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Letter to the Minister

June 5, 2013

The Honourable Madeleine Meilleur
Minister of Community Safety and Correctional Services
Minister Responsible for Francophone Affairs

George Drew Building
18th Floor
25 Grosvenor Street
Toronto, Ontario  M7A 1Y6

Dear Minister:

Pursuant to section 12.5 (1) of the French Language Services Act, I hereby submit to you 
the sixth annual report of the French Language Services Commissioner of Ontario.

This report covers the period from April 1, 2012 to March 31, 2013.

Please table this report in the Legislative Assembly, as set out in subsection 12.5 (3)  
of the Act.

Respectfully,

François Boileau
French Language Services Commissioner
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THIS RePORT COveRS THe ACTIvITIeS of the Office of the 
French Language Services Commissioner from April 1, 2012, 
to March 31, 2013, and provides a review of its last six years. 
It is the sixth annual report of Commissioner François 
Boileau, whose third term ends in September 2017. It 
contains three recommendations for the Ontario 
government.

Chapter 1 outlines the organizational history of the 
Commissioner’s Office and documents the key factors 
that have influenced its evolution since 2007: the increased 
diversity and growth of Ontario’s Francophone popula-
tion, collaboration with a number of partners, limited 
human and financial resources, and the organization’s 
previous complaint handling policy. The Commissioner 
explains how these elements are now prompting him to 
adopt a new approach to guide his actions and his inter-
actions with complainants, ministries and other 
government agencies. The Commissioner also points out 
the need to focus more on disadvantaged populations.

reCommenDation 1

The Commissioner recommends that the Minister 
Responsible for Francophone Affairs, in conjunction 
with her Cabinet colleagues, develop an action plan 
to ensure that disadvantaged populations have genu-
ine access to French-language services, in keeping 
with the letter and the spirit of the French Language 
Services Act.

Chapter 2 provides an update on the progress made in 
the delivery of French-language services in the last six 
years, for each of the government’s service sectors. In this 
chapter, the Commissioner also reiterates the importance 
of the active offer of French-language services and human 
resources planning.

reCommenDation 2

The French Language Services Commissioner recom-
mends to the Minister Responsible for Francophone 
Affairs that an explicit directive regarding the active 
offer of French-language services be issued by the 
Management Board in the 2013-2014 fiscal year and 
that said directive apply to all ministries, government 
agencies and entities that provide French-language 
services on behalf of the government. 

reCommenDation 3

The French Language Services Commissioner recom-
mends to the Ministry of Government Services that 
a directive on the development and implementation 
of a human resources plan for French-language 
services be issued by the Management Board in the 
2013-2014 fiscal year and that said directive apply to 
all ministries, government agencies and entities 
that provide French-language services on behalf of 
the government. The plan should include concrete 
measures for the designation, appointment, training 
and retention of staff.

The Commissioner concludes Chapter 2 with his wish that 
the member municipalities of the Association française des 
municipalités de l’Ontario (AFMO) will adopt a municipal 
by-law or regulation formalizing the use of French in the 
delivery of their programs and services.

Chapter 3 provides a statistical profile of complaints. The 
Commissioner’s Office received 349 complaints in 
2012-2013. 

The final chapter in the annual report, Chapter 4, 
describes best practices and innovations by government 
ministries and agencies in the delivery of French-language 
services. For 2012-2013, the Commissioner selected eight 
exemplary practices and 15 honourable mentions from a 
total of 100 suggestions submitted.

Summary and recommendations
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FIRST, I wOuLD like to express my sincere gratitude to the 
Ontario government, especially the Minister Responsible 
for Francophone Affairs, for the confidence they have 
shown in me by again extending my appointment as 
Commissioner, this time for five years. It is an honour and 
a privilege to serve the community and to be part of a 
committed, dynamic, competent public service. I would 
also like to take the opportunity to thank the efficient, 
dedicated team that supports me in my duties.

In the wake of the announcement of my new term, I  
was asked many times what the priorities of the 
Commissioner’s Office would be in the next few years. 
Certainly, complaints from the public remain one of our 
bread-and-butter activities. In addition, there are the 
interventions and actions dictated by current events and 
the government decisions of the day, which are an 
unavoidable reality in a position such as mine. 

what may seem a bit more surprising is that one of the 
other key aspects of our day-to-day activities, I think, will 
be the complaints that we do not receive. Many citizens 
will never complain about a lack of service in French by 
the Ontario government, or any other authority, for that 
matter — either because they have never been actively 
informed that they have such rights, or because, even 
though they know their rights, their circumstances make 
it very difficult for them to complain. Consequently, I 
would like to devote a significant portion of our activities 
to the members of these disadvantaged populations. 

That said, the Commissioner’s Office has very limited 
resources, both human and financial. We must therefore 
concentrate more on our mission and continue to make 
as much of a difference as we can with the resources that 
we have. That means making choices. 

A new approach is needed. 

It goes without saying that we will always welcome 
complaints from citizens — that is not changing and will 
never change. From now on, however, complaints will be 
processed from a systemic perspective. Let’s be clear on 
this point: we will continue to intervene quickly in cases 
where immediate action is called for, explaining to minis-
tries and other government agencies that our clients are, 
first and foremost, their clients, and that they are ultim-
ately responsible for righting any wrongs done to their 
clients by any deficiencies on their part. Beyond these ad 
hoc interventions, though, I want our office’s actions to 
focus on things that are most likely to make a difference 
in the development and vitality of the Francophone 
community. 

we could divide the complaints we receive into four major 
sectors: justice, health, government services, and other 
government ministries and agencies. But what about the 
complaints we don’t receive, as I indicated above? For 
example, ministries that provide Ontarians with a wide 
range of direct and indirect services, such as the Ministry 
of Community and Social Services and the Ministry of 
Children and Youth Services, are seldom mentioned in our 
files. Does it make sense for us to disregard them because 
there are so few complaints, when their clientele consists 
largely of disadvantaged populations? Of course not. we 
need to make sure that those populations receive, actively, 
respectfully and systematically, the right government 
services in French, because they are already fragile and 
will never dare to raise their voices, even though it’s in 
their interest. 

I am often asked how much it costs to provide services in 
French, or, from my point of view, how much it costs to 
obey the law. But isn’t the reverse a better question? How 
much does it cost the system when we break the law by 
failing to provide high-quality French-language services 
from the initial contact with the citizen? Because the 
citizen who did not receive the right service, did not 
understand the prescriptions, directions or instructions, 
or did not receive the right diagnosis or treatment, will 
return to the service provider a second time, or even a 
third time, clogging the system and driving up the cost to 
Ontario taxpayers.

Foreword
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This year marks the 50th anniversary of the establishment 
of the Royal Commission on Bilingualism and Biculturalism. 
In its concluding reports, the Commission advocated the 
creation of bilingual districts that would have cut across 
federal, provincial and municipal jurisdictions. As we know, 
that recommendation was not implemented, as the 
federal government opted for individual rather than 
territorial bilingualism. In fact, the recommendations 
that English and French be made the official languages 
at the federal level as well as in the provinces of Ontario 
and New Brunswick, were among the ones that attracted 
the most attention at the time. 

Fifty years later, it is reasonable to ask the following ques-
tions: Has Ontario struck a balance by strengthening the 
rights of its Francophone minority without becoming an 
officially bilingual province? How has Ontario managed 
to reconcile multiculturalism and Francophonie? For my 
part, I think it is easier to answer the latter question 
thanks to the adoption in 2009 of the new Inclusive 
Definition of Francophone (IDF), one of the proudest 
government accomplishments of my first few years as 
Commissioner. 

To answer the former question, we need to take a step 
back. And that is precisely what this annual report 
attempts to do: analyze the government’s achievements, 
not from the narrow viewpoint of a single year, but mostly 
from the broader perspective of the last six years. 

The past year has been one of transition, with the entire 
apparatus of government apparently waiting to see in 
what direction a new premier would drive it. This does 
not mean the government was sitting on its hands. But 
as a result, the reader will find only a small number of 
recommendations in this annual report, since it is a 
recapitulation of previously discussed issues. 

Nevertheless, although the province is not recognized 
as officially bilingual, it is not far from being so. Legislation 
is passed in both languages, with both versions having 
equal force of law. One can use French in the courts 
anywhere in Ontario. And one can communicate and 
receive services in French in most of the parts of this great 
province where Francophones live. I therefore ask 
Ontarians to continue doing what they do best, which 
is to act as leaders in promoting and protecting minor-
ities, including the one that is an integral part of the 
province’s heritage, history, identity and future: the 
Francophone community.

Receiving services in French is not just a right in Ontario. 
As a participant in a Fédération de la jeunesse franco-
ontarienne event rightly reminded me, it is also a matter 
of pride. Pride in being able, for example, to pursue a 
postsecondary education in French in Ontario, a pride 
that cannot be enjoyed by all students in all fields, 
especially in Central-Southwestern Ontario. Pride in 
knowing that the language one speaks is recognized, 
valued and used by the provincial government. Because, 
in the end, pride isn’t something you legislate. It’s 
something you live and breathe.

Over the past year, I have signed memorandums of  
understanding with the federal and New Brunswick 
commissioners, among others. Those agreements, which 
formalized existing collaborative relations, are beneficial 
not only for the public but also for the members of our 
respective teams, since they promote more effective 
handling of complaints between the administrations and 
the transfer of knowledge between the organizations. (I 
would like to take this opportunity to welcome Graham 
Fraser’s reappointment as Commissioner of Official 
Languages for another three-year term — bravo! — and 
to thank both Graham and New Brunswick Commissioner 
Michel Carrier for their advice, support and friendship 
during my tenure in this position.) There will be more such 
agreements. They are vital to the efficiency of our office 
and to helping us communicate as effectively as possible 
with the Francophone and Francophile population. 

I have made many productive contacts with Francophile 
associations, such as Canadian Parents for French; it is an 
avenue I would like to explore further. Especially since, as 
mentioned in the report, with an exogamous couples rate 
of nearly 70% for the province as a whole, the distinction 
between Francophone and Francophile is less and less 
clear. Food for thought.

At a February 2013 conference organized by Glendon 
University College and the Office of the Commissioner of 
Official Languages of Canada, it was suggested that a 
greater effort should be made to keep the quality of French 
at a very high level. I naturally agree with that approach, 
particularly with regard to communications from the 
government, its ministries, government agencies and 
third parties acting on their behalf. There is a need for 
caution, though: Ontario’s population, including the 
Francophone population, is so diverse that everyone has 
an accent. And it would not be unheard-of if english 
expressions slipped in from time to time. If we resort 
simply to coercion, as Michel Carrier rightly pointed out, 
the only thing that people will learn is to keep quiet. After 
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all, our personal history, our circumstances — in short, 
who we are — demand respect. And that goes for the 
person across from us, too. If that means having to utter 
or hear one english word in a sentence, so be it. expressing 
it in some other way would be, in any case, rather étrange. 

Speaking of expressing oneself, the Commissioner’s Office 
is innovating once again by introducing a new approach 
to communicating with the public. we strongly encourage 
the reader to consult this report online, as it is interactive, 
user-friendly and supplemented with relevant content. 
In addition, our new website offers more information 
about the current activities of the Commissioner’s Office, 
simplifies searching by area of interest, and will — I hope 
— generate more discussion and debate. 

This report presents a review of the past and, in particular, 
lays the foundations of a new approach for the 
Commissioner’s Office. I am eager to implement this new 
approach, with the support of dedicated public service 
employees and proud Francophone and Francophile 
citizens of Ontario.

Happy reading!    

I am often asked how much it costs 

to provide services in French, or, 

from my point of view, how much 

it costs to obey the law. But isn’t 

the reverse a better question? 

How much does it cost the system 

when we break the law by failing 

to provide high-quality French-

language services from the initial 

contact with the citizen? 
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1.1 THE FIRST SIX YEARS

	Go	to	www.flsc.gov.on.ca/ar1213	to	view	 
the	introductory	video	for	this	chapter.

The Office of the French Language Services Commissioner 
has come a long way since it was established on 
September 4, 2007. The challenges back then were monu-
mental: build an organization from scratch; publicize it; 
quickly demonstrate its effectiveness to the provincial 
government; establish credible complaint investigation 
and resolution procedures; bring about a change of 
behaviour or attitude within provincial government 
organizations; prove its relevance to Ontario’s 
Francophone population; and inspire confidence that 
systemic changes would take place in response to the 
complaints that would soon start flowing in.

Despite the size of this undertaking, the Commissioner 
rapidly surrounded himself with a competent, dedicated 
staff, and everyone bent to the task with the sole motive 
of serving Ontario’s public. The Commissioner’s Office 
subsequently adopted a vision to encapsulate all of  
its actions:

The Office of the French Language Services 
Commissioner works to ensure active, integrated 
delivery of French-language services in support of the 
development of the Francophone community and 
Ontarian society.

In pursuing this goal, the Commissioner’s Office is guided 
by many values, including the following, which best 
characterize the team’s day-to-day activities: listening, 
respect, integrity, transparency and quality.

1.1.1 Governmental relations

1.1.1.1 Building credibility 

In his annual reports and extensive formal investigations, 
the Commissioner has never hesitated to fully exercise 
the power that the French Language Services Act gives him 
to make recommendations. In the last six years, the 
Commissioner has made no less than 46 recommenda-

tions to the Ontario government. Most of them are 
development-oriented and result from rigorous studies 
conducted as a result of either complaints about inad-
equate French-language services or empirical or 
qualitative observations. Yet while the Commissioner’s 
Office has been able to help make a difference through 
these recommendations over the last few years, much of 
the progress is due to two actors: the citizens and the 
government.

The citizens have put their trust in the Commissioner’s 
Office and have taken the trouble to share their observa-
tions of local conditions and provide updates on changes 
in service to the public. without them, the Commissioner’s 
Office would have been a lone wolf, and its work would 
not have had the same degree of credibility with the 
government.

As for the government, the Commissioner must acknow-
ledge that it has not just been receptive to the majority 
of his recommendations; it has accepted and ordered 
changes in the public service. Of course, the government 
has not implemented exactly what the Commissioner 
wanted in every case. But that is beside the point. The 
important thing is that the government has taken part 
in the constructive dialogue initiated by the citizens and 
the Commissioner’s Office, and that the public has been 
kept informed.

Six years after its establishment, the dialogue that the 
Commissioner’s Office has sought with the government 
and the public from the outset is well and truly under way. 
The Commissioner hopes, of course, that this dialogue 
will continue into the future.

1.1.1.2  Analysis of the responses to the 
recommendations in the 2011-2012 
Annual Report

	Go	to	www.flsc.gov.on.ca/ar1213	for	more	on	
this	subject.

In his 2011-2012 Annual Report, Straight Forward, the 
Commissioner made six recommendations to the Ontario 
government on subjects as varied as the Commissioner’s 

An organizational story
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independence, a mandatory directive on the designation 
process for agencies under the French Language Services 
Act, an independent and interministerial assessment of 
government structures and processes designed to support 
the implementation of French-language services within 
the government, the establishment of an advisory 
committee on Francophone immigration in Ontario, 
public-private partnerships and delegated administrative 
authorities.

The Commissioner had been in the habit of publishing the 
government’s official responses to the previous year’s 
annual report in their entirety in his subsequent annual 
report. That is the role of officers of Parliament or commis-
sioners who report directly to a minister. The fact is that 
the Commissioner is naturally partial to the application 
of both the letter and the spirit of the French Language 
Services Act. It is the government’s responsibility to see the 
big picture and govern accordingly. That said, the govern-
ment’s responses and the Commissioner’s analyses were 
often overshadowed by the new recommendations for 
the current year. Yet the government’s responses are 
extremely important in order to comprehend the value of 
the Commissioner’s recommendations and, above all, the 
government’s actions.

For that reason, the Commissioner published the govern-
ment’s responses to the recommendations in his previous 
annual report in advance for the first time, in May 2013, 
in a bulletin containing his comments and analysis. 

1.1.2 Community relations

1.1.2.1 Results of the 2011 Census

Last October, Statistics Canada released its data from the 
2011 Census of Population.1 These data, which are from 
the mandatory short questionnaire, confirm the growth 
and vitality of the Ontario Francophonie:

 • In 2011, Ontario had 611,500 Francophones, based on 
the Inclusive Definition of Francophone.

1 For more information:http://www.statcan.gc.ca/daily-quotidien 
/121024/dq121024a-eng.htm (page consulted in May 2013).

 • The number of Francophones was up 5% from 2006, 
and the proportion of Francophones in Ontario’s 
population remained steady at 4.8%.2 

 • except in 1986, the number of Francophones has 
continued to grow at a constant pace in Ontario. As 
a result, in the 20 years between 1991 and 2011, the 
Francophone population increased by more than 11%.

 • Nearly three quarters of the Francophone population 
live in eastern and Central Ontario.

 • The Francophone population increased in every 
region except Northeastern and Northwestern 
Ontario.

 • eastern and Central Ontario posted the largest 
Francophone population gains: almost 10% and more 
than 6% respectively, compared with 2006 data. 
These regions are important destinations for 
Francophone newcomers.

 • Nearly 54% of the Francophone population reported 
speaking French at home in 2011. That is a slight 
decline relative to 2006.

 • The proportion of exogamous couples — where one 
parent is a Francophone and the other one is not — 
increased from 66.7% in 2006 to 68.3% in 2011.3 

 • The rate of transmission of French increased over the 
last 25 years from less than 28% to more than 40% in 
couples with a Francophone mother. As a result of 
this transmission, young people are increasingly 
identifying and representing themselves as bilingual 
instead of using the traditional label of a single 
linguistic identity. 

2 Available online: http://www.ofa.gov.on.ca/en/franco-census-2011.
html (page consulted in May 2013).

3 Ibid.

http://www.statcan.gc.ca/daily-quotidien/121024/dq121024a-eng.htm
http://www.ofa.gov.on.ca/en/franco-census-2011.html
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CHART	1	

franCopHones in ontario baseD on tHe iDf, 
1986-20114

Source: Office of Francophone Affairs and Statistics Canada, 2011 Census  

of Population

Detailed data concerning immigration, work and income 
will be available in the near future with the publication of 
the National Household Survey, which replaced the long 
questionnaire. In 2010, the government announced its 
decision to unilaterally discontinue the mandatory long 
form and administer a voluntary survey instead. That 
decision raised a hue and cry and was criticized by the 
Commissioner.5

1.1.2.2 Franco-Ontarians’ natural allies

As the 2011 Census data demonstrate, Ontario’s 
Francophonie is continually being enriched by a growing 
number of Francophone newcomers and exogamous 
couples. As a result, it is now virtually impossible to draw 
a clear line between “Francophone” and “Francophile”. 
More often than not, Francophones and Francophiles are 
in fact the same people, culturally intertwined.

with respect to how this term is used in this 
report, a Francophile is a person who is “interested 
in French and in Canada’s French-speaking 
communities. Often [Francophiles] or their 

4 Ibid.
5 For more information: http://www.flsc.gov.on.ca/files/files/ervices_

Commissioner_of_Ontario-July_15_2010.pdf (page consulted in May 
2013).

children have learned to speak French and to 
enjoy French-language cultural products.” 6 

Now more than ever, it makes sense for Francophones 
and Francophiles to work together rather than in silos. In 
cases where they unfortunately do not see eye to eye, it 
is often because Francophones fail to understand 
Francophiles’ reality — for example, with regard to French 
as a Second Language (FSL) programs — and Francophiles 
fail to understand Francophones’ reality.

Needless to say, Francophiles, like Francophones, have a 
student retention problem, which, in their case too, 
usually arises during the course of secondary school. For 
Francophiles, the existence of a French-language post-
secondary education continuum is just as important as 
it is for Francophones, even if it is only to ensure that their 
students actually do have options when they reach the 
end of the FSL program.

In these circumstances, with nearly 1 million students in 
FSL programs in Ontario schools and more than 155,000 
of them enrolled in French immersion programs,7 it is 
imperative that Franco-Ontarian educational institutions 
make Francophiles their partners. In fact, in 2012-2013, 
Canadian Parents for French (Ontario), the provincial 
branch of a national network dedicated to creating and 
promoting FSL learning opportunities for young Canadians 
and Ontarians, signed separate agreements with Collège 
Boréal and Groupe Média TFO, while the national network 
of Canadian Parents for French concluded an agreement 
with La Cité collégiale. The Commissioner is delighted with 
these promising avenues for the future.

That said, there is a persistent obstacle, which the 
Commissioner referred to previously in his No access, no 
future report:8 the Ontario government does not collect 
data on the educational pathways followed by immersion 
students, students from exogamous families, or allo-
phones and Francophiles, which makes it difficult to 
determine how many students pursue a postsecondary 
education in French.

6 For more information: http://www.ocol-clo.gc.ca/html/speeches_
discours_18042001_e.php (page consulted in May 2013).

7 Ontario School Information System (OnSIS) data, 2010-2011. Available 
online: http://on.cpf.ca/wp-content/blogs.dir/1/files/Tab-3-Enrolment-
in-FSL-by-grade.-type-school-language-2010-11.pdf (page consulted in 
May 2013).

8 Office of the French Language Services Commissioner, The State of French-
Language Postsecondary Education in Central-Southwestern Ontario: No access, 
no future, Investigation Report, Toronto, 2012.
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http://on.cpf.ca/wp-content/blogs.dir/1/files/Tab-3-Enrolment-in-FSL-by-grade.-type-school-language-2010-11.pdf
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Ontario’s Francophiles also have to overcome a variety of 
other challenges throughout their education. Here are just 
a few of them: parents may be confused by the differences 
between the types of French as a Second Language 
programs (Core French, extended French and French 
Immersion) and have difficulty grasping the distinctions 
between these optional programs; school boards do not 
always provide sufficient funding to meet the growing 
demand for these programs (although english-language 
school boards all receive funding under the Grants for 
Student Needs and all offer FSL programs);9 and Francophiles 
are occasionally perceived as special-interest groups. In 
addition, some school boards may choose to implement a 
minimum enrolment threshold for optional FSL programs, 
which can be challenging to meet in some localities.

Current Ministry of education policy requires that each 
elementary student accumulate at least 600 hours of FSL 
instruction by the end of Grade 8. School boards have to 
plan their FSL programs so that students meet this require-
ment. In addition to core French, school boards have the 
option of offering extended French, and French immersion 
programs. These programs are funded at a higher per-pupil 
level than core French programs. If an FSL extended or 
immersion program becomes “too” popular in a particular 
region, the students may be subjected to restrictive 
measures that lead to admission quotas or lotteries or a 
reduction in the number of hours spent learning French.

In other words, Francophiles face a twofold challenge: 
being recognized as partners of Francophone commun-
ities, and finding their rightful place within the majority 
society. This situation must be particularly trying in 
Ontario, since the province ranks ninth among the 13 
Canadian provinces and territories with regard to the 
student par ticipation rate in French immersion 
programs.10 

even though French-language boards have policies 
governing the admission of children whose parents do 
not have French-language education rights, FSL programs 
are, in fact, the only viable option for many Francophile 
families whose children are not rights-holders but who 
aspire to have their children take part in the expansion of 
the Francophonie in Ontario. To that end, these families 
and the organizations that represent them must at least 

9 Anthony Morgan, “How French Immersion Got Me Out of the ‘Hood”, The 
Huffington Post, February 6, 2013.

10 For more information: http://on.cpf.ca/wp-content/blogs.dir/1/files/
Tab-4-National-Immersion-Enrolment-2009-2010.pdf (page consulted 
in May 2013).

be able to count on the inclusive nature and openness of 
Francophone communities.

It is in this spirit that the Commissioner met on several 
occasions with the member organizations of the Réseau 
français langue seconde, including French for the Future and 
Canadian Parents for French. The Commissioner encour-
ages Franco-Ontarians to do likewise by going outside 
their traditional comfort zone and working closely with 
their natural allies. After all, the future of French Ontario 
must be in the direction of success, because failure is not 
an option. In today’s world, where the prevalence of 
multiple identities should no longer be something to fear, 
Francophones and Francophiles have to work together to 
ensure the survival of the French language in Ontario.

1.1.2.3 Meeting with the community

whether it’s to pass along information at a meeting of 
the CeOs of Northeastern Ontario hospitals in Sault  
Ste. Marie, deliver a speech on leading-edge bilingual 
recruiting practices in Kingston, or attend some other 
regional or provincial event in windsor, Timmins, Sudbury, 
London, welland or any other part of Ontario, since taking 
office the Commissioner has never shied away from travel-
ling outside Toronto to meet with Ontario’s Francophone 
communities.

These excursions afford the Commissioner the opportun-
ity to learn more about violations of the French Language 
Services Act at the regional level and to observe first-hand 
the progress that has been made and the challenges that 
persist. In most cases, such excursions are arranged 
around the Commissioner’s participation in a particular 
event, with a series of other local events added on. For 
example, when the Commissioner travelled to the 
Temiskaming region in September 2012 to attend the 
congress of the Association française des municipalités de 
l’Ontario (AFMO), he took the opportunity to meet with 
Francophone community leaders in New Liskeard and 
earlton, the staff of the Centre de santé communautaire du 
Témiskaming and the mayor of Cobalt.
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It is also through these travels that the Commissioner 
finds out about new local initiatives in support of the 
development of Francophone citizens. For instance, when 
he met with the Temiskaming chapter of the Association 
canadienne-française de l’Ontario (ACFO) and the administra-
tors of Collège Boréal ’s New Liskeard campus, the 
Commissioner learned of the existence of the project 
entitled Tisser des liens entre nos communautés [forging 
links between our communities], an innovative partner-
ship that may be considered in other regions.

In addition, the excursions are useful for carrying out the 
work of educating government agencies and third parties 
that serve Francophone populations at the local level. 
That is precisely what led to the Commissioner’s December 
2012 trip to Barrie, where he gave a presentation to five 
organizations affiliated with My Sister’s Place, a centre for 
abused women and children. His presentation provided 
the organizations with advice on good practices to help 
them meet their obligations under the French Language 
Services Act. This educational activity also extends to 
French-language schools in the regions he visits. The 
Commissioner talks to students about their right to obtain 
services in French in Ontario.

The above-mentioned trips are only a few examples of 
the many excursions that the Commissioner has made 
since he assumed office. Although the list of events in 
which the Commissioner has taken part in the past five 
years is too long to be included in this annual report, each 
excursion merits at least a posting on the Commissioner’s 
blog, a commitment that he will continue to keep in the 
years to come.

1.1.3  National and international relations

while the 2009 Conference on the 40th Anniversary of the 
Official Languages Act, the 2010 International Conference 
on Language and Territory and the 2011 Conference on 25 
years of the French Language Services Act were significant 
events for the Office of the French Language Services 
Commissioner in its first few years, participation by the 
Commissioner’s Office in events of that magnitude 
reached new heights in 2012. In July, at the very first Forum 
mondial de la langue française [world forum on the French 
language] in Québec, the Commissioner participated in 
a discussion entitled “Le français dans les espaces méditer-
ranéens et nord-américains” [French in the Mediterranean 
and North American regions]. A few months later, at the 
Rendez-vous 2012 International Symposium in Thunder 
Bay, he gave an address to about 100 delegates in the 
medical field from a wide range of countries as part of the 

conference’s French-language component. In his speech, 
he emphasized the importance of providing quality health 
care to their countries’ official language minority 
communities in their language.

In an October 2012 interview on the TFO program Carte 
de visite, historian Jean-Louis Roy, former secretary-general 
of the International Organisation of La Francophonie, stated 
that “Ontario is one of the societies that do the most for 
Francophones.”11 As an organization that fights for 
progress in this area, the Commissioner’s Office has made 
some headway since its establishment by gradually 
gaining notoriety on the Canadian and international 
scenes. As a result, it is now being called upon with 
increasing frequency to interact with jurisdictions that, 
like Ontario, aim to support the development of their 
official language minority communities.

For example, in November 2012, the Commissioner was 
invited by the New Israel Fund of Canada to meet, in 
Toronto, with the leaders of Sikkui, an organization 
seeking equality between Israel’s Jewish and Arab citizens. 
A few months later, the Commissioner met with a delega-
tion responsible for implementing Sri Lanka’s official 
languages law. As is promoted in Ontario, the Sri Lankan 
government and Sikkui hope to achieve equality for 
citizens of their respective linguistic minority, as well as 
equitable access to communications in both official 
languages, which is why they wanted to learn more about 
the French Language Services Act.

In the same vein, the Commissioner’s Office also worked 
with interprovincial and international media outlets that 
try to keep their audiences informed of developments 
concerning the provision of French-language services in 
Ontario. In the summer of 2012, for example, the 
Commissioner announced his position regarding the lack 
of access to French-language postsecondary education 
programs in Central-Southwestern Ontario on Radio 
Canada International,12 a first, and gave a synopsis of his 
first two terms on Radio-Canada Manitoba.

The Commissioner is honoured by the fact that his Office 
is increasingly being asked to share its expertise in 

11 The show aired on October 7, 2012. Available online: http://www3.tfo.
org/videos/00176983/carte-de-visite-jean-louis-roy (page consulted in 
May 2013). 

12 Radio Canada International is the multilingual service of Canada’s public 
broadcaster. It targets audiences who know little to nothing about Canada, 
whether they live in Canada or abroad. For more information, see http://
www.rcinet.ca/en/contact/#mandat  (page consulted in May 2013). 

http://www3.tfo.org/videos/00176983/carte-de-visite-jean-louis-roy
http://www.rcinet.ca/en/contact/#mandat
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language rights with other highly committed organiza-
tions in the national and international communities. For 
the Commissioner, the growth of the Office’s reputation 
over the years is much more than a sign of the credibility 
of its initiatives. It also attests to the capacity of Ontario’s 
Francophonie to inspire other minority language 
communities around the world.

1.2 TIME FOR CHANGE

The Commissioner is very proud of the work done by his 
small yet dynamic team. That said, a six-year anniversary 
is the perfect opportunity to make sure that his office is 
on the right track. This section is an analysis of the 
strengths of the Commissioner’s Office and a projection 
of improvements that could be made, based on certain 
observations, particularly with regard to investigations 
and the management of complaints.

1.2.1	 	The	human	and	financial	resources	of	
the	Commissioner’s	Office

The budget of the Commissioner’s Office is less than 
$900,000 per year. while no comprehensive comparative 
analysis has been carried out — because of the lack of 
resources — it is highly likely that the Commissioner’s 
Office is one of the smallest organizations in the Ontario 
government. Yet the Commissioner’s Office serves a 
Francophone population of more than 600,000. As Table 1 
shows, the budgets of the Commissioner’s Office have 
been relatively stable in the last few years, although a 3% 

cut imposed a couple of years ago, whose effects were 
felt in this fiscal year, chopped about $28,000 out of the 
Office’s funding. Though a small amount, that reduction 
means, for example, one less extensive formal investiga-
tion report per year for the Commissioner’s Office. The 
Commissioner can nevertheless take consolation in the 
fact that the Minister Responsible for Francophone Affairs 
managed to prevent a further cut in the next fiscal year. 

On another point, on September 4, 2007, when the 
Commissioner took office, he was … all alone, a situation 
that lasted for the first month. Then two people appointed 
on an interim basis came in to help him. In February 2008, 
the members of his permanent staff (four people) started 
work. It wasn’t until 2011-2012 that an additional budget-
ary envelope was granted to the Commissioner’s Office 
to fund a sixth permanent position. So all the investiga-
tions, all the reports, the Commissioner’s presentations, 
the bookkeeping and everything involved in the day-to-day 
management of an office are carried out by a team of six 
people. The irony in all this is that the Commissioner’s 
Office is starting to be touted by the government as a 
model of effectiveness and efficiency. However, the pace 
at which the staff are required to work cannot be main-
tained indefinitely, and any slackening of the pace will 
have an impact on service to the public.

TABLE	1

finanCial statements of tHe offiCe of tHe frenCH language serviCes Commissioner bY fisCal Year

fisCal  
Year

2007-2008 2008-2009 2009-2010 2010-2011 2011-2012 2012-2013 2013-2014

salaries	and 
benefits 
($)

207,200 495,800 495,800 523,100 651,400 627,100 627,100

services, 
transportation 
and 
communications 
($)

215,000 265,200 292,200 267,200 267,000 242,000 242,000

total 422,200 761,000 788,000 790,300 918,400 869,100 869,100
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In any case, there is unlikely to be any improvement in the 
financial and human resources situation of the 
Commissioner’s Office, whether it becomes independent 
or not. The Ontario government is experiencing tough 
financial times, and all of its ministries and agencies must 
continue to “do their part” to alleviate the fiscal problems. 
It’s a fact.

1.2.2 Complaints and investigations

Since its second year of operation, the Commissioner’s Office 
has been receiving just over one complaint a day. That’s not 
much when you consider the hundreds of thousands of 
Francophones living in Ontario and the fact that, as a group, 
they must have thousands of interactions with Ontario 
government organizations every day. But it’s also a lot when 
you consider that the Commissioner’s Office has only been 
around for six years. And it’s also enormous in view of the 
meagre supply of financial and human resources in the 
Commissioner’s Office, which makes it mathematically 
impossible for the members of the team to properly carry 
out the Office’s mission and vision.

The complainants who contact the Commissioner’s Office 
seem to be, in general, very satisfied with its client service. 
The responses, even to requests for information that are 
outside the mandate of the Commissioner’s Office (such 
as complainants relating to the private sector or other 
levels of government), are detailed and thorough. The 
extensive formal investigations are viewed as relevant 
and timely and are taken seriously by both the community 
and the government.

However, not everyone is completely satisfied. Sometimes 
the Commissioner is questioned directly by complainants 
who say that their cases are taking too long to process or 
maintain that it’s pointless to complain if changes aren’t 
evident immediately. Such situations are bound to 
happen, since priority is given to urgent cases, such as a 
parent being prohibited from speaking to her children in 
French during supervised access visits at a Children’s Aid 
Society, a person having no access to French-language 
services in a hospital, or a litigant who has requested a 
trial in French coming up against a recalcitrant administra-
tion. Dealing with such cases takes huge amounts of time 
for the staff of the Commissioner’s Office. They are not 
resolved with a snap of the fingers. 

Moreover, for several years, the Commissioner’s Office 
has had a complaint processing policy whereby some 
complaints can be resolved quickly with a simple phone 
call or e-mail to the person responsible, while others 

require complex, painstaking investigations. Reports of 
spelling errors on posters or websites do not have the 
same repercussions as a petition indicating a lack of health 
services in French in a particular region, for example, but 
all complaints are equally important. As time goes by, 
though, the backlog is starting to accumulate. We have 
to think about the situation. A new approach is needed.

1.2.3 Improvements sought

When the Commissioner took office, he wanted to build 
an organization in which collaboration, not confrontation, 
was the order of the day. So for him, it has never been 
about whether his arguments or the government’s were 
better in a particular case, but about determining together 
what needed to be done to provide concrete support for 
the development of Ontario’s Francophone citizens. To 
truly optimize that collaboration, the investigations 
conducted by the Commissioner’s Office must now be 
based on a new approach.

The idea now is not to turn each complaint into a systemic 
problem that has to be solved individually, but rather to 
use complaints to identify and change attitudes more 
broadly within the public service, attitudes that are poten-
tially systemic in nature. After all, a complaint about a 
deficiency in French-language services may simply be a 
case of bad luck. On the other hand, an analysis of various 
situations in which deficiencies in French-language servi-
ces have been identified may point to a systemic problem.

1.3  THE NEW APPROACH OF THE 
COMMISSIONER’S	OFFICE

In keeping with its vision and values, the Commissioner’s 
Office has adopted the following strategic orientations 
to guide its activities:

 • Increase the team’s practical knowledge regarding 
requests for and delivery of government services for 
linguistic minorities;

 • Strengthen the team’s commitment to the vision and 
mission of the Commissioner’s Office; and

 • Promote the contribution of all parties (the 
Commissioner’s Office, ministries, agencies and 
complainants) to resolving complaints.
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The Office’s new approach arising from these orientations 
has five components:

1. A paradigm shift in the processing of complaints;

2. More focused, systemic interventions;

3. Production of extensive investigation reports on 
subjects of importance to the development of 
Ontario’s Francophone population;

4. Development of strategic partnerships; and

5. Greater support for citizens caught in situations 
where they could be seriously affected by deficiencies 
in French-language services.

1.3.1	 	A	paradigm	shift	in	the	processing	of	
complaints

under the conventional complaint management approach 
followed over the last few years, all complaints received 
by the Commissioner’s Office were acknowledged, and a 
file was opened. Then a questionnaire was sent to the 
government ministry or agency concerned informing it 
of the deficiency identified by the complainant. When the 
organization’s responses were received, they were 
analyzed to determine whether they were satisfactory or 
not. In the majority of cases, supplementary questions 
were sent to the organization. Following receipt of its 
final responses, most of the time in English, the team had 
to decide what course of action to take on the case. Very 
often, the staff member to whom the case was assigned 
was the one who checked the quality of the French-
language services and determined whether the problem 
had been corrected. If the team found the situation 
satisfactory, a letter was sent to the complainant, often 
repeating the ministry’s response, which the team had to 
translate into French because most complaints are 
received in that language. About six months later, the 
Commissioner’s Office would attempt, wherever possible, 
to verify whether the promised changes had actually been 
made. If not, the file remained open, and staff had to 
revisit the problem. 

with more than one complaint a day and just two inves-
tigators, this laborious process inevitably results in delays. 
The time has come to adopt a new approach, a new 
paradigm for processing complaints.

Relations with complainants

under the new approach, complaints received become 
important signals. Accordingly, even though a file number 
will always be assigned to them, the acknowledgement 
sent to the complainant could also serve as a file closure 
notice. All complaints received by the Commissioner’s 
Office will certainly be just as important as before. 
However, they will now be stored and analyzed with a 
view to the systemic resolution of non-compliance with 
the Act in conjunction with ministries and agencies. while 
the staff of the Commissioner’s Office are already trying 
to follow this procedure in many cases, the new approach 
formalizes this modus operandi within the team.

After submitting a complaint to the Commissioner’s 
Office, a citizen can now expect to receive an acknow-
ledgement that will include the following information:

 • A status repor t or an update on the case in 
question;

 • Forthcoming actions on the matter (for example, if 
a meeting with a minister was planned to pursue the 
case, it would be mentioned); and

 • A suggestion that the complainant check the 
revamped website and the Commissioner’s blog 
regularly to stay current on developments in the case.

This new procedure will be more transparent for complain-
ants and will address their expectations more effectively 
and promptly.

Relations with ministries and other government 
organizations

Since the Commissioner’s Office is now looking at admis-
sible complaints from a systemic perspective, the new 
approach requires ministries and other government 
organizations to make an important adjustment in the 
way they handle complaints. The object will no longer be 
to determine what happened at 1:18 p.m. on July 28, 2012, 
at a particular location, but to recognize that there are 
serious weaknesses in French-language services and that 
the government organization needs to find permanent 
solutions to the problem. 
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Currently, government ministries and agencies have 
more of a tendency to justify their actions than to 
propose permanent solutions. In other words, they take 
the time to explain what they did instead of what can be 
done for the citizen.

As noted in the Access to Justice in French report, this situa-
tion arises in the Ministry of the Attorney General in 
particular: in its day-to-day handling of complaints, the 
Ministry seems to focus more on determining what 
occurred in a very specific case than on considering perma-
nent solutions to a widespread problem. The Commissioner 
has said it before: churning out a lot of words does not 
necessarily help to further the development of the 
Francophone community if that is the goal. It is important 
to stop looking for specific justifications for specific prob-
lems and pursue an approach that will encourage the 
sharing of systemic solutions. The Ministry of the Attorney 
General is, slowly but surely, turning that corner.

To that end, government ministries and agencies will have 
to do the following:

 • Operate on the assumption that complaints submit-
ted to the Commissioner’s Office are founded.
Overall, 95% of the admissible complaints received by the 
Commissioner’s Office since it was established have been 
founded.

 • Talk to the staff of the Commissioner’s Office as 
if they were speaking directly to the citizens who 
use their services.
Thus, there will no longer be a place for bureaucratic 
language and justifications. The Commissioner’s Office 
and the government ministries and agencies serve the same 
citizens. The government ministries and agencies should 
therefore be finding solutions for the person who has 
complained to the Commissioner’s Office, since that person 
is first and foremost a citizen who uses their services.

 • Focus more on developing an internal system for 
dealing with complaints relating to French-
language services, where appropriate.
Most government ministries and agencies already have 
such systems in place.

 • Take responsibility for the importance of satisfy-
ing their Francophone clients.
The Commissioner’s Office should henceforth be regarded 
as a last resort, as is the Office of the Ombudsman of 
Ontario.

In view of these considerations, it is vital that government 
ministries and agencies not fall into the trap of treating 
the French Language Services Coordinators as people  
who deal with complaints: it’s not their job. As the 
Commissioner indicated in his first annual report, the role 
of the French Language Services Coordinators is to influ-
ence the directions and design of the policies, programs, 
services and products of each government organization 
that is subject to the French Language Services Act, starting 
at the strategic planning stage. It is not their responsibility 
to solve all problems having to do with deficiencies in 
French-language services. 

1.3.2	 	More	focused,	systemic	
interventions

	Go	to	www.flsc.gov.on.ca/ar1213	for	more	on	
this	subject.

Sometimes, when questioned by the investigators of the 
Commissioner’s Office, government ministries and agen-
cies ask them whether a specific complaint has been 
received on a particular subject. when there has been no 
complaint, their response in some cases is that it will be 
necessary to wait until there is one before proposing any 
corrective measures. This stance is clearly unacceptable, 
and there will be even less room for it in the new approach 
of the Commissioner ’s Office. For one thing, the 
Commissioner has the power to investigate on his own 
initiative, and for another, such unreceptiveness on the 
part of the public service makes no sense from the stand-
point of accountability to Ontario’s citizens.

The Commissioner’s Office has to be able to count on the 
receptiveness and cooperation of government ministries 
and agencies, especially since his interventions with their 
executives will now be more focused around the 
following: 

 • A trend analysis of the complaints received by the 
Commissioner’s Office;

 • The issues raised by community organizations in the 
various sectors; and

 • The fundamental action priorities identified by the 
Commissioner’s Office in each sector.

under this new approach, the Commissioner will focus 
on two or three fundamental issues in each sector and 
present them to the executives of the ministry in question, 
whether complaints have been received or not. One of 
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those priorities may eventually become the subject of an 
extensive investigation by the Commissioner’s Office. 
ultimately, one or more recommendations may come out 
of that process. whatever the case, it will be important 
for the Commissioner and his team to be able to work 
with the Office of Francophone Affairs to guide the govern-
ment ministries and agencies in implementing any 
recommendations, or in developing any systemic 
solutions.

1.3.3	 	Production	of	extensive	
investigation reports

Since taking office, the Commissioner has favoured the 
production of extensive investigation reports and special 
studies on important issues in the development of 
Ontario’s Francophone community: planning of French-
language health services, deficiencies in French-language 
health services in the Peel-Halton region, French-language 
community radio stations, government communications 
in French, the lack of French-language schools in the Greater 
Toronto Area, inadequate access to French-language 
postsecondary education in Central-Southwestern 
Ontario, and elimination of the Fellowships for Studying 
in French program.

These extensive investigation reports and special studies 
made an impact and a difference not only in improving 
the provision of French-language services, but also in 
raising awareness on important issues related to the 
development and future of Ontario’s Francophone 
community. The Commissioner intends to continue focus-
ing on such projects in the years to come. More and more 
people are coming to seek the Commissioner’s support 
for their cause. However, as worthy as all these causes 
are, the Commissioner will have to remain acutely aware 
of the human and financial resources at his disposal and 
may be called upon to make difficult choices. 

In order to assist the Office of the French Language 
Services Commissioner, strategic partnerships may  
be required.

1.3.4	 	Development	of	strategic	
partnerships

Since taking office, the Commissioner has promoted 
cooperation between his office and other organizations 
that also serve the interests of Ontario’s Francophone 
citizens, in particular by forming strategic partnerships 
with them. A number of those partnerships have been 
established with government organizations to facilitate 

the day-to-day processing of complaints and to get those 
institutions to take responsibility for the provision of 
high-quality French-language services. More importantly, 
those government organizations acknowledge, through 
the memorandums of understanding they sign with the 
Commissioner, that they serve the same citizens as the 
Commissioner’s Office.

The sections below describe a number of partnerships 
previously concluded by the Commissioner. The develop-
ment of additional partnerships of this type is being 
seriously considered by the Commissioner’s Office under 
its new approach, especially since they help identify the 
priority issues in the development of Ontario’s 
Francophonie. 

1.3.4.1	 	Partnership	with	the	Office	of	 
the	Commissioner	of	Official	Languages	
of Canada

	Go	to	www.flsc.gov.on.ca/ar1213	for	more	on	
this	subject.

Since the French Language Services Commissioner took 
office, a great many citizens have expressed interest in 
seeing collaboration between his team and the team of 
the Office of the Commissioner of Official Languages of 
Canada. Although such collaboration has been going on 
unofficially for a number of years, it was formalized on 
November 26, 2012, with the signing of a memorandum 
of understanding between the French Language Services 
Commissioner of Ontario and the Commissioner of Official 
Languages of Canada.

This solid partnership not only affords Franco-Ontarian 
citizens even more direct access to the services of both 
organizations but also makes greater use of each commis-
sioner’s expertise in projects such as the 2015 Pan/Parapan 
American Games in Toronto, the study on Access to Justice 
in Both Official Languages: Improving the Bilingual Capacity 
of the Judiciary for Superior Courts (also being conducted 
in partnership with the Commissioner of Official 
Languages for New Brunswick) and other studies on 
compliance with linguistic obligations.

The Commissioner is proud of the fact that the close 
friendship that has developed over the years between the 
commissioners will continue no matter who is in the 
position. Indeed, this agreement also allows staff 
members of the two organizations to be in direct contact.
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1.3.4.2  Joint study on access to justice

The Commissioner of Official Languages of Canada 
announced on May 17, 2012, that he planned to undertake 
a study entitled Access to Justice in Both Official Languages: 
Improving the Bilingual Capacity of the Judiciary for Superior 
Courts. The French Language Services Commissioner of 
Ontario and the Commissioner of Official Languages for 
New Brunswick enthusiastically accepted their federal 
counterpart’s invitation to take part in this study, which 
will thoroughly explore two questions that fall within the 
competence of the federal government and promote 
institutional bilingualism of the judiciary for superior 
courts: the process of selecting and appointing judges, 
and language training provided to judges appointed to 
superior courts. A news release will be issued in 2013 to 
share the results of this important study.

1.3.4.3	 	Partnership	with	the	Office	of	 
the	Commissioner	of	Official	Languages	
for	New	Brunswick

	Go	to	www.flsc.gov.on.ca/ar1213	for	more	on	
this	subject.

Although the Francophone communities of Ontario and 
New Brunswick are different, they are both minorities 
and have the right under current legislation to be served 
in French by their provincial government. As a result, the 
obstacles they encounter may be similar or even some-
times interconnected from one province to another. 
Ontario and New Brunswick, as provinces, also have the 
same powers.

To expand their cooperation and improve the observance 
of citizens’ language rights in their respective provinces, 
the French Language Services Commissioner of Ontario 
and the Commissioner of Official Languages for New 
Brunswick signed a memorandum of understanding on 
March 12, 2013. Through this partnership, the two organ-
izations will share issues and recommendations arising 
from their investigations and collaborate more closely 
on promotional initiatives. As in the case of the Office of 
the Commissioner of Official Languages of Canada, this 
agreement merely formalizes a cooperative relationship 
that has existed between the two commissioners for 
several years.

1.3.4.4 Other partnerships

In March 2012, the Office of the French Language Services 
Commissioner and the Municipal	Property	Assessment	
Corporation signed a memorandum of understanding 
to expedite the process for resolving complaints regarding 
property tax allocation and other property assessment 
problems. The Corporation has since made improvements 
in the form that it sends to homeowners to make it easier 
for them to register their school support election. It also 
fulfilled its commitment to respond to complaints the 
Commissioner’s Office received in its regard, within a 
maximum of five business days. The Commissioner is 
delighted that this agreement has led to greater cooper-
ation between his team and the Corporation’s team to 
provide better support to the Francophone community. 

In the same vein, on September 6, 2011, the Commissioner 
signed a memorandum of understanding with Elections	
Ontario which also helped expedite the complaints 
resolution process. The Commissioner was able to deter-
mine that with its 940 advance polls and 24,479 regular 
polls, elections Ontario has a formidable challenge in 
finding enough bilingual deputy returning officers in 
preparation for election Day. By virtue of this agreement, 
the Commissioner was able to be part of the solution by 
urging Francophones to become one of the 80,062 elec-
toral workers needed for a general election. 

In the Commissioner’s view, these agreements have 
helped the parties to better understand their respective 
challenges and to work together to find long-term solu-
tions that will prevent complaints, for the benefit of the 
Francophone community. The Commissioner encourages 
institutions such as municipalities, government agencies 
and designated organizations to consider the option of 
forming such partnerships and to contact him if they wish 
to discuss the contents of any potential agreement. 
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1.3.5	 	Greater	support	for	citizens	who	
need it

Cases arise, quite regularly, in which Francophones find 
themselves up against an administration that is reluctant 
or just plain unwilling to provide high-quality French-
language services. As mentioned earlier, one example is 
the case of a parent who was prohibited from speaking 
to her children in French on the pretext that the supervised 
access centre had to be able to understand her inter-
actions with them.

Under the new approach, the Commissioner’s Office will 
make every effort to continue helping Francophone 
citizens to extricate themselves from such situations in 
which the system has failed to do its duty. That said, it is 
up to the government ministries and agencies to find 
solutions for those citizens. In other words, those institu-
tions, with the support of the Commissioner’s Office and 
potentially the Office of Francophone Affairs, will have to 
change their way of thinking and work with the citizens 
to truly help them out.

1.4 CONCLUSION

In the coming years, the Commissioner hopes to focus 
more on disadvantaged populations, the people who are 
least likely to file complaints, even though they are often 
the ones who most need to do so. Because of their situa-
tion, those groups are more vulnerable to the risks posed 
by any deficiency in French-language services. Among 
those more fragile populations are seniors, children, 
people with mental health problems, newcomers and a 
plethora of other groups of citizens.

When we look at the number of admissible complaints 
by institution, we see a very small increase over the years 
in the number of complaints against ministries that deal 
with disadvantaged populations, such as the Ministry of 
Community and Social Services, the Ministry of Children 
and Youth Services or the Ministry of Citizenship and 
Immigration. It would be naïve to think that this low 
number means that all programs and services are fully 
delivered in compliance with the French Language Services 
Act. Something must be done to correct this “false posi-
tive”. It is not that these disadvantaged populations enjoy 
special status under the Act, but the fact is that they  
are vulnerable and less likely to file complaints or raise  
their voice.

Indeed, something must be done. Proactively done. 
Certainly, the Office of the French Language Services 
Commissioner will be proactive in reviewing programs 
and services where improvements can be made. However, 
this responsibility lies first and foremost with the govern-
ment itself.

reCommenDation 1

The Commissioner recommends that the Minister 
Responsible for Francophone Affairs, in conjunction 
with her Cabinet colleagues, develop an action plan 
to ensure that disadvantaged populations have genu-
ine access to French-language services, in keeping 
with the letter and the spirit of the French Language 
Services Act.
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2.1 INTRODUCTION — A LIFE 

Despite six years of progress in improving the delivery of 
French-language services in Ontario, the old — not to say 
antiquated — question of the validity of the French 
Language Services Act and the energy invested in imple-
menting the Act keeps rearing its ugly head.

While the reasons for asking the question range from 
simple curiosity to partisan intent, the underlying argu-
ment is almost always the same: “After all, most 
Francophones are bilingual.” The classic rejoinder goes as 
far back as the Commissioner’s first annual report: “There 
is a direct correlation between the delivery of high-quality 
French-language services and a thriving Franco-Ontarian 
community. ”The reader may also want to consult section 
1.3 of the same report, which situates the Act within a 
broader sociopolitical context. 

Those who pursue the issue with the allegation that 
providing French-language services is expensive will find 
an apt counterargument in the foreword of the 2011-2012 
Annual Report: the high cost of failing to provide French-
language services. One need look no further than health 
care, where misunderstanding directions on the use of 
medication or interpreting a patient’s symptoms some-
times forces the Francophone citizen to make another 
visit to the doctor or another health professional, thereby 
doubling the cost to taxpayers.

The above political, social and economic arguments have 
lost none of their relevance, but after six years of appeals 
for help, efforts to find solutions, positive conclusions, 
less happy endings, victories, defeats, laughter and tears, 
one can now bolster the rationale with something that 
has an eminently human dimension.

For, defining what Francophone Ontarians need and 
expect from their government simply as sterile verbal 
interaction is extravagantly simplistic. 

First, it constitutes a failure to understand that as trivial 
as a deficiency in the provision of French-language services 
— absence of a French greeting at a ServiceOntario office 
or unilingual english signage on a provincial highway — 
may seem, those deficiencies gradually smother the 
Francophone’s feeling of attachment to a culture whose 
history is intimately connected with one’s own.

It also constitutes a failure to understand that, for 
Francophones in Ontario, French is often their mother 
tongue, their everyday language, the language in which 
they can express every nuance of their thoughts, the 
language that reflects and incorporates their individual, 
cultural and social being. In Kapuskasing, Welland, 
Casselman and Brampton, Francophones of every age live 
their lives in French every day, with everything that implies: 
they go to school; they get oriented after arriving from 
another country; they buy and sell property; they get sick; 
they seek justice; they have or adopt children; they lose 
their way; they vote; they drive; they deal with a disability; 
they recycle; they age.

And in all these facets of their lives, as in countless others, 
the government and its agents are required to intervene, 
subject to the applicable laws and regulations, of course. 
However, when it appears that the letter and spirit of the 
French Language Services Act are not being adhered to,  
it is up to the Office of the French Language Services 
Commissioner to intervene and, like government services, 
the interventions of the Commissioner’s Office are quite 
varied in nature. what these interventions have in 
common, though, is that they all help, to varying degrees, 
to significantly improve the l ives of Ontario’s 
Francophones, from beginning to end. As a result, what 
they also have in common is that they help to significantly 
improve the political, social and economic well-being of 
Ontarian society today and in the future. 

A human story

CHAPTER	2	 a Human storY



CHAPTER	2	 a Human storY

21

40

annual report 2012-2013 a neW approaCH 

2.2 DISADVANTAGED POPULATIONS

Ontario’s Francophones are in the same position as many 
other minorities: they constantly have to assert them-
selves and claim their place in society. If they fail to do so, 
they lose ground. 

Among the allies on which citizens can rely in their 
continuous quest for equity is, of course, the Office of the 
French Language Services Commissioner. when it receives 
allegations that are of concern, the Commissioner’s Office 
initiates an investigation process, and where applicable, 
a resolution process.

However, to borrow a quotation from researchers that 
appeared in the 2009-2010 Annual Report, “Not all 
Francophones can be full-time activists.” Many citizens 
will hesitate to assert their right to be served in French 
for the simple reason that they are in a particularly vulner-
able situation. For example, they may feel intimidated 
when they go to court, or a member of their family is ill 
and their priority is to obtain appropriate medical care. A 
great deal of work has certainly been done to facilitate 
access to French-language services for vulnerable groups, 
as illustrated in the sections of this chapter. Nevertheless, 
as noted in the 2008-2009 Annual Report, “the number 
of complaints [by these groups] is not necessarily a reliable 
indicator of whether there are problems.” 

This issue is of concern to the Commissioner, because 
there is no doubt that people who are in desperate need 
but are silenced by their disadvantaged status face 
infringements of the French Language Services Act every day. 
For instance, just a few months ago, the Commissioner’s 
Office learned of the case of a Francophone woman whose 
children were placed with a unilingual-english foster 
family. There is also the case of a marginalized 
Francophone who was only offered english-language 
rehabilitation and addiction treatment programs. And 
the Commissioner’s Office has seen many other variations 
on the same theme since it was established six years ago.

This in particular is why the Commissioner has been 
preaching from the outset about active offer by agencies 
that are tasked with providing government services — a 
spontaneous, proactive announcement that service in 
French is available, which immediately suggests fair and 
dignified treatment. The principle of active offer is 
explained in detail in section 4.1 of the Commissioner’s 
first annual report. 

That is also why the Commissioner puts so much emphasis 
on prevention and on incorporating French-language 
services into government programs and services in the 
planning stage. These principles are also described in the 
first report and form a leitmotiv that runs through every 
subsequent annual report.

The Commissioner does manage to meet with some 
disadvantaged citizens on his tours of communities — for 
example, sexual assault and/or domestic violence victims 
in Timmins and Toronto, seniors in Sudbury, and children 
with learning, hearing or visual disabilities in Ottawa. 

But that is not enough. It is essential for government 
agencies to understand that disadvantaged citizens who 
file complaints are exhibiting a kind of heroic courage that 
cannot be expected from ordinary mortals. 

Thus, the challenge for the Commissioner’s Office in the 
next few years will be (1) to identify and continue reaching 
the members of disadvantaged populations, so that they 
know where to turn for support, and (2) to support and 
stimulate efforts by government agencies and organiza-
tions that provide services on the government’s behalf, 
so that being a Francophone in a vulnerable situation is 
no longer a barrier but a catalyst to the provision of 
effective, appropriate and, above all, comforting 
assistance.

2.3 IMMIGRATION 

	Go	to	www.flsc.gov.on.ca/ar1213	to	view	 
the	introductory	video	for	this	section.

Since June 2009, Ontario’s Francophone population has 
benefited from a new Inclusive Definition of Francophone 
(IDF),13 a first in Canada in response to the Commissioner’s 
very first recommendation14 to the provincial government. 
In line with demographic change, the IDF, which applies 
to exogamous families as well, reflects the diversity of 
Franco-Ontarians, regardless of their place of birth, ethnic 
origin and religious affiliation.

13 Available online: http://www.ofa.gov.on.ca/en/news-090604.html (page 
consulted in May 2013).

14 Office of the French Language Services Commissioner, Paving the Way, 
Annual Report 2007-2008, Toronto, 2008, p. 26. 

http://www.ofa.gov.on.ca/en/news-090604.html
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Beyond the logical and predictable impact that changing 
the definition had on the statistics, the IDF most import-
antly helped the members of the ethnocultural 
communities see themselves as officially recognized and 
included as Francophone residents of the province, 
thereby reinforcing their sense of belonging to the Franco-
Ontarian community. And some of them no longer 
hesitate to advertise that sense of belonging, whether 
they are in London, Ottawa or Toronto.

However, in his 2011-2012 Annual Repor t,15 the 
Commissioner described the findings of an analysis16 of 
the application of the IDF variables by the Ontario govern-
ment and its service providers to assess the definition’s 
impact on government programs and services. The 
analysis concluded that there was some inconsistency in 
the use of the new criteria to count the number of 
Francophones in Ontario. In fact, some institutions did 
not appear to be making current, systematic use of the 
IDF two years after its adoption.

Nevertheless, in March 2012, the government developed 
a communication plan to improve ministries’ awareness 
of the use of the IDF as a calculation method common to 
all levels in the design of policies and programs and the 
provision of French-language services. The government 
has also stated its intention to convey the same message 
to designated agencies.

Furthermore, in March 2012, the government announced 
that it was developing its very first immigration strategy, 
with the help, notably, of an Expert Roundtable. The final 
report of the expert Roundtable on Immigration, entitled 
Expanding our Routes to Success,17 was welcomed by the 
Commissioner18 when it was published last October. The 
report emphasized that it was important for the govern-
ment to work closely with Francophone communities in 
particular to design immigration policies and offer 
programs that meet their needs. 

15 Office of the French Language Services Commissioner, Straight Forward, 
Annual Report 2011-2012,Toronto, 2012, p. 14.

16 Available online: http://www.csf.gouv.on.ca/files/files/Ontario-IDF-
request-for-update.pdf (page consulted in May 2013). 

17 Available online: http://www.citizenship.gov.on.ca/english/keyinitia-
tives/imm_str/roundtable/roundtable.pdf (page consulted in May 2013).

18 For more information : http://www.flsc.gov.on.ca/files/20121004%20
Communiqué%20-%20Rapport%20de%20la%20Table%20ronde%20
d’experts%20sur%20l’immigration%20ENG.pdf (page consulted in May 
2013). 

On the basis of the report’s recommendations, additional 
work by the Ministry	of	Citizenship	and	Immigration 
— including stakeholder consultations, research, and 
discussions with interministerial partners (including the 
Office of Francophone Affairs) — and the Commissioner’s 
recommendations in his 2011-2012 Annual Report, the 
Ministry last fall released the government’s strategy, 
entitled A New Direction: Ontario’s Immigration Strategy. 
The Strategy sets the target for Francophone immigration 
at 5% in Ontario. It is a clear objective that, if it is achieved, 
will certainly contribute to the vitality and growth of the 
Francophone community. Of course, the Commissioner 
salutes the Ontario government for its leadership in this 
regard and welcomes the good news. 

However,  in his 2011-2012 Annual Repor t,  the 
Commissioner recommended that the Minister of 
Citizenship and Immigration set up an advisory committee 
to guide the Ministry’s efforts related to the Francophone 
immigration file and use a consultative and interminis-
terial approach to develop a strategy for welcoming 
Francophone newcomers, providing them with language 
training and integrating them into the labour market. 

Nevertheless, the Ministry stated that it did not plan to 
create a separate Francophone advisory committee, 
focusing instead on the creation of an annual Ministers’ 
Forum on immigration that will publish a report each 
year. In the Commissioner’s view, the Ministry must, at 
least, establish transparent accountability mechanisms 
for Francophone immigration so that it can report tangible 
results in achieving the objectives set in the annual report 
produced by the Ministers’ Forum. This is a file that the 
Commissioner intends to monitor closely.

2.4 JUSTICE 

“English and French are the official languages of the courts in 
Ontario, and the court has a responsibility to ensure compli-
ance with language rights [whose interpretation must be] 
consistent with the preservation and development of official 
language communities in Canada and with the respect and 
preservation of their cultures.”19 

Despite this unambiguous decision by the Ontario Court 
of Appeal, the Commissioner, as he lamented as far back 
as his first annual report, regularly receives complaints 
about French-language services in the justice sector. 

19 Belende v. Patel, 2008 ONCA 148, para. 24.

http://www.csf.gouv.on.ca/files/files/Ontario-IDF-request-for-update.pdf
http://www.citizenship.gov.on.ca/english/keyinitiatives/imm_str/roundtable/roundtable.pdf
http://www.flsc.gov.on.ca/files/20121004%20Communiqu%C3%A9%20-%20Rapport%20de%20la%20Table%20ronde%20d%E2%80%99experts%20sur%20l%E2%80%99immigration%20ENG.pdf
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Only this year, the staff of the Commissioner’s Office had 
to assist Francophone citizens who, instead of being 
granted a bilingual hearing, had been erroneously 
assigned an interpreter,20 or who were unable to obtain 
service in French at the court clerk’s office. One particular 
complainant had to go to extreme lengths, over the objec-
tions of the judge, to assert his right to be heard in French.

As distressing as these situations are, complaints are not 
surprising, unfortunately, in view of the great many 
interactions that citizens have with the justice system 
every day (paying fines, going to court, settling estates, 
etc.), the large number of parties involved (litigants, police, 
judges, municipalities, lawyers, court clerks and so on) 
and, above all, the subtleties of the regulations governing 
access to justice in French in Ontario. 

with regard to the latter point, there is a nebulous conver-
gence between French-speaking litigants’ rights under 
the French Language Services Act and under the Courts of 
Justice Act in particular. At the risk of oversimplifying, let’s 
just say that under the French Language Services Act, litigants 
in Ontario are entitled to the “administration of justice”, 
i.e., administrative services at courthouse service 
counters, in French in 25 designated areas in Ontario, 
and that under the Courts of Justice Act, they are entitled 
to the “execution of justice”, i.e., court proceedings, in 
French anywhere	in	Ontario. 

However, this nebulous impression does not seem to be 
confined to litigants: many complaints received by the 
Commissioner’s Office stem from the failure of courthouse 
employees and even judges to understand the language 
rights of Ontario’s Francophones. That is why, in his 2008-
2009 Annual Report, the Commissioner recommended 
that a committee of legal experts be formed to increase 
the knowledge of members of the judiciary with respect 
to language rights and to propose courses of action 
leading to the appointment of bilingual judges.

Justice may be blind, but the recommendation did not fall 
on deaf ears. In his 2009-2010 Annual Report, the 
Commissioner warmly applauded the fact that the 
Ministry	of	the	Attorney	General planned to establish 
and mandate a Bench and Bar Committee led by two  
 

20 Since 1984, as a result of changes in the Courts of Justice Act, citizens have 
the right to a bilingual trial or a trial in French anywhere in Ontario. Hence, 
they have the right to be heard by a judge without the help of an interpreter. 
For more information: http://www.flsc.gov.on.ca/files/EN_flsc_annual_
report_08_09.pdf (page consulted in May 2013). 

well-known Francophone jurists, one a judge and the 
other a legal expert. 

And in August 2012, the Bench and Bar Advisory 
Committee on French Language Services published its 
report on access to justice in French in Ontario. 21 
Furthermore, to confirm that this key report would not 
be left to gather dust, a joint news release by the 
Commissioner’s Office and the Ministry of the Attorney 
General was issued in November 2012 announcing the 
establishment of a steering committee with representa-
tives from the justice sector and other organizations to 
review and develop an implementation plan that responds 
to the Advisory Committee’s recommendations. 

That was excellent news, since the well-documented 
report not only paints an accurate, lucid picture of the 
experience of Francophones seeking justice in French in 
Ontario (e.g., procedures that are more difficult, more 
time-consuming and more expensive, employees who 
are not very sensitive to or aware of the right to justice in 
French) but also offers various solutions, some well-known 
and some daring, in support of equal access to justice in 
French (e.g., active offer of service in French, guidance for 
litigants from the beginning of a proceeding to the end, 
improved training for judges regarding language rights).

The Commissioner is delighted to be able to count on the 
Attorney General’s leadership in implementing the action 
plan outlined in the report, and he is hopeful that the 
eventual outcome of the new solutions, combined with 
the increased sense of responsibility mentioned in section 
1.3.1 of this report, will be that Francophones will no longer 
have to “experience barriers to accessing justice in French 
[that] prevent the legitimate exercise of French language 
rights in Ontario’s courts.”22 

In the meantime, the Commissioner’s Office will of course 
continue its efforts to rescue litigants trapped by the 
system, and the Commissioner will make a point of 
meeting periodically with officials of the Ministry of the 
Attorney General to get good news from them about 
progress in implementing the recommendations.

21 Available online: http://www.attorneygeneral.jus.gov.on.ca/english/
about/pubs/bench_bar_advisory_committee/full_report.pdf (page 
consulted in May 2013). 

22 Ibid. 

http://www.flsc.gov.on.ca/files/EN_flsc_annual_report_08_09.pdf
http://www.attorneygeneral.jus.gov.on.ca/english/about/pubs/bench_bar_advisory_committee/full_report.pdf
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2.5	 	ELEMENTARY,	SECONDARY	 
AND POSTSECONDARY  
EDUCATION 

2.5.1	 Early	childhood

The State rightly acts to protect children, who are 
members of one of the most vulnerable groups in our 
society. As a result, it establishes, administers, hands over 
and funds various mechanisms to ensure that children 
can grow up safe and sound: for example, vaccination 
programs, orientation and support services for new 
parents, financial assistance, initiatives for children with 
special needs, adoption support services, early years 
centres, and children’s aid services. 

Since children form their perceptions of themselves and 
their world and start building their identities in the first 
few years of their lives, it is critical for all provincially 
funded early childhood stakeholders to ensure that they 
can meet the needs of Francophone children and their 
parents or guardians in every part of Ontario.

That is not just the Commissioner’s opinion. The French 
Language Services Act explicitly includes “service provider[s] 
as defined in the Child and Family Services Act” among the 
agencies to which it applies. Moreover, subsection 2(1) of 
the Child and Family Services Act states that “[s]ervice provid-
ers shall, where appropriate, make services to children and 
their families available in the French language.” The 
Commissioner adds that since the Act’s paramount purpose 
is to promote the child’s best interests and since a person’s 
desire to speak to his or her child in his or her mother tongue 
represents the desire to preserve an emotional attachment 
to the child — which is part and parcel of the child’s best 
interests — the phrase “where appropriate” applies to all 
cases involving Francophone children or parents.

Since its establishment, the Commissioner’s Office has 
paid special attention to the provision of services to 
children and parents, particularly when they are members 
of disadvantaged groups, such as Francophone children 
with autism or, as was the case this year, Francophone 
children placed in a unilingual-english foster home.

Yet the Commissioner doesn’t just react. He would like to 
ensure that problems do not arise in the provision of 
services to children and families. In that vein, he partici-
pated in the work of the Commission to Promote 
Sustainable Child welfare, and last February, he attended 
the first Ontario Association of Children’s Aid Societies 
Summit for Franco-Ontarian Professionals.

Inspired by the touching words of writer Lya Luft, “Childhood 
is the ground on which we will walk for our whole life,”23 the 
Commissioner will tirelessly pursue his efforts on the early 
childhood services front. It is a complex sector, where even 
though all parties clearly have the children’s best interests 
at heart, they are not all aware of the integral part that 
French-language services play in those best interests. 

2.5.2 Full-day kindergarten

In the spring of 2010, the government passed a law that 
established a full-day kindergarten program (FDK) for 
four- and five-year-olds, along with extended programs. 
Announced in the 2010 budget, this program was part of 
a government strategy designed to improve student 
achievement and reduce the school drop-out rate.

Some Francophone leaders continue to complain about 
the effects of implementing this program. In fact, several 
Francophone leaders drew the Commissioner’s attention 
to the risk of an exodus of early childhood educators (ECEs) 
leaving French-language daycares en masse for school 
boards because of their more generous compensation 
packages.

The introduction of this program has resulted in increased 
demand for eCes and some child care programs, both 
French and english, have lost staff to school boards. The 
Ministry	of	Education received a complaint in July 2012 
noting that French-language eCes in the London area 
were leaving child care programs for positions with 
French-language school boards in FDK classrooms. 

It is important to note that the movement of eCes from 
child care programs to school boards is not unique to 
Francophone child care programs and is an issue across 
the sector. Since June 2010, there has been a standard 
compensation grid for ECEs working in school boards. 

The Ministry continues to work closely with the Ministry 
of Training, Colleges and universities as well as the College 
of early Childhood educators to ensure more eCes are 
trained across the province. Specifically, the need to 
increase the number of French-speaking ECEs is recog-
nized, and that is why the Ministry-funded early Childhood 
educators Qualifications upgrade Program has been 
targeting French-speaking child care staff seeking formal 
ECE qualifications. 

23 Lya Luft, Losses and Gains: Reflections on a Life, Random House, 2008. 
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Although this situation may be resolved as the education 
system turns out new eCes, the short-term consequences 
of the problem are considerable: the risk that some 
French-language licensed child care programs will be 
eliminated or the daycare centres themselves will close 
and that the students will be diverted to english-language 
schools. As a result, there is increased danger of assimila-
tion, and the Commissioner remains watchful.

2.5.3	 	Elementary	and	secondary	education	
in the Greater Toronto Area

even though minority language education rights at the 
elementary and secondary levels are guaranteed under 
section 23 of the Canadian Charter of Rights and Freedoms, 
in 2010 the Office of the French Language Services 
Commissioner received a large number of complaints 
about the shortage of French-language high schools in 
the province, especially in Toronto. This situation left many 
parents in a dilemma, torn between sending their children 
to an often relatively overcrowded French-language school 
far from their residence and having them attend a nearby 
english-language school.

Despite their good will, the French-language school boards 
unfortunately cannot acquire unused or surplus sites from 
their english-language counterparts to meet their 
students’ needs, in part because of Ministry regulations 
and/or funding availability. As a result of this observation, 
the Commissioner launched a formal investigation whose 
final report was published in 2011. Entitled French-language 
schools in the Greater Toronto Area: When the most elementary 
becomes secondary,24 it documented the magnitude of the 
school shortage in the Greater Toronto Area (GTA) and 
included three recommendations urging the government 
to take action on this issue.

It did not take the government long to act. In March 2012, 
the Commissioner expressed satisfaction25 with the 
measures taken by the Ministry	of	Education to solve 
the problem, including the funding of nine new French-
language schools in the GTA. 

24 Office of the French Language Services Commissioner, Investigation Report 
— French-language schools in the Greater Toronto Area: When the most elementary 
becomes secondary, Toronto, 2011. 

25 Available online: http://www.flsc.gov.on.ca/en/node/122 (page consulted 
in May 2013). 

The Commissioner also recommended that Ontario 
Regulation 444/9826 be amended to make the rules 
governing the sale and transfer of surplus schools between 
school boards more effective and efficient. Although a 
Public Asset Work Group27 consisting of key stakeholders 
was formed to address the issue, it is clear that three years 
after its establishment no corrective measures have yet 
been taken. The Commissioner is hopeful that the good 
will and commitment that the Ministry of education 
exhibited at the outset in making the necessary regulatory 
changes will continue and that the Ministry will establish 
a timetable in the next few months.

2.5.4	 	Construction	of	new	schools	in	
Kanata	and	London

As in the case of the Greater Toronto Area, the 
Commissioner has received many complaints about the 
lack of French-language secondary schools in Kanata and 
the lack of French-language elementary schools in 
London. During the investigation by the Commissioner’s 
Office, the Ministry	of	Education stated that it asks 
school boards to submit their capital priorities in prepara-
tion for the allocation of funding to meet needs related 
to the condition of facilities, shortage of pupil places and 
consolidation of programs. Members of the communities 
can comment on the capital plan at board meetings. The 
Commissioner strongly encourages parents to take an 
active part in this planning exercise. 

The Ministry uses the priorities identified by the school 
boards along with other criteria in determining the alloca-
tion of available capital funding. The Ministry’s current 
funding program, known as the Capital Priorities Grant 
program, often identifies specific types of accommodation 
needs. There are also specific criteria associated with it, 
such as growth-related needs, accommodation of 
students with French-language education rights, and the 
need to address the condition of school facilities.

The two French-language school boards serving the 
Kanata area submitted priorities under the 2011 planning 
process. For one board, the priority was funding for 500 
additional places for Grade 9 to 12 students in a local 
elementary school, while the other had several priorities, 
including the creation of 739 places for its Grade 7 to 12 

26 Available online: http://www.e-laws.gov.on.ca/html/regs/english/
elaws_regs_980444_e.htm (page consulted in May 2013). 

27 For more information, see http://www.flsc.gov.on.ca/files/files/PAWG-
terms-of_reference.pdf (page consulted in May 2013).

http://www.flsc.gov.on.ca/en/node/122
http://www.e-laws.gov.on.ca/html/regs/english/elaws_regs_980444_e.htm
http://www.flsc.gov.on.ca/files/files/PAWG-terms-of_reference.pdf
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students. The Commissioner is delighted that the Ministry 
provided funding approval to support both these requests, 
as announced in June 2011.

The two French-language school boards serving the 
London area submitted priorities in connection with the 
same process in 2012. For one board, the priority was 
funding for a new elementary school in London, and the 
other had various priorities, including additional pupil 
places in an existing elementary school. The Commissioner 
is pleased that the Ministry also provided funding to 
support both these requests, as announced in January 
2013. Francophone students and their families in London 
and Kanata will soon have school facilities that are more 
in keeping with their growing needs.

2.5.5	 	Postsecondary	education	in	Central-
Southwestern	Ontario	

Ontario has a strong postsecondary education system 
composed of 20 publicly assisted universities and 24 
publicly assisted colleges of applied arts and technology, 
commonly called colleges. However, not all students 
benefit from this abundance of postsecondary programs 
and services. The Office of the French Language Services 
Commissioner has received many complaints about the 
lack of French-language postsecondary education oppor-
tunities in Central-Southwestern Ontario. Judging this to 
be a serious problem in various respects, including the 
right to be educated in one’s own language and the issue 
of assimilation of young Francophones, the Commissioner 
decided to launch a formal investigation in 2011.

One year later, in June 2012, the Commissioner’s Office 
released an investigation report entitled The State of 
French-Language Postsecondary Education in Central-
Southwestern Ontario: No access, no future,28 in which he 
urged the government, and more precisely the Minister 
of	Training,	Colleges	and	Universities, to remedy the 
very feeble 0% to 3% access rates for French-language 
postsecondary education in the region. One of the recom-
mendations in the report was that the government should 
establish a new, independent, publicly accountable 
structure to determine both needs and delivery of French-
language postsecondary education programs and services 
in Central-Southwestern Ontario, particularly in the 
Greater Toronto Area.

28 Office of the French Language Services Commissioner, supra note 8.

In early 2013, the government-mandated expert Panel on 
French-Language Postsecondary education in Central 
and Southwestern Ontario published its report entitled 
Moving Forward.29 The expert Panel’s recommendations 
and conclusions were in line with those presented by the 
Commissioner in his report entitled No access, no future. 

In addition, the Commissioner also applauded the govern-
ment for the commitment it made in the Throne Speech30 
to provide the province’s students with better access to 
French-language postsecondary education, especially in 
Central-Southwestern Ontario. It is unquestionably a 
clear and an unambiguous message. Yet it remains to be 
seen how the government intends to come up with 
concrete solutions to the problem and, most importantly, 
what measures will be put in place.

2.5.6	 	Fellowships	for	studying	in	French

The Office of the French Language Services Commissioner 
started receiving a number of complaints and requests 
for assistance regarding the elimination of the Fellowships 
for Studying in French program, just as it was preparing 
to publish its report No access, no future.31 

The Fellowships for Studying in French program was 
introduced by the Ontario government in 1975-1976. The 
$1,500 non-renewable fellowships were awarded to some 
800 students each academic year through a competitive 
process based primarily on academic performance. The 
Ministry	of	Training,	Colleges	and	Universities  
abolished the program following the discontinuation of 
several Ontario Student Assistance Program (OSAP) 
funding plans in order to pay for the Ministry’s 30% Off 
Ontario Tuition program, which provides assistance to 
students from low-income families who choose to pursue 
a postsecondary education in Ontario, regardless of their 
language of study.

On June 20, 2012, because of the concerns expressed by 
citizens, the Commissioner notified the Ministry that he 
would conduct a formal investigation into the elimination 
of the fellowship program. On July 10, 2012, the Regroupement 
étudiant franco-ontarien (RÉFO), which represents the 22,000 
Franco-Ontarian postsecondary students,32 launched an 

29 Available online: http://www.tcu.gov.on.ca/eng/postsecondary/school-
sprograms/MovingForward.pdf (page consulted in May 2013).

30 Available online: http://www.premier.gov.on.ca/news/thronespeech.
php?Lang=EN (page consulted in May 2013).

31 Office of the French Language Services Commissioner, supra note 8.
32 For more information, see http://www.refo.ca/organisation.php (page 

consulted in May 2013).

http://www.tcu.gov.on.ca/eng/postsecondary/schoolsprograms/MovingForward.pdf
http://www.premier.gov.on.ca/news/thronespeech.php?Lang=EN
http://www.refo.ca/organisation.php
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online petition to reinstate the Fellowships for Studying in 
French program. On October 3, 2012, the petition, which 
now had nearly 6,000 signatures,33 was officially submitted 
to the Legislative Assembly of Ontario by a Member of the 
Provincial Parliament.

The Fellowships for Studying in French program was one 
more tool to assist Francophones and Francophiles in 
pursuing French-language postsecondary studies in 
Ontario. Before its elimination, the program sent a clear 
signal that pursuing a postsecondary education in French 
was a choice encouraged by the Ontario government and, 
by extension, that such an education had real value in 
Ontarian society. It was also the government’s last and 
only genuine incentive to pursue a postsecondary educa-
tion in French in Ontario. The Commissioner will release 
the findings of his investigation into the elimination of 
the Fellowships for Studying in French program in 2013.

2.6  HEALTH  

In his 2011-2012 Annual Report, the Commissioner made 
some positive comments on the progress made by the 
Ministry	of	Health	and	Long-Term	Care in response to 
his Special Report on French Language Health Services Planning 
in Ontario, published in 2009.

This was in sharp contrast to the 2008-2009 Annual 
Report, in which the Commissioner criticized the Ministry 
for mismanaging the issue of the proposed regulation to 
make the French Language Health Planning Entities 
compliant with the Local Health System Integration Act, 
2006, and for taking a somewhat passive approach to  
its legal obligations under the French Language Services  
Act (FLSA).

In any case, the six entities established in 2010 are 
currently operational and have signed funding and 
accountability framework agreements with the Local 
Health Integration Networks (LHINs) in their respective 
regions. each LHIN also now has a French-language 
services coordinator.

In the same vein, the government responded to repeated 
requests from the Peel-Halton community for French-
language health care services in the region by supporting 

33 When the online petition closed, it had a total of 5,929 signatures. Available 
online: https://www.change.org/fr/pétitions/pétition-pour-réinstaurer-
la-bourse-pour-étudier-en-français-en-ontario-2 (page consulted in May 
2013).

the opening of the Credit Valley Family Health Team office 
in April 2012. The Commissioner first presented the results 
of his investigation on the subject in his Investigation 
Report on the Centre de services de santé – Peel et Halton 
inc., published in March 2010.

In view of the positive impact of the recent initiatives in 
the health sector, the Commissioner remains optimistic, 
especially because of the Ministry’s change of attitude. 
Indeed, the Ministry is now exhibiting a real desire to find 
pragmatic, lasting solutions that meet the needs of 
Francophone citizens instead of merely adhering to the 
letter of the FLSA. 

HIV/AIDS

On the occasion of world AIDS Day, December 1, 2012, the 
Commissioner wrote a blog post providing a detailed 
picture of the issues faced by Francophones living with 
and at risk of HIV. While the Ministry has maintained that 
organizations operating in the HIv/AIDS sector have no 
legal obligation to provide service in French (since they 
are not government agencies and do not provide services 
on the government’s behalf), it has nevertheless taken a 
more active role to ensure that Francophones living with 
HIV have access to HIV-specific services in French.

The Ministry has contributed to the funding of community 
organizations operating in the HIv/AIDS service sector to 
help them make their resources available in French and 
train their employees. In the Commissioner’s view, the 
fact that consultations on the renewal of the provincial 
strategy on HIv/AIDS have been held in French is also 
promising. He is hopeful that the specific needs and 
characteristics of the Francophone community will be 
taken into account.

Regulated health professions

under the Regulated Health Professions Act, 1991, Schedule 2, 
section 86, a person has the right to use French in all deal-
ings with, in particular, the College of Nurses of Ontario. 
Despite this explicit provision, however, the College still 
seems to have difficulty complying with it, a recurring 
problem that the Commissioner raised in his 2008-2009 
Annual Report and his 2009-2010 Annual Report.

https://www.change.org/fr/p%C3%A9titions/p%C3%A9tition-pour-r%C3%A9instaurer-la-bourse-pour-%C3%A9tudier-en-fran%C3%A7ais-en-ontario-2


offiCe of tHe frenCH language serviCes Commissioner a neW approaCH

CHAPTER	2	 a Human storY

28

40

In 2012, a French-language health services provider asked 
the Commissioner’s Office to intervene in the case of a 
Francophone nurse practitioner whom it had hired more 
than a year earlier but who had still not been able to obtain 
her licence to practise in Ontario. She had apparently 
waited more than seven months for the translation of her 
file alone, and each time she contacted the College, she 
was unable to obtain service in French.

Since the Ministry is responsible for the statute in ques-
tion, the Commissioner’s Office requested its assistance 
in identifying options for resolving the issue. 

The College then promised to revise its current practices 
to ensure that similar situations do not occur in the future. 
The case of the nurse in question was also resolved in less 
than a week. The Commissioner is pleased that the 
Ministry made a commitment to contact Ontario’s other 
health profession regulatory bodies and offer them train-
ing on their obligations concerning the provision of 
French-language services and on the importance of active 
offer.

Clinical assessment tools

To meet patients’ needs more effectively, a number of 
standardized clinical assessment tools were made avail-
able to health service providers (HSPs) in the community 
care sector, such as the Ontario Common Assessment of 
Needs (OCAN), the interResident Assessment Instrument 
Community Health Assessment (interRAI CHA) and the 
Integrated Assessment Record (IAR), which is an assess-
ment viewer. unfortunately, French versions of these tools 
were not provided at the same time. However, the Ministry 
acknowledged that this process had not been properly 
planned and promised to remedy the situation. 

Since the initial concern regarding the lack of French 
assessment tools was raised, the Ministry has taken the 
following actions to remedy the situation: both of the 
assessments — OCAN and interRAI CHA — are now avail-
able in english and French, along with supporting training 
material. The Ministry will also take the necessary steps 
to encourage vendors to develop bilingual products as 
prerequisites in any future updates.

Consideration of the Francophone community’s 
specific characteristics

As part of its response to the first recommendation in the 
2009 Special Report on French Language Health Services 
Planning in Ontario, the Ministry included funding for the 
Réseau de recherche appliquée sur la santé des francophones 
de l’Ontario (RRASFO) in the Applied Health Research 
Networks Initiative (AHRNI). The RRASFO’s objective is 
to observe, measure, document and evaluate health 
conditions and access to health services for the 
Francophone population of Ontario.

Though laudable, these efforts have not yet translated 
into the acquisition of reliable data for use by the LHINs in 
planning health services. All too often, the results of studies 
conducted by and for Francophones are not translated 
into French and are therefore not incorporated into the 
knowledge community. For example, there are still no data 
on the number of Franco-Ontarians who have diabetes. 

Similarly, there is no consensus on how to identify 
Francophones in the planning and delivery of health care 
services. The data of some agencies are still based on 
language spoken or language preference, while others, 
including the Commissioner’s Office, want the Inclusive 
Definition of Francophone (IDF) to be used.

The development of Open Minds, Healthy Minds, Ontario’s 
Mental Health and Addictions Strategy, is an example of 
how the Ministry is careful to consult the Francophone 
community but in some cases neglects to follow up with 
Francophone communities on how their feedback has 
been used. As a result, many in Ontario’s Francophone 
communities feel wrongfully marginalized.

2.7 DIRECT SERVICES 
 

It is hard to imagine that any citizen, no matter where he 
or she lives in the province, would never have received 
direct services from an Ontario government agency.  
First, ServiceOntario, which processes more than  
48 million transactions a year at nearly 300 service centres, 
eight call centres, and ServiceOntario’s online channel at  
www.serviceontario.ca, is the face of the Ontario govern-
ment for the majority of citizens. each of these centres is 
responsible for a very broad range of services: for example, 
it is where a mother may go to obtain a birth certificate 
for her newborn, where a person will renew his driver’s 
licence, and where an immigrant will acquire a health card.
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with its 632 stores across the province, 112 of them desig-
nated, more than 124 million transactions per year, and a 
catalogue of 19,000 products, the Liquor Control Board 
of	Ontario, better known as the LCBO, is also an import-
ant service provider. The same is true of the Ontario 
Lottery and Gaming Corporation (OLG), which is 
responsible for 24 gambling establishments and has 
10,000 sales outlets.

The importance of active offer of French-language 
services

Although all these organizations aspire to excellence in 
customer service, they do not necessarily put the proper 
resources in place when it comes to serving Francophone 
communities. The majority of the complaints that the 
Commissioner’s Office receives about them are of a 
systemic nature and have to do with the lack of active	
offer of French-language services, even though the 
Commissioner recommended that the government take 
action on this question in his 2009-2010 Annual Report.

In response to that recommendation, the government 
produced an active offer guide for service planners and 
developed a set of guidelines. However, in government 
jargon, guidelines do not have the same force as an actual 
directive. Thus, when making a decision, a manager can 
simply consider the guidelines issued by the government, 
but he or she is required to follow the existing directives 
or formally request an exemption. In other words, it is 
exactly like the difference between a suggestion and  
an order. Because of the importance of active offer and 
the number of instances of non-compliance, the 
Commissioner feels obliged to revisit the issue.

reCommenDation 2

The French Language Services Commissioner recom-
mends to the Minister Responsible for Francophone 
Affairs that an explicit directive regarding the active 
offer of French-language services be issued by the 
Management Board in the 2013-2014 fiscal year and 
that said directive apply to all ministries, government 
agencies and entities that provide French-language 
services on behalf of the government. 

The importance of human resources planning

One of the cornerstones of active offer is unquestionably 
human resources planning. There is little point in having 
bilingual signs and forms in both French and english if 
there isn’t enough bilingual staff capable of providing 
service in an equitable manner; without such staff, the 
citizen’s experience will be diminished. In that respect, 
t h e  g o ve r n m e n t  re s p o n d e d  p o s i t i ve l y  t o  t h e 
Commissioner’s recommendation in his 2008-2009 
Annual Report. In April 2012, an updated employment 
Policy was launched, setting out clearer direction on the 
staffing of designated bilingual positions. 

However, this exercise has not sufficed to ensure the 
provision of high-quality French-language services, as 
demonstrated by the number and nature of the 
complaints received by the Commissioner’s Office. It is 
not acceptable, for example, for a citizen to be told in 
english to contact a service centre at a different time 
because the person in the designated position comes in 
to work later.

The development of a human resources plan for the entire 
public service, based on diversity and inclusion, should 
enable the government to adequately address the needs 
of the Francophone community. 

Similarly, it is inexcusable that a citizen should be unable 
to communicate directly with a Workplace	Safety	and	
Insurance	Board case manager and should have to do so 
through an intermediary because the person who is really 
qualified to manage his case is not bilingual. A case of this 
type was brought to the attention of the Commissioner’s 
Office this year. To add insult to injury, the complainant 
in this case had also received a letter in english informing 
him of the deadline for appealing the Board’s decision. 
Following intervention by the Commissioner’s Office team 
and a delay of several months, the complainant finally 
received a French translation of the letter, though the 
appeal deadline was not changed to compensate for  
the delay in sending out the letter in question. The 
Commissioner recognizes that errors can happen, but in 
this situation, despite employees’ good intentions, the 
service provided was far from equivalent, and the conse-
quences of such practices can be very serious. 
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reCommenDation 3 

The French Language Services Commissioner recom-
mends to the Ministry of Government Services that 
a directive on the development and implementation 
of a human resources plan for French-language 
services be issued by the Management Board in the 
2013-2014 fiscal year and that said directive apply to 
all ministries, government agencies and entities 
that provide French-language services on behalf of 
the government. The plan should include concrete 
measures for the designation, appointment, training 
and retention of staff.

Public-private partnerships 

In addition, in its 2012-2013 budget, the government 
announced its intention to explore partnerships with the 
private sector to take over some ServiceOntario functions. 
However, as the Commissioner pointed out in his last 
annual report, all too often French-language services are 
“forgotten” in the privatization of provincial services. The 
Commissioner is so concerned about this issue that he 
recommended that the government make sure that any 
public-private partnership take French-language services 
into account.

Privatizations 

Privatizations too are contemplated on a recurring basis. 
Once again, it is essential to make sure that they are not 
carried out before the necessary contractual obligations 
are in place to ensure the provision of French-language 
services. The Commissioner will remain very vigilant on 
this point, because Francophones’ rights must clearly not 
be overlooked. This is precisely why the Commissioner 
made a recommendation on privatizations in his 2009-
2010 Annual Report.

2.8 LAND AND RESOURCES
 

Natural resources and their derivatives are valuable, non-
renewable collective capital, and we expect them to be 
carefully managed and protected by the State. we also 
expect that all citizens will be given the opportunity to 
participate fully in the conservation and efficient utiliza-
tion of their ecological and energy assets. In Ontario, that 
includes Francophones.

Over the years, the Commissioner’s Office has received 
complaints about alleged failures to consider the 
Francophone community’s needs in the exploitation and 
management of resources. The Commissioner’s Office 
intervened in those cases, of course; the results were 
mixed. 

That is true of the environmental assessment process, 
which contributes to the regulatory goal of “promot[ing] 
responsible environmental decision-making and 
ensur[ing] that interested persons have an opportunity 
to comment on projects that may affect them.”34 For 
example, in his 2008-2009 Annual Repor t, the 
Commissioner mentioned that an environmental assess-
ment for a project that might have health effects had been 
carried out in a designated area without all the relevant 
documentation being available in French. The Ministry 
of	the	Environment took effective action and had the 
public consultation period extended and more information 
in French posted on the web.

This year, however, after receiving six complaints about 
a landfill site project in a designated area for which the 
terms of reference were presented to citizens in english 
only, the Commissioner’s Office was unable to get the 
Ministry to have the developer provide a full translation 
of the document. while Francophone citizens had to get 
by without a French translation of a preliminary document 
which was essential to the environmental assessment 
process, the Ministry did require the proponent, subse-
quently, to accept additional obligations regarding 
consultations with the Francophone community. From 
a broader perspective, the Ministry also made a commit-
ment to explore the possibility of incorporating in the 
codes of practice for project proponents specific provisions 
concerning consideration of Francophones’ needs. This is 
excellent news and shows definite leadership on the part 
of the Ministry.

while the foregoing ultimately falls into the win column, 
the Commissioner cannot say the same in the case of the 
energy corporations established under the Electricity Act, 
such as the Ontario	Power	Authority, which are not 
required to provide information in French about important 
subjects such as saving energy, or in the case of industry 
funding organizations, mandated under the Waste 
Diversion Act, 2002 to reclaim waste such as tires, batteries 

34 For more information, see http://www.ene.gov.on.ca/environment/en/
industry/assessment_and_approvals/environmental_assessments/
STDPROD_075551.html (page consulted in May 2013).

http://www.ene.gov.on.ca/environment/en/industry/assessment_and_approvals/environmental_assessments/STDPROD_075551.html
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and electronic devices, which are similarly not required 
to provide information in French to Ontario’s citizens. 
Despite corrective recommendations to the Ministry	of	
Energy and the Ministry of the environment in the 2010-
2011 Annual Report, there seems to have been little 
movement of significance on these files. 

But things are far from a washout: after learning this year 
about a potential shortage of French-language programs 
for drinking water operators at the Walkerton Clean Water 
Centre, the Ministry of the environment reacted promptly 
and, only a few months after the intervention by the 
Commissioner’s Office, reported that it had taken a series 
of proactive corrective measures, including a needs survey 
and consultations with the Association française des muni-
cipalités de l’Ontario (AFMO). Bravo!

The Commissioner intends to stay in contact with the 
various stakeholders in the resources sector over the next 
few years and keep mobilizing efforts so that Ontario’s 
Francophones can participate fully in the sensible 
management of their province’s resources.

2.9  MUNICIPALITIES 
  

An analysis by the Commissioner’s Office, documented 
in its latest annual report,35 demonstrated that more than 
half of the member municipalities of the Association 
française des municipalités de l’Ontario (AFMO) had no by-law 
or policy on French-language services, although 80% of 
them provided bilingual municipal services de facto. 
Moreover, where there are by-laws, most of them are 
more than 20 years old.

The Commissioner has congratulated the municipal 
councils that have taken such initiatives, of course. 
However, he feels that others should follow suit. In the 
Commissioner’s view, the future of the Francophone 
community depends on the enactment of genuine 
safeguards. 

Furthermore, by passing legislation on this issue, muni-
cipalities could mitigate the inclination of certain 
individuals to politicize and exploit the language question, 
as was the case with the Township of Russell’s by-law on 
bilingual commercial signs that was challenged by two 
citizens. The lawsuit brought by the two citizens was 
thrown out by the Ontario Superior Court in August 2010 

35 Office of the French Language Services Commissioner, supra note 15.

and the Ontario Court of Appeal in June 2012. The Supreme 
Court of Canada refused to hear the case in December 
2012.36 These judgements should encourage municipal 
officials to forge ahead without worrying about having 
their actions challenged in the courts or questioning the 
constitutional legality of their decision. 

Yet the debate surrounding the relationship between 
Francophones and their municipalities has not faded 
away. For example, last fall the États généraux de la franco-
phonie d’Ottawa recommended that the city be officially 
designated bilingual. The Commissioner’s position on this 
question is crystal clear. He has come out in favour of a 
declaration of official bilingualism, which would reaffirm 
Ottawa’s unique place in the Canadian landscape and 
strengthen all Francophone citizens’ sense of belonging 
and equal status. 

Meanwhile, the debate about bilingual commercial signs 
has reignited with the recent decision by the Association 
canadienne-française de l’Ontario37 (ACFO) of Prescott-
Russell to urge the region’s municipalities to adopt a policy 
on this matter. Although the Commissioner is proud to 
see this issue being debated in the public square, he 
regards the adoption of a by-law guaranteeing and safe-
guarding the provision of French-language services as 
equally important, even crucial. Lastly, the Commissioner 
believes that on the eve of the celebrations surrounding 
the 400th anniversary of the French presence in Ontario,  
municipalities should seize the opportunity to send a clear 
message to their citizens by taking the necessary steps 
to entrench the availability of the French-language servi-
ces that are being provided de facto.

36 For more information, see http://www.radio-canada.ca/regions/
ottawa/2012/12/06/004-affichage-bilingue-decison-cour-supreme.
shtml (page consulted in May 2013).

37 For more information, see http://www.radio-canada.ca/regions/
ottawa/2013/02/24/004-acfo-affichage-bilingue.shtml (page consulted 
in May 2013).

http://www.radio-canada.ca/regions/ottawa/2012/12/06/004-affichage-bilingue-decison-cour-supreme.shtml
http://www.radio-canada.ca/regions/ottawa/2013/02/24/004-acfo-affichage-bilingue.shtml
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a WisH of tHe Commissioner

The Commissioner would like the member munici-
palities of the Association française des municipalités de 
l’Ontario (AFMO), especially those which are already 
providing French-language services, to adopt a muni-
cipal by-law or regulation that would formalize the 
use of French in the delivery of their programs and 
services.

The Commissioner has been 

preaching from the outset about 

active offer by agencies that are 

tasked with providing government 

services — a spontaneous, 

proactive announcement that 

service in French is available, which 

immediately suggests fair and 

dignified treatment.
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COMPLAINTS RECEIVED IN 2012-2013

In the 2012-2013 fiscal year, the Commissioner’s Office 
received 349 complaints (Table 2). In absolute terms, that 
is a slight decline relative to 2011-2012. Again this year, the 
Commissioner’s Office received a large number of individual 
complaints on a wide variety of issues and genuine concerns 
ranging from the lack of French-language service at a service 
counter to unilingual-english consultations and situations 
where services were available but not equivalent.

Complaints by category 

Of the 349 complaints received in the past year, 293 led to 
an investigation and 222 were deemed admissible. This 
represents nearly 65% of the total number of complaints 
received during the period, while 56 complaints were 
determined to be inadmissible. 

TABLE	2

Complaints reCeiveD betWeen april 1, 2012,  
anD marCH 31, 2013

number

Investigated  293

Admissible  222

Other types of complaints  46

Low-impact  25

Inadmissible  56

total  349

Inadmissible complaints (Table 3) are divided into five 
categories: provincial, federal, municipal, private sector, 
and trivial/frivolous/vexatious/in bad faith. Inadmissible 
complaints in the Provincial category include cases dealing 
with non-designated regions, organizations not subject 
to the FLSA but under the government’s control, or those 
affected by a government decision or restructuring of 
services. In fact, this category and the “Municipal” and 

“Private sector” categories together account for 85% of 
inadmissible complaints. 

Inadmissible complaints are by no means devoid of inter-
est. In many cases, the Commissioner’s Office forwards 
them to the organizations concerned with the aim of 
suggesting improvements that, though outside the 
framework of the Act, would better reflect the spirit of 
the law or promote excellence in service to the public.

TABLE	3

inaDmissible Complaints

Province  16

Federal  5

Municipal  14

Private	  19

frivolous/vexatious/in	bad	faith  2

total  56

with 46 complaints, the Commissioner’s Office also 
recorded an increase in the number of complaints in the 
“other types”38 category compared with 2011-2012. This 
category (Table 4) includes cases involving either independ-
ent bodies or entities created, mandated or funded by the 
government.

38 Other types of complaints are difficult to categorize. They primarily concern 
the delivery of services where a member of the public has no other option 
because the agency has a monopoly on the service. These complaints are 
within the provincial government’s purview and relate to agencies created 
or mandated by various ministries to offer programs and services that, in 
cases of devolution, were previously delivered by the province.

A statistical story

CHAPTER	3	 a statistiCal storY
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In 2012-2013, most of these complaints were about 
independent organizations such as the Law	Society	of	
Upper Canada, which regulates the legal and paralegal 
profession in Ontario. The cases are being investigated, 
but they will not be added to the statistics for government 
institutions. 

TABLE		4

otHer tYpes of Complaints

Devolution  2

General  36

subsidized	  5

Partnership  3

total  46

There were 222 ministry-related complaints this fiscal year 
(Table 5). Because of the new approach adopted by the 
Commissioner’s Office, only the total number of admis-
sible complaints will be recorded in the table of complaints 
for the institutions concerned. The aim is to report the 
situation as it was on March 31, 2013, in order to be as 
objective and transparent as possible with the institutions 
that were the subject of citizen complaints. In fact, 
between the time the writing is completed and the time 
the report is published, many of the complaints listed 
were resolved. 

The team in the Commissioner’s Office works extremely 
hard to find permanent, pragmatic solutions to the 
problems raised. This work is carried out in cooperation 
with the stakeholders, always with a view to improving 
the quality and availability of French-language services. 
while some complaints lead to cases that can be resolved 
in a relatively short time, others have to do with systemic 
problems that require in-depth research and may therefore 
take longer. These efforts and results are not reflected in 
a table whose function is to report the situation at the 
end of the fiscal year.

TABLE	5

number of aDmissible Complaints bY 
institution

INSTITUTION ADMISSIBLE 
COMPLAINTS 
FOR  
2012-2013

Designated	agencies*  3

Legislative	Assembly**  6

Ministry of Agriculture and Food  1

Ministry of the Attorney General  33

Ministry of Children and Youth 
services

 9

Ministry	of	Citizenship	and	
Immigration

 1

Ministry	of	Community	and	social	
services

 3

Ministry	of	Community	safety	and	
Correctional	services

 8

Ministry	of	Consumer	services  2

Ministry of Education  21

Ministry of Energy  4

Ministry	of	the	Environment  9

Ministry of Finance  27

Ministry	of	Government	services  23

Ministry	of	Health	and	Long-Term	
Care

 38

Ministry	of	Labour  4

Ministry	of	Natural	Resources  3

Ministry	of	Tourism,	Culture	and	sport  6

Ministry	of	Training,	Colleges	and	
Universities

 6

Ministry	of	Transportation  7

Municipalities***  8

total  222

*   These complaints relate to agencies and institutions designated under 
the French Language Services Act.

**   These complaints relate to entities that report directly to the Legislative 
Assembly.

***  These complaints are deemed admissible when they are brought against 
a municipality that has a by-law that guarantees the provision of French-
language services.
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The key ministries that serve the public directly — the 
Ministry of Health and Long-Term Care, the Ministry of 
the Attorney General, the Ministry of Government Services 
and the Ministry of Finance — account for more than half 
of the complaints received in 2012-2013.  

 Geographic distribution of complaints

The geographic origin of complaints received in 2012-2013 
reflects fairly well the geographic distribution of 
Francophones in Ontario39. Central, eastern, and 
Northeastern Ontario — regions with large concentrations 
of Francophones — had the highest volumes of complaints 
to the Commissioner’s Office, as shown in Table 6. 

The table also shows that almost 41% of all complaints 
came from eastern Ontario, closely followed by Central 
Ontario with 39% of total complaints. Nearly 12% of 
complaints originated in Northeastern Ontario. Together, 
Central and eastern Ontario account for 80% of 
complaints received in 2012-2013.

TABLE	6

geograpHiC Distribution of Complaints, 
2012-2013

Region  %

Eastern Ontario  41

Central Ontario  39

Northeastern	Ontario  12

southwestern	Ontario  6

Northwestern	Ontario  1

Out-of-province  1

Total  100

39 According to the profile of the Francophone community published by the 
Office of Francophone Affairs in May 2013, the distribution of the 
Francophone population varies by region: almost two thirds of the prov-
ince’s Francophones live in Eastern and Northeastern Ontario (42.2% in 
Eastern Ontario and 20.8% in Northeastern Ontario). Three out of ten 
Francophones (30%) live in Central Ontario, and nearly a third of that 
group is concentrated in Toronto. Southwestern Ontario and Northwestern 
Ontario account for nearly 5.7% and 1.2% of the Francophone population 
respectively.

Finally, it is important to note that obtaining an accurate 
picture of the geographic origins of complaints is a 
complex undertaking because residents are highly mobile 
today and government services are provided in various 
forms made possible by new communications technolo-
gies. A person from Chapleau, for instance, may want to 
complain about the poor quality of French-language 
services in the North Bay area or unsatisfactory telephone 
service provided by an employee located in London. 
However, this table is based exclusively on the complain-
ants’ place of residence, a criterion that measures the 
F ra n c o p h o n e  c o m m u n i t y ’s  aw a re n e s s  o f  t h e 
Commissioner’s Office.

Historical overview

In six years, the Commissioner’s Office has received 1,818 
complaints, 1,514 of which have been the subject of an 
investigation, about 85% of all complaints. Only 304 
complaints (about 17%) were deemed inadmissible  
(Table 7). These cases show that Francophones are increas-
ingly aware of their rights, and that they are asserting 
them and are not reluctant to complain when they feel it 
is necessary.

TABLE	7	

number anD tYpes of Complaints bY Year

RECEIVED INVESTIGATED INADMISSIBLE

2007-2008  62  43  19

2008-2009  304  248  56

2009-2010  351  294  57

2010-2011  381  328  53

2011-2012  371  308  63

2012-2013  349  293  56

Total 	 1,818 	 1,514  304
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Information requests

In the period covered by this sixth annual report, the 
Commissioner’s Office received a total of 38 requests for 
information on a wide range of topics. The majority of the 
requests had to do with French-language services, obliga-
tions specified in the French Language Services Act, and 
interpretations of the Act. 

Many citizens also requested information about the 
process of designation under the Act. Others contacted 
the Commissioner’s Office to obtain statistical data on 
the Francophone community.

The Commissioner’s Office handled these requests within 
a reasonable timeframe by either referring the client  
to the appropriate office or providing the desired 
information.

Again this year, the Commissioner’s 

Office received a large number of 

individual complaints on a wide 

variety of issues and genuine 

concerns ranging from the lack 

of French-language service at a 

service counter to unilingual-english 

consultations and situations where 

services were available but not 

equivalent.
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In his sixth annual report, the Commissioner keeps up the 
tradition of recognizing best practices and innovation by 
government ministries and agencies in providing French-
language services.

The exemplary	practices chosen by the Commissioner 
were selected because they were developed in partnership 
with the Franco-Ontarian community, or because they 
enhanced the vitality of disadvantaged Francophone 
populations in some concrete way. Although the 
Commissioner is unable to select all of the practices submit-
ted to him, he is grateful to all the ministries and agencies 
that agreed to take part in this constructive exercise.

	Go	to	www.flsc.gov.on.ca/ar1213	to	learn	more	
about	these	exemplary	practises.

4.1 EXEMPLARY PRACTICES

4.1.1 Espace jeunesse program

The Espace jeunesse program, previously for children aged 
7 to 12, has also become the first free French-language 
mental health support service for youth between 13 and 
18 in Toronto, as officially announced on November 14, 
2012. Funded by the Ministry	of	Children	and	Youth	
Services, Espace jeunesse is the product of an innovative 
partnership between the Hincks-Dellcrest Centre and the 
Centre francophone de Toronto.

4.1.2	 	Bridge	training	programs	for	
internationally trained 
Francophones

On October 1, 2012, the Labour Market Integration Unit 
(LMI) of the Ministry	of	Citizenship	and	Immigration 
began funding a new three-year pilot project aimed at 
bridging Francophone immigrants with early childhood 
education experience abroad into the profession. The 
project is hosted by Collège Boréal and is based in London, 
Ontario. On January 25, 2013, the LMI also brought 
together the managers of its 10 bridge training projects 
for internationally trained Francophones to discuss  
best practices.

4.1.3	 	Promoting	security	for	women	
victims	of	violence

Six violence-against-women agencies in Simcoe County 
funded by the Ministry	of	Community	and	Social	
Services	recognized the need to work together to better 
serve Francophone women who are experiencing domes-
tic violence or  are sexual assault survivors. On December 
7, 2012, the agencies held a mandatory one-day training 
session to provide approximately 50 front-line staff 
members with an overview of a revised referral process. 
As a result of this initiative, referrals to the residential and 
non-residential agencies providing French-language 
services have increased. The Commissioner attended  
the event.

4.1.4	 	Partnership	between	Groupe Média 
TFO	and	Canadian	Parents	for	French	
(Ontario)

Groupe Média TFO and Canadian Parents for French 
(Ontario) signed a partnership agreement in October 2012 
to increase the number of French Second Language learn-
ers who use French-language educational products and 
services, particularly through live and online programs. 
This partnership also aims to expand the Francophile 
community in Ontario and encourage official language 
bilingualism.

4.1.5	 	Ontario	Association	of	Children’s	Aid	
Societies	Summit

In February 2013, the Ministry	of	Children	and	Youth	
Services supported the Call to Action: Together to Serve in 
French Summit for Franco-Ontarian Professionals, a key 
Ontario Association of Children’s Aid Societies initiative 
bringing together approximately 125 Franco-Ontarian 
social service providers in the areas of child welfare, 
children’s mental health, education, family violence and 
youth justice. The goal of the summit, which was attended 
by the Commissioner, was ultimately to improve French-
language services delivery in a number of children’s 
services.

An exemplary story
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4.1.6	 	Summer	camps	in	French	at	Toronto	
Harbourfront	Centre

As part of the Élargir l’espace francophone [expanding the 
vitality of the Francophone community] initiative, which 
is supported by the Ministry	of	Education and coordin-
ated by the Centre canadien de leadership en évaluation (CLÉ), 
a partnership was established between Collège Boréal and 
the Toronto Harbourfront Centre to offer summer camps 
in French. The camps (dance, canoeing, hiking, creative 
writing and creative arts) will begin in July 2013 and will 
be for ages 5 to 12.

4.1.7	 Leadership	training	in	French

From October 11 to 13, 2012, 20 secondary school students 
from the Conseil scolaire de district catholique de l’Est ontarien 
and the Conseil des écoles publiques de l’Est de l’Ontario 
participated in a leadership training course provided by 
the Fédération de la jeunesse franco-ontarienne (FeSFO) at 
the university of Guelph. The initiative was supported by 
the Réseau de développement économique et d’employabilité 
de l’Ontario (RDÉe Ontario) and the Rural Ontario Institute, 
in collaboration with school boards, FeSFO and the Élargir 
l’espace francophone initiative, which is funded by the 
Ministry	of	Education. The course was also offered in 
welland in partnership with the Centre de santé commu-
nautaire de Hamilton-Niagara.

4.1.8	 	Creating	a	Francophone	space	within	
social	service	agencies	in	Sudbury

The Ministry	of	Community	and	Social	Services 
informed the Commissioner’s Office that on March 6, 
2013, approximately 40 Anglophone and 35 Francophone 
workers participated in a one-day conference organized 
by the comité des services sociaux en français of the Sudbury 
region. The goal of this initiative was to strengthen 
existing relationships and create a Francophone space 
within and among social service agencies in Sudbury. In 
January 2013, a second activity brought together approxi-
mately 25 executive directors to share strategies for 
success in creating Francophone spaces within and among 
the organizations.

4.2 HONOURABLE MENTIONS

The honourable mentions recognize the leadership 
shown by government ministries and agencies that have 
made efforts to expand the delivery of high-quality French-
language services. each one will be the subject of a blog 
post by the Commissioner during 2013-2014. The following 
initiatives received honourable mentions in 2012-2013:

 • The Leading edge Practises in Bilingual Recruitment 
Conference in Kingston;

 • The Public Health French Language Services 
Community of Practice;

 • The Draw the Line public education campaign;
 • ServiceOntario’s French Language Services Resource 

Corner;
 • Support for the 2012 Pan Canadian Forum on economic 

Development in the Canadian Francophonie;
 • The optimization of bed occupancy at the Pavillon 

Omer Deslauriers and the Memory Centre Project 
within Bendale Acres long-term care facility;

 • The mandatory drinking water operator courses;
 • Building health service providers’ capacity to deliver 

French-language services;
 • The production of the “Getting Your Ontario Driver’s 

Licence” videos;
 • ServiceOntario’s e-learning tool;
 • French-language primary health care services in Pain 

Court;
 • The discussion on the vision of early learning between 

the French-language school boards and the Ministry 
of education;

 • Access to primary care in French in waterloo and 
wellington;

 • Raising awareness of the importance of French-
language services among Supervised Access Program 
staff; and

 • The Central-East Local Health Integration Network’s 
Integrated Health Service Plan.
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Over the last six years, the Office of the French Language 
Services Commissioner has paved the way for citizens 
seeking French-language services in Ontario. In so doing, 
it has developed a relationship of trust and built strong 
ties with its complainants, with the government and with 
the organizations that defend the rights and meet the 
needs of Francophones, Francophiles and newcomers  
in Ontario.

The Commissioner’s Office has also gradually acquired 
tools to help it more effectively fulfil its vision of ensuring 
active, integrated delivery of French-language services in 
support of the development of the Francophone commun-
ity and Ontarian society. Among those tools are a 
competent, committed staff, a meticulous approach to 
processing complaints, and strategic partnerships with 
other organizations whose mandate is also to serve the 
interests of the province’s Francophone citizens. It is worth 
noting that the government has participated in the vision 
of the Commissioner’s Office, with the result that the road 
that the latter paved in 2007 has gradually led to changes 
and opened up solutions for Francophone citizens.

The Commissioner also expanded his horizons by travelling 
to the four corners of Ontario to meet the various 
Francophone communities, participate in their events 
and observe their challenges first-hand. After all, compli-
ance with the letter and spirit of the French Language 
Services Act is not solely up to the Commissioner’s Office; 
it is a shared engagement with Ontarians and their govern-
ment. Without Francophone citizens who take action and 
a government that listens, it would certainly be difficult 
to go straight forward toward far-reaching progress.

Today the Commissioner wants to take advantage of 
everything he has managed to develop in the past — all 
those relationships and strong connections and all those 
tools — and engage the government in implementing a 
new approach in which government ministries and agen-
cies will  work in closer collaboration with the 
Commissioner’s Office, viewing complaints from a 
systemic perspective.

In particular, this new approach will contribute to greater 
consideration of the needs of disadvantaged populations. 
In the Commissioner’s view, it is important not to under-
estimate the positive impact of the active offer of 
French-language services at the initial point of contact, 
especially in the case of disadvantaged populations. In 
fact, this is why he regards as vital the development of a 
government directive concerning active offer and another 
concerning the development and implementation of a 
human resources plan for French-language services.

The Commissioner is grateful to all the complainants who 
go out of their way year after year to tell him how important 
their right to obtain services in French in Ontario is to them. 
with his new approach, the Commissioner wanted to 
encourage citizens and government ministries and agencies 
to use the array of tools and communications that he has 
made available to them since he took office. He invites them 
to visit his new website, at www.flsc.gov.on.ca, and take 
advantage of these resources, now organized by service 
sector in the “News” section.

Ontario’s Francophonie is growing, evolving and reshaping 
itself rapidly. At the same time, every organization must 
adapt to its environment and revitalize itself periodically 
to keep achieving its goals. The Commissioner is pleased 
that his office is taking a new approach that will enable 
it, in collaboration with the government and the 
complainants, to serve the needs of Ontario’s Francophone 
citizens even more effectively.

Conclusion
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