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Bonjour! 

Hello!

Bore da! 
Good morning !



Active offer of services : Definition

In linguistic minority context:

Å Active offer takes place when members of the public are informed, at 
initial contact, of the possibility of being served in the official language 
of their choice, without having to make the request.

Å Active offer is made successfully when the services delivered are of 
equal quality in both official languages, available in a timely manner 
and accessible.



Research Questions

ÔWhat factors influence individual behaviours towards 

active offer of health and social services providers?

ÁIndividual determinants 

ÁOrganisational determinants 

ÔWhat are the effects of training programmes designed 

to promote active offer of services ?

How can we measure active offer ? 

www.grefops.ca



MEASURING ACTIVE OFFER BEHAVIOURS 
AND THEIR DETERMINANTS
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Hello!



MEASURING ACTIVE OFFER BEHAVIOURS 

AND THEIR DETERMINANTS

1. Literature review and expert consultation to identify 
behaviours indicative of an active offer of French-
language services

2. Creation of 

a) Active Offer Behaviour Questionnaire 

b) Perceived Organisational Support Questionnaire

3. Validation of questionnaires’ content via a cross-
Canada Delphi survey



MEASURING ACTIVE OFFER BEHAVIOURS 

AND THEIR DETERMINANTS

Contents

ÔActive offer behaviours (23 items)

ÁWelcome and Intake

Á Intervention/treatment

Á Support and referral

ÔPerceived organisational support (42 items)

ÁWelcome and Intake

Á Intervention/treatment

Á Support and referral

Á Continuing professional development

Á Management and governance

Á Obstacles



Behaviours indicative of active offer

Intervention phase Example active offer behaviours

Welcome and intake - Wearing a form of identification ((lapel pin, nametag) to 

indicate that I can provide services in French.

-Asking my patients/clients whether they prefer that I 

communicate with them in French or English.

-When I don’t know a patient’s/client’s preferred language, 

saying hello in French first, then in English.

Intervention/ 

Treatment

-Using French interview guides and assessment questionnaires.

-Using education or information tools (i.e., information 

brochures, exercise programs) in French or French/English 

that have been adapted to the French used by my 

patients/clients.

Support and referral -Offering patients/clients the option of being referred

to a francophone care provider or organization.

-Document  patient’s/client’s language preference

in the transfer file.



Intervention 

phase

Example of organisational support

Welcome and 

intake

-The organisation posts clear and visible signs indicating the availability of 

services in French

-The organisation provides lapel pins or nametags indicating that service is 

available in Canada’s two official languages

Intervention/ 

Treatment

-The organisation develops education and information tools that include 

the French and English versions in the same document.

-The organisation allows completing documentation, (files, reports, 

insurance forms, etc.), in the patient’s/client’s preferred language.

-The organisation provides a French/English glossary of health and social 

services terminology.

Support and 

referral
-The organisation documents the patient’s/client’s language preferences 

on the forms used for transfers.

-The organisation keeps an up-to-date list of professionals and 

organizations in the region or city that can provide services in French.

-The organisation encourages staff to inform patients/clients that it is

possible to be referred to French-language services in the region or 

elsewhere.

Organisational support to active offer



Theme Example of organisational support

Continuing 

professional 

development

The organisation offers professional development activities in French and 

education opportunities : 

-On the issues and challenges facing French-language minority 

communities;

-On language rights and the active offer of health and social services in 

French;

-To develop French language proficiency for care providers, including 

French terminology specific to their work.

Management and 

governance

-Written policy of the organisation promote the delivery of services in 

French or in Canada’s two official languages  and monitor their quality.

- The Francophone community is represented at various  

decisional levels in the organisation.

Obstacles -The organisational culture is free from pressures limiting the delivery

of services in French (ex. : union attitudes; community or peer 

pressure and prejudices against the provision of French language 

services; Scheduling issues, etc.).

Organisational support to active offer



MEASURING ACTIVE OFFER BEHAVIOURS 

AND THEIR DETERMINANTS

4. Testing of the questionnaires to assess their 

metrological properties

ÔConstruct Validity : 

Á Moderate correlations between individual behaviours and perceived 
organisational support

ÔGood internal consistency of both scales 

Á (Cronbach α > 0,85)

ÔTemporal stability acceptable but could  be improved is use to 
measure efficacy of intervention/training on active offer

Á 2 sub-scales under the desired threshold (ICC > 0,60)

Á Tool to be assessed using Rash analysis

× Can be used as an autoevaluation tool



MEASURING ACTIVE OFFER BEHAVIOURS 

AND THEIR DETERMINANTS

What factors influence individual behaviours towards active 
offer of health and social services in the minority language?

Hypotheses

ÔPsycho-linguistic development (education, use of French, feeling 

competent in French, etc.)

ÔTraining, cultural competence

ÔGeneral motivation (self-determination)

5. Design questionnaires to assess possible 
determinants of active offer behaviours



Psycho -linguistic development (167 questions)
Landry, Allard, Deveau (2006). Modèle intergroupe de la revitalisation 

ethnolinguistique: une perspective macroscopique

Psycholinguistic development

ÅEthnolinguistic identity

ÅDesire to integrate

ÅLinguistic insecurity

ÅSubjective vitality 

ÅLinguistic motivation 

ÅLinguistic competency 

ÅLinguistic behaviours 

Society                                        

Individual

Linguistic 

socialisation 



Source of images: 
https://www.google.ca/imgres?imgurl=http%3A%2F%2Fwww.nursetogether.com%2Fsites%2Fdefault%2Ffiles%2Fnurse_articles%2Ffield_article_image%2Fcultural%2520nursing%25202.jpg&imgrefurl=http%3A%2F%2Fwww.nursetogether.com%2Fa
ddressing-cultural-competency-nursing-care&docid=HtcszcVwMFnGMM&tbnid=lVI494T26f_BrM%3A&w=220&h=150&client=firefox-b&bih=482&biw=1080&ved=0ahUKEwjp7YXGvZHNAhUMMz4KHWS7DS4QxiAICCgG&iact=c&ictx=1
https://www.google.ca/search?q=Self-Determination+Theory&client=firefox-b&tbm=isch&imgil=NlCQodDyVmkhaM%253A%253Bn8n5q_t7A1ufQM%253Bhttps%25253A%25252F%25252Fpositivepsychologyprogram.com%25252Fself-
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cmFUV569J4H4-AG7oJuIAw#imgdii=NlCQodDyVmkhaM%3A%3BNlCQodDyVmkhaM%3A%3BDowUm_fEBI7oXM%3A&imgrc=NlCQodDyVmkhaM%3A 

Échelle de motivation générale ÉMG-18 (General Motivation Scale –18 questions ) 

Guertin, Rocchi, Pelletier, Émond et Lalande, 2015

Cultural competencies and training (17 questions )

Designed by our research team, inspired by

the key principles of cultural competence (Camphina-Bacote 2002)

ÁCultural competence in general

ÁKnowledge of the culture of Francophones in minority communities

ÁTraining in the principles of active offer



Exploration of the determinants of active offer 

behaviours in 2 studies

1. The Psychometric study of Active Offer Behaviour Questionnaire 

and the Perceived Organizational Support Questionnaire 
(Savard, Casimiro, Bouchard, Benoit, 2012-2013)

Á60 graduates from  Health and Social Services programs supported by the CNFS 

in Ottawa and Moncton

2. Exploration of socio -linguistic profiles in relation to active offer 

behaviours among Francophone and Francophile medical students 
(above team with collab: Marie Drolet,  U of Ottawa; Lyne Pitre, Hôpital Montfort; Jacinthe 

Beauchamp, U of Moncton; Danielle Barbeau-Rodrigue, NOSM; Lisa Graves, NOSM) (2013-2014)

Á43 medical students during a clinical rotation, in Ottawa, Sudbury and Moncton



6. Refining the determinant questionnaire 

using  participants from both studies

ÔFactorial analysis led to 12 factors 

ÔMultiple regression 

ÁIndependent variables: 

ÅTotal score on each of the 12 factors

ÅTotal score on Perceived Organisational Support 

Questionnaire

ÁDependant variable: active offer behaviours

REFINING THE MEASURE OF THE DETERMINANTS OF 

ACTIVE OFFER BEHAVIOURS 



Probable determinants of active offer behaviours

48,7%

Perceived 

organisational support

4,2 %

Affirmative linguistic 

behaviours and confidence

Sense of competency 

in French language   

3,5 %

-4,6 %

Sense of competency 

in English language

Cultural 

Knowledge

3,2 %

R2 of the Model= 0,642



Conclusion

To influence active offer , in addition to active offer

training of service providers:

- Organizational support : create work environments

conducive to active offer behaviours

- Individual determinants : encourage education in 

French, promote linguistic affirmative behaviors, 

and a sense of competencies in French



Conclusion 

From a measurement perspective

ÔBefore this study, little effort had been placed on measurement 

ÔAdequate measurement is essential to better understand the 

results of our efforts and to target future effort, in order to 

improve active offer of services

ÔAdequate measures take times to develop and is never 

developed fast enough to respond to need



Thanks

ÔOur participants

ÔTo organisations that provided financial support for this work


