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Who is a user?

“A natural person who is using or has used the 
Quebec health or social services delivered in any one 
of an institution’s facilities. The term ‘user’ must be 
interpreted in relation to the admission, registration 
or enrolment of the user and his loved ones who 
are receiving the services. Thus, to the extent that 
the person concerned can establish that they have 
received a service from the establishment, they are 
considered as a user. There is no restriction as to the 
nature, frequency or continuity of the service received 
by the user or their loved ones.“2 

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 young person 
with ADHD, 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 decision-making 

process
• Right to be accompanied, assisted  

and represented
• Right to shelter/accommodation

2 Definition taken from the Health and Social Services ministry’s 
Reference Framework for Users committees and In-patients’ 
committees (Cadre de référence relatif aux comités des usagers  
et aux comités de résidents, 2018).

• 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.

A few resources

• Regroupement provincial des comités  
des usagers (RPCU)

 rpcu.qc.ca

• The Health and Social Services Network 
Complaint Examination System

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

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

 fcaap.ca

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

Sources: Educaloi, Réseau juridique du Québec, LSSSS.



The right to the confidentiality  
of your user’s file

The user’s record is confidential. The confidentiality 
of a user’s record is a right recognized by the Act 
respecting health services and social services (LSSSS). 
It is the user’s right to demand that the information 
contained in their record never be disclosed without 
their consent1. This right is exercised without 
concrete action on the part of the user, except 
as regards the authorization of disclosure, which 
must come from the user themselves or their legal 
representative.

The confidentiality of the user’s file is protected by:

• Professional secrecy
• Institution’s obligation of secrecy
• Staff’s obligation of secrecy

Professional secrecy

Professional secrecy is an obligation imposed on all 
persons belonging to a professional order, including 
doctors, nurses, respiratory therapist, midwives, 
pharmacists, etc. It is the duty of a professional not 
to share the confidential information that a user has 
entrusted to them.

Institution’s obligation of secrecy

An institution is required to keep a record of each 
patient receiving care and services. The institution 
must ensure the custody of the file and preserve the 
confidentiality of its contents.

1 The Act provides for some exceptions.

Possible remedies

When there is a violation of the confidentiality of 
the information concerning them, the user is invited 
to communicate with their facility’s Users and 
In-patients’ committee to determine remedies 
available in order to put an end to this situation. This 
approach is part of a continuous improvement in the 
quality of care and services offered by the Health and 
Social Services network to which the user contributes.

Staff’s obligation of secrecy

Employees in the service of a professional or 
an institution have access to the information 
recorded in the user’s file to perform their work. 
Institutional staff, including administrative 
staff, support staff, and management staff 
are required to maintain confidentiality. The 
confidentiality obligation also extends to 
volunteers and service providers even if they do 
not have access to the user’s file. 

Access to one’s user’s file

The user may have access to their file (subject to 
certain limitations). It is also their right as a user. 
They may be assisted by a qualified professional to 
understand the information contained in their file.

Breach of confidentiality

Any violation of the confidentiality of the information 
recorded in the user’s file is illegal. It can lead to 
sanctions, dismissal of the offending person, or even 
legal action against them. Here are some examples:

• Two youth center educators are discussing a 
youth’s file while their office door is wide open.

• An employee has access to several medical 
records for the purpose of transmitting personal 
information to a private company.

• A rehabilitation center worker, on his Facebook 
page, recounts a difficult moment lived with a 
user, and gives enough details so this last one 
can be identified.

• A nurse mentions the illness of a user in front 
of other users at the time of the former one’s 
daily dose of medicine.

• A visitor sees the name of a user on the screen 
of a device that is running at the time when the 
user is being examined.

• An administrative officer at a facility tells a 
colleague that a member of his/her family is  
HIV positive.

• A doctor and a medical resident, while in their 
facility’s cafeteria, discuss aloud the case of a 
user and identify him by name.

Various legislative and regulatory measures regulate 
the protection of personal information. It must be 
remembered that the principle of confidentiality applies 
to all types of files, whether digital or handwritten: The 
personal medical file at the doctors’ office, the file at the 
pharmacy, the computerized clinical file and the Santé 
Québec file, which is a computer tool made available to 
physicians and health professionals throughout Quebec.

Complaints and dissatisfactions

If you believe that your rights have not been respected, 
including the one regarding the confidentiality of your 
file, you have the right to get information on how to 
proceed, to file a confidential complaint and to be 
helped or accompanied throughout the process.

In all Health and Social Services institutions, a Service 
Quality and Complaints commissioner is appointed 
to receive complaints from users. Consult the Users 
and In-patients’ committee at your facility for more 
information. The Assistance and Complaint Support 
Center (CAAP) in your area can also help you with  
your complaint process.


