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Who is a user?
The users of the Health and Social Services Network 
are all those who, at some point in their lives, use the 
services of the network. These are, for example, the 
pregnant woman, the anxious person, the young person 
in a youth center, the disabled person or person dealing 
with a disability, the autistic youth, the worker on leave, 
the person living with cancer, the person struggling with 
addiction, the in-patient in a CHSLD, the senior who 
lives at home and receives help from his CLSC or his 
loved ones. In a word, it is all of the Quebeckers.  
The RPCU represents them.

Users’ rights
“The raison d’être of the services is the person who 
requires them. “This is one of the guidelines on which 
the Act respecting health services and social services 
(LSSSS) is based. The rights of the users are:

• Right to information
• Right to receive services
• Right to choose a professional or institution
• Right to receive appropriate care according to one’s 

health status
• Right to consent to care or refuse care
• Right to actively participate in the  

decision-making process
• Right to be accompanied, assisted and represented
• Right to shelter/accommodation
• Right to receive services in English
• Right to access one’s user’s file
• Right to the confidentiality of one’s user’s file
• Right to lodge a complaint

The End-of-Life Care Act provides for access to palliative 
care, the right to medical assistance in dying, and the 
ability to draft advance medical directives. The Charter 
of human rights and freedoms and the Civil Code of 
Québec also offer some protection.

Users’ Rights Week
The Health and Social Services Users’ Rights Week is 
organized each year by the Regroupement provincial 
des comités des usagers (RPCU) in collaboration with 
your local Users’ and In-patients’ committees. Its goal 
is to inform users on their rights and to highlight the 
work accomplished within the Health and Social Services 
institutions. Vigi Santé Group Ltd. was the initiator of the 
Users’ Rights Week in 2007.

A few resources
• The users or in-patients committee within  

your institution
 msss.gouv.qc.ca/en

• Le Regroupement provincial des comités des usagers
 rpcu.qc.ca | 514-436-3744

• La Fédération des centres d’assistance et 
d’accompagnement aux plaintes

 fcaap.ca

• Vos droits en santé
 vosdroitsensante.com/english

• The Health and Social Services Network Complaint 
Examination System

 sante.gouv.qc.ca/systeme-sante-en-bref/plaintes

• The service quality and complaints commissioner
 sante.gouv.qc.ca/systeme-sante-en-bref/plaintes

• Portail santé mieux-être
 sante.gouv.qc.ca/en

Regroupement provincial 
des comités des usagers

Santé et services sociaux

Founded in 2004, the Health and Social Services 
Network’s Regroupement provincial des comités 

des usagers (RPCU) groups together the majority of 
Quebec’s Users and In-patients’ committees.  
It offers committee members daily assistance  

and training sessions so they may better  
perform their statutory duties. 

Regroupement provincial des comités des usagers
Telephone: 514 436-3744

Fax: 514 439-1658
courrier@rpcu.qc.ca

www.rpcu.qc.ca

Vigi Santé Group Ltd. was the initiator  
of the Users’ Rights Week in 2007.

Medical assistance in dying
The Act Respecting End of Life Care strictly regulates
the application of medical assistance in dying under 
specific conditions seeing that the consequences are 
irreversible. Medical assistance in dying has implications 
for the family members of the user who requested it. 
They too need support.

Participate! Get involved!  
Take part in decision-making!

Take advantage of the Users’ Rights Week  
so as to get information and make the decision  

to get involved in your users or  
in-patients committee!

Get information from your users  
or in-patients committee

www.rpcu.qc.ca

Health and Social Services:  
A network of partners

Users and loved  
ones at the heart  
of decision-making!

The right to participate  
in decision-making



Some examples of getting involved in the users 
and in-patients committees

• By participating in the meetings of the users’ 
committee, a woman helps in the preparation of a 
questionnaire that will be distributed to CLSC clients in 
order to assess the degree of satisfaction of users with 
the services received from this CLSC. The results will be 
sent to the establishment’s management who will be 
asked to deploy an improvement plan.

• Following dissatisfaction with the quality of the meals 
served, a relative of a CHSLD resident, who is involved 
in the in-patients committee, organizes a meeting with 
the food service officials.

• The chairperson of a CISSS users committee  
presents, during a meeting of the institution’s  
Board of Directors, a list of priority issues established 
following consultation with all the committees  
in her territory or region.

• In collaboration with the other members of the users’ 
committee, a man is contributing to the design of an 
information campaign on users’ rights which is to be 
launched during Users’ Rights Week.

Users and close ones:  
At the heart of decision-making!
When it comes to personal health, the user, with the 
support of his or her family, is invited to take an active part 
in any decision concerning him or her, which is their right. 
On a broader level, the user and his or her close ones 
contribute to improving the quality of care and services  
for the entire Quebec population.

The Health and Social Services Network is made up of a 
set of partners within which the user and their close ones 
are essential actors and stakeholders, while being right at 
the heart of decisions.

Users and loved ones: The right  
to participate in decision-making
All users within the Health and Social Services Network 
have the right to participate in the decisions that 
may affect his or her health and well-being. This right 
is recognized by the Act Respecting Health Services 
and Social Services. The user and their close ones are 
encouraged to express their views and expectations, 
including on the implementation of an intervention plan 
as well as on any subsequent changes.

Other rights are granted to the user, such as the right 
to information. The user has the right to receive all 
information relating to his or her state of health, 
diagnosis, treatments and examination results. By reading 
all this information and asking questions to professionals, 
the user participates in decisions that concern him or her, 
and exercises control over their state of health and  
desired well-being.

In any decision he or she has to make, the user can count 
on the support and contribution of his close ones (parents, 
caregivers, friends, persons who can be trusted). In many 
circumstances, close ones who have a special relationship 
with the user, as well as professionals and caregivers, will 
accompany him or her in the decision they have to make. 
All these people are partners who will support the user 
in making an informed and judicious decision. The right 
to be accompanied, assisted or represented as well as the 
right to consent to care or to refuse care are also user 
rights which are recognized by law.

Power to improve the quality  
of care and services 
Users and their families have the power to make a 
difference in the Health and Social Services Network, not 
only for their own good, but for that of all other users 
within their institution. They can do so at any time, by 
reporting inappropriate situations – of which they may be 
a victim or a witness – to the competent authorities, or 
by engaging in forums dedicated to improving the quality 
of care and services, notably the users and in-patients 
committees.

Testify, talk, spread the word
By reporting problematic situations and abuses, users and 
their families significantly improve the public health and 
social services system in their community. If necessary, they 
may contact the person responsible for services, the users 
or in-patients committee, the Complaints Assistance and 
Support centre, or the Complaints commissioner and, in a 
second recourse, the Ombudsman. Improving the quality 
of care and services is a constructive exercise and,  
in this regard, users and their families are key partners  
of the institutions.

Commit, join forces, act
Users and their families are invited to get involved in their 
users or in-patients committee, both of which operate 
throughout Quebec in all of the Network’s facilities and 
institutions: Hospitals, CHSLDs, Child and Youth  
protection centres, Rehabilitation centres and  
mental health institutes.

In Quebec, the users’ participation in the users  
and in-patients committees is regulated by law.  
The committees, which are committees of the institution, 
are locally-based partners acting in their communities. 
Their legal functions are to ensure, within their  
institutions and for their clients, the defence of the  
rights of users and to contribute to the continuous 
improvement of the quality of care and services.

Thus, as volunteers, the members of the users and  
in-patients committees exert an influence on decisions 
made at various levels and which will have a real impact 
on their well-being and the well-being of other users and 
their families. By bringing the experience of the user and 
that of his or her close ones, the users and in-patients 
committees are essential partners in the Health and Social 
Services Network.

Some examples of people’s participation  
in the decision-making process

• A father is present at meetings to develop an 
intervention plan for his adolescent son in a Child  
and Youth Protection Centre.

• An elderly woman living at home, and her children 
want to know about possible side effects of the new 
medication she has been prescribed.

• An elderly man living in a CHSLD, and his close ones 
are asking questions about the proceedings of the 
medical examination he must undergo and about the 
pain which he may experience during the procedure.

• A young woman living with cancer, and her relatives, 
ask the specialist what will be the signs of effectiveness 
resulting from the proposed treatment, and why this 
treatment is the most appropriate one for someone in 
her situation.

• A student with visual impairment is returning to CEGEP 
and wants information on the technical aids best suited 
to his condition before actually making a choice.

The patient partner
In recent years, different models of partnership and 
collaboration have emerged in the Health and Social 
Services Network, including one based on the patient 
partner approach.

This approach is based on the link between the 
professional and the user (the patient) which is concerned 
primarily with the user’s ability to develop care-taking skills 
and to make choices. This approach places the autonomy 
of the user – and their ability to choose and act – at the 
very heart of the professionals’ concerns. 

Source: medecinsfrancophones.ca


