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Client Feedback on service in French...
confirms that BILINGUAL EMPLOYEES ROCK!

French Language Services receives a great deal of feedback from clients about the WRHA’s offer of services in French. They tell us about what it means to them to receive service in French; how they feel when they don’t; why speaking their mother tongue is easier for them; and why a genuine Active Offer of services in French matters.

When you speak in French to clients …
…you make their experience easier for them.

There is a well-known expression that says, “When I am sick I am not bilingual”. That’s because it is a known fact the majority of people prefer to use their first language (or sometimes automatically revert to their mother tongue) when they are ill or experiencing a crisis.
In times of stress or in uncertain/frightful situations, when someone is unwell or tired, it is an added level of difficulty and discomfort to have to speak accurately in one’s second, or sometimes third or fourth language in the case of many of our immigrants.  It is a true comfort to Francophone clients to receive service in French, and research has shown it results in better outcomes.

Here is what a few people said:

“It’s easier for me to express myself and to explain my health needs in my mother tongue.”

“The more personal the communication, the more I want to speak my mother tongue.”

“Because it’s my language and when it comes to health care, I think that we express ourselves better in our language.”

“It’s much easier to express myself in French, especially when I am sick.”

“It’s much easier to describe the symptoms of an illness in our fluent language.”

“In a time of crisis for me, understanding and communication are much easier when in French.”

“I choose the French language, which is mine, and in which I function the best because I understand it. It’s reassuring…”

“…I’m more comfortable when I speak French.”

“The priority is good care – this has been received, bravo and thank you. But in the event of an accident, it’s always nice to be spoken to in a language we’ve mastered.”

Your bilingual role is important…
…because not everyone speaks English.

It is a misconception that all Francophones in Winnipeg are bilingual. That is certainly not the reality.

Elderly people sometimes have not learned English, more and more young children are being raised uniquely in French, and Winnipeg’s immigrant population from French speaking countries is increasing dramatically.

A large number of non­English speaking Francophones have no choice but to receive their service in French, or to receive their services in English through the use of an interpreter.  Interpreter services are an extremely important tool, but however valuable, it is not considered a direct service in French and therefore not an equal service by Provincial or WRHA FLS policy standards.

The WRHA’s goal is to provide direct service in French as often as possible in our designated bilingual and francophone facilities. How difficult would your health care journey be if you could not receive services in English or if you had to always speak through a third party?  How much safer and reassuring would you feel if you could talk directly to someone instead of relying on someone to speak on your behalf?

Here’s what people told us:

“My child doesn’t speak or understand any other language than French so I have to translate everything for her.”

“I believe that seniors especially, like me should be among those from ‘their world’ surrounded by francophone, our mother tongue, our culture, our daily life.”

“It’s my mother mostly who needed the service and she would have had a better understanding if communication would have been done in French. I had to accompany her everywhere to explain and translate what the doctors and nurses were saying.”

Why your Active Offer of Service in French…
…makes a difference to your patients and clients.

The WRHA has been advancing well in training and hiring bilingual employees to ensure francophones receive the services they require in French. New resources and initiatives are announced regularly.  But unless a client or resident is actually greeted in French by a designated bilingual service provider, they may be unwilling to actually request their services in French – even if they are in bilingual facility. Why? Often they don’t want to bother or embarrass you, in case you can’t speak French.  Sometimes people have had bad experiences in the past when they have requested service in French – in the WRHA or anywhere else in their dealings with government – and that experience has stuck with them and they no longer dare ask for service in French.

The Province of Manitoba and the WRHA’s FLS policies have not always been as strong or as well respected as they are now.  But, we know old fears remain and that is why the policy requires designated bilingual employees to always greet all of their patients and clients in French, to set a positive tone in case that person does want service in French.  It means they don’t have to risk asking directly for the service – they can simply carry on a conversation with you in French.

You may be a little embarrassed yourself to make an Active Offer in French for various reasons, but you can be sure, the effort will be well appreciated.  The more you do it, the easier it becomes!  Please remember to check out the rest of our intranet site for opportunities to upgrade and practice your French.  And do not forget to wear you Hello Bonjour green pin or badge pull

Here’s what an Active Offer means to someone:

“If the reception is not in French we switch to English.”

“The offer should be active – I should not have to ask for services in French when at a designated bilingual facility.”

“Please continue to do the necessary legwork to assure the active offer of services. In a minority environment clients are often shy or hesitant to ask for them, especially when it comes to their health or the health of loved ones”

“The active offer should be present at all times. All employees that speak French should wear a pin identifying them as being able to help clients in French.  Keep the television on a French channel in public areas in Francophone and bilingual establishments.”

Thank­you…
…we repeat, “Bilingual Employees Rock” !
Everything you do as a designated bilingual employee helps ensure Francophones have a positive experience in the health care system.  There is no question you are faced with challenges, many of which are addressed in the current WRHA FLS strategic plan.  But you carry on to the best of your ability and your efforts are recognized and noticed by your clients and residents, by your supervisors, and more specifically by French Language Services.  No, everything is not perfect yet – but we are moving in a very positive direction in what is an overwhelmingly difficult task and we have in great part your efforts and your spirit to thank for that.

Also a big thank you also to bilingual employees working across the region who do not work in designated positions, but who do not hesitate to offer their services in French, no matter where they are. And of course our employees who are learning French just because they know they can make a difference to people’s experience, also deserve our applause and recognition.

Please keep coming back and spending time on our intranet site – we are adding more and more resources and information to it – all of which will help you in undertaking your duties in French.

Merci !
