






A citizen notified the Société de l’assurance automobile du Québec of an address change, 
at which time a SAAQ employee entered the wrong postal code entered into. The software 
used to send postal notices changed the address entered on the basis of the postal code 
in the system. As a result, the citizen failed to receive the renewal notice for his vehicle 
registration, as well as the notice of licence suspension due to an unpaid fine. 

Stopped by the police, he quickly learned that his registration should have been renewed 
two months prior and that his licence had been suspended. In breach of the law, he recei-
ved two fines of $ 430 each and his vehicle was seized for a 30-day period. 

Seeing that the citizen was indeed not aware that his licence had been suspended, the SAAQ 
acceded to the Québec Ombudsman’s request to release the seized vehicle. It refused, 
however, to reimburse the fees involved in recovering it, considering that the seizure 
- despite the situation - was nonetheless legal. The Québec Ombudsman maintained that 
the citizen was not responsible for errors in the SAAQ’s software and would have taken the 
necessary steps to correct the situation had he received his suspension notice. The same 
could be said for his vehicle registration fees.



The Société de l’assurance automobile du Québec finally agreed to refund the fees related 
to the seizure and to take the required steps to have the fines handed out to the citizen 
cancelled. 





A citizen moved to Ontario in June 2007. Prior to leaving, she signed a power of attor-
ney authorizing a friend to sell her vehicle and do the necessary transfer of ownership. 
The SAAQ service outlet refused to accept the power of attorney, requesting a document 
with a photograph of the car’s owner ( health insurance card, passport or Québec driver’s 
licence ). Because she had replaced her former driver’s licence for one from Ontario, 
the woman in question could not meet the SAAQ’s requirement. The only option remaining 
to her was drive back to Québec, an eight-hour ride, to provide other documentation. 

As a result of the Québec Ombudsman’s intervention the SAAQ’s technical support staff 
directly checked with the Ontario Driver & Motor Vehicle Licensing Bureau, which allowed 
them to confirm the facts. The woman was thus prevented from having to undertake a 
costly and  useless trip. The transaction was subsequently completed at a service centre 
by the person holding the power of attorney. 



A citizen adhered to the requirements of the sanction received under the Highway Safety 
Code with regard to impaired driving, as a result of which he was obligated to make use 
of an alcohol-ignition interlock device for a 12-month period. His sanction ending on April 
6, 2007, the citizen made an appointment with the automobile center to have the device 
removed on that day. And asked the Société de l’assurance automobile du Québec to deliver 
a regular licence as of April 5, seeing as the service centre would be closed from April 6 to 
10 inclusively for the Easter break. 

The SAAQ refused, maintaining that the sentence was in force until April 6. This decision 
meant that the citizen would have to pay for the alcohol-ignition interlock device for an 
additional four days, or refrain from driving for the four days in question. The Québec 
Ombudsman is of the opinion that the SAAQ should have attempted to accommodate the 
citizen, as the 12-month delay stipulated under the Highway Safety Code should equally 
apply to the SAAQ and the citizen and given that the SAAQ’s centres are closed for several 
days in succession only twice a year. We thus requested that the citizen’s regular licence 
be exceptionally delivered one day prior to his sanction’s termination, a request that the 
SAAQ granted. 

Whenever it has reasonable grounds, the Société de l’assurance automobile du Québec 
can require a medical report or road test allowing it to check a citizen’s driving ability. 
This notion of reasonable grounds, however, is open to each agent’s interpretation and can 
result in excessive checking, oftentimes causing useless interventions, financial outlays 
and worry to citizens. This is attested to by several of the cases brought to the Québec 
Ombudsman’s attention this year, a few examples of which are given below.

The Société de l’assurance automobile du Québec requested that a citizen who had suffe-
red a cerebral stroke provide it with two medical reports, one completed by his attending 
physician and the other by an ophthalmologist. Neither physician found any indication that 
the citizen suffered from a problem likely to impact his ability to drive a road vehicle. The 
SAAQ nonetheless requested a road test monitored by an occupational therapist to ensure 
that he had no cognitive sequelae. An appointment for this test was scheduled at the end 
of July. Meanwhile, the SAAQ sent the citizen another medical form to be completed, this 
one by a neurologist. 

The Québec Ombudsman considered this request hasty, since the occupational therapist 
would be determining whether there existed a problem requiring a neurological exam. The  
Société de l’assurance automobile du Québec agreed to have the citizen first complete a 
road test before determining whether another medical report was necessary.

Another citizen suffered a nervous depression in 2005. As requested by the Service de 
l’évaluation médicale, he submitted a psychiatric report in 2006 and a second one in 2007, 
both of them including a statement from his attending physician that his condition was 



well in control. The SAAQ’s Service de l’évaluation médicale nonetheless required that he 
submit to another psychiatric evaluation. Subsequent to the Québec Ombudsman’s inter-
vention, the Service de l’évaluation médicale agreed that this request was not essential. 

Conversely, a citizen with a medical report indicating no driving-related problems had to 
complete a road test to ascertain whether permanent sequelae to his left arm as the result 
of a road accident in 2004 affected his ability to drive a regular vehicle. 

The Québec Ombudsman felt that this requirement was premature, as an additional report 
from the attending physician would have been sufficient to clarify the citizen’s medical 
condition and determine whether a road test was in fact necessary. The Service de l’éva-
luation médicale concurred with our estimation, and the citizen submitted another report 
indicating that the sequelae to his left arm did not have any effect on his ability to drive. 
He was thus not required to take a road test. 

A citizen’s driver’s license was suspended after she suffered an epileptic seizure in August 
2006. Under the Regulation respecting access to driving a road vehicle in connection with 
the health of drivers, a suspension can be lifted after three months with no recurring attack, 
if the citizen has resumed talking his or her medication. In January, the citizen transmitted 
a medical report attesting that her seizure in the month of August had occurred because 
she had ceased taking her medication but had suffered no other attacks since then. 

She was advised that her medical report would not be reviewed for another 40 days, the 
current delay for processing applications for review. While this timeframe was an impro-
vement over the previous 57 days a few months earlier, it was nonetheless too long for 
the citizen, who was the sole driver in her family and had been without a licence for five 
months already. 

Seeing that this was a simple situation meeting the criteria of the Regulation, the Québec 
Ombudsman questioned the relevance of processing it alongside more complicated appli-
cations. The Service de l’évaluation médicale, which reached the same conclusion, assi-
gned a priority to the citizen’s application, authorizing the lifting of her licence suspension. 
The Service, in light of this situation, decided to review its procedure. 

Rapports annuels de gestion 2006



A citizen found herself with a diagnosis of schizophrenia in her medical report due to a 
coding mistake by a SAAQ employee. The mistake was subsequently corrected, but the 
citizen fears that the erroneous information may have been transmitted to other agencies 
having requested access to information, as enabled by law 22. The agency required the citi-
zen to pay $ 500 for carrying out a search and providing her with a list of other agencies, 
as the case may be. 

In the Québec Ombudsman’s opinion, the citizen should not have had to pay for the Société 
de l’assurance automobile du Québec’s mistake. Subsequent to the Québec Ombudsman’s 
intervention, the SAAQ took the necessary steps and confirmed to the citizen - at no cost 
to her - that no information regarding her medical record had been transmitted to any 
third parties.



A citizen was required to undergo a comprehensive evaluation under the Fédération’s 
protocol, including a supervision program for a six-month period. During the initial 
interview, the citizen and evaluator agreed on the objectives of the supervision program. 
The evaluator then proposed various methods, culled from the Fédération’s protocol, 
for achieving the identified objectives. One of these methods consisted of working with 
a profit-oriented enterprise that offered a service for accompanying citizens, notably 
quoted in the Fédération’s protocol.

Despite being uncomfortable with this means, since it involved registration costs and fees 
for each instance where he was accompanied, the citizen dared not refuse, for fear that 
this would have an effect on the evaluator’s final recommendation and delay his obtaining 
his  driver’s license. Nonetheless he submitted the issue to the Québec Ombudsman.

The Québec Ombudsman, considering that the SAAQ cannot in any way promote, even 
unintentionally, a private enterprise, asked it to remove this means from the Fédération’s 
protocol. It suggested replacing it by a more general undertaking from the citizen to 
call upon third parties ( friends, family members, public transportation, taxis or other 
means ) whenever necessary. Concurring with this position, the SAAQ made the necessary 
amendments to its protocol. 



A young man contested the unfavourable conclusions of his summary evaluation in front 
of the Tribunal administratif du Québec. Given that more than a year had passed before his 
complaint was heard, and in light of the ambiguous evaluation results, the Tribunal autho-
rized that it be done over. 

The citizen immediately sent his payment to the Fédération, but no date was fixed for his 
new evaluation, and this despite his numerous calls to the Société de l’assurance auto-
mobile du Québec. As time went on, the citizen feared he would also have to retake the 
driving exam, in accordance with the law’s provision making this mandatory after three 
years without a licence. 

In considering this complaint, the Québec Ombudsman learned that the SAAQ does not feel 
obliged to act on the Tribunal’s decision, given the lack of an order compelling it to action. 
The Québec Ombudsman also noted that both the SAAQ and Fédération had no idea how to 
follow up on this decision. 

According to both agencies, a citizen cannot undergo the evaluation a second time, 
for he knows now what the questions are the second time around. Yet under the agreement 
entered into with the Fédération, its evaluations are the only ones acknowledged for the 
application of Highway Safety Code provisions regarding driving while under the influence 
of drugs or alcohol. 

Considering this deadlock, the Québec Ombudsman queried the usefulness of a recourse 
process when nothing could be done to implement the decisions taken. The SAAQ was 
finally obliged to allow the citizen to have an evaluation done in an independent clinic. With 
a favourable second evaluation, the young man was able to receive his driver’s license 
immediately, without having to take another the driving test. 

A resident of Nunavik had to undergo a comprehensive evaluation in a Fédération member 
centre. In order to participate in the initial interview for establishing his supervision program, 
the citizen was told to go the nearest centre. This facility, where an interview in French would 
take place, was in Val-d’Or, 1,000 km from his home. The citizen could not afford to fly to Val-
d’Or. Moreover, since he spoke only Inuktitut and English, he could not take the necessary 
steps to undergo his rehabilitation and obtain a new driver’s licence. 

Subsequent to the Québec Ombudsman’s intervention, the SAAQ contacted the Fédération to 
find a means of adapting the evaluation requirements to the citizen’s reality. The Fédération 
accepted to hold the interview over the phone. An Anglophone was assigned to administer 
the interview and a social worker in the citizen’s municipality was certified to adapt the 
supervision plan to the reality of this resident of Québec’s Far North.



A citizen had to pass a road test in order to maintain his driver’s license. The only 
appointment he could obtain was for May 7. Given the risk that he might lose his licence, 
the citizen wondered whether or not to renew his road vehicle registration, which would 
expire on April 30. The Québec Ombudsman explained to the citizen that renewing his 
registration was important. Failure to do so for more than 12 months would result in 
his vehicle being automatically subject to a mechanical verification before he could 
drive it. Should his licence be revoked, he could always store his vehicle and request a 
reimbursement for the fees paid in excess. 

A citizen who only speaks Cree and English underwent a summary evaluation as provided 
for by the Highway Safety Code subsequent to a sanction for impaired driving. The resulting 
recommendation was negative, meaning that he would have to undergo a comprehensive 
evaluation. The citizen complained that the evaluator only spoke French, that the entire 
interview was held in French, and that the final report was drafted in French. Despite being 
accompanied by his spouse, who spoke a bit of French, he was not sure he had properly 
understood the interview questions or the evaluator’s explanations regarding the compu-
terized tests. 

The Québec Ombudsman’s investigation revealed that the interview score was in the 
citizen’s favour, in spite of the interview having been held in French. The problem lay 
with the test responses ( the tests were in English ), which were ultimately the grounds 
for the unfavourable recommendation. The Québec Ombudsman therefore opined that 
the final recommendation was in fact fair. It nonetheless made sure that the SAAQ would 
provide an English version of the final report to the citizen, as well as enable him to 
undergo his comprehensive evaluation in English, as per the general principle in the 
SAAQ’s language policy. 



Following an application for review contesting an erroneous epilepsy diagnosis, another 
citizen was authorized to receive his professional driver’s license classes. To do so, he 
had to undergo theory and practical tests, for his license classes had been suspended for 
more than three years. The citizen contested this requirement. Because he had lost these 
classes due to an erroneous diagnosis, he failed to understand why he should have to pass 
the tests again. 

The Québec Ombudsman could unfortunately only reiterate his obligation to pass the tests 
again. We observed, however, that the citizen was dyslexic and had a problem understanding 
written instructions as well as writing, which explained his refusal to undergo a written test. 
The Québec Ombudsman ensured that the SAAQ would take his problem into consideration 
and have someone on hand to help him fully understand the test questions. 











On September 19, 2006, a citizen sent his physician’s clinical follow-up report to the Société 
de l’assurance automobile du Québec. The document indicated a worsening of his psycho-
logical condition, related to an automobile accident in February 2004. In following up on 
the citizen’s request, the SAAQ on September 26, 2006 requested that one of its medical 
examiners produce a medical report to establish the link between this aggravation and the 
automobile accident. 

In January of the following year, with no response from the SAAQ to his request regar-
ding his aggravated psychological condition, the citizen communicated with the Québec 
Ombudsman. In reviewing the file, the Québec Ombudsman noted that the medical report 
requested by the compensation officer had still not been provided, and this after close to 
four months.  

Given the citizen’s vulnerable condition and the fact that he had no income, the Québec 
Ombudsman intervened with the Société de l’assurance automobile du Québec, asking 
that the medical report be submitted as quickly as possible. It was not until February 
2007, five months after the citizen’s initial request, that the SAAQ physician finally recom-
mended that he undergo a psychiatric evaluation. 

The psychiatric report was received by the Société de l’assurance automobile du Québec 
on May 29, 2007. The SAAQ’s medical examiner acknowledged the citizen’s aggravated 
psychological condition the following day, recommending payment of the appropriate 
medication and attesting to sequelae entitling the citizen to an amount of $ 4,115.50.









A citizen had a road accident in January 2005, as a result of which the Société de l’assurance 
automobile du Québec compensated her for her condition. This required compensation 
included income replacement benefits. In early September 2006, the payment of all of her 
compensation was interrupted on a purely administrative basis, i.e. with no formal deci-
sion. In explaining its actions, the SAAQ cited the launch of an investigation into a company 
suspected of committing fraud at its expense. Seeing as the victim had a signed agree-
ment with this organization, the SAAQ decided to request that her file also be investigated. 
The investigator assigned to her case was mandated to check the veracity of the accident. 
The citizen ceased receiving compensation for the duration of the investigation, and the 
handling of her file was suspended. 

The investigation report completed in mid-January 2007 concluded that she had in fact 
been the victim of an accident while driving her automobile in January 2005. Her income 
replacement benefits were reinstated a few days later. The SAAQ also paid her the retroac-
tive income replacement benefits she should have received since early September 2006.   

In February 2007, the citizen’s compensation was again interrupted by the SAAQ, which this 
time claimed that it needed to obtain medical documentation illustrating that she was still 
unable to work. She was verbally notified of this new interruption at the end of March 2007, 



as well as of the need for her to produce the required medical documents. The Société de 
l’assurance automobile du Québec had set no formal deadline by which this requirement 
had to be met. Here again, the decision to interrupt benefits was for purely administrative 
reasons, with no decision made as per the provisions of the Automobile Insurance Act.

It should be remembered that the interruption of her compensation in 2006 came about 
because of an investigation into the activities of a company suspected of engaging in frau-
dulent activities at the Société de l’assurance automobile du Québec’s expense and with 
which the citizen had signed a contract. The SAAQ was in this instance not legally entitled 
to interrupt the payment of compensation, as it had no objective evidence that the citizen 
had submitted false or inaccurate information. The SAAQ, by acting in this manner, made 
an assumption as to the investigation’s findings and as a result of its hasty and illegal 
actions, caused a major prejudice to the citizen, who was left without any compensation 
- and thus no income - for a period of nearly five months. The existence of this prejudice 
was confirmed by the SAAQ’s decision to retroactively pay income replacement benefits 
subsequent to having read the investigation report in question.

During this period, payments were again interrupted on an administrative basis, on the 
grounds that the citizen was supposed to provide evidence that she was still unable to work. 
Yet, once again we noticed that this interruption had also been decreed with no considera-
tion to the applicable regulations. There exists no legal provision authorizing the Société 
de l’assurance automobile du Québec to interrupt compensation because it is waiting to 
receive medical information on the condition of an accident victim. The citizen was not 
given an opportunity to complete her file, as provided for by the regulations. She had not 
received any verbal or written notice prior to the interruption of compensation, nor was she 
told of the consequences of failing to provide the required information. 

During exchanges with the Société de l’assurance automobile du Québec, the Québec 
Ombudsman was informed that the decision to act in this manner was based on the parti-
cular history of this file, which it felt called for vigilance. In the Québec Ombudsman’s 
opinion, this file’s history shows that the citizen was treated unfairly. 

We thus find it extremely difficult to understand why the SAAQ continued to act in a manner 
that failed to comply with the regulations established to govern its actions, why it took deci-
sions with no legal foundation, and why it failed to offer the citizen guarantees regarding 
the procedural fairness to which she was entitled. These notably include the possibility 
of submitting her observations, completing her file and receiving a reasoned decision 
in writing. 

Following the Québec Ombudsman’s intervention and the receipt of medical information 
indicating that the citizen was still unable to work, compensation payments were reinstated 
retroactive to February 2007. 



A citizen contacted the Québec Ombudsman in June 2007 to complain about the Société 
de l’assurance automobile du Québec’s delay in processing her requests for the reim-
bursement of personal home assistance expenses. Ever since November 2006 she recei-
ved no reimbursement for expenses incurred between September 2006 and June 2007. 
This delay in processing reimbursement requests is financially taxing, given that she 
spent a great deal on this service and now finds herself unable to keep paying for personal 
home assistance.

The Québec Ombudsman notes that the citizen submitted in early December 2006 a request 
for reimbursement of expenses for the period from the end of September 2006 to the end 
of December 2006. In late January 2007, the compensation officer requested a report from 
a Société de l’assurance automobile du Québec occupational therapist so as to understand 
the citizen’s personal assistance needs and thus determine the compensation to be paid. 
The citizen sent in new requests for reimbursement of personal home assistance expenses 
in February, March and lastly in, June 2007.

When the Québec Ombudsman was contacted by the citizen, six months had elapsed 
since she had sent in her first request, and no report had yet been submitted by the 
occupational therapist.

Given the significant amount of time already passed, the Québec Ombudsman intervened 
with the Société de l’assurance automobile du Québec in an effort to have the processing 
of these requests expedited. The SAAQ responded that the report had been issued the day 
prior to our communication. The citizen received compensation in the amount of $ 1,620.







In July 2006, a 16-year old citizen had a serious road accident. After being in a coma for 
45 days, he was transferred to a rehabilitation centre. His mother, who sat at his bedside 
each and every day since the accident, filed a claim with the Société de l’assurance auto-
mobile du Québec to receive the availability allowance provided for under the Automobile 
Insurance Act. This allowance was granted to her for the period running from the end of 
July 2006 to early October of the same year. Her claim was thereafter refused, with the 
exception of three days.

The mother immediately wrote two letters to the Société de l’assurance automo-
bile du Québec indicating that her presence was critical to her son’s rehabilitation. 
She appended letters from the attending physician and rehabilitation centre social worker, 
both of whom reported on the condition of her son and recommended the presence of 
a family member to keep him motivated to fully participate in various therapy sessions. 
Without such a presence, the treatment team felt that the accident victim’s potential for 
rehabilitation would be compromised.

In spite of this documentation, the Société de l’assurance automobile du Québec upheld 
its refusal, at which point the citizen contacted the Québec Ombudsman. The Québec 
Ombudsman believes that each case should be considered on its own merits as well as in 
the widest and most accommodating perspective possible, and this to favour compensation 
of victims or as in this case, the family member who is present.

Subsequent to its review, the Québec Ombudsman concluded that the availability allowance 
should be extended to the family member supporting this young accident victim, as per the 
provisions of section 83.5 of the Automobile Insurance Act. It intervened with the Société 
de l’assurance automobile du Québec in this regard. On March 6, 2007, the Direction de 
la révision administrative rendered a decision, concluding that the family member of the 
young victim should receive the availability allowance.

On April 17, 2007, the SAAQ notified us that it would take all aspects of this claim into 
consideration when rendering decisions on future requests for the availability allowance in 
conjunction with this accident.

In June 2007, the Société de l’assurance automobile du Québec asked one of its medical 
examiners for an opinion on possible aggravation with regard to a citizen’s locomotion. 
According to a March 2007 medical report, a citizen’s physical condition had worsened. 
In 2004, the SAAQ had acknowledged that the citizen had sequelae with an intensity of 3 in 
the area of locomotion. In 2007, the expert physician opined that his condition had deterio-
rated and that the sequelae are of an intensity of 6.



That same day, the SAAQ medical examiner rendered his opinion, recommending that the 
aggravation be denied. He noted that the expert had evaluated the citizen according to the 
scale provided in the Regulation respecting lump-sum compensation for non-pecuniary 
damage whereas he believed that he should have relied on the scale provided in the Regu-
lation respecting permanent impairments. Sequelae are notably not evaluated in the same 
manner in this second regulation, hence leading the medical examiner to conclude that 
aggravation should not be acknowledged. At the end of June 2007, the Société de l’assu-
rance automobile du Québec rendered a decision in support of this stance.

The accident victim at this point contacted the Québec Ombudsman. His condition had by 
then deteriorated and he was no longer able to work. After reviewing the file, the Québec 
Ombudsman believes that the expert had indeed used the proper scale, contrary to the 
opinion of the SAAQ’s medical examiner. The Québec Ombudsman thus proceeded to inter-
vene with the SAAQ to have the medical examiner review the file.

The Société de l’assurance automobile du Québec, sharing the Québec Ombudsman’s 
opinion, contacted the medical examiner so that the medical evaluation would be 
conducted using the scale provided in the Regulation respecting lump-sum compensation 
for non-pecuniary damage. The aggravation was acknowledged and a new report issued. 
The citizen was declared unable to perform any type of employment, and this since August 
2006 ; this decision was transmitted to the victim in August 2007. The SAAQ subsequently 
granted him income replacement benefits, in addition to paying the retroactive amount of 
$ 8,361.41, representing income replacement benefits for the period from August 2006 to 
August 2007. 


