone telephoned the Ottawa regional office for infor- 
mation. A unilingual English-speaking employee took his cal1 and 
passed the receiver to a bilingual colleague. The complainant alleged 
that the latter answered in French, but instead of offering to help him, 
lectured him on the increased workload and expense resulting from the 
fact that Francophones demanded service in French. The complainant 
was surprised by these remarks. 

The Dcpartment stated that it received few complaints, although 
its contacts with taxpayers were frequent. In the complainant’s case 
it was unable to track down the employee responsible for the incident 
which had prompted the complaint. It would have been able to pursue 
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its investigation if it had been given additional information or if the 
complainant had been willing to reveal his name. The latter did not 
respond to the Commissioner’s invitation to do SO. 

The Department informed the Commissioner that its staff was 
aware of bilingualism requirements and that it was paying particular 
attention to the services it offered in the Ottawa regional office. In addi- 
tion it had asked the regional director to review methods used in his 
office SO that incidents like the one which had been the subject of this 
complaint would not recur. The Deputy Minister asked the Commis- 
sioner to apologize to the complainant on his behalf and on behalf of 
the Department. 

File No. 6.57-The Telephone 

A Francophone telephoned the Ottawa regional office for informa- 
tion. The unilingual Anglophone who took his cal1 said that there was 
no one immediately available to speak to him in French. She suggested 
he cal1 back iater or explain the reason for his cal1 in English. 

The Department explained that its policy was to provide service to 
a11 citizens in the language of their choice. In the Ottawa district office 
ten clerks take calls at the general information switchboard. The two 
unilingual English-speaking clerks must refer calls from Francophones 
to bilingual officers. It is likely that the call in question came on one of 
those rare occasions when a11 eight bilingual employees were busy. 
The Commissioner recommended that the Department utilize its man- 
power more efficiently SO that any person dialling this number could 
obtain information immediately in the officia1 language of his choice. 

File No. 748-Edmonton 

A French-speaking person claimed he had gone to the Edmonton 
office and had been unable to obtain the information he needed on 
taxation in French from the ten employees on duty. Apparently some- 
one who did not work in that department had been called to help him. 

The Department stated that the reception area in the Edmonton 
office where a11 taxpayers are directed is located on the ground floor. 
Anyone wishing to discuss problems in French is directed to the first 
floor where a hostess who has been notified of his arriva1 sees to it 
that he is looked after by a bilingual employee. A qualified counsellor 
deals with most of the inquiries expressed in French. Investigation by 
the director revealed that she had conducted an interview at the ground 
floor counter on one occasion only at the beginning of February. An 
auditor in the corporate tax section also conducted interviews and 
assured his director that he had provided all the information requested 
by the five Francophones who spoke to him between February 16 and 
March 23. 
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According to the Department, the director of the office pays special 
attention to the quality of service provided to the public by his informa- 
tion clerks. TO investigate this complaint further, the Department would 
have needed more exact information. In view of the fact that this office 
has nine employees who cari deal with questions on taxation in French, 
it was hard put to explain why the employee who spoke to the com- 
plainant had been unable to provide the required information. 

In order to be able to determine who was responsible for this in- 
cident, the Department would have liked to know the name of the com- 
plainant, the date and time of his visit, the nature of the information 
requested and the amount of time that passed before a bi!ingual em- 
ployee came to deal with him. The complainant did not comply with 
the Department’s request. 

Nevertheless, in order to eliminate all possibility of misunderstand- 
ing, the Commissioner recommended that the Department see that bi- 
lingual staff are assigned to the office in question in such a way that 
French-speaking taxpayers are always able to obtain any assistance 
necessary without delay and in their own language. 

POST OFFICE 

File No. 652 -Campbellton 

A French-speaking person visited the Campbellton post office 
where he observed that service was not provided in both officia1 Ian- 
guages. In his opinion the post office should provide bilingual services 
since the town has a large percentage of French-speaking inhabitants 
and is also visited by many Quebecers. 

The Department stated that this situation resulted from poor dis- 
tribution of staff since more than half the office’s employees were 
bilingual and when they were properly assigned services could be pro- 
vided in both officia1 languages. In order to avoid a recurrence of such 
a situation the Department asked the postmaster to ensure that his office 
was always able to provide services in both languages. 

File No. 152 - Moncton 

A French-speaking person complained that the Post Office Depart- 
ment had sent out a unilingual English circular in the R.R. No. 5 
region of Moncton, whereas most of the residents in this area are 
French-speaking. A letter on this matter addressed to the Department’s 
local representatives was never answered. 

The Department indicated that the incident occurred on October 
10, 1970, at a time when the office of postmaster was vacant. The new 

224 



incumbent informed the Department that he had no correspondence on 
file concerning the matter but that the person responsible for mail 
distribution in R.R. No. 5 had acknowledged that a number of circulars 
had been returned with comments such as: “Why not in French?“. 
The postmaster therefore decided to send the circular out again in both 
officia1 languages. It was to be distributed during the first week of 
April 197 1. 

The Department confumed that measures had been taken to avoid 
a repetition of similar incidents in the future. 

File No. 811 -Quebec City 

An English-speaking resident of Quebec City complained that a 
local post office clerk was unable to serve the public in English. 

The Commissioner requested that the complainant provide the 
address of the post office concerned and the date and time of the 
alleged incident. In the absence of a reply from the complainant, the 
Commissioner was unable to proceed with an investigation, and the 
case was closed. 

File No. 321 -Montreal 

A French-speaking person complained that she had dillïculty ob- 
taining service in French at a post office in a shopping centre in West 
Montreal. She was obliged to wait until the attendant, a unilingual 
English-speaking woman, could Iind a bilingual person to help her. 

The Department explained that the manager of the store was also 
the postmaster, who did his best to ensure that services were made 
available at a11 times in both languages. 

The Commissioner remmded the Department that it was its duty 
to ensure that the post office in question provide constant service in 
both officiai languages, without customers being subjected to undue 
delays. At the same time, he pointed out that this did not mean that ail 
post office employees had to be bilingual. The Commissioner suggested 
to the Department that in order to provide at least a partial remedy for 
situations of this kind, a bilingual vocabulary be prepared for use by 
post office employees who have to serve the public and who have an 
inadequate knowledge of one of the two officia1 languages. 

File No. 387~Hudson 

A French-speaking person alleged that the two employees at a 
post office in Hudson, P.Q., who deal with the public speak only 
English. 
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In its reply the Department indicated that a report from its re- 
gional office concluded that it was always possible to obtain service in 
French at the post office in question. Indeed, the postmaster and his 
assistant are French-speaking, According to the Department it is pos- 
sible that the complainant spoke to an English-speaking part-time em- 
ployee and did not ask to be served in French. 

The Commissioner recommended that the Department ensure that 
its services to the public are available in both officia1 languapes. 

File Nos. 46, 179, 265, 346, 384, 507-Ottawa 

l The complainant stated that she was unable to obtain service in 
French at a post office located in a pharmacy at an Ottawa shopping 
centre and at the Besserer Street post office. 

The Department stated that there was an employee who could 
provide service in French at the shopping centre post office. The Bes- 
serer Street office also had sufficient bilingual staff to meet the require- 
ments of bilingualism in serving the public. 

0 A French-speaking resident of Ottawa complained that the Depart- 
ment sent him a circular on the use of postal codes and an amendment 
sheet to the postal code directory written only in English. 

The Department explained to the Commissioner that the docu- 
ments in question had been mailed on March 26 to meet the deadline 
for the implementation of the new postal code. The Department had, 
however, only received the documents on March 25 and they were all 
in English. It was impossible to have them translated and printed in 
bilingual form without missing the deadline. This was the reason why on 
this occasion the documents were distributed only in English. 

The Commissioner requested the Department to abide by the 
requirements of the Officia1 Languages Act concerning the distribution 
of documents to the public in the National Capital Region, in possible 
bilingual districts and areas where demand justified it. The Department 
replied that it would take the necessary steps to meet these requirements. 

l When a French-speaking customer at an Ottawa sub-post office 
asked a clerk for some six-cent stamps, the clerk translated his order 
into English. The complainant then asked for information about inter- 
national coupons; the clerk did not understand and asked the customer 
whether he knew English. The customer asked the clerk to cal1 on the 
assistance of the director, a French-speaking person who came forward 
to give the desired information. The complainant added that this had 
occurred on several occasions. 

Two checks revealed that on each occasion the English-speaking 
clerk had lost no time in calling on his French-speaking supervisor. The 
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Commissroner concluded that the Act had not been violated since service 
was provided promptly in French. 

l A French-speaking person stated that an Ottawa sub-post office 
was not respecting the status of both officiai languages because some 
of its signs were in English only. 

The Commissioner did not investigate this complaint since the office 
in question has been closed. 

* A French-speaking person stated that the services provided by the 
Department in French were not as good as those offered in English at 
the post office located at the corner of Sparks and Elgin Streets in 
Ottawa. When she spoke to the clerk in French she was told, “1 don? 
speak French, go to the next counter, he might understand you.” She 
was therefore obliged to go to another wicket and wait her turn a second 
time. 

The Department informed the Commissioner that it regretted the 
incident and stated that the postmaster had issued directives SO as to 
ensure that equal services are provided to a11 clients. 

* A French-speaking customer visited the main Ottawa post office 
in Alta Vista one Wednesday in October 1971 at about 5:45 p.m. and 
was unable to obtain service in French. There were only three English- 
speaking clerks at the counters. 

The Department admitted that although four of the seven clerks 
on duty that day were bilingual, none of them, for reasons which it 
considered valid, was present at that particular time to provide service 
in French. 

The Department nevertheless deplored this lack and was of the 
opinion that the office in question ought to have organlzed its services 
in such a way as to meet language requirements. Directives on the 
subject were brought to the attention of those responsible SO as to avoid 
a repetition of such an incident. 

File No. 75-Toronto 

A French-speaking Torontonian complained that the Post Office 
often changes the address on his mail when it is written in French. 

The Department explained that the sorters responsible for routing 
his mail were not familiar with the French style of addressing a letter 
and hastily read only “3555 avenue”. Since this address did not exist, 
the mail was sent to the Directory Service and readdressed. The Depart- 
ment assured the Commissioner that the changes were made in good 
faith and that the Post Ofhce was carrying out its primary task, which is 
to deliver the mail. However, to correct the situation, appropriate direc- 
tives were issued. 
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File Nos. 172, 547, 577-Winnipeg 
l A Post Office employee in Winnipeg stated that the Department 

assigns him extra work because he is bilingual, but without increasing his 
salary. 

The Commissioner replied that questions of salary were outside 
his jurisdiction. The complainant authorized the Commissioner to for- 
ward his file to the Department. 

l A French-speaking person reported that there was no French- 
speaking clerk at the main post office in Winnipeg, Manitoba. She 
added that the public cannot obtain information in French about the 
new postal code. 

l A French-speaking Manitoban telephoned Winnipeg for informa- 
tion on the new postal code. She was unable to obtain a reply in French. 

The Department stated that for several years there had been a 
bilingual clerk on duty in the main post office, and sometimes two or 
even more. The present situation has resulted from a reduction in the 
number of staff assigned to wickets, and from retirements. Measures 
have been taken to have a bilingual clerk serving the public. 

The Department told the Commissioner that it had hired seven 
unilingual English-speaking employees to answer requests for informa- 
tion about the new postal code being used in Metropolitan Winnipeg, 
and that calls in French had to be directed to the provincial or regional 
director, a step which members of the French-speaking public had taken 
only three times since the service was set up. 

Not satisfied with this expedient, the Commissioner pointed out 
to the Department that the Officia1 Languages Act was not being com- 
plied with if the information services were not able to deal with calls by 
French-speaking persons without the latter having to indicate that they 
wished to obtain a reply in French. He also pointed out that a French- 
speaking person may give up trying to get service in French if he is ha- 
bitually answered only in English. 

The Commissioner recommended that the Department take into 
consideration the requirements of the Act in recruiting and assigning its 
staff in order to correct these shortcomings. 

File Nos. 90, 341, 659-Regina 
l A Francophone stated that a letter to Newfoundland mailed in 

Regina was returned to him marked “For better direction” because the 
name of the province was written in French. The complainant then went 
to the Regina post office in person to send his letter and it was refused 
because he would not substitute “Newfoundland” for “Terre-Neuve”. 

The Department was not able to determine the truth of the matter. 
It informed the Commissioner that directives had been issued on June 
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20, 1969, ordering a11 employees to accept mail addressed in a language 
other than English as it was and never to return it to the sender. 
However, after the Commissioner’s intervention, the Department re- 
peated its directives as a precaution. 

l A Francophone reported to the Commissioner the difficulty she 
had had in obtaining information from the main post office in Regina 
by telephone in French. She also claimed she had been insulted by an 
employee of the office who muttered: “1s that a11 she wanted, the bitch?” 

The Department informed the Commissioner that the reception 
given the complainant had certainly not been consistent with the 
courteous treatment generally given all customers. It added that its 
Regina office was able to provide services to the public in both officia1 
languages and it assured the Commissioner that incidents of this type 
would not occur again. 

l A French-speaking association in Saskatchewan received a cir- 
cular about the new postal code from the Department in English only. 
The association’s representative believed that the circular should have 
been written in both officiai languages. 

The Department observed that interpretation and enforcement of 
the Officia1 Languages Act posed particular problems in Saskatchewan 
because it was difficult to estimate the demand for services in French. 
According to the Department, the demand was small and would not 
have justified setting up a translation service. 

The Department made it clear that its practice was to communicate 
with individuals in the language which they used. In the case of 
organizations, it had decided to make a survey SO that, as far as possi- 
ble, communication with them would be in the language of their choice. 

The Commissioner stressed that the presence of the French- 
speaking element in Saskatchewan should prompt a federal body as large 
as the Post Office Department to attach real symbolic importance to 
the requests of this language group. He also noted that it should be 
possible and desirable to Write a circular for general distribution in both 
languages. 

File No. 394-Edmonton 

A French-speaking Albertan believed that postmen refuse to deliver 
letters because they are addressed in French, and as supporting evidence, 
he sent an envelope addressed in French which had apparently been 
returned to him, marked “no such address”. 

The Department assured the Commissioner that the complaint 
resulted from an inadvertent error. The Department stated that it would 
take a11 necessary measures to avoid a recurrence of similar incidents. 
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File Nos. 264 and 419-Stamps 

l An Anglophone suggested that the placing of the French word 
“Postes” on Canadian stamps before (that is, to the left of) the English 
word “Postage” should be reversed, since the majority of Canadians are 
English-speaking, and read from left to right, 

The investigation revealed that there was no infringement of the 
letter or the spirit of the Officia1 Languages Act since the equality of 
status of both officia1 languages was properly respected. Actually, both 
words cari be seen simultaneously, at a glance, and do not involve any 
“reading” as such. 

l An Anglophone alleged that the word “Confederation” appeared 
only in French on the British Columbia Centennial postage stamp and 
took exception to the fact the Post Office Department printed the name 
of that province in both languages. 

The Department replied that the principles applied to the use of 
the two officia1 languages in postage stamp design are (a) to demons- 
trate the bilingual nature of Canada and (b) to reproduce a11 text in 
the two officia1 languages. 

As with any postage stamps, the size of the British Columbia 
Centennial stamp and the general requirement for readability limited 
the options in the choice of text. The officia1 translators serving the 
Department confirmed that “British Columbia” was translatable and, 
if used, would require translation to be acceptable in form and princi- 
ple. The basic letter forms of “CONFEDERATION”, which are com- 
mon to the two officia1 languages, were used and French accents were 
employed clearly but lightly SO that the normal visual response to the 
Word of both Anglophones and Francophones would be produced. 

The complaint and its investigation did not disclose a contraven- 
tion of the Officia1 Languages Act. 

. An Anglophone questioned the use of the word “Aerogramme” 
and the expression “Air Mail” on the Canadian aerogramme (air letter) . 
He added that the word “cents” should follow the figure 15. 

The Commissioner did not pursue these complaints with the Post 
Office Department because they did not involve a violation of the Act. 

“Aerogramme” and “Air Mail” are correct and, as regards the 
suggestion to add the word “cents”, the Commissioner considered this 
to be an administrative decision within the Department’s prerogative 
and not covered by the Act. 

File Nos. 296, 370, 608, 677-Postal Material 

l In December 1970, a French-speaking person asked for bilingual 
labels for routing mail during the holiday season. He ordered labels for 
Winnipeg, Toronto and Vancouver but was unable to obtain them. 
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Winnipeg and other centres had labels printed in French. However, 
Vancouver and Toronto did not. The Department had left it to post- 
masters to order the type and quantity of labels that they thought were 
required to meet the demand. According to the Department, post- 
masters would be in a better position than anyone else to assess the 
local situation. On this point, the Commissioner reminded the Depart- 
ment that, under the Act, it had to offer the public postal services in 
both languages where there was a sufficient demand. 

The Department added that it would be difficult to make the labels 
now in use bilingnal because the large number of words on one side 
would spoil the appearance and would make it difficult to read. Con- 
sequently, it planned to reduce the variety of labels and ensure that 
those used would be bilingual with French on one side and English on 
the other. 

The Commissioner recommended to the Post Office Department 
that it make all its public documents available to the parties concerned 
in both officia1 languages. 

0 A French-speaking person was surprised that only the word 
“June” appeared on one of the cancellation stamps of the Post Office 
Department in Ottawa. 

For some years now the Department has been replacing unilingual 
cancellation stamps, as they are used up, by stamps bearing Roman 
numerals. These changes are being made gradually, starting in the 
bilingual regions. It appears that one cancellation stamp in the Ottawa 
Post Office had not been replaced. The Department promised to replace 
it without delay. The Department further reminded its regional officers 
to ensure that old stamps would be replaced as soon as possible. 

l An English-speaking person objected to stamp cancellation slogans 
that appeared in English only. 

The Department indicated that such slogans, which are used mainly 
by charitable and public service organizations, are paid for by these 
organizations. It is the Department’s policy to gradualiy replace uni- 
lingual cancellation slogans with bilingual ones. Less than forty uni- 
lingual cancellation slogans were still in use, and these were to be 
replaced within a few months. 

File Nos. 336 and 400-Quality of French 

l The complainant drew the Commissioner’s attention to a spelling 
error in a Post Office delivery notice. 

* 4 French-speaking person complained of the poor quality of 
French in a Post Office circular concerning changes in postal rates. 

The Department decided to recruit an editor-reviser to attend to 
the quality of the language. 
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File No. 399-Language Training and Promotion 

An Anglophone stated that he had applied for, and had not 
received, second-language training. Despite the fact that he took such 
French courses on his own time, his second-language competence was 
limited. For this reason, he was exc!uded from a promotional competi- 
tion for a senior Post Office position. Since he had satisfactorily per- 
formed the duties of this position in an acting capacity for sixteen 
months, the complainant felt that his exclusion from the competition 
was unjust. 

The Commissioner informed the complainant that no government 
department or institution is required by the Officia1 Languages Act to 
provide second-language training. Accordingly, such training cannot 
be considered a right under the Act. He stressed the great importance 
which his Office placed on the Public Service Commission considering 
with ail possible sympathy every request for second-language training, 
even though under the Act federal employees could not insist on access 
to such courses. 

File No. 489-Returned Letters 

A French-speaking person in St. Catharines, Ontario, complained 
to the Department that letters addressed to him in French had been 
returned to the sender. 

The Department assured the complainant that his complaint had 
resulted from an inadvertent error because a part of the address had 
been omitted. The Department promised to take a11 necessary measures 
to avoid a recurrence of similar incidents. 

File Nos. 554 and 587-Advertising 

l Two French-speaking persons reproached the Department for 
having announced its new postal code in Manitoba in English-language 
dailies only. They would like to be informed of the activities of federal 
agencies through the French-language media, and asked that such 
agencies use French-language weeklies in the regions where there were 
no dailies in that language. 

The Department informed the Commissioner that it usually em- 
ployed a11 the media. For example, with regard to publicity on the 
new postal code, the Department pointed out that the following media 
had been used in both the English and French communities: dailies, 
weeklies, radio, television and agricultural publications. Furthermore, a 
bilingual letter and pamphlet had been sent to a11 Manitoba households. 
Therefore there were no grounds for the complaints. However, in order 
to avoid any misunderstanding, the Commissioner recommended to the 
Department that if it had to do any advertising for reasons other than 
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the postal code, it use the weeklies in those regions where there were 
no dailies in one of the officia1 languages. 

PUBLIC ARCHIVES OF CANADA 

File No. 193-Dürer Exhibition 

A correspondent who visited the exhibition of Dürer’s work held 
in Ottawa under the auspices of the Public Archives noted that the 
explanatory texts and captions for the paintings were in English and 
German. The complainant found it unacceptable that there was no 
documentation in French available to French-speaking visitors. 

The Public Archives said that its own exhibitions are always 
presented in both languages and that the posters, captions, catalogues 
and opening ceremonies are always bilingual. An embassy had been re- 
sponsible for the exhibition mentioned above. The Public Archives said 
that it was fully aware of the Officia1 Languages Act and asked the 
Commissioner to comment on its bilingualism practices with regard to 
exhibitions. The Commissioner gave the following particulars: 
1. Al1 exhibitions which are the responsibility of a department or 
agency of the federal government must be completely bilingual. Both 
officia1 Ianguages must be used in posters, captions, catalogues, adver- 
tising and opening ceremonies. 
2. Embassies and ethnie associations wishing to organize exhibitions 
should be advised of Section 2 of the Officia1 Languages Act. In general, 
exhibitions are organized well in advance, and when they are to be 
shown in Canada, it is completely natural to take the lingnistic realities 
of the country into account. 
3. With regard to exhibitions organized for particular ethnie groups, no 
effort should be spared in convincing the organizers of the importance 
and value of intercultural relations in a bilingual country. A poster in 
both French and English giving the name of the organization responsible 
for the exhibition would constitute a welcome initiative. 

The Commissioner believed that it was necessary to take steps to 
ensure that exhibitions conform to the requirements of the Officia1 
Languages Act. 

File No. 509-Telephone Answering Service and Information Per- 
sonnel 

The complainant alleged that the telephone answering service at 
the library of the Public Archives was in French only, and that the 
information personnel did not appear to understand Iris request in 
English. 
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The complaint was investigated and the Dominion Archivist issued 
instructions that telephone service be provided in both officia1 languages 
at a11 times. 

PUBLIC SERVICE COMMISSION 

File Nos. 97, 207, 392, 532 and 610-Language of Service 

l The complainant stated that in December 1970 and at the begin- 
ning of March 1971 he had difficulty communicating in French over the 
telephone with officiais of the Commission? Social and Economie 
Program. 

Investigation of this complaint revealed that officiais of the Social 
and Economie Program were able to communicate with the public over 
the telephone in both officia1 languages. 

l A Francophone lodged a complaint against the Commission for 
having called him to an interview which was conducted in English. 

This complaint had already been brought to the attention of the 
Commission and was being dealt with when the Commissioner heard 
about it. The Commission decided to ignore the results of the first 
interview and to cal1 the complainant to a second interview, to be con- 
ducted in French. 

The Commissioner informed the Commission that, in his view, its 
action was in accordance with the provisions of the Officia1 Languages 
Act. 

l The complaint alleged that he had received a letter in English 
from the Commission in reply to a form filled out in French. 

Investigation of the complaint revealed that the complainant had 
initially filled out a bilingual form in English and had replied in English 
to the fïrst letter that the Commission sent him. The Commission had 
thus not departed from its policy of replying to correspondents in the 
officia1 language of their choice. 

. A Francophone alleged that a telephone receptionist in the Com- 
mission’s regional office in Ottawa answered only in English and did 
not apologize for her inability to answer the telephone in both languages. 
The complainant had to wait a while before obtaining information in 
his own language. 

The cal1 had indeed been taken by a unilingual Anglophone. The 
Commission pointed out, however, that the office in question was able 
to offer service in French. In any case the Commission was going to 
install a new telephone system-CENTREX-by means of which a11 
calls would be directed to a person able to answer in the language of the 
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caller. The Commissioner recommended that a11 unilingual anglophone 
telephone receptionists be instructed to automatically refer any cal1 
made in French to a bilingual colleague, without forcing a caller to 
persist in French, to refrain from speaking English to Francophones- 
in view of the fact that service should be provided automatically in the 
offlcial language of the caller-and to see that delays were kept as short 
as possible. 

. A francophone employee enrolled in the career assignment pro- 
gram (CAP) administered by the Commission and received documen- 
tation entirely in English. 

The Commission admitted that the complaint was justified, and 
blamed translation problems for the delay in providing documentation 
in both languages. It wished to assure the Commissioner that the 
incident should not be interpreted as a sign of indifference towards 
Francophones and repeated its firm intention to provide Francophones 
with documentation in their own language. 

File No. 145-Advertising 

The complainant charged the Commission with having published 
an advertisement in French in an English daily newspaper in Winnipeg 
and with failing to publish it in the French-language press. 

After investigation the Commissioner informed the complainant 
that the advertisement in question had also been published in the 
French-language press. 

File Nos. 200, 379, 707-Language Tests 

l The complainant took exception to the results he had achieved in 
the Commission’s language examination F400A. He was surprised to 
learn that there was no readily accessible form of redress or appeal 
available to persons who believed that their language skills had been 
inaccuratedy assessed. 

l An English-speaking employee in a Quebec office of the Depart- 
ment of National Revenue (Taxation) complained that, although he had 
performed the duties of his position satisfactorily in both officiai 
languages for nearly twenty-five years, he failed the Commission% 
F400A test. He felt that as a result he would be considered unilingual 
and unqualified as a candidate in a forthcoming competition for the 
position he was currently occupying in an acting capacity. In fact he 
was subsequently excluded from this competition on the grounds that 
he failed the said language test. His appeal to the Public Service Appeal 
Board was dismissed and he turned to the Commissioner. 

The Commissioner discussed these complaints with officiais of the 
Commission. As a result of his enquiries, the Commission established, 
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in September 1971, a Review Committee composed of three linguistic 
experts to interview public servants who believed that, after having 
taken test E400A or F400A, their second-language capabilities had 
been inaccurately assessed. Primary consideration was given by the 
Committee to candidates whose scores would crucially affect their 
career or where a clear discrepancy existed between different sub-test 
scores. Between September 1971 and March 1972, the Committee 
reviewed 146 cases. The Committee interviewed 81 candidates in 
person and revised the score of 66. Of 65 persons interviewed by tele- 
phone 61 had their scores revised. 

l An Anglophone complainant wrote to the Commissioner concern- 
ing his exclusion from language training courses on the grounds of a 
hearing disability. He believed that some accommodation should be 
made for people in that situation. 

The Commissioner was obliged to conclude that he could not assist 
him officially since language training cannot be considered a clear right 
under the Officia1 Languages Act because the duty to provide second- 
language training is not imposed on any government department or 
institution. The Commissioner did propose, however, two unofFicia 
steps he could take to help the complainant. He would support the 
complainant’s request to be medically examined by specialists to deter- 
mine whether in fact he did have a hearing defect. Then if his disquali- 
fication from Ianguage training proved to be for a medically invalid 
reason, he would bring the complainant’s case to the attention of the 
Review Committee established by the Public Service Commission to 
interview public servants who believe that their second-language skills 
had been inaccurately assessed. The complainant subsequently leamed 
that he was to be posted abroad and stated that it was unnecessary to 
pursue the matter further for the time being. 

File Nos. 354 and 423-Recording of Language Test Results 

l An officia1 of the Department of Energy, Mines and Resources 
stated that it seemed a waste of time to conduct a separate test to 
determine the degrees of bilingualism for individuals enrolled in Public 
Service Commission language courses. He complained that no officia1 
cognizance was taken of test results. The complainant stated further 
that, in July 1970, all employees of his Department were asked to take 
a Public Service Commission language test to determine the level of 
bilingualism they had currently achieved. No warning was given that 
test results would be recorded for evaluation of individuals, although 
this was subsequently done. Test results were, in addition, classified ac- 
cording to form standards, the specifications of which were not outlined. 
Finally, the complainant expressed objections to the conditions under 
which tests are administered and the confusion which they might cause. 
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l The complainant charged the Commission with failing to enter the 
results of his E400A test in Data Stream. 

While acknowledging that it was outside his jurisdiction, the Com- 
missioner nevertheless discussed the matter unofficially with representa- 
tives of the Commission. Technically, Data Stream was able to enter 
the results of language tests automatically. However, because of certain 
administrative problems this would not be done until the beginning of 
1972, when entries would probably be in percentiles. 

As for the results of the tests, they could not bc used as search 
criteria in staffing because this would discriminate against employees 
who, in spite of their wish to do SO, had not yet taken the test. 

File Nos. 335, 343, 382, 420, 480 and 538-Language Qualifications 
in Appointments and Promotions 

0 A correspondent informed the Commissioner of the difficulties he 
had experienced in finding a position with the Public Service of Canada 
because his knowledge of English was insufficient. 

The Commissioner agreed to bring this case to the attention of the 
Commission, which assured him that it was keeping the correspondent% 
application for employment in its inventory and that it would be con- 
sidered when there were openings for which he might qualify. 

l The complainant, who was employed in the federal Public Service 
as a PE 3 on a casual basis, wished to become permanently employed 
in that classification. She had been informed that only bilingual person- 
nel could fill the available vacancies. She could not take the examination 
to establish her bilingual capacity until she had become a full-time 
public servant and was thus effectively blocked from obtaining a posi- 
tion for which she believed herself qualified. 

Before this situation could be fully investigated, the complainant 
obtained a satisfactory position and the case was closed. 

l An Alberta resident wrote to the Commissioner to protest against 
alleged linguistic requirements for Public Service employment in the 
Province of Quebec. Her husband, who was a member of the Canadian 
Armed Forces, was soon to be transferred to the Province of Quebec 
and the complainant wished to obtain a position there. However, she 
was not bilingual, and when she wrote to the Public Service Com- 
mission, they advised her that she must first speak French in order to 
qualify for a position there. 

The Commissioner’s investigation disclosed that administrative 
support positions with the Department of National Defence in the 
Province of Quebec had been designated as bilingual and that as there 
had been no difficulty in filling them, the policy seemed to be justified. 
In other areas, although some positions are designated as bilingual, it 
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is not always possible to find qualified bilingual persons and in that 
event, consideration is given to unilingual applicants. The complainant 
was SO informed and advised that there was, in the Commissioner’s 
opinion, no infraction of the Act. 

l A Member of Parliament wrote to the Commissioner requesting 
information about the federal government’s language policy in hiring 
public servants in the Atlantic region. He enclosed a letter from one 
of his constituents who objected to the bilingualism requirement for 
Manpower Counsellors’ positions in the Atlantic provinces. The recruit- 
ing advertisement for Manpower counsellors gave the impression, in 
the Member of Parliament’s opinion, that the Department of Manpower 
and Immigration% policy was to hire only bilingual personnel in certain 
categories and that everyone seeking employment in the federal Public 
Service must be bilingual. 

The Commissioner’s investigation disclosed no infraction of the 
Act but he offered to forward the Member of Parliament’s enquiry to 
the Chairman of the Public Service Commission and to the Deputy 
Minister of Manpower and Immigration. The Member of Parliament 
stated in reply that he had received a letter from the Chairman of the 
Commission which answered his questions regarding the legal propriety 
of the competition advertisement concerned. 

l The Chairman of a Public Service union wrote to the Commis- 
sioner to express his concern at the manner in which the second 
Ianguage proficiency requirement was being applied in Public Service 
employment and promotional competitions. He cited the case of a 
federal public servant who, aspiring to a promotion, requested French- 
language training. The public servant was advised that such training 
was unnecessary since the position he sought was not senior enough to 
require bilingual capability. However, the position was subsequently 
advertised with bilingualism as an essential qualification. The rating 
board awarded this individual a high mark in the competition but 
denied him promotion to this position on the ground that he was 
unilingual. A Public Service Appeal Board subsequently concluded 
that he had, despite his unilingualism, satisfactorily fulfilled the re- 
quirements of the position on an acting basis for four years. 

The Commissioner discussed this case with officers of the Public 
Service Commission and also obtained a legal opinion as to whether 
access to language training is a right under the Officia1 Languages Act. 
The opinion was that since no government department or institution is 
required explicitly by the Officia1 Languages Act to provide second- 
language training, such training cannot be considered a legal right 
under the statute. Also, the Commissioner concluded that in the first 
instance the designation of bilingual positions within the federal Public 
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Service is the prerogative of the Department concerned and that he 
would intervene only if the result of such designation led, in his opinion, 
to a contravention of the Act. 

In the absence of an infraction of the Officia1 Langnages Act, the 
Commissioner was unable to take officia1 action in this case. However, 
in discussions with the Public Service Commission, he stressed the 
importance he placed on the Commission considering with a11 possible 
sympathy every request for second-language training. 

l A correspondent wrote to the Commissioner because he had been 
informed that he did not meet the requirements to be a teacher of 
French as a second language to public servants in a western Canadian 
City. 

The Commissioner informed the complainant that in his opinion 
there had been no infraction of the Act in this case but offered to 
forward his letter to the Public Service Commission if authorized to do 
SO. The complainant gave his authorization and his letter was duly 
forwarded. 

File Nos. 350 and 398-Alleged Ethnie Prejudice 

l An English-speaking applicant for a position as a departmental 
bilingualism adviser alleged that, although he was successfnl in being 
placed on an eligible list for such positions, no Department subsequently 
offered him employment. He stated that his qualifications were impec- 
cabIe and attributed his failure to receive a position to prejudice against 
Anglophones in the federal Public Service. 

The Commissioner invited the complainant on two separate 
occasions to corne to his office and discuss the details of bis complaint. 
No reply was received and the file on this case was accordingly closed. 

l A federal employee reported that at a summer camp in Quebec 
French-speaking children had apparently maltreated the children of 
English-speaking senior government officiais. 

This matter did not corne under the jurisdiction of the Commis- 
sioner and was not pursued. 

File Nos. 747 and 925-Personnel Matters 

l An employee in the Department of the Solicitor General charged 
the Commission’s Bureau of Staff Development and Training with 
having published a circular concerning changes in its course directory 
in English only. 

Investigation revealed that the complaint was justified. The Com- 
missioner recommended that steps be taken to avoid a repetition of the 
incident. 
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l A wireless operator employed in the Ministry of Transport wrote 
the Commissioner about the bilingualism bonus paid to employees. 

This inquiry concerned the application of pay regulations in accord- 
ance with the Commission3 Staffing Manual. Although this matter did 
not corne under his jurisdiction, the Commissioner informed the corre- 
spondent that the seven per cent bonus for using a second officia1 
language was only applicable to certain categories of employees, such 
as secretaries, stenographers and typists. 

File No. 7.55-Translater without a Dictionary 

The complainant reported that a notice advising her of an examina- 
tion to be held for the position of translator had failed to mention that 
candidates must bring their own dictionaries. 

The Commissioner referred this complaint to the Public Service 
Commission and told the complainant that this matter was not within 
his competence. The Commission later informed the Commissioner that 
the complainant had passed the examination. 

File No. 780-Dialogue Canada 

An individual reported to the Commissioner that the Commission 
had refused to supply one of its French teachers with the recording of 
its new course entitled “Dialogue Canada”. 

After investigation the Commissioner reported that there had been 
no refusa& but simply a notice indicating that the material requested 
was not yet available. 

PUBLIC WORKS 

File No. 161- Unilingual Contract Documents 

An English-speaking contracter residing in the Province of Quebec 
took exception to the issuance in February 1971 by the Department 
of contract documents (plans and specifications) in French only. 

The Department’s policy was to issue such documents in both 
officiai languages in its Quebec region. However, the documents men- 
tioned by the complainant dealt with urgent projects undertaken under 
the Economie Stimulation Program in the Province of Quebec and 
were therefore issued in the working languages of the majority of 
those concerned with their preparation. English-speaking contractors 
were informed that assistance was available in relation to translation 
or interpretation of the projects. 

The Commissioner recommended that plans and instructions to 
contracting tradesmen be issued in the two officia1 languages in the 
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Province of Quebec as well as in other provinces. The Department 
decided to prepare in French and English a clause by clause standard- 
ization of the specifications with computerized means of assembling 
the standard clauses into a package for any given subject. The prepara- 
tion of the master specification was to be ready by early Fall 1971. 

File No. 566--Public Archives and National Library Canteert 

The complainant drew attention to the absence of French on the 
menus and in the services provided by the canteen on the fifth floor 
of the building housing the Public Archives and the National Library. 
He added that he should not be compelled to express himself in English 
in the national capital. 

The Department took the necessary steps to ensure that menus 
were drawn up in French and English. It also instructed the Canadian 
National Institute for the Blind, the organization operating the canteen, 
to provide service in both officia1 languages. 

File No. 63GAdvertisement in a Newspaper 

An Anglophone from Regina complained about a Department’s 
advertisement published in French only in the Regina Leader-Post. He 
stated that such a publication in French only of what he believed 
to be a competition announcement discriminated against English- 
speaking candidates. 

In reply to the Commissioner’s inquiry, the Department stated 
that an advertisement calling for proposals from developers for the 
leasing of Crown property was placed in the Leader-Post on December 
23, 1971, by its Saskatoon office. While the English version specified 
that proposals might be received until noon on February 9, 1972, the 
French version quoted May 1, 1972, as the final receiving date. On 
December 31, 1971, the Department published a notice in French only 
in order to correct the error in the French version. Unfortunately the 
correction also contained the wrong date. The entire French version was 
subsequently published in its correct form. In the final result there was 
no infraction of the Act. 

File No. 693-Elevators and Cafeleria in Tower “A”, Place de Ville, 
Ottawa 

A French-speaking person complained about the absence of 
French in the elevators and in the cafeteria of the building occupied 
by the Public Service Commission in Ottawa (Tower “A”, Place de 
Ville). He claimed that in the locations mentioned ail directions were 
in English only, and added that it was impossible to get service in 
French in the cafeteria. According to the complainant, such a situation 
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prevails in most of the buildings rented by the Federal Government 
in the National Capital Region. He suggested that in future, whenever 
the Government rents a building or part of a building, it require the 
Iessor to put up directories, signs and notices in both officia1 languages, 
and that a11 concessionaires provide services in English and French. 

The Department, the only body responsible for renting buildings 
for the Federal Government, informed the Commissioner that its policy 
was to display signs, notices and directory boards in both officia1 
languages if a leased building was fully occupied by the Government. 
It also installed bilingual signs in any part of a building rented by the 
Government. Moreover, the Department expressed its intention to 
include a provision in future leases that would require landlords to 
use bilingual signs in any premises they lease to the Government. 

As far as the elevators in Tower “A” of Place de Ville are con- 
cerned, the Department informed the Commissioner that the installa- 
tion of bilingual signboards was part of a current programme under 
which existing signboards would be gradually changed to meet the re- 
quirements of the Officia1 Languages Act. It stated that it could do 
nothing about the cafeteria since this was a commercial operation by 
a private firm. It pointed out, however, that in cafeterias, canteens 
and dining rooms under the Department’s administration, services were 
provided in both officia1 languages wherever necessary. 

REGIONAL ECONOMIC EXPANSION 

File No. 177-Library 

A French-speaking person who went to the departmental library 
in Ottawa could not obtain service in French. 

While the Commissioner was beginning his investigation of the 
complaint, the Department had already taken steps to correct the situa- 
tion. A bilingual librarian was to begin work and two bilingual people 
were being trained to fil1 support positions. In addition, one other 
librarian was asked to enroll immediately in French-language courses. 

ROYAL CANADIAN MINT 

File No. 334-Guides 

A French-speaking complainant objected to the poor quality of 
French used by the guides at the Mint. 

The Royal Canadian Mint stated that it had no specific language 
requirements for its guides, who were all commissionaires of French- 
Canadian origin. 
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It seems that the diiculties reported resulted not SO much from 
the quality of language spoken but rather from the nature of the 
premises, which are noisy and uncomfortable. The explanations would 
have been as difficult to understand in English. 

A new Mint will very likely be built in the near future, and obser- 
vation Windows will be installed for visitors, who Will be able to follow 
the various stages of production by listening to tape recordings in both 
languages. In the meantime, the Royal Canadian Mint will install 
descriptive notices in both languages on its principal machines. 

File No. 575--Interna1 Administration and Service to the Public 

A French-speaking employee of the Royal Canadian Mint com- 
plained about difficulties he encountered in promotion, personnel direc- 
tives and memoranda generally issued in English only, and inadequate 
service to the public. 

The Commissioner invited the complainant to provide him with 
more specific information. Since the complainant failed to do SO, the 
Commissioner was unable to investigate the complaint. 

SECRETARY OF STATE 

File Nos. 91 and SlO-Citizenship Registration Service 

e A Francophone in Regina complained that, contrary to his request, 
the Secretary of State’s Department prepared his certihcate of Canadian 
citizenship in English. 

The Department stated that it had indeed sent the complainant 
a citizenship certificate written in English rather than French in July 
1969, about two months before the Officia1 Languages Act came into 
effect. TO correct this error the Citizenship Registrar took the necessary 
steps to replace the complainant’s certificate with a certificate in French. 
The Department also assured the Commissioner that it would see to 
it that in future errors of this nature were avoided. 

* A Francophone in Montreal wrote the Citizenship Registration 
Service in French and received a reply in English. 

The Department informed the Commissioner that its practice was 
to reply to communications received by it in the language of the cor- 
respondent. It expressed regret for this error and assured the Commis- 
sioner that it would take the necessary steps SO that correspondents 
would receive letters in their own language. 

File Nos. 421, 444, 450, 465, 717 and 722-Opportunities for Youth 
Program 

l Eight Francophones in New Brunswick complained of having re- 
ceived documents in English (form letters and applications for funds). 
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The Department stated that Opportunities for Youth generally used 
the officia1 language of its correspondents. Because of the quantity of 
mail received, Opportunities for Youth was otttil forced to use form 
letters in order to speed up replies. The letters in English were un- 
doubtedly sent to the complainants inadvertently, the Department said. 
It regretted these errors and had requested Opportunities for Youth to 
take the necessary action SO that they did not recur. 

0 A Francophone deplored the fact that the July 7 edition of En 
Route, published by the Secretary of State’s Department, devoted very 
little space to French text. He also noted that its page-setting worked 
against French, by relegating it to the last two pages. 

In reply the Department stated that En Route was not an officia1 
publication, but was the result of a youth communication and publicity 
program for those taking part in Opportunities for Youth, and of a 
program aimed at transient youth in the summer of 1971. Its publica- 
tion was assigned to a group of Young persons working under the super- 
vision of a professional journalist. The publication was, therefore, one 
which received financial aid from the Department of the Secretary of 
State, but retained a great deal of autonomy and could not be described 
as an officia1 publication. 

The Department noted, on the other hand, that the paper En Route 
had been designed as a publication which would meet the expectations 
of its anglophone and francophone readers. TO do this it was to contain 
a satisfactory quantity and quality of original articles in French, as well 
as translations of officia1 information included in it. 

The July 7 edition did not satisfy the Department on account of 
the relatively limited space devoted to French material. The group in 
charge of its publication was informed of this, and subsequent editions 
of the journal showed progress in this area. 

l Three Francophones reported that the Secretary of State’s Depart- 
ment had hired four unilingual anglophone representatives for its Op- 
portunities for Youth programme in Nova Scotia. 

In response to the suggestion of the Commissioner that a person 
able to handle the needs of the French-speaking population be ap- 
pointed, the Secretary of State’s Department stated that this responsibility 
had been entrusted to one of the bilingual representatives located in 
New Brunswick. It added that it was aware that the relationship between 
participants and officers throughout the period of the projects was an 
important aspect of the program, and that it was essential that par- 
ticipants should receive the moral or technical support necessary for 
completion of their projects. For this reason it had decided to hire a 
French-speaking project officer who would spend the summer in Nova 
Scotia. 
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File No. 189-Quality of French 

A student complained of the quality of the French on a form dis- 
tributed to university students by the Department of the Secretary of 
State. She considered that the French text could not be understood with- 
out reference to the English version. 

Inspection of the French text showed that the wording had been 
chosen SO as to make the meaning of the questionnaire as precise as 
possible. The Commissioner felt that, though far from Perfect, the text 
could be regarded as acceptable. 

File No. 199-Information Oficer 

A Francophone complained of being unable to obtain information 
on human rights in French when he telephoned the Research and Docu- 
mentation Division of the Citizenship Branch, because the employee 
did not have a sufficient knowledge of French. 

The Department advised the Commissioner that there was in fact 
a period in which the information officer could not express herself 
fluently in French. It added that from mid-April 1971 onwards the 
Division was able to handle requests for information in French. 

File No. 395-Note in English Sent to Francophone 

A Francophone received a note written in English attached to 
material from the Secretary of State’s Department. 

The Department regretted this error due to an oversight, and took 
steps to see that such a situation would not happen again. 

File No. 716-“Cultural” versus ‘Ethnie” 

An Anglophone objected to a statement made by the Honourable 
Gérard Pelletier that the Secretary of State’s Department would prefer 
the word “cultural” to the word “ethnie” in communications. 

The Commissioner decided that this complaint did not involve a 
failure to respect the equality of status of English and French as officia1 
languages and was not an infraction of the Act. 

File No. 740-Unilingual News Release 

The management of a weekly French-language newspaper com- 
plained of receiving a news release from the Secretary of State’s Depart- 
ment written in English. 

The Department explained that there had been an unfortunate 
mistake, and this was not the usual practice. News releases were usually 
addressed mechanically with each plate indicating the language of the 
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addressee. In the case in question, the Department said, distribution had 
been handled locally; the material was addressed by hand and the 
employee had simply failed to include the code indicating that the 
addressee should receive a copy of the document in French. The 
Department assured the Commissioner that its Information Services 
had taken the necessary measures to eliminate such mistakes in future. 

File No. 826--Canada World Youth 

A Francophone received a form letter in English from Canada 
World Youth, an organization subsidized by the Secretary of State’s 
Department. 

The Department explained that the contract between the Govern- 
ment of Canada and Canada World Youth stipulated that the organiza- 
tion would provide bilingual services. The Department accordingly 
forwarded the complaint. 

THE SENATE 

File No. 534-Poverty in Canada 

A French-speaking person criticized Information Canada in 
Montreal for not having any French copies of the Special Senate Com- 
mittee report entitled Poverty in Canada, while the English version was 
already available. 

The Committee stressed that both the English and French versions 
were published at the same time, that both versions were tabled in the 
Senate by the Chairman of the Committee on November 10, 1971, and 
that copies had been distributed to members of the press. 

The Committee added, however, that there was a delay in putting 
the French version on sale. After tabling the report, the Chairman of 
the Committee had been informed of the dubious quality of the French 
version and had quickly made the necessary changes. 

The Commissioner recommended that the Speaker of the Senate 
urge ail committees under his authority to take the appropriate steps 
to ensure that such an incident not recur in future. 

File No. 560-Greetings at Main Entrante 

A French-speaking journalist alleged that he was always addressed 
in English when he presented himself at the main entrante to the Senate, 
and the guard always asked in English what he wanted, or if he was 
a journalist. The complainant believed he visited the Senate sufhciently 
for the guards to know hi by sight, and to know that he was French- 
speaking. 
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Investigation disclosed that no instructions had ever been issued 
that visitors were to be greeted in English only. Steps were taken to 
correct the situation by issuing a directive that a11 visitors to the Sen- 
ate were to be greeted with a brief phrase in both officia1 languages. 

Only seven of the 23 constables are unilingually English and these 
seven have been provided with a simple lexicon of French phrases 
to use in their contacts with unilingnal Francophones. Ail new recruits 
to the Service must be bilingual. 

SOLICITOR GENERAL 

There are three agencies under this Department: The Royal 
Canadian Mounted Police, the Canadian Penitentiary Service and the 
National Parole Board. Each of these agencies came to the Commis- 
sioner’s attention during the fiscal year. The Royal Canadian Mounted 
Police in particular, because it is located throughout Canada, was the 
subject of complaints concerning the language of service. Its present 
bilingual staff is not sufficient to enable it to provide bilingual service 
throughout Canada, although the agency has made marked progress 
in this direction, particularly in the National Capital Region. Further- 
more, the presence of French-speaking prisoners in penitentiaries lo- 
cated in predominantly English-speaking areas creates a thorny problem 
which the Commissioner brought to the attention of the Canadian 
Penitentiary Service. A great deal of imagination Will be required to 
impiement a practical solution to this problem. In short, the imple- 
mentation of the Officia1 Languages Act within the Department of the 
Solicitor General raises special problems which the agencies and 
senior administration of the Department Will have to tackle with 
determination. 

ROYAL CANADIAN MOUNTED POLICE 

File No. 89-In the Prairies 

In a brief submitted to the Special Joint Committee on the Consti- 
tution of Canada, a French-speaking person from Saskatchewan com- 
plained of the lack of importance accorded to the promotion of the 
Canadian Government’s bilingualism policy by a federal agency. In his 
statement, he deplored the fact that most members of the Royal Cana- 
dian Mounted Police in the Western provinces could neither understand 
nor speak French. He added it was a well-known fact that a knowledge 
of French was not required of English-speaking recruits, either when 
they join or during their training. He pointed out that documents such 
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as summonses and arrest warrants used by the RCMP in Saskatchewan 
were in English only, even though issued in the name of Her Majesty 
the Queen, the Sovereign of a bilingual country. The complainant quoted 
from a paragraph which appeared in the 1968 edition of the Canada 
Year Book stating that, “the Royal Canadian Mounted Police is respon- 
sible for enforcing federal laws throughout Canada”, and said he was 
of the opinion that this role transcended the mandate which the RCMP 
received by agreement with the provinces (to enforce provincial laws 
in a11 provinces except Ontario and Quebec), and felt that the former 
role implied the necessity for the members to know both officia1 lan- 
guages. With the complainant’s permission, the Commissioner followed 
up the questions he had raised. 

After certain meetings with the Commissioner of the RCMP and 
a special study of its services undertaken at the request of the RCMP, 
the Commissioner declared that he was satisfied that the RCMP had 
assigned priority to the obligation of communicating with the public 
and providing service in accordance with the requirements of the 
Officia1 Languages Act. The RCMP had adopted several measures 
designed to increase its bilingual capability, and other measures were 
being studied at the present time. Of course, the practical results were 
more obvious at the central administrative level in Ottawa and in the 
services that were provided for the public in the National Capital 
Region. Moreover, for the past several years, most of the members of 
the RCMP working in Quebec had been bilingual. 

The investigation revealed that the RCMP was aware that it would 
be required to increase considerably its bilingual capacity in other 
regions of Canada if bilingual districts were created. Since only about 
ten per cent of its staff was bilingual and since its language training 
programs had SO far not made it possible to fil1 a11 the positions re- 
quiring a knowledge of both officia1 languages, there was a large gap 
between the demand for service in French and the agency’s capacity to 
meet the demand with skilled personnel. 

By agreement, several provinces or municipalities relied on the 
RCMP for their police service. Ahhough it remained an agency of the 
Canadian Government, the RCMP, in carrying out this specific man- 
date, came under the exclusive control of the provincial or municipal 
authorities in charge, and, when necessary, had to comply with the lan- 
guage system in the areas concerned. This situation applied in the case 
of several documents issued by the RCMP in Saskatchewan, such as 
the summonses and arrest warrants mentioned in the report. 

The Commissioner stated that he was convinced the complaint 
raised complex questions and that the RCMP intended to offer con- 
crete solutions by implementing suitable programmes. He assured the 
complainant that he would pay close attention to the establishment and 
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expansion of institutional bilingualism within the RCMP SO that the 
services provided for the public were in accordance with the Officia1 
Languages Act in a11 respects. 

File No. 405--In the National Capital 

A French-speaking person complained that he was unable to 
receive service in French from the RCMP when he was stopped for 
exceeding the speed limit on the Ottawa River Parkway, and that the 
summons he received from this federal poIice force was in English only. 
He asked the Commissioner to intervene immediately because he had’ 
no intention of paying the fine until the summons was written in French. 

The Commissioner informed the complainant that the subpoena 
he received as a result of this incident was from the legal authorities of 
the Province of Ontario, Ottawa-Carleton Division, not from the RCMP. 
Since the date on which the complainant was to have paid the fine 
specified in the summons, or else appear in Provincial Court (criminal 
division), was close, the Commissioner, in an effort to spare this indi- 
vidual further problems, brought the complaint to the attention of an 
officia1 in the office of the Clerk of the Court. The officia1 said that he 
would have a summons in French drawn up for the complainant and 
that he would have the date for his appearance postponed for one week. 

Moreover, the RCMP acknowIedged that the complainant was en- 
titled to receive service in French and that its officer, in view of the 
complainant’s wish to speak French, should have called upon one of 
the bilingual officers on duty. The RCMP attributed its officer’s lapse to 
an oversight and assured the Commissioner that steps had been taken to 
prevent such complaints from occurring in future. 

File No. 483-Governor General’s Residence 

A Francophone claimed that he was unable to obtain informatioa- 
in French from two members of the RCMI? on duty at the Governor 
General3 residence in Ottawa. 

Inquiry showed that at the time indicated by the complainant, 
neither of the two policemen on duty was bilingual. In spite of having 
insufficient bilingual members, the detachment on duty had provided 
bilingual service for sixteen hours out of twenty-four on the day in 
question. Since then, the bilingual strength of the detachment has in- 
creased from 14 to 64 per cent. The RCMP should now be able to 
provide service to visitors in both officia1 languages at a11 times. 

File No. 548-Winnipeg 

A Manitoba cultural society brought to the attention of the Com- 
missioner a complaint against the Winnipeg Division of the RCMP. In 
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this regard, it submitted an article published in a Montreal French- 
language daily according to which the federal agency had asked a City 
of Montreal police station to communicate with it in English, because 
the division did not employ translators. 

RCMP headquarters was aware of this incident even before being 
notified by the Commissioner. Its inquiry showed that the request of 
its Winnipeg office was completely unwarranted and contrary to its 
administrative policy. According to the RCMP, this division was able 
to reply in French to requests for information made in that language. 
The RCMP assured the Commissioner that strong measures had been 
taken to prevent a repetition of such contravention of the Officia1 Lan- 
guages Act. 

I%le No. 549-Telephone 

A Francophone complained that RCMP headquarters in Ottawa 
did not serve the public in the language of its choice. On four occasions, 
he was unable to obtain an answer in French to his telephone calls to 
an information number. 

The investigation showed that there were two bilingual members 
On duty to receive visitors and answer telephone calls at the times when 
the complainant telephoned. However, the Force admitted the possibil- 
ity that one or both may have been momentarily occupied with other 
duties and that a unilingual person may have answered the calls. The 
Commissioner recommended that the RCMP take the necessary steps 
to ensure that any person calling for information at any time receives 
service in the officiai language of his choice. 

File No. 616-Automobiles 

A Saskatchewan cultural association noted that the cars used by 
the RCMP in Regina to give driver training to recruits are marked 
‘!Driver Training”, in English only. 

Investigation revealed that the Force has drawn up a program 
to make a11 notices and signs at the Regina centre bilingual. Steps have 
been taken to change the offending sign immediately. 

File No. 759-Bonnyville 

A French-speaking person from Bonnyville claimed that the six 
members of the RCMP stationed in the town, which is partially French- 
speaking, are unilingual English speakers. 

The Commissioner asked the RCMP to consider the need for sta- 
tioning enough bilingual officers there to meet the demand. The 
RCMP replied that it had decided to transfer a bilingual officer to 
Bonnyville. 
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CANADIAN PENITENTJARY SERVICE 

File Nos. 646 and 691--BiZinguaE Services for Inmates of Dorchester, 
N.B. and Springhill, N.S. 

A cultural association complained to the Commissioner that the 
French-speaking inmates of the Dorchester penitentiary were victims 
of discrimination. At approximately the same time, a group of students 
deplored the absence of recreational, educational and information ser- 
vices in French for French-speaking inmates of the Dorchester and 
Springhill institutions, and also asked the Commissioner to investigate 
the matter. 

Because of the special nature of the inquiry, the Commissioner 
visited Dorchester in person. Immediately following this preliminary 
investigation, an officer of the Complaints Service and the Adviser on 
Bilingualism of the Canadian Penitentiary Service visited the institutions 
concerned. 

After obtaining all relevant data, including information provided 
by a group of French-speaking inmates at Dorchester, the Commis- 
sioner concluded that he should bring to the attention of the Commis- 
sioner of the Canadian Penitentiary Service the ways in which the 
services offered to inmates by the Dorchester and Springhill institutions 
failed to meet the linguistic requirements of the French-speaking 
minority. 

These shortcomings were attributable in part to the fact that the 
senior administration of the institutions had not been informed of the 
Department’s overall bilingualism policy concerning correction and 
rehabilitation services as well as social services. It was also attributable 
to the fact that the Department of the Solicitor General had not felt it 
advisable to establish a policy on bilingualism until the Governor in 
Council issued a proclamation establishing bilingual districts. More- 
over, the French-speaking inmates themselves had not insisted that 
French-language services be provided, since the detention system was 
hardly conducive to linguistic activism. 

The Commissioner of the Canadian Penitentiary Service stated 
that he agreed in principle with the thirteen recommendations submitted 
to him following the investigation. He informed the Commissioner of 
Officia1 Languages that the Canadian Penitentiary Service was striving 
to set up a program which would enable it to provide bilingual ser- 
vices to inmates in all institutions where there was a significant demand 
therefor and to the extent that it was feasible for it to do SO. Ap- 
propriate measures had already been taken and others were under 
study in order to ensure that inmates would benefit as soon as pos- 
sible from a language system in accordance with the letter and spirit 
of the Officia1 Languages Act. 
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The Commissioner of Officia1 Languages made the following recom- 
mendations : 
1. that the Department of the Solicitor General provide bilingual ser- 
vices to the inmates of the Dorchester and Springhill penitentiaries; 

2. that the admission or reception services of the Dorchester and 
,Springhill institutions be staffed by bilingual personnel SO that inmates 
cari be admitted in the officia1 language of their choice, and that 

! administrative forms be bilingual and filIed out in the officia1 language 
of the inmate; 

3. that the Canadian Penitentiary Service take all necessary measures 
to ensure that the services of specialists are provided to French-speak- 

‘ing inmates at Dorchester and Springhill in the officia1 laquage of 
their choice; 

4. that, if the need arises, steps be taken to ensure that French-speaking 
inmates cari receive medical tare in French; 

5. that French-speaking inmates receive psychiatrie treatment in their 
own laquage; 

,. 6. that steps be taken to ensure that French-speaking inmates who SO 
desire cari have access, within the institutions, to educational programs 
under the same conditions as English-speaking inmates; 

: 7. that, when designating new bilingual positions, the Department ensure 
that there is at Ieast one bilingual instructor in each specialized work- 
shop; 

8. that the directors of the Dorchester and Springhill institutions take 
steps to increase the percentage of French books SO that the French- 
speaking minority Will have a wider choice of reading material, and 
that the Commissioner of the Canadian Penitentiary Service study the 
possibility of allocating to the Dorchester and Springhill institutions 
respectively a sum of $l,OOO.OO for the purchase of French books to 
balance as rapidly as possible the present percentage of French and 
English books in the library; 

9. that the Commissioner of the Canadian Penitentiary Service take the 
: necessary steps to ensure that inmates of Dorchester and Springhill 
have access to French-laquage radio and television programs; 

’ 10. that each shift of the security and supervisory service at the 
Dorchester and Springhill institutions include at least one bilingual 
member; 

11. that linguistic considerations be taken into account before a French- 
speaking imnate is transferred to the Dorchester penitentiary; 
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12. that the directors of the Dorchester and Springhill institutions en- 
sure that the recommendations of inmate committees take duly into 
account the equality of the French and English languages, as recog- 
nized by the Officia1 Languages Act; 
13. that the rehabilitation and training committees include one bilingual 
member whenever applications made in French are under study, and 
that French-speaking inmates be given the right to express themselves 
in French before any disciplinary board. 

File Nos. 637, 641, 648 and 660-Bilingual Shoulder Flashes 

The introduction of bilingual shoulder flashes for uniformed per- 
sonnel of the Canadian Penitentiary Service, with a design calling for 
the words “SOLLICITEUR GÉNI?RAL” to appear above “SOLICI- 
TOR GENERAL”, gave rise to these complaints. Following the pro- 
mulgation of his implementing directive, the Commissioner of Peni- 
tentiaries received a number of communications from union leaders 
objecting to the adoption of the new shoulder flashes. The controversy 
received prominent mention in the media. Two Manitoba residents 
objected to either wearing or using the flashes, one viewing the policy 
as part of the federal government promotion of bilingualism and con- 
tending that such measures were unnecessary in Western Canada. Simi- 
lar objections were raised by an Albertan who also expressed her oppo- 
sition to a11 aspects of the Government’s bilingualism policy. 

The Commissioner of Penitentiaries requested the opinion of the 
Commissioner of Officia1 Languages concerning this matter and was 
advised that the adoption of bilingual shoulder flashes was held to be 
consistent with the spirit of the Act. The complainants were informed 
that the Officia1 Languages Act created for the English and French lan- 
guages equality of status and of rights and privileges as to their use in 
all the institutions of the Parliament and Government of Canada, the 
Canadian Penitentiary Service being one such institution. The objections 
to the adoption of the bilingual shoulder flashes did not involve a con- 
travention of, or failure to comply with, the spirit and intent of the 
Act. The Commissioner further informed the complainants that his 
Office is particularly concerned with institutional bilingualism, which 
means that, SO far as language of service is concerned, each federal 
department or agency must have a sufficient number of bilingual em- 
ployees to ensure the provision of services to its public in both officia1 
languages as required by the Act. Such a policy, he added, does not, of 
course, necessitate a11 public servants at every level being or becoming 
bilingual, nor is there in law an obligation for any private Citizen in 
Canada to become bilingual. 
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NATIONAL PAROLE BOARD 

File No. 521-Annual Report 

A French-speaking judge claimed that the National Parole Board 
sent him an English report called Canada’s Parole System, and that 
he immediately returned it to the department concerned. 

The Board stressed that it usually sends documents in the langnage 
used by the person requesting them, and it sent the Commissioner a 
copy of the French and English versions of the report. The Board 
added, however, that when it sends documents to a judge living in 
Western Canada, it usually sends an English copy unless it has reason to 
believe that the French version is desired. 

An investigation revealed that the complaint was justified. The 
Commissioner informed the Board that the fact that a person has a 
French name, even though he may live in a largely English-speaking 
community, was sufficient reason for the Board to send any document to 
him in French. The only sure way of determining a client’s preferred 
language, of course, is to ask him or her. 

File No. 739-News Release in English 

The editor of a French-language weekly newspaper in Alberta 
complained that the Board had sent him for publication a news release 
written in English. 

The Department of the Solicitor General stated that this was a 
case of pure oversight and that steps had been taken to ensure that in 
future a11 documents would be distributed to the public simultaneously 
in both officia1 languages. 

STATISTICS CANADA 

The 1971 Census and the Special Report tu Parliament 

The 1971 Census questionnaire was distributed throughout Can- 
ada during the latter part of May and had to be completed and returned 
to Statistics Canada (then called The Dominion Bureau of Statistics- 
DBS) by June Ist, 1971. 

During the census period, the Office of the Commissioner of Officiai 
Languages received complaints in ever-increasing numbers concerning 
language aspects of census procedures. The complaints were nearly all 
from Francophones and fell into the following categories: 
1. unilingual English questionnaires distributed in many French-speak- 
ing homes; 
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2. unilingual English telephone service in the early stages of the Census; 
3. unilingual English census representatives sent into French-speaking 
districts, 

In all, there were 63 complaints from individuals, officially-recog- 
nized province-wide French-langnage associations and group spokes- 
men. By means of repeated checking and careful telephone verifications 
over several days, the Commissioner’s office estimated that about 60,000 
households, obviously representing many more individuals, had been 
affected and had their language rights in some way overlooked. 

In the face of this evidence, the Commissioner considered that his 
statutory duty to protect language rights was clearly at stake. He was 
particularly concerned that penalties under the Statistics Act for non- 
response, despite the best efforts of the Chief Statistician and his report- 
ing minister to reassure the public, might intimidate many citizens into 
renouncing in fact their language rights. He also believed that inaction 
on his own part might imperil the basic credibility of the Officia1 Lan- 
guages Act. 

Consequently, the Commissioner decided to make a Special Report 
to Parliament on the taking of the 1971 Census. It was presented to 
Parliament on June 21, 1971, and contained, in addition to an ex- 
planatory text and exchange of correspondence between the Chief Statis- 
tician of Canada and the Commissioner, three specific recommendations: 
1. that, for as long as persons still have not iilled out and returned the 
census questionnaire, for a reason related to the status of equality of 
the officia1 languages, these persons not be prosecuted under Section 29 
of the Statistics Act; 
2. that in future the appointment of census commissioners and the 
hiring and training of census representatives be carried out through 
procedures able to ensure that members of the public Will be served in 
the officia1 language of their choice; 
3. that questionnaires for the decennial census and for any similar 
surveys be prepared in both officia1 languages, and that a copy in English 
and a copy in French (or one bilingual copy) be left with each respond- 
ent SO that he may choose the questionnaire he wishes to complete. 

Subsequently, the Chief Statistician sent the Commissioner a 
detailed critique strongly contesting the aptness, timing and procedures 
of the Special Report to Parliament. The Commissioner found some of 
the Chief Statistician’s comments very helpful for his future work, com- 
ing as they did from a public administrator of widely recognized 
experience. During this same time, the Chief Statistician and the Com- 
missioner agreed that the Commissioner’s Office should undertake, in 
close consultation with Statistics Canada, a special study to assist the 
latter in meeting the linguistic challenge of the 1976 census. 
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Action on recommendation (2) is not the responsibility of the Chief 
Statistician. Under the Statistics Act it directly concerns the Minister of 
Industry, Trade and Commerce, and the Commissioner hopes that he 
and Parliament will see to its implementation. 

File No. 253-Distribution of Anti-Quebec Literature 

An anonymous complaint was received from an employee of the 
Dominion Bureau of Statistics, to the effect that a Section Head was dis- 
tributing to his personnel a book which the complainant believed dis- 
paraged French-Canadian aspirations and slandered the province of 
Quebec. 

The complaint did not corne within the Commissioner’s jurisdiction 
since it did not bear any relation to the Officia1 Languages Act. 

File No. 306-Complaints concerning the 1971 Census 

A Ukrainian complainant stated that Section 38 of the Officiai 
Languages Act had been contravened in the Federal Government census 
form, 1971, since the Ukrainian language had been dropped from the 
Iist of unofficial languages mentioned on the form; it had been included 
in the list in previous decennial census forms. The argument advanced 
by the complainant was that the 1971 census for-m abrogated the “cus- 
tomary right and privilege” acquired and enjoyed by the Ukrainian 
language in Canada in the 1961 census and those of previous decades. 

The Commissioner found that the question raised did not consti- 
tute a contravention of Section 38 of the Officia1 Languages Act, which 
states that: “Nothing in this Act shall be construed as derogating from 
or diminishing in any way any legal or customary right or privilege 
acquired or enjoyed either before or after the coming into force of 
this Act with respect to any language that is not an officia1 language”. 
In this case the Act was not being used to derogate the “right” referred 
to. The Dominion Bureau of Statistics stated that space limitations 
imposed by the computer input device used in processing of the ques- 
tionnaires necessitated the restriction of separate marking positions to 
four. The four numerically largest groups in Canada at the census date 
-English, French, German and Italian-were therefore selected. 
Italian had displaced Ukrainian as the fourth largest linguistic group 
since the 1961 census. 

Moreover, the questionnaire clearly indicated: “other: specify”. 
Thus, persons with mother-tongues other than the four indicated on 
the form might report their specific language in the space provided. 
Such “Write-in” entries would be coded and the results would be the 
same as if one had t?lled in a circle, as in the case of the four largest 
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linguistic groups. Separate statistics would be provided for “Write-in” 
entries in the 1971 census publications. 

The complainant was informed of the above facts. Subsequently, 
he wrote again to state he found the Commissioner’s repIy disappoint: 
ing-outlining in detail his reasons for maintaining that Section 3X of 
the Officiai Languages Act had been contravened. The Commissioner 
replied that Section 38 had not been contravened, since the action taken 
by Statistics Canada was not based on the Officia1 Languages Act. 
Later, the Commissioner met with the complainant at the Congress of 
the Canadian Ukrainian Committee in Winnipeg and exchanged views. 
Finally, the complainant wrote to state he was discontinuing the dis- 
cussion conceming the Census of 1971 and hoped to deal with the 
problem in a different context. 

File No. 331 -Translation 

A Francophone from Montreal had recently applied for a position 
as translator with the Federal Public Service and had been informed 
he failed the written tests. He accepted the verdict philosophically, hav- 
ing no reason to doubt that others had proven more qualified than he. 

Consequently he was very surprised at the quality of the French 
translation of the folder concerning the census entitled Le jour du 
recensement approche. He considered the translation to be a very ‘<free” 
version of the English and not a “faithful” rendering of the English 
text, which latter quality had been emphasized as a necessary ability to 
qualify for the position of translator. 

Upon examination, the Commissioner could not find evidence of 
contravention of the Officiai Languages Act. 

File No. 383-France 

An editorial in a French-language newspaper supported a com- 
plaint of one of its readers concerning question 11 on the long census 
form. Question 11 omitted France as a country of origin of a person not 
born in Canada. 

The Commissioner spoke to the editorialist by phone to explain 
that question 15 complemented question 11, and that when both were 
considered together an accurate profile was obtained of the French 
fact in Canada. He therefore found there was no infraction of the Act. 

File No. 396~In Vancouver 

An Anglophone from Quebec wrote the Commissioner conceming 
the provisions of the Officia1 Languages Act and questioned minority 
language rights in Vancouver in the context of the decennial census. 
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The Commissioner replied that the decennial census is an excep- 
tional event. It is one of the few times that the Government of Can- 
ada communicates directly with the population at large. For this rea- 
son, the mode of communication adopted is of real and symbolic 
importance. The Commissioner stated to the complainant his belief that, 
in the case of the decennial census, there was both feasibility and a 
significant demand for services in French at the Vancouver Office of 
Statistics Canada, in particular with regard to regional telephone as- 
sistance and to distribution of French-language questionnaires in well- 
known French-speaking areas such as nearby Maillardville. 

File No. 5’46Telephone Answering Service in Winnipeg 

A Francophone alleged it was not possible to obtain service in 
French by telephone from the Information Office of Statistics Canada 
in Winnipeg. 

Statistics Canada replied there were two French-speaking members 
on staff, but that in a small office it might not be feasible to provide 
service in both officia1 languages at every moment. Nevertheless, the 
Chief Statistician had issued instructions to a11 staff answering telephones 
that if thcy received an enquiry in French to which they were unable 
to reply, they were to say, “Un moment, s’il vous plaît”, and locate a 
French-speaking member of the staff. 

File No. 594-Memo Concerning Translation 

An anonymous employee of the Merchandising and Services Divi- 
sion of Statistics Canada forwarded to the Commissioner a copy of an 
interna1 memorandum exchanged between branch officiais expressing 
the opinion of one officia1 that editing instructions should not be 
translated into French. 

Statistics Canada stated that the memorandum in question should 
in no way be taken to represent the linguistic policies and practices 
of the Merchandising and Services Division. It represented the persona1 
views of the author on matters over which he had no administrative 
control. The Director General of the Economie Statistics Branch had 
discussed the memorandum at length with the author who agreed that 
in his concern with the immediate matter of resources he had not paid 
sufficient attention to the broader aspects of institutional bilingualism. 
The recommendations contained in the memorandum had not been 
followed by the Division. 

File No. 822 - Bilingualism Policy 

An officia1 of Statistics Canada in Ottawa wrote to the Commis- 
sioner of Officia1 Languages to request his assistance in replying to a 
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letter received from a trop correspondent in Saskatchewan. The trop 
correspondent objected to being obliged to fill in bilingual forms and 
expressed his opposition to ail aspects of bilingualism policy. 

In reply, the Commissioner advised Statistics Canada that upon re- 
ceipt of complaints of this kind, his Office’s policy was to remind cor- 
respondents that the Officia1 Languages Act, which came into force 
on September 7, 1969, created for the English and French languages 
equality of status and rights and privileges as to their use in a11 the 
institutions of the Parliament and Government of Canada, He empha- 
sized that his Office is particularly concemed with institutional bi- 
lingualism. This means that, SO far as language of service is concerned, 
each federal govemment office must have a sufficient number of 
bilingual employees to ensure the provision of service to its public in 
both officia1 languages as required by the Act. Such a policy does not, 
of course, necessitate all public servants at every level being or be- 
coming bilingual. Similarly, there is no federal law which obliges any 
private Citizen in Canada to become bilingual. 

SUPPLY AND SERVICES 

File No. 93-“Optimum” 

T%e complainant pointed out that the brochure advertising the 
magazine Optimum of the Bureau of Management Consulting was not 
completely bilingual. 

The investigation revealed that this errer was the result of a mis- 
understanding conceming the translation and printing of the pamphlet. 
Since the brochure was no longer being used, the Commissioner decided 
not to pursue his inquiry. 

File No. I75-Systems and Data Processing Branch 

A French-speaking correspondent criticized the Systems and Data 
Processing Branch for not being able to answer telephone calls in 
French and for not issuing memoranda in this language. 

The Department emphasized that there had been a misunderstand- 
ing about the regulations concerning translation and that these difficulties 
had been ironed out. Bilingual switchboard operators answer telephone 
calls and refer them to employees capable of answering in the language 
of the person requesting the information, 

File No. 178-Translation of a Manual 

A French-speaking correspondent pointed out that there is no 
French version of the “Treasury Manual of Financial Authorities and 
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Procedures” and stated that if French-speakmg public servants are to 
be placed on a more equal footing with their English-speaking colleagues, 
there was an urgent need for this publication to be available in French. 

The Department admitted that such was the case and approached 
the Secretary of State’s Department to have the manual translated. Ail 
the amendments published since October 1970 have been translated, 
and the translation of the entire manual-more than 2,000 pages-was 
to have been finished sometime in 1972. 

File No. 228-A Bilingual Proofreader? 

,The complainant alleged that he was “rejected from a position” 
z# the Printing Bureau seemingly because he was not fully bilingual. 
He maintained that the position for which he applied, that of proof- 
reader, should not be bilingual, because of the inherent loss of quality 
yhen a person proofreads copy in his second language. 

Investigation disclosed that the position applied for had been 
advertised in various French and English newspapers by the Public 
Service Commission. Ninety-eight applications for the proofreader 
competition were submitted, of which 76 were rejected for various 
reasons, such as not possessing the necessary qualifications or not 
possessing them to a sufficient degree. Each candidate was examined 
in ,the language of his choice and applicants were evaluated on the basis 
qf criteria which had nothing to do with bilingualism as none of the 
positions being filled had been declared as bilingual positions. The 
complainant was SO advised. 

Tile No. 573-Central Travel Service 

A Francophone alleged that he had been unable to obtain service 
in French from the Government Central Travel Service in Ottawa, 
even though he attempted more than once during the afternoon to 
sgeak to a bilingual or francophone operator. Either the bilingual oper- 
@ors were all busy or otherwise unavailable. 

The Department replied that it handled approximately 600 requests 
.every day and it was the first time it had ever received such a complaint. 
The Department requested additional information in order to be able 
to take whatever corrective measures might be needed. The complainant 
did not see fit to comply with the request for more precise details and 
the case was closed. 

File No. .597-Reply in English to a Letter in French 

A French-speaking Quebecer criticized the Department for having 
feplied in English to a letter he had written in French. 
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The Department stated that it followed the principle of replying 
to every correspondent in the language he used, and that this instance 
was the result of an administrative error. The Department apologized 
to the complainant in writing and told him that it had taken the 
necessary steps to ensure that such an incident would not occur again. 

TRANSPORT 

File No. 47-Cruise Boats 

A complainant stated that English was the only language used on 
the cruise boats operated in Ottawa by Paul’s Boat Lines Ltd., and that 
both the information given to tourists and the posters were in English 
only. 

The Commissioner brought this matter to the attention of the 
Ministry, from which the ccmpany leases a mooring on the east bank 
of the Rideau Canal, where passengers embark. The lease does not 
contain a clause covering bilingualism, but Article 3 dces specify that 
the lessee should abide by municipal or other laws and regulations 
which might apply to the premises leased. 

The Ministry therefore discussed the problem with the Company’s 
representatives, who agreed to ensure that in future posters and bro- 
chures would be printed in the two officia1 languages and that informa- 
tion given to the public by guides would be in both English and French. 
Posters Will be used to inform the public that they have a choice. 
Passengers need only indicate their language preference when embark- 
ing. The Ministry also informed the Commissioner of its decision to 
include a clause on the need to provide services in both officia1 languages 
when the company’s lease cornes up for renewal in 1974. 

File No. 107-Winnipeg Airport 

The complainant sent a “letter to the editor” clipping that had 
appeared in the Winnipeg Free Press. The letter referred to the very 
poor quality of French heard over the loudspeakers at Winnipeg Inter- 
national Airport. The Commissioner’s Office conducted a special study 
which produced the following information: 

1. Public announcements at Winnipeg Airport are made by individual 
airlines, except for the rare announcements of the Ministry of Transport. 

2. The persons making announcements are not federal public servants, 
but personnel of Air Canada, a Crown corporation, subject to the Offi- 
cial Languages Act. 
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3. Most public announcements are made in English and French by the 
same person at Air Canada. Al1 other airlines make announcements in 
English only. Not a11 announcements by Air Canada are made in both 
languages. 

4. The calibre of French was generally good. 

5. There was no appreciable delay between announcements in English 
and French. 
No further action was taken concerning this matter pending a more 
exhaustive study of MOT Airports throughout Canada. 

File No. 185-Dorval Airport 

The complainant alleged that on several occasions he had to oblige 
the chauffeurs of the Murray Hi11 Limousine Service Ltd. in Montreal 
to speak French, and that on one occasion he was told he was a separa- 
tist and was threatened with expulsion from the limousine for refusing 
to deal with the chauffeur in English concerning the fare. 

The Ministry and the President of Murray Hill Limousine Service 
Ltd. wanted more details of the alleged incidents in order to be able to 
identify the chauffeurs concerned and take the necessary disciplinary 
action. 

Despite several attempts to obtain the required information from 
the complainant, no reply was forthcoming. The file was therefore 
closed. 

File No. 221 -Radio Operator Training Centre 

A former student of the Radio Operator Training Centre at Up- 
lands complained that the school’s sole language of instruction is 
English. The school is part of the Air Services Training School, operated 
by the Ministry of Transport. 

Investigation of the complaint revealed that courses were given in 
English, examinations held in English and documentation relative to 
courses was available only in English, except in the case of meteorology, 
though a knowledge of English was also required for admittance to the 
latter course. 

The Commissioner pointed out to the Ministry that this situation 
ran counter to the provisions and spirit of the Act and that the prin- 
ciple of equal status for both officia1 languages was not being observed. 
In view of the fact that radio operators generally work in English and 
that it was therefore desirable for French-speaking students to have a 
thorough knowledge of their profession in English, the Commissioner 
made the following recommendations to the Ministry: 
1. that documentation relative to courses be made available to students 
in both officiai languages; 
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2. that explanations about courses given in English be made available in 
French; 
3. that examinations be held in both languages and that students be 
permitted to answer in the language of their choice; 
4. that the possibility be studied of recruiting unilingual French- 
speaking students, who would then be taught English. 

The Ministry considered the Commissioner’s recommendations 
and several months later submitted to him the following progress report : 
1. The manual on meteorological observations was now available in 
French. Translation of the other reference manuals, lecture notes and 
various brochures was under way, but progress in this area had been 
slower than expected because of the need to revise the original text 
SO as to include technological advances. The translation had to be done 
by the teachers themselves and not by the Translation Bureau. Addi- 
tional funds had therefore been obtained from Treasury Board in order 
to hire two persons to help complete the project. 
2. At the time of writing two of the seven teachers were bilingual; two 
other bilingual teachers had been hired and were to take up their 
appointments, one on April 1, the other shortly after. 
3. Al1 examination questions on meteorology were now available in 
both officia1 languages. The questions on the other subjects were now 
being revised and it was hoped that they would soon be ready for presen- 
tation to students in bilingual form. 
4. The Ministry believed that it would not be very practical to recruit 
unilingual French-speaking students because the school only had a 
limited bilingual capacity and because the duration of the radio 
operators’ course was too short for language courses to be given at the 
same time. It added that in addition to the English course for French- 
speaking persons there should be a corresponding French programme 
for English-speaking persons which would require expenditures that 
it could not consider at the time. The Commissioner answered this 
assertion by stating that as far as the school’s entrante requirements 
were concerned, the two officia1 languages were not on an equal footing 
and that English courses for French-speaking persons were needed only 
because of the school’s “limited bilingual capacity”, in order to enable 
French students to take courses that were offered only in English. It 
remained to be seen why English courses for French-speaking persons 
should necessarily involve the establishment of French courses for 
English-speaking persons. The Commissioner therefore invited the 
Ministry to review its decision on the matter and to consider the 
possibility of recruiting unilingual French-speaking students and giving 
them courses in English. 
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The Ministry replied to the Commissioner that in view of this 
recommendation the possibility of providing English courses for French- 
speaking persons would be given further study. 

File No. 231 -Competition Poster 

The complainant stated that a competition circular for a position 
made no mention of language knowledge necessary for the post. He 
believed the position required the knowledge and use of the two officiai 
languages in order to deal with the public, and stated that such know- 
ledge should have been included as an “essential qualification”. 

The Ministry explained that before advertising the position the 
question of language requirements had been considered and the deci- 
sion made that, because the duties of the position were unique and the 
public to be served consisted mainly of national and international agen- 
cies in which the main language is English, proficiency in the use of the 
English language only would be required. Additionally, if there was an 
occasional need for the use of French, the Ministry felt it could be met 
from existing bilingual capacity within the organizations involved. In 
any case, since the circular was silent on language requirements, bilin- 
gual candidates could apply as freely as others. 

This case was a matter of the Minis@ exercising its legal prero- 
gative to determine the linguistic requirements of each position, and 
deciding that in the field of aviation the predominant language of work 
is English. The complainant was SO informed. 

Some time later the complainant wrote again to state his disa- 
greement with the Ministry’s explanation. He continued to believe 
firmly the position should have been designated as bilingual because 
of the nature of the work and its contact with the public. Consequently, 
an interview took place with the Director of Personnel for Air to obtain 
more precise details and review the situation. The complainant had 
himself been in direct communication with the Ministry. 

It was ascertained that the position was of a unique character, 
located at headquarters in Ottawa, and that the incumbent dealt only 
with national and international organizations that did not require con- 
tacts with the public on either an individual or regional basis. 

The Commissioner concluded there had been no infraction of the 
Officia1 Languages Act. 

File No. 261--Halifax Ofice 

The director of a continuing education service in Quebec City 
responsible for navigation courses administered by the Ministry which 
corne under the jurisdiction of the Halifax regional office, complained 
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that he was unable to communicate with that office in French. He also 
reproached the office with not providing the services of an examiner 
who could speak French. 

The Ministry replied that there was a bilingual examiner at the 
Montreal office who visited the regions twice a year. He was able to 
question students in both officia1 languages. The documentation needed 
for the exams was also available in English and French. 

As a result of the Commissioner’s intervention and in order to 
ensure the provision of bilingual services, thus alleviating the difficulties 
encountered by the complainant, the Ministry decided that in future 
the Montreal regional office would administer examinations for captains 
and officers in the region concerned, and informed the complainant of 
this decision. 

File No. 319-Registry of Shipping 

The complainant drew the Commissioner’s attention to the fact 
that For-m No. 9 for the registration of ships was not available in French. 

The Ministry explalned to the Commissioner that under the terms 
of the present maritime transport agreement between Commonwealth 
countries, the registration of ships was a matter of interest to the entire 
Commonwealth. The Canadian authorities had responsibilities towards 
member countries, and particularly to the British Shipping Registry, to 
which copies of Canadian certificates were sent. Indeed, the documents 
should be designated as Commonwealth, rather than Canadian. 

Ten years ago the Ministry decided to print a11 its registration 
and licensing forms in both officia1 languages. The only exception was 
Form No. 9, since, according to the Ministry, ship owners did not re- 
quire it, and also because it was not intended for use by the public. 
Nevertheless, the Ministry reviewed the matter and decided to have 
the form printed in both officia1 languages. 

File No. 474-Language Courses 

A French-speaking public servant in Montreal complained that 
the Ministry did not allow him to take English courses offered by the 
Public Service Commission. 

The Commissioner informed the complainant that he had no 
authority to deal with the selection of candidates for language courses. 
He referred the complainant to the Ministry’s bilingualism adviser. 

File Nos. 377 and 488-Letters in English 

A French-speaking person received a form letter and a tard in 
English from the Ministry’s Marine Transportation Administration. A 
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French-speaking resident of the Magdalen Islands received a letter and 
a statement of account written in English. 

The Ministry regretted these errors and took appropriate steps to 
ensure that such incidents would not happen again. 

File No. 505-O#er of Employment 

An offer of employment by the Department, published in La Presse 
on October 26 and headed SHIP’S PILOT, contained a number of 
errors. 

The Department told the Commissioner that because of the in- 
sufficient number of pilots on the St. Lawrence Seaway and the Great 
Lakes, the movement of ships had reached saturation point. As a result 
it had decided to hire additional pilots and, pressed by events, had 
acted hurriedly. The Department would make an effort to ensure that 
such texts were of high quality in future. 

The Commissioner conveyed this information to the complainant. 

File No. 523-Saskatoon Airport 

A Francophone alleged that a11 Ministry of Transport signs at 
the Saskatoon Airport were in English only and he considered this 
“inconceivable” in a country where the French fact (according to 
federal government policy) should be recognized from ocean to ocean, 
and not merely in Eastern Canada. 

The Commissioner nevertheless recommended that a11 signs iden- 
tifying Saskatoon Airport, whether outside or inside the building, do 
SO in both officia1 languages. 

File No. 527-Moncton Airport 

The complainant stated that on his arriva1 at Moncton Airport he 
was astonished to see a sign bearing the inscription “FUMER INTER- 
DIT”. He asked the Commissioner whether special attention could not 
be paid to signs of this type to improve the quality of the French. 

The Department reported that three such signs existed at Moncton 
and that the necessary steps had been taken to replace them with new 
ones bearing the words: DÉFENSE DE FUMER. 

File No. 550-Advertising in French-Language Newspapers 

The complainant sent the Commissioner ciippings of advertisements 
published by the Department in a Winnipeg English-language daily. 
He claimed that these advertisements had appeared in Winnipeg English- 



language newspapers only and that apparently it was necessary to 
subscribe to an English-language newspaper in order to keep informed 
of the activities of federal institutions. 

In response to this complaint, the Department issued new instruc- 
tions requiring that advertisements concerning contracts-which were 
the example cited by the complainant-be published in French-language 
weeklies in regions where there were no dailies. Since, from time to 
time, the Department may have occasion to publish announcements 
for other purposes, the Commissioner recommended that this principle 
be applied to notices of a11 types. 

File No. 559--“Transport Canada” 

Two Montrealers drew attention to the poor quality of the French 
in the September/October, 1971, issue of Transport Canada. 

The Department informed the Commissioner that it attached 
great importance to the general presentation of this publication and 
assured him that it would make every possible effort to improve the 
quality of the articles written in French. 

File No. 579~Student Pilot’s Permit 

A French-speaking Montrealer complained that the Department 
had issued him a student pilot’s permit in English. 

The Commissioner reminded the Department of its obligation 
under the Officia1 Languages Act in regard to the provision of services 
to the public. The Department admitted that not only was the permit 
in question not available in French, but that the same situation 
prevailed for the 38 forms concerning pilots’ licences. However, transla- 
tion was in progress and in future the forms would appear in a bilingual 
format or in two versions. Priority had been given to the permit which 
was the subject of the complaint. 

File No. 595-Sept-îles 

An anglophone employee of the Ministry at Sept-Iles, Quebec, 
complained that he and two other employees of the Marine/Aeradio 
operation were English-speaking only, and therefore could not provide 
service to a11 vessels, some of them being manned by unilingual French- 
speaking crews. The complainant had requested French-language 
courses but had been refused. 

The station at Sept-Iles was manned by 11 persons, 8 of whom 
were fluently bilingual and all of the shifts included at least one bilin- 
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gual member SO that there was bilingual capability at all times. More- 
over, three additional employees, a11 bilingual, were shortly to be added 
to the Sept-fles station. 

No government language course, or govemment-approved course, 
was available at Sept-fies, and the Officiai Languages Act does not 
deal directly with language training. However, the Ministry, at the urging 
of the Conunissioner, decided to investigate the possibility of making 
arrangements with a major corporation in the area of Sept-Iles, SO that 
the three unilingual employees might receive language training. 

File NO. 611 -Commissionaires 

The complainant stated that the commissionaires employed by the 
Department were not bilingual and could not provide service in French. 

The Department pointed out that it employed twelve full-time 
commissionaires. Six of these were bilingual and two others had a 
sufficient knowledge of French to be able to answer questions put to 
them in French. The Department stressed that difficulties were caused 
by vacations, sick leave and recruiting problems experienced by the 
Corps of Commissionaires. However, despite these complications, it 
would insist that there always be at least one bilingual commissionaire 
at the reception desk. 

The Commissioner transmitted this information to the complainant. 

File Nos. 699 and 700-Board of Steamship Inspection 

The Commissioner requested that the Chairman of the Board of 
Steamship Inspection advise him of complaints received by the Depart- 
ment. The Chairman subsequently forwarded two complaints which 
he had received concerning the circulation of unilingual French docu- 
ments to the public, and copies of his replies. Actually, he had distri- 
buted separate English and French versions to the companies concerned, 
with only a two-week time-lapse between the two versions. Moreover, 
the English version had been dispatched iîrst. 

The Commissioner advised the Chairman that his policy of issuing 
a11 documents in separate versions in both officia1 languages conformed 
to the requirements of the Officia1 Languages Act. 

File No. 734-Competition Notice 

The complainant criticized the Department for requiring a know- 
ledge of English only for the position of specialist, Air Carrier Inspec- 
tion, Civil Aeronautics Branch. He also claimed that the competition 
notice was available only in English. 
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The Department explained that because of the nature of the posi- 
tion, the Civil Aeronautics Branch had initially not required a know- 
ledge of French as a basic qualification for the competition in question. 
The successful candidates had to undergo a training period of at Ieast 
a year in Ottawa and be prepared for assignment to one of the six 
regional offices. Since some candidates could be appointed to the 
Quebec regional office, where they would need to have a good know- 
ledge of French, the Civil Aeronautics Branch had reversed its decision 
and had decided to make knowledge of both officia1 languages a pre- 
requisite for certain positions. It had had the competition notice, 
originally drawn up in English only, translated, and had set a new 
deadline for the submission of applications. 

The Commissioner recommended that the Department post its 
competition notices in French and English in the National Capital 
Region, in bilingual districts when declared, and in other areas where it 
was possible to do SO and where there was a significant demand. 

TREASURY BOARD 

File No. 536Legality of Bilingual Publication 

The complainant objected to Treasury Board printing a booklet 
entitled “How YOUR Tax Dollar is Spent”, in both English and French. 
He considered this procedure to be a waste of money and effort, and to 
be illegal. 

The Commissioner advised the complainant that the Officia1 Lan- 
guages Act had never been held to be “illegal” and that federal govern- 
ment departments had to comply with its provisions. The Treasury 
Board was clearly doing SO in this case. 

The Commissioner also sent a copy of his annual report to assist 
the complainant in understanding the spirit, intent and implementation 
of the Act. 

UNEMPLOYMENT INSURANCE COMMISSION 

File No. 375-Memorandum in English 

A public servant stated that the Unemployment Insurance Commis- 
sion had issued a memorandum for its employees in English only. 

The Commission had published the memorandum in both lan- 
guages, using the “tumble” format. However, only the English version 
had been copied and distributed. The Commission regretted the error 
and promised to rectify the situation. 
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File No. 415-Personnel 

Solicitors from New Westminster, B.C., sent us a copy of their 
letter to the Unemployment Insurance Commission concerning the 
dismissal of one of its employees. 

A lady, employed in the Records Department, was laid off from 
her job and was advised by her Supervisor that she was not suitable 
because of her French-Canadian accent, if she had to answer the 
telephone. 

Before an investigation was launched, the Commission rehired 
the lady. 

File No. 426-Winnipeg 

A French-speaking person stated that no one at the Unemployment 
Insurance Commission office in Winnipeg was able to answer the tele- 
phone or give information in French. 

When the complainant had telephoned, there were two vacancies 
in the information service in the Commission’s Winnipeg office. More- 
over, proclamation of the new Unemployment Insurance Act had neces- 
sitated a great many administrative changes which may have hindered 
the efficiency of the service. The Commissioner recommended that the 
necessary steps be taken SO that the public using the office may be served 
in both officia1 languages at a11 times in accordance with the require- 
ments of the Officia1 Languages Act. 

File No. 487-Bathurst 

The complainant criticized the Bathurst Unemployment Insurance 
Commission office for sending him a questionnaire written in English 
only. The purpose of this document was to test the effectiveness of an 
advertisement published in August in Weekend Magazine and the 
Star Weekly 

The Commission informed the Commissioner that its Bathurst 
office had ten employees, nine of whom were bilingual. The problem 
arose at another level-the Public Relations Service, Atlantic Region, 
in Moncton. In order to remedy the situation the Commission decided 
to create a position of bilingual assistant to the Regional Director of 
Public Relations. Finally, it assured the Commissioner that in future 
any distribution of questionnaires would be in accordance with the 
requirements of the Officia1 Languages Act. 

File No. 514-Publicity 

A Francophone criticized the Unemployment Insurance Commis- 
sion for advertising in Manitoba in English-language daily newspapers 
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only. He wanted to be able to obtain information on the activities of 
federal agencies through the French-language media and requested that, 
in regions in which there are no French-language dailies, the agencies 
use the French-language weeklies. 

The Commission informed the Commissioner that, following his 
intervention, it had informed the French-language media in Manitoba 
of its intention to advertise through them, beginning in January 1972. 

File No. 682~Saint-Boniface 

The complainant reproached the Unemployment Insurance Office 
in Saint-Boniface with not serving the public in the officia1 language of 
their choice. 

The Unemployment Insurance Commission informed the Commis- 
sioner that the office in question had been closed to the general public 
since June 1971 and that it had not judged it necessary to have an 
employee available at a11 times who couId provide service in both officia1 
languages. However, since the employees who worked there could be 
required on occasion to serve the public, the Commissioner reminded 
the Commission of its obligation to provide such service in both officia1 
languages. The Commission therefore decided to appoint a bilingual 
employee capable of handling all requests for information. 

VETERANS AFFAIRS 

File No. 619-Annual Report 

A French-speaking veteran received an annual report in English 
from the Department of Veterans’ Affairs. 

Since the Department possessed little information about the com- 
plaint, it could not provide an explanation. However, it assured the 
Commissioner that its practice is to send documents in the officia1 
language of the correspondent. The Commissioner sent a copy of the 
French-language version of the report to the complainant. 

2. Complaints not Admissible 

BILINGUALISM POLICY 

During the year, the Commissioner received a large number of 
communications concerning different aspects of the Government’s 
bilingualism policy. Many correspondents voiced complaints of a very 
general nature, or were simply opposed to any extension of the use of 
French. Some argued that bilingualism was impractical in the West, 
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maintaining that those who learnt French soon forgot it as they seldom 
had occasion to speak the language. Others objected to any measures 
which seemed likely to threaten the position of English in the business 
world. 

In his replies, the Commissioner advised each one that the Officia1 
Languages Act, which came into force on September 7, 1969, created 
for the English and French languages equality of status and of rights 
and privileges as to their use in a11 the institutions of the Parliament 
and Government of Canada. He went on to explain that his Office was 
particularly interested in the progress of institutional bilingualism, which 
means that, SO far as language of service is concerned, the Federal 
Government must ensure provision of service to the public in both 
officia1 languages as required by the Act. Such a policy does not ne- 
cessitate a11 public servants at a11 levels being or becoming bilingual. 
Nor is there any federal statute obliging a private Citizen in Canada to 
become bilingual. 

Requests for Advice and Assistance 

The Commissioner received a number of specific requests for advice 
and assistance. A pharmaceutical firm in Ontario asked for help in 
standardizing English spelling. Although this did not fa11 within the 
Commissioner’s jurisdiction, he was able to provide the information that 
there was no universally accepted standard for English orthography in 
Canada and to send the enquirer a note from a Canadian dictionary 
summarizing preferred practices. On another occasion, he offered to 
help an association for the advancement of French by forwarding its 
request for assistance to the appropriate provincial authorities, if 
authorized in writing to do SO. The Commissioner passed on requests 
for more televised language courses to the competent authorities, 
namely the Secretary of State and the President of the CBC. 

Language Precedence 

Asked which language should have precedence in bilingual texts, 
the Commissioner pointed out that the Act stipulated that federal 
government publications directed to the pubhc must be available in 
both English and French. It is for the Government to devise bilingual 
formats which conform with the Act. The use of bilingual labels by 
private firms and their interna1 language policies do not corne within 
the jurisdiction of the Officia1 Languages Commissioner. 

Language of Work 

Several complaints alleging discrimination in hiring practices in 
the Public Service were outside the scope of the Act or were anonymous 
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and could not be followed up. In his replies, the Commissioner em- 
phasized that the Act was concerned with bilingualism of institutions, 
not individuals. At the time, the initial determination of linguistic re- 
quirements for federal Public Service positions was the joint responsi- 
bility of the Public Service Commission and of the department involved. 
(It is now the joint responsibility of the Treasury Board and the de- 
partment involved.) The Commissioner has on a number of occasions 
privately and publicly urged that full account be taken of the human 
factor in formulating staffing policies to meet the requirements of the 
Officia1 Languages Act. 

Laquage of Service 

The Commissioner received complaints that some anglophone 
members of the public were sent government forms in French, that 
public servants in Quebec had been directed to correspond with Ottawa 
entirely in French, that a Member of Parliament sent his constituents a 
pamphlet in Italian. These turned out to be misunderstandings or minor 
administrative errors which could be readily corrected. Other cor- 
respondents suggested ways of improving services in French in the 
Maritimes or took issue with the Commissioner’s insistence that there 
should be bilingual services at Toronto International Airport. These 
suggestions and expressions of opinion did not constitute forma1 
complaints. 

EDUCATION 

The Commissioner received several complaints and enquiries 
dealing with second-language teaching or some other aspect of educa- 
tion. Although he could not take officia1 action since education is a 
provincial responsibility, he was able to refer correspondents to the 
proper authorities or help on an informa1 basis. 

Typical examples of such enquiries are a request for assistance in 
providing second-language education facilities in the correspondents’ 
locality; a student wanting a grant to do a French course abroad; an 
officia1 in the Saskatchewan Department of Public Health seeking funds 
to provide libraries with books on psychiatry in French, and a Saskat- 
chewan Francophone at a Manitoba university asking for federal as- 
sistance as he failed to meet residence requirements for a scholarship 
in either province. In each of these cases, the Commissioner advised 
the correspondents to Write to the provincial Minister of Education. 

Other correspondence concerned the curriculum and teachers of 
courses taught in French in Alberta schools; the lack of bilingual staff 
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in a Toronto training school to which unilingual French-speaking 
children had been assigned, and the difficulty which a Toronto resident 
said she had in enrolling her English-speaking children in French- 
speaking schools in Toronto and Montreal. 

A number of correspondents wanted information on the distribu- 
tion of federal funds for second-language teaching. They were advised 
to Write to the provincial Minister of Education or the Director of the 
Language Administration Branch of the Department of the Secretary 
of State in Ottawa, 

PRIVATE FIRMS 

During 1971-72 the Commissioner received several complaints 
involving private fîrms. The Officia1 Languages Act does not give him 
power to investigate such complaints, except those dealing with certain 
firms holding concessions or contracts with the Federal Government. 
He informed the correspondents of this fact, reminding them that his 
activities were limited to the federal sector. Nevertheless, whenever he 
considered it useful and possible, the Commissioner with the written 
permission of the complainants brought these complaints unofficially 
to the attention of the authorities concerned. 

The largest category of these complaints dealt with lack of service 
and of signs and notices in French, or with the quality of the French 
used. For example, a French-speaking Quebecer wishing to buy a 
book from a private company in his province was not able to make his 
request in French as the sales clerk spoke only English. In this and 
similar cases, the Quebec Language Commissioner was able to provide 
valuable assistance. In Manitoba, a French-speaking person who 
wrote to a local newspaper in French received a discourteous reply in 
German. A Toronto moving company required a French-speaking client 
to submit his claims in English. A French-speaker who got Paint on 
her coat and gloves raised the matter of English only “Wet Paint” 
signs. An Edmonton hockey fan was upset that the national anthem is 
sung in both officia1 languages only in the Montreal Forum. English 
speakers complained of cases where services in English were lacking: 
an Ottawa resident stated that when his daughter wrote to a Quebec 
French-language university, she received information material entirely 
in French; a newcomer to Ottawa was surprised to find that some 
English or French films were shown in local cinemas with no sub- 
titles. 

The Commissioner also received complaints about product label- 
ling. Complaints from Quebec were relayed to the Service de la loyauté 
des ventes (Fair Sales Practices Service), 200, chemin Sainte-Foy, 
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Quebec City, and those from other provinces were sent to the Consumer 
Services Branch of the Consumer and Corporate Affairs Department, 
219 Laurier Avenue West, Ottawa, 

PROVINCES 

The Commissioner received a number of complaints against, 
provincial institutions or services. As the questions raised were not 
within his jurisdiction, he brought them to the attention of the provin- 
cial authorities when an opportunity presented itself. 

New Brunswick-File Nos. 431 and 889 

l A French-speaking visitor to Parlee Beach in Shediac was given a 
leaflet containing information and advice on safety which was in 
English only. 

l A delegation of French-speakers from Moncton invited the Com- 
missioner during his visit there to help the city’s French-speaking 
population to obtain municipal services in French. 

Quebec-File Nos. 201, 299, 457, 581, 645, 724, 732 

* A French-speaking lady from Montreal told the Commissioner that 
she had received a summons in English from the Provincial Court in 
Montreal. A court employee had toid her that there was not enough 
time for him to send her a French copy of the summons. 

l An Anglophone from the Province of Quebec sent a form, having 
considerable writing on both sides, which was unilingually French. The 
form was issued by the Department of Transport of the Quebec Govern- 
ment, and only the stub end stated in English, “Defensive Driving 
Courses available in English. Please use this return tard.” The com- 
plainant could not read French and wondered if those two lines in 
English could outline what the form contained. 

l An English-speaking person expressed her disapproval of the 
fact that the signs located at the entrante of a small town in the Gaspé 
peninsula had been changed from Black Cape to Cap Noir. 

l An employee of the Quebec Government complained that he had 
been unable to obtain application for employment forms in English 
from the Quebec Civil Service Department. 

l An Anglophone complained that he had received answers in 
French to correspondence in English addressed to members of the 
Quebec Government. He also took exception to the printing of instruc- 
tions in French by a toy manufacturer in Quebec. 
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l An anglophone lady who moved to Quebec in 1969 complained 
of the anti-English attitude that she encountered in many areas in her 
daily outings-in the shops in the suburbs, with mail order clerks, etc. 

l An English-speaking Manitoban voiced his objection to a 1970 
Quebec law which requires that non-Canadians seeking admission to 
professional corporations in the province of Quebec must have a 
working knowledge of the French language. The complainant believed 
that any person coming to Canada should have a free choice of the 
officia1 language in which he wished to work. 

The Commissioner was able to refer most of these complaints to 
the Commissioner of Languages for Quebec, Mr. Ernest Pallascio- 
Morin, 212 St. Lawrence Blvd., Montreal 125. 

Ontario-File Nos. 20.5, 409, 506, 576, 614, 918--Summonses 

Since the opening of his office, the Commissioner has received 
several complaints decrying the practice whereby summonses issued to 
Francophones by the judicial services of the Province of Ontario in 
Ottawa, resulting from contraventions of traffic or property trespass 
regulations of the Federal Government or other federal institutions or 
agencies, are delivered exclusively in the English language. Because it 
is usually the agency which issues summonses, the Royal Canadian 
Mounted Police is often accused of following a practice which is al- 
legedly contrary to the spirit and intent of the Officia1 Languages Act. 

Since the administration of justice in Canada cornes under pro- 
vincial jurisdiction, the Commissioner brought the matter of the issuance 
of such summonses in the Ottawa area to the attention of the ap- 
propriate officia1 of the Government of Ontario. In reply, he was in- 
formed that, at present, a11 writs, pleadings and proceedings must be 
in the English language according to Section 127 of the Judicature Act 
(RSO 1970). Nonetheless, as a means of ensuring that French-speaking 
residents of the province are made aware of the content of the sum- 
monses served on them, these are now issued in the united counties of 
Prescott and Russell with a French-language information sticker 
attached. The Commissioner was further informed that this practice 
is to be extended to the National Capital Region in the summer of 
1972 and progressively to other major areas of French-speaking 
population in Ontario. 

File Nos. 433 and 885 

l A French speaker expressed his surprise at receiving from the 
Ontario Department of Labour a letter in French accompanied by docu- 
mentation in English. 
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l A French-speaking correspondent from Welland asked the Com- 
missioner if she could obtain service in French at the city’s motor 
vehicles licence bureau. 

Saskatchewan-File No. 348 

A French speaker deplored the fact that the tourist centre at 
Gardiner Dam, Diefenbaker Lake, does not offer services in French to 
tourists. 

Alberta-File No. 837 

A French-speaking Albertan criticized the province3 govern- 
ment agencies for not providing services in both officia1 languages. 

British Columbia-File No. 725 

A French-speaking resident of Vancouver stated that he had failed 
his driving licence examination because he did not understand English 
weI1 enough. 

Trans-Canada Highway-File No. 192 

An Anglophone from the Province of Quebec asked if the Officia1 
Languages Act could be used to impose the erection of signs in both 
officia1 languages, for the benefit of the travelling public, along the 
Trans-Canada Highway; he cited Quebec and New Brunswick as 
examples of provinces where bilingual signs would be useful. 

While it is true that over fifty per cent of the cost of construc- 
tion of the Trans-Canada Highway is borne by the Federal Government, 
the agreement provides that the responsibility for directional signs 
belongs specifically to each province. 

PUBLIC SERVICE ALLIANCE 

File Nos. 374 and 518-Distribution of Publications 

l A Francophone received an English-laquage version of a pam- 
phlet issued by the Public Service Alliance. 

l An anglophone public servant asked the Public Service Alliance 
for five English-Ianguage copies of the collective agreement for the ST 
category. The correspondant’s Alliance representative allegedly provid- 
ed only one copy, stating that additional copies in English were not 
available. 

In each of these cases the Commissioner advised the correspondent 
that since the Public Service Alliance is not an institution of the Parlia- 
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ment or Govemment of Canada he had no authority to take any officiai 
action. He did however draw these questions to the attention of the 
Alliance’s management on an unofficial basis. The Alliance took ap- 
propriate corrective action in a11 cases. 

TELEPHONE SERVICES 

A number of correspondents complained of being unable to obtain 
telephone services in French. 

Some complaints concerned the fact that in some telephone direc- 
tories government agencies are listed in English only. The Commissioner 
asked the agencies concerned to have these entries made bilingual. 

Other cases involved telephone companies. The Commissioner is 
not authorized to investigate these complalnts; where possible he sent 
them on to the appropriate authorities. 

l For example, a French-speaking resident of New Brunswick was 
not able to obtain information services in French from the New Bruns- 
wick Telephone Company. The complainant had also sent copies of his 
letter to the Ombudsman and to the telephone company; the Com- 
missioner suggested that it might be useful to communicate with the 
province’s public utilities commission. 

l An Anglophone from Oakville (Ontario) alleged that he was una- 
ble to obtain telephone service in French in Sudbury. The Commis- 
sioner brought this case to the attention of Bell Canada. 

l Two French-speaking Albertans complained that Alberta Govern- 
ment Telephones offers service only in English. The Commissioner 
transferred these complaints to the Alberta Ombudsman. 

l A Francophone from Vancouver complained that he could not 
obtain service in French from the British Columbia Telephone Com- 
pany. The Commissioner offered to refer this matter to the President 
of the B.C. Telephone Company, but the complainant did not avail 
himself of this offer. 

x * * * 

Above lie more details than most might wish to know, 
But from such humble matters some reforms may grow; 
At least, the discontents of each aggrievèd voice 
Seem best expressed in “Stately” language of one’s choice , , . 
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