
Who is a user?

What are the rights of users?

What are User and In-Patient Committees?

Find your Committee

Users of the health and social services network are not 
only those people who are ill. In fact, each of us was 
born as a user, and we will all die as users. Users include 
everyone who, at any moment in their lives, use the 
services of the network. This includes pregnant women, 
newborn babies, teenagers in youth centres, people 
who want to quit smoking, people who are disabled, 
the elderly who live at home and who receive support 
services from their CLSC or from close relatives. Users 
include people who have stopped working for health 
reasons. In other words, all Quebecers are users.

“The raison d’être for services is the person who needs 
them.” This is one of the guidelines on which the Act 
Respecting Health Services and Social Services is based. 
User rights are:

1. The right to information
2. The right to services
3. The right to choose one’s professional 

 and institution
4. The right to receive the appropriate 

 care one’s condition requires
5. The right to refuse or consent to care
6. The right to participate in decisions
7. The right to be accompanied, assisted 

 and represented
8. The right to be lodged
9. The right to receive services in English
10. The right to access one’s user file
11. The right to confidentiality for one’s user file

12. The right to file a complaint.

The charters of rights and freedoms and the Civil Code 
also provide protections for individuals.   

User and In-Patient Committees were instituted by the 
Act Respecting Health Services and Social Services. Made 
up of volunteers, these committees are present in all 
health institutions. They are the citizen’s voice in the 
network and the guardians of your rights as a user of the 
network.

More specifically, the In-Patient Committee is attached 
to a centre that offers services to users who are lodging 
there, and one of the In-patient Committee members 
is also a member of the User Committee in the health 
institution that manages the centre.

User and In-Patient Committees inform users of their 
rights and defend those rights.

Your User Committee is the one at the health institution 
you go to for services, or the one you would go to if 
you or one of your close relatives had a health problem. 
Generally, it’s the institution located closest to you, in 
particular the CSSS (health and social services centres). 
The CSSS work in partnership with health and social 
services agencies (one agency per region) which offer 
lots of information for anything relating to health or 
social services. To find a User or In-patient Committee, a 
health or social services institution, a service, a physician 
or personalized assistance, you can find much of this 
information on the agencies’ websites.

	 •	 www.msss.gouv.qc.ca/en/reseau

On your agency’s website you will discover other 
resources that can provide you with more information 
on your rights:

	 •	 Local	or	Regional	Quality	and	Complaints 
  Commissioner 
	 •	 Complaint	Assistance	and	Support	Centre	(CAAP)
	 •	 Quebec	Ombudsman
	 •	 Commission	of	Human	Rights	and	Youth	Rights.

A word from 
Gabrielle Marion-Rivard

My involvement as an actress in the film Gabrielle made 
me aware of the important role played by the user of 
the Health and Social Services system. The raison d’être 
of the services provided is the person requiring them, in 
other words, the user. Each one is different and unique 
which means there is an array of conditions and needs. 
It also means there is a variety of care and appropriate, 
adapted services.

In Quebec, receiving the care and the services which one’s 
state of health or condition requires is neither a privilege 
nor a stroke of good luck. It is recognized as a right for 
all 8,000,000 users of the Health and Social Services’ 
Network.

Sooner or later, we all need the services of the network’s 
professionals, whether it be in a hospital center, in a 
residential center, in a Youth center or a Rehabilitation 
center and whether it be for a physical or mental health 
reason, a chronic illness, a particular problem or a routine 
exam. Public health is therefore a reflection of all the 
peculiarities pertaining to the network users of all types 
and it is also a reflection of all the institutions’ missions. 
Public health is you and I.

As Honorary President of the 2014 Edition of the Health 
and Social Services Network Users’ Rights Week, I invite 
all Quebecers to take advantage of this special event 
during which it will be possible to get more information 
on their rights as users.

Gabrielle Marion-Rivard

Honorary Chairperson 
for the Health and 
Social Services Network 
Users’ Rights Week

The right to receive 
the appropriate health 
care and services

Gabrielle Marion-Rivard
Living with Williams syndrome, Gabrielle Marion-Rivard 
stars in the film Gabrielle released in 2013, and which won 
numerous awards and nominations. At the Canadian Screen 
Awards’ Gala, she received the award for best female actress 
in a leading role for her role in this film.
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12 rights are 
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The Act Respecting Health Services 
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H E A L T H  P R O M O T I O N 
My health is important

Each one of us, whether youth, adult or senior must 
ensure to take the right decision concerning our health 
and the health of our loved ones. It is an important 
responsibility. Healthy lifestyles and wise food choices 
make it possible to improve the conditions necessary to 
staying healthy. Numerous tools can help us do that. For 
example, Canada’s Food Guide recommends eating fruits 
and vegetables, lowering calorie intake, controlling our 
body weight, exercising regularly, getting sufficient sleep, 
and more1.

In varying degrees, our family history, our habits, our 
behaviour, our living environment as well as our natural, 
social, economic and cultural environments have an 
effect on our health2. Governments have an obligation 
to promote health through the implementation of 
policies that take into account all of these determinants 
for promoting the health of the general population. 
These policies aim to address the risks related to obesity, 
cancer, cardiovascular and respiratory diseases, perinatal 
problems and chronic diseases3.

Beyond personal efforts, the services of a Health care or 
social services professional is necessary when one’s health 
requires it. Henceforth, the responsibility of a person in 
regards to their health may be exercised by participating 
in decisions that affect them. In Quebec, participation in 
decisions that affect one’s health is a right recognized 
by law.

1 Health Canada: Eating Well with Canada’s Food Guide, 2011.
2 Ministère de la Santé et des Services sociaux, Directorate of Public Health: 
 Better understanding for more effective action, 2012.
3 World Health Organization: The World health report 2002: Reducing Risks, 
 Promoting Healthy Life, Geneva, 2002.
4 Quebec Government: An Act respecting health services and social services 
 (Art. 5 and 7), Chapter S-4.2.

he or she is receiving the care. The user must cooperate 
by providing all necessary information so that his or her 
needs may be correctly assessed and an individualized 
treatment plan developed.

In an emergency situation, this right is exercised without 
the user’s consent when one is unable to give it and their 
life or their integrity is in danger. However, their consent 
is necessary as soon as one is capable of giving it.

The right to receive the care and the services is limited in 
the light of limited available resources.

The right to receive the appropriate care and services 
required by one’s condition:

•	 A	drug-addicted woman wants to break her 
addiction and asks the CLSC for help.

•	 Victim of a cardiac arrest, a man receives 
resuscitative measures at the emergency ward in 
a hospital centre.

•	 A	woman provides the CSSS with all necessary 
information on her aged mother’s state of health 
which makes it possible to assess her degree of 
autonomy with accuracy.

•	 A	boy and his mother enquire about the response 
plan proposed by the Youth Centre.

•	 Suffering from cancer, a woman begins the 
treatments that her condition requires and for which 
a treatment plan has been implemented.

•	 A	depressed man consults a physician with whom  
he shares his suicidal thoughts.

•	 A	physically-challenged woman requests 
information from the users’ committee of the centre 
de réadaptation en déficience physique (Physical 
Rehabilitation Center) on how to proceed for filing 
a complaint against services which she received but 
which she did not consider were appropriately  
adapted to her condition.

Receiving the care one’s condition requires is not a 
privilege, it is a right recognized by the Act Respecting 
Health Services and Social Services4. The user has 
the right to receive the care and the services which 
their condition requires; the right to be informed, in 
a personalized and safe manner, about the treatment 
options available and also about the possible risks 
associated with these treatments.

Insofar as the user is conscious, he or she exercises this 
right by asking questions and requesting explanations 
from the professionals working in the institution where

The right to receive the appropriate 
health care and services

Concrete examples

Health promotion and individual 
responsibility

Users’ Rights Week

The Health and Social Services Network Users’ Rights 
Week is a promotional event to raise awareness on the 
rights of users of the health and social services network. 
The goal of this week is to inform users of their rights 
and to present the work that goes on inside institutions 
of the health and social services network in Quebec.

What is Users’ Rights Week?

How to Participate

•	 For	User	and	In-patient	Committees,

• Inform the public of their role by organizing an 
open house in their institutions

• Distribute promotional material to users

• Organize the General Assembly during the week 
and invite users to attend

• Organize a conference for the general public

• Meet with the institution’s administration and staff 
to raise awareness on user rights

• Collaborate in organizing activities that feature the 
role and work of the User Committee along with 
the Quality and Complaints Commissioner and the 
volunteer foundation or service at the institution

• Invite the RPCU to offer training or host a 
conference for the committee members

• Set up new initiatives

• Use the opportunity to recruit new members

• Bring awareness to the users’ rights through local 
media

• Send out a press release on the work of User 
Committees.

The Health and Social Services Network Users’ Rights 
Week is being held during the last week of September. 
This may not be convenient for everyone who would be 
called upon to participate, so it’s important to remember 
that activities can be organized at any time during the 
year. What’s important is to participate! The promotional 
materials for Users’ Rights Week are available at all times.

Posters, pamphlets, bookmarks

The RPCU provides posters, pamphlets and bookmarks that you 
can order using the order form on the www.rpcu.qc.ca website.

Email: courrier@rpcu.qc.ca
Telephone: 514 436-3744
Fax: 514 439-1658

Elder abuse

The RPCU offers training sessions on the subject of elder abuse. 
Ask for one in your community!

Info: www.maltraitanceaines.org

It’s important to participate!

• Unions can organize activities to raise awareness in 
the workplace relating to user rights

• Community groups can raise awareness on 
user rights in their community and on the work 
accomplished by User and In-patient Committees

• The Ministry of Health and Social Services can provide 
updates on improvements to the quality of health care 
and social services

• Local and regional Quality and Complaints 
Commissioners can get information on User and 
In-patient Committees.

• Users can become informed of their rights and get 
involved in a committee

• Staff in the health and social services network can 
get the latest updates on their practices regarding 
user rights and information on the User or In-Patient 
Committee at their institution

• Health institutions and the AQESSS can present the 
accomplishments of institutions with regard to user 
needs

• Professional associations can promote their links 
with User Committees

Let us know
Let the RPCU know about the initiatives and activities 
you are planning: courrier@rpcu.qc.ca.

Your coordinates
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Partners

The Regroupement provincial des comités des usagers (RPCU) 
promotes health, defends the rights of users and represents 
the 600 User and In-Patient Committees in health and social 
services institutions throughout Quebec. The mission of User 

and In-Patient Committees is to defend the rights of users and 
to work at improving the quality of services offered to users in 

the health and social services network. 
The RPCU also advocates for the elderly.

C.P. 60563, succursale Sainte-Catherine Est
Montréal (Québec) H1V 3T8
Telephone: 514 436-3744

Fax: 514 439-1658
www.rpcu.qc.ca – info@rpcu.qc.ca

Let’s visit our elders

Whether they live at home, in a private residence or in a CHSLD, 
our elders expect and look forward to us paying them a visit. You 
too can promote, in your community, visits to the elders wherever 
they live. Talk about it to your family and friends!

Share: www.facebook.com/visitonsnosaines


