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If you would like this information in another official language, call us.
English

Si vous voulez ces informations dans une autre langue officielle, contactez-nous.
French

Kispin ki nitawihtin & nthtyawihk 6ma acimowin, tipwasinan.
Cree

Thicho yati k’éé. D1 wegodi newg dé, gots’o gonede.
Tticho

Perihtt’is Déne Sytiné yati t'a huts’elkér xa beyayati the»g »at’e, nuwe ts’én yétt.
Chipewyan

Edi gondi dehgah got’je zhatié k’éé edatt’éh enahddhe nide naxets’é edahti.
South Slavey

K’ahshé got’jne xada k’'é hederi 2edjhtl’é yeriniwe nidé dule.
North Slavey

Jii gwandak izhii ginjik vat'atr’ijghch’uu zhit yinohthan j’, diits’at ginohkhii.
Gwich’in

Uvanittuag ilitchurisukupku Inuvialuktun, ququagluta.
Inuvialuktun

Ctd<d NNbAS ASLJANE A MDD LS50 PP inE >be e ®DNE,
Inuktitut

Hapkua titiggat pijumagupkit Inuinnagtun, uvaptinnut hivajarlutit.
Inuinnaqtun

Indigenous Languages:
Indigenous_languages@gov.nt.ca

French:
867-767-9348
866-561-1664 Toll Free
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Government Response to the Third-party Evaluation of the GNWT’s Strategic Plan of French Language Communications and Services 2018-2023

Response to Recommendations

The tables below outline the Government of the Northwest Territories (GNWT) response to the recommendations from the Third-party
Evaluation of the GNWT’s Strategic Plan of French Language Communications and Services 2018-2023 (link).

Question 1: How effective were leaders at all levels in promoting and supporting the vision of the Strategic Plan 2018-2023

throughout their GNWT institution?

Increase the monitoring process to standardize the The GNWT agrees with this recommendation.

mechanisms used to oversee the promotion and support of

the Strategic plan and identify any new areas of risk. At a Increasing the monitoring process will help track Operating Plan’s
minimum this would include: progression more accurately, ensure alignment with the Strategic Plan

and allow to identify new areas of risk more quickly. Therefore:
e  GNWT institution's reporting increased to twice a

11 year; e GNWT institutions will complete a mid-year monitoring review;
e Adjustment of key indicators relevant to the o Key performance indicators will be reviewed to be aligned with
implementation of the Plan across government the new Strategic Plan 2023-2028;
departments. Indicators should focus on and include e Current monitoring and reporting templates will be reviewed to
monitoring of training, human resources, be aligned with the new Strategic Plan 2023-2028.

measurement, reporting and communications;
e Review and revise current monitoring and reporting

templates.
Increase the capacity of training and communications by The GNWT agrees with this recommendation.
government institutions regarding roles and responsibilities
1.2 it " The F hone Affairs S iat will develop and provid
of the government departments/institutions, specifically e Francophone Aftairs Secretariat will develop and provide new
orientation/onboarding, active offer and bilingual bonus. training to the French Language Services Coordinators on GNWT

institution’s roles and responsibilities in implementing the Strategic Plan
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(also included at 2.6). This will help clarify the level of involvement and
limits of GNWT institutions’ roles, while identifying where some
institutions are required to have particular input in implementing
specific activities.

Moreover, the GNWT will work to develop a mechanism to inform
GNWT institutions of new hires that can impact their French capacity
(bilingual bonus recipients, front-line staff, etc.). This would help GNWT
institutions targeting and scheduling French-language trainings more
efficiently.

13

Continue to provide training to government employees and
community representatives in order to improve
understanding and awareness of the Votre avis GTNO
platform and the services offered within the French
Communities.

The GNWT agrees with this recommendation.

The GNWT will continue to provide the Votre avis GTNO training as part
of the active offer training to bilingual bonus recipients and front-line
staff, their managers, and staff who cover the front line from time to
time.

The GNWT will continue to promote and raise awareness of the Votre
avis GTNO feedback process and platform to community
representatives, for example by reminding them of its importance when
they have interactions with Francophone organizations.

14

Increase the awareness of tools of engagement between the
NWT and the community (ex: Have Your Say).

The GNWT agrees with this recommendation.

The Francophone Affairs Secretariat will take steps to identify and
review current tools of engagement available to the public to provide
feedback to the GNWT on its communications and services in French.
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The Francophone Affairs Secretariat, supported by GNWT institutions,
will lead a communications campaign to promote engagement tools
available to the Francophone community. This could positively impact
the Francophone community’s perception of, and participation in
GNWT'’s engagement with the public.
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Question 2: How strong was the capacity of the GNWT to implement the Strategic Plan 2018-2023?

Assign bilingual required positions when possible. The GNWT agrees with this recommendation.

2.1 The GNWT will continue to consider language requirements when
creating new positions or when updating existing job descriptions. The
possibility of shared positions will continue to be explored.

Raise the issue of the recognition of accreditation of nurses, | The GNWT disagree with this recommendation.
mainly through the comparison and identification of

qualifications required to recognize accredited nurses Raising the issue of the recognition of accreditation of nurses is not

between provinces. This could facilitate the recruitment of something within the control of Health and Social Services (HSS) System.

bilingual nurses from other parts of Canada The registration of nurses is the responsibility of the Registered Nurses
2.2 :

Association of the Northwest Territories and Nunavut (RNANTNU). The
Nursing Profession Act sets out the registration requirements for various
nursing designations, which are in line with the requirements for
registration elsewhere in Canada. The decision to allow for or recognize
national licensure rests with RNANTNU as the regulatory body.

Continue to provide refresher trainings for employees and The GNWT agrees with this recommendation.

key representatives related to the active offer and referral

system. As per response to recommendation 1.3, the GNWT will continue to
2.3 provide the active offer training (which includes Votre avis GTNO) and

offer reminder training of the active offer training to bilingual bonus
recipients and front-line staff, their managers, and staff who cover the
front line from time to time.
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The GNWT will continue to promote and raise awareness of the active
offer and effective delivery of service (direct, referral or interpretation)
to community representatives and the francophone community of the
NWT.

24

Evaluate the competency of interpreters by:

e Performing an initial screening of their bilingual
capacity

e Obtaining and reviewing feedback forms submitted
by community members

The GNWT agrees with this recommendation.

e The Certified French Medical Interpreter at HSS System must be
certified or commit to get certification upon hiring. Therefore,
the initial screening of the bilingual capacity is already covered
in the hiring process.

e The evaluation of the quality of service delivered by the
Certified French Medical Interpreter can be done with feedback
received through Votre avis GTNO. As per the GNWT Standards
for French Language Communications and Services, a delivery of
service invites feedback as it is an important part of improving
the GNWT service in French.

2.5

Create a full-time position within the Northwest Territories
Health and Social Services Authority (NTHSSA) to focus solely
on the French Language Communications and Services
portion of the Authority.

The GNWT agrees with this recommendation.

A dedicated position for NTHSSA would provide directed leadership to
the French services team across the HSS System with a core focus on
managing improvement projects.

Creating a new full-time position at NTHSSA will be an opportunity to
review the Strategic Plan’s Guideline 1: Roles and Responsibilities.
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2.6

Conduct a brief focus group meeting among French
Language Services Coordinators to reiterate and specify their
roles and responsibilities as part of the delivery of French
services.

The GNWT agrees with this recommendation.

As per response to recommendation 1.2, the Francophone Affairs
Secretariat will develop and provide new training to the French
Language Services Coordinators on GNWT institution’s roles and
responsibilities in implementing the Strategic Plan (also included at 2.6).
This will help clarify the level of involvement and limits of GNWT
institutions’ roles, while identifying where some institutions are required
to have particular input in implementing specific activities.

This training will also focus on the French Language Services
Coordinators’ specific roles and responsibilities of their position and
allow space for discussion on successes, challenges, and feedback.
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Question 3: How valuable was the Strategic Plan 2018-2023 to the Francophone community

Continue to implement guidelines related to monitoring
and perform ongoing systematic audits of communications
and services throughout the year via unannounced in-
person and call inspection.

The GNWT agrees with this recommendation.
The GNWT will continue to implement guidelines related to monitoring.

The Francophone Affairs Secretariat will be responsible to ensure that

3.1
systematic compliance audits of French communications and services
are performed on a regular basis. Those audits will be determined in
partnership with GNWT institutions or according to specific issue(s)
raised by the Francophone community.
Develop and implement new data gathering processes and | The GNWT agrees with this recommendation.
tools (emphasis on Health and Social Services,
Infrastructure (DMV [Driver and Vehicle Services]), The GNWT will look at options to gather data, especially at high-volume
Municipal and Community Affairs (911) and Justice) to: points of public service.
e Understand the size of the Francophone
3.2 communities in Yellowknife, Hay River, Inuvik, and

Fort Smith, and Francophone use of the points of
service

e  Prioritize the high-volume points of service
locations

e Implement a mechanism to collect feedback across
the high-volume points of service. This direct
feedback tool would allow the user to submit their
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level of satisfaction of experience, issues/concerns,
comments and recommendations.

Increase advertising and training on Votre avis GTNO with The GNWT agrees with this recommendation.

in-person and/or video information sessions, as well as the
clarity and visibility of access to feedback platforms on the As per response to recommendation 1.3 the GNWT will continue to

GNWT website. provide the Votre avis GTNO training as part of the active offer training
to bilingual bonus recipients and front-line staff, their managers, and
staff who cover the front line from time to time.

3.3 The Francophone Affairs Secretariat will work with GNWT

Communications to increase the visibility of Votre avis GTNO on the
Have Your Say engagement webpage. Moreover, the Francophone
Affairs Secretariat will explore possibilities to make Votre avis GTNO
more easily accessible, for example by creating QR codes that connect
directly to the feedback form or by adding data collection mechanisms
at key points of public service.

Review Guideline 6 of the Strategic Plan on Community The GNWT agrees with this recommendation.
Input, primarily focusing on:
As per response to recommendation 1.4, the Francophone Affairs

e Facilitating increased public engagement between | Secretariat will take steps to identify and review current tools of

3.4 GNWT and the community engagement available to the public to provide feedback to the GNWT on
e Engagement its communications and services in French.

e Public feedback
Additionally, in consultation with the Francophone community, the

Strategic Plan’s Guideline 6: Community Input will be reviewed.
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3.5

Open dialogue between Francophone Affairs Secretariat
and community representatives to facilitate increased
communications, clarify expectations, and address issues
submitted, and actions taken to address them.

The GNWT agrees with this recommendation.

As per response to recommendation 1.4, the Francophone Affairs
Secretariat will take steps to identify and review current tools of
engagement available to the public to provide feedback to the GNWT on
its communications and services in French. Moreover, as per response to
recommendation 3.4, the Francophone Affairs Secretariat will review the
Strategic Plan’s Guideline 6: Community Input.

The GNWT will explore ways to increase communications with
community representatives. This will be beneficial to clarify
Francophone community’s expectations, address arising issues, and
inform the community of actions taken to address those issues.

3.6

Review format of the community survey to include more
open-ended questions where community members are
able to provide feedback comments and explanation.

The GNWT agrees with this recommendation.

As per response to recommendation 1.4, the Francophone Affairs
Secretariat will take steps to identify and review current tools of
engagement available to the public to provide feedback to the GNWT on
its communications and services in French.

The Francophone Affairs Secretariat will also research and explore ways
to include more open-ended questions in the Francophone Community
Satisfaction Survey.
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Question 4: To what extent have GNWT institutions increased their monitoring and reporting capacities?

Review and update the Monitoring, Evaluation and The GNWT agrees with this recommendation.
Accountability Plan 2020, specifically with regards to the
implementation of a new section to the Operating Plans by The Monitoring, Evaluation and Accountability Plan 2020 will be
establishing specific actions/targets at the operating level reviewed and updated to be aligned with the new Strategic Plan 2023-
unique to each government department. 2028. Key performances indicators will be reviewed.
4.1
Following the new Strategic Plan 2023-2038, new Operating Plans will be
created. They will be two-fold, including a section with GNWT-wide
indicators and a section with indicators customized to GNWT
institutions. Those indicators will be established in partnership between
the Francophone Affairs Secretariat and GNWT institutions.
Establish and implement tangible indicators to measure The GNWT agrees with this recommendation.
progress (key performance indicators), such as:
The Francophone Affairs Secretariat, in collaboration with GNWT
e Customer satisfaction score institutions, will develop and implement key performance indicators to
4.2 o Referral service utilization measure progress.
e Interpreter service utilization
«  Number of open service requests As per response to recommendation 4.1, the new Operating Plans will
«  Number of open positions have a section with indicators customized to GNWT institutions.
o Time to fill positions
4.3 | Implement reminders within government institutions on The GNWT agrees with this recommendation.
monitoring processes for consistency across departments,
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outlining scope and responsibilities, monitoring schedule and
effective reporting on the monitoring template.

4.4

Establish ongoing reporting with quarterly meetings with
Francophone Affairs Secretariat to discuss guidance,
progress, issues and feedback, and bi-yearly progress reports
on Department Operating Plan.

The GNWT agrees with this recommendation.

Establishing quarterly meetings between the Francophone Affairs
Secretariat and each French Language Services Coordinator to discuss
Operating Plan’s progress would have a positive impact to clarify data
collection and reporting processes, while providing guidance and
clarification as questions arise. It would also facilitate the annual
reporting by GNWT institutions. Those meetings would be optional and
scheduled upon the French Language Services Coordinators’ needs.

As per response to recommendation 1.1, GNWT institutions will
complete a mid-year monitoring review.

4.5

French Language Services Coordinators to conduct reviews
of the points of public services more regularly.

The GNWT agrees with this recommendation.

Regular visits and reviews of points of public service will strengthen
connections between coordinators and relevant front-line staff, will
ensure the appropriate orientation and training of staff, and will provide
opportunities to practice service scenarios with staff and offer additional
training and/or resources as required. Such visits will also aid
Coordinators in maintaining updated lists of points of public service and
bilingual staff.

Those reviews are to be done in a quality check control spirit, not in an
audit perspective.
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4.6

GNWT institutions to develop their own monitoring tools
with the assistance of the French Language Monitoring and
Evaluation Advisor for guidance.

The GNWT agrees with this recommendation.

As per response to recommendation 4.1, the new Operating Plans will
have a section with indicators customized to GNWT institution. In
partnership with the Francophone Affairs Secretariat, GNWT institutions
will develop their own monitoring tools, or customize templates
provided by the Francophone Affairs Secretariat, as they know best what
their projects are, what they wish to monitor for improvement, what are
the institution’s priorities, and what best fits their needs.

4.7

Conduct information sessions with French Language Services
Coordinators to clarify data collection processes, guidelines
and indicators being monitored.

The GNWT agrees with this recommendation.

As per response to recommendation 4.4, establishing quarterly meetings
between Francophone Affairs Secretariat and each French Language
Services Coordinator would allow clarification of key performance
indicators, data collection and reporting processes, while providing
guidance as questions arise.
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