Examination of your complaint | Do you need assistance
: & in formulating your
complaint or would you
like to be accompanied
during the procedure
for fi1ling a complaint?

You witnessed or are aware of a
situation in which the rights of

Several options are open to you. 2 userng; geggoggsg:cgzgrs havs

The sqrvi_ce quality and complaints You cah give verbal or written
commissioner to whom you apply can help you. notification to the service quality
and complaints commissioner, who

The Centre d’assistance et d'accompagnement is empowered to intervene.

aux plaintes (CAAP or comp_laint assistance and The service quality and complaints
support centres) in your region can help you. commissioner can also intervene on
The CAAP is a regional community organization his or her own initiative.
mandated by the Minister of Health and Social

Services. Its services are free and confidential.

Call the following toll-free number:

1-877-767-2227.

The users’ committee of the institution involved
can also help you. All institutions must have a
users’ committee. The local service quality and Institutions determine the
complaints commissioner can give you the health and social services
. e T BT T they provide. taking into
committee’s p . consideration their mission, and
the human, material and financial

Any person you choose can accompany or resources at their disposal.

:s;gics;dyt?r:.in the complaint examination THE COMPLAINT
EXAMINATION SYSTEM

Except for an emergency,
nothing in the Act
limits the freedom of
a professional to
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Your rights as a user

The complaint
examination system

Procedure for filing
a complaint

At the first level

You are dissatisfied with the care and services
provided by:

a health and social services institution
an intermediate resource
a family-type resource

or any organization, company or person the
institution uses

YOU CAN FILE A VERBAL ORWRITTEN COM-
PLAINT WITHTHE LOCAL SERVICE QUALITY

AND COMPLAINTS COMMISSIONER OF THE

INSTITUTION INVOLVED.

At your request, the personnel of the institution
will give you the name and telephone number
of the local commissioner.

You are dissatisfied with the care and services
you receive from: :

a community organization

a private nursing home

a residence for the elderly

an ambulance transport service

or a health and social services agency

YOU CAN FILE A VERBAL OR WRITTEN
COMPLAINT WITH THE REGIONAL SERVICE
QUALITY AND COMPLAINTS COMMISSIONER.

You will find the name and the telephone number
of the regional commissioner on the following
Website: www.msss.gouv.gc.ca/agences

You can also call Services Québec's toll-free
telephone number: 1-877-644-4545.

You are still dissatisfied
after your complaint is
examined

At the second level

You are dissatisfied with the responses
or conclusions of the local or regional service
quality and complaints commissioner

YOU CAN APPLY TO THE OFFICE OF THE
PUBLIC PROTECTOR.

Québec City office: 418-643-2688

Montréal office: 514-873-3205

Elsewhere in the regions: 1-800-463-5070
E-mail: protecteur@protecteurducitoyen.qc.ca
Website: www.protecteurducitoyen.qc.ca

However, if your complaint con-
cerns a professional practicing
in a health and social services
institution, such a physician,

a dentist, a pharmacist or a med-
ical resident*, the Commissioner
will send it to the medical examiner
and will inform you of that.

And if you are still dissatisfied
with the responses or conclusions
of the medical examiner, you can
exercise your right of recourse to
the institution’s review committee.

*The private practices of physicians, den-
tists or other health professionals are not
covered by the complaint examination system,
unless they are bound by a service agreement
to an institution in the health and social
services network.






