Bilingual In-person Greeting

Welcoming your members or clients is an important opportunity for your organization or business to make an impression. The ability to offer your client the choice to use either English or French is a valuable service. 

In-person reception 

· Greet your client in both official languages and continue the conversation in the official language chosen by your client and use the corresponding documentation.
· Identify bilingual employees (e.g. sign or lapel pin).
· If you have a reception area, consider staffing this position with a bilingual employee.
· Keep a list of bilingual employees at hand to whom clients may be referred.
· Create a bilingual atmosphere. For example, ensure that written documentation in your reception area is available and displayed in both official languages.
· Ensure that signage indicating that both official languages are spoken is visible to your clients. See the Buy or create your own official languages symbol section below.
· If your office has no one greeting the public in person, it is very important that the signs be in both languages.

Make people feel welcome in both official languages. If some of your clients react negatively to a bilingual greeting, the solution is not to give up all forms of bilingual offer of service. Instead, you could use this opportunity to instruct your staff - telephone receptionists in particular - how to deal with intolerant and even difficult clients. This training will prove invaluable in similar situations where official languages are not the issue.* 

Your efforts must be aimed at making sure your clients never hear this sentence "Sorry... I don't speak French." How annoying this is for the client and how embarrassing for the employee, in addition to the hassles of dealing with complaints. One simple sentence, spoken in a friendly tone of voice, would have shown the client that the right to communicate in the language of his or her choice had been respected « Un moment, s'il-vous-plait, quelqu'un s'occupe de vous tout de suite! »* 

Be careful with temporary signs. Sometimes we post special messages and reminders to our clients in our offices and other points of service on a temporary basis. This type of signage is the source of many of the complaints from the public. These messages, although temporary, must always be written properly in both official languages, which means they must be free of all grammatical and spelling errors. The public is particularly sensitive to the www.pch.gc.ca/MakingYourOrganizationBilingual Bilingual In-person Greeting - Page 40 care you give to messages of this nature, which indicates the importance your organization places on quality service.* 

*Extracted from: Service to the Public - Getting on Board!, Treasury Board of Canada Secretariat 

Buy or create your own official languages symbol 
It is important to create a bilingual atmosphere that lets your members or clients know that your organization offers services in both official languages. Invite members and clients to use the language of their choice by displaying the easily recognizable official languages symbol or by creating your own symbol. 

Use of the official languages symbol 

This symbol identifies people, locations or organizations that are capable of communicating in either of Canada's two official languages. Make sure that the official languages symbol is readily visible to the public and that it directs them to areas where they may be served in both official languages. 

English first: 
[image: ] When the word "English" is presented over the word "Français" the organization or person has English as a first language and has a capacity of communicating in French. 

French first: 
[image: ] When the word "Français" is presented over the word "English" the organization or person has French as a first language and has a capacity of communicating in English. 

Formats available: 
· Surface-mounted sign
· Double-sided ceiling-suspended sign
· Double-sided wall bracket sign
· Counter sign
· Self-adhesive sign (for nameplates or glass)
· Lapel pins

For more information please visit: 
Official Languages Symbol, Treasury Board of Canada Secretariat 
[bookmark: _GoBack](http://www.tbs-sct.gc.ca/pol/doc-eng.aspx?id=26164#app2 )

Source: Making your organization bilingual – Canadian Heritage
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