
Annual Report 2008-2009

A
nn

ua
l R

ep
or

t 
20

08
-2

00
9

QUEBEC - 525, boul. René-Lévesque Est, Suite 1.25   
Québec ( Québec ) G1R 5Y4	 Phone: 418 643-2688

MONTREAL - 1080, côte du Beaver Hall, Suite 1000   
Montréal ( Québec ) H2Z 1S8	 Phone : 514 873-2032

Toll free: 1 800 463-5070
Email: protecteur@protecteurducitoyen.qc.ca

www.protecteurducitoyen.qc.ca

J U S T I C E          F A I R N E S S          I M P A R T I A L I T Y          R E S P E C T



ANNUAL REPORT 2008-2009 | 1

J U S T I C E

F A I R N E S S

I M P A R T I A L I T Y

R E S P E C T



Table of Contents
MESSAGE FROM THE OMBUDSPERSON ...........................................................................  6

HIGHLIGHTS  .......................................................................................................................  12

JUSTICE AND PUBLIC SECURITY  ......................................................................................  15

Administrative justice: Encouraging signs but much still remains to be done  ................  15

In government departments and agencies  .................................................................................... 16

In health and social services institutions  ...................................................................................... 17

Ministère de la Sécurité publique – Direction générale des services correctionnels  ......  18

Ministère de la Sécurité publique, Commission québécoise des libérations 
conditionnelles, ministère de la Justice, Director of Criminal and Penal Prosecutions –    
Release on parole ................................................................................................................  27

Ministère de la Sécurité publique – Investigation processes for incidents involving 
police offi cers  .....................................................................................................................  29

Revenu Québec: A question of fairness  .............................................................................  30

Services Québec – Directeur de l’état civil  ........................................................................  33

BENEFITS AND COMPENSATION  ......................................................................................  35

Société de l’assurance automobile du Québec ...................................................................  36

Compensation for road accident victims  ....................................................................................... 37

The Highway Safety Code  ............................................................................................................... 41

Commission de la santé et de la sécurité du travail  .........................................................  45

Worker compensation and rehabilitation ....................................................................................... 45

Crime Victims Compensation Directorale  ..................................................................................... 47

Commission administrative des régimes de retraite et d’assurances (CARRA)  ...............  48

Régie des rentes du Québec  ..............................................................................................  50

HEALTH AND SOCIAL SERVICES  .......................................................................................  52

Ministère de la Santé et des Services sociaux  ..................................................................  53

Child and youth protection centres  ....................................................................................  56

Rehabilitation centres  ........................................................................................................  59

Residential and long-term care centres  ............................................................................  63

Private seniors’ residences  ............................................................................................................ 68

Private residences for other vulnerable people ............................................................................. 70

Hospital centres  .................................................................................................................  71 

Pilot agreement for public professional services in a private clinic  .................................  76

Reimbursement of fees for dental care received as part of cancer treatment  ............................ 78

Local community service centres (CLSCs)  ........................................................................  78

Pre-hospital emergency services  ......................................................................................  82

Régie de l’assurance maladie du Québec  ..........................................................................  83

Complaint examination system  ..........................................................................................  84

Mental health  .....................................................................................................................  86

SOCIAL PROBLEMS ............................................................................................................  92

Curateur public du Québec  ................................................................................................  93



Ministère de l’Emploi et de la Solidarité sociale  ...............................................................  101

Employment .................................................................................................................................... 101 

Social solidarity  ........................................................................................................................... 102

ENVIRONMENT AND RESOURCES  ....................................................................................  103

Ministère de l’Agriculture, des Pêcheries et de l’Alimentation  .........................................  103

Ministère du Développement durable, de l’Environnement et des Parcs  .........................  105

Ministère des Ressources naturelles et de la Faune  ........................................................  107

RESULTS IN FIGURES  ........................................................................................................  109

Requests received  ..............................................................................................................  109

Percentage of substantiated complaints  ...........................................................................  110

Variation in the number of substantiated complaints  .......................................................  111

Complaints, reports and requests for assistance investigated  .........................................  111

Requests for service investigated  ......................................................................................  112

Types of prejudice suffered by citizens  ..............................................................................  113

Breakdown of substantiated complaints and reports in health and social services, 
by category  ..........................................................................................................................  113

Follow-up to the Québec Ombudsman’s recommendations  .............................................  114

Status of citizens’ requests  ................................................................................................  114

Investigated complaints by government department and agency, 
by investigation outcome  ....................................................................................................  115

Investigated health and social services complaints and reports, 
by mission and by investigation outcome  ..........................................................................  119

Source of public service requests received, by administrative region of applicant  ..........  120

Source of health and social service requests and reports received, 
by health and social service region of the body concerned  ...............................................  121

Actions by the Québec Ombudsman that have a collective impact  ...................................  122

APPENDICES

Summary table of follow-up to the 2007-2008 annual report recommendations 
to government departments and agencies heads  .............................................................  125

Summary of 2008-2009 recommendations to government department 
and agency heads  ...............................................................................................................  132

Some useful defi nitions  ......................................................................................................  140

ANNUAL MANAGEMENT REPORT ......................................................................................  142

Highlights  ...........................................................................................................................  145

Organization overview .........................................................................................................  146

Resource use  ......................................................................................................................  148

National and international activities ...................................................................................  152

Results  ................................................................................................................................  153

Legislative and government requirements  ........................................................................  164

Follow-up to the Auditor General’s recommendations concerning 
resource optimization ..........................................................................................................  167

Appendices ..........................................................................................................................  170

Collaborators .......................................................................................................................  170

Comparative Table – Jurisdictions of Canadian Parliamentary 
Ombudsman and Requests Processed ...............................................................................  173



Québec City
May 2009

Yvon Vallières
President of the National Assembly

Dear Sir:

In accordance with section 28 of the Public Protector Act, and section 38 of the Act respecting 
the Health and Social Services Ombudsman, I have the honour of submitting the 39th Annual 
Report of the Québec Ombudsman for fi scal year 2008-2009. 

The annual report on the management of this institution for the same period is also part of 
this document. 

Yours sincerely,

Raymonde Saint-Germain
Québec Ombudsperson



Validation Report from the External Auditor

Raymonde Saint-Germain
Québec Ombudsperson

We have conducted an examination of the results, explanations and information presented in 
the annual report of the Québec Ombudsman for the fi scal year ending on March 31, 2009. 
The Québec Ombudsman is responsible for making sure that the annual report discloses 
information that is accurate and complete. We are responsible for evaluating the plausibility 
and consistency of the information, based on the work we have done.

Our examination, which did not constitute an audit, was performed in accordance with inter-
nal auditing standards. It consisted in obtaining information and supporting documentation, 
using analytical procedures, documenting the operation of compilation mechanisms, revising 
calculations and discussing the information provided. Our work did not include examining 
comments submitted by Government departments and agencies that were the subject of 
reports by the Québec Ombudsman, since they were responsible for those comments. 

Based on our examination, we conclude that the results, explanations and information con-
tained in the annual report of the Québec Ombudsman appear to be plausible and consistent 
in every important respect.

Jacques Dumas
External Auditor
April 27, 2009



Visual identifi er

The Québec Ombudsman’s logo symbolizes the quest for balance between the rights of dif-
ferent people. It is a variation on the scales that serve as the emblem of justice. The plate on 
the left-hand side of the logo evokes the theme of justice, while the “P” (for “Protecteur du 
citoyen”) on the right-hand side refers to the highest level of justice: equity. 

Values

The Québec Ombudsman has served the general public since 1969, defending the fundamental 
values of justice, equity, respect, transparency and impartiality.

The Québec Ombudsman is independent of the Québec Government, and is appointed by and 
accountable to the National Assembly. It is therefore neutral, independent and impartial – all 
essential qualities in the performance of its duties. Its role is to examine situations objectively, 
without prejudice in favour of individual citizens or the Government authority.

Mandate

The Public Protector Act and the Act respecting the Health and Social Services Ombudsman 
charge the Québec Ombudsman with the task of protecting citizens’ rights. It does this by 
intervening with departments and agencies of the Québec Government, including those in 
the health and social services network, to correct any prejudicial situations affecting natural 
or legal persons, individually or as a group. When necessary, it makes recommendations to 
the authority concerned to correct errors, negligence, abuse or unfair treatment. It accepts 
complaints submitted on behalf of third parties who may have witnessed an error, abuse or 
injustice, and may also intervene on its own initiative if it has reasonable grounds to believe 
that an individual or group has been wronged. After an investigation, the Québec Ombuds-
man submits its conclusions to the authority in question, along with recommendations and 
remedial measures in some cases. 

The Québec Ombudsman fi elds, studies and processes complaints from individuals. For the 
health and social services network, it performs these duties as a second or fi nal recourse, 
with certain exceptions, following a fi rst review by local or regional commissioners. The Qué-
bec Ombudsman does not have jurisdiction over questions relating to the quality of medical, 
dental or pharmaceutical acts.

The law gives the Québec Ombudsman the necessary power to examine complaints and 
conduct its investigations. It may demand access to any documents held by a Government 
department, agency or health and social service establishment, and it may also question any 
individual whose testimony it feels is essential to its functions. 



The Québec Ombudsman is also called upon to take collective actions following a series of 
complaints that confi rm the existence of a systemic problem across several different sec-
tors and sometimes involving several different programs. After examining the elements in 
question, it makes recommendations for remedial action that will correct the problem for 
everyone concerned. 

The Québec Ombudsman also has a preventive mission. It can, for the purpose of correcting a 
prejudicial situation and preventing repetition, draw the attention of Government departments, 
agencies or health and social service establishments to the need for legislative, administrative 
or Government reform, thereby acting on behalf of the public good. It may examine bills or 
draft regulations. If it sees fi t, it may make suggestions or propose amendments to improve 
the draft legislation.

Under this mandate, the Québec Ombudsman attaches particular importance to the basic 
human rights granted to citizens by the charters of rights, the Public Service Act, the Act 
respecting administrative justice, the Act respecting health services and social services, 
and other legislation. In the performance of its duties, it pays special attention to situations 
that may harm citizens who are particularly fragile or vulnerable as a result of their mental, 
physical or psychological health or the socio-economic conditions in which they life. It also 
intervenes directly in cases where people are afraid of reprisals if they complain.

The Québec Ombudsman acts by issuing recommendations. As it has no power of enforce-
ment, its capacity to effect change depends on its ability to infl uence and persuade. Once a 
recommendation has been made and the Québec Ombudsman believes that the department 
or agency concerned has failed to remedy the situation in a timely fashion, it may advise the 
Government. If it sees fi t, it may also make the case public in a special report or in its annual 
report to the National Assembly. 

The Québec Ombudsman contributes to the strengthening of democracy and the rule of law, 
and promotes the improvement of services for all citizens. Its action differs from that of the 
courts, and often helps to avoid long and onerous judicial or administrative recourse. 




