
WHAT ARE YOUR RIGHTS AT THE MUHC 
ffAccessftofappropriatefcare;
ffReceivefinformationfaboutfyourfstatefof health;

ffConsentfto/orffrefuseftreatment;

ffObtainfinformationffromfyourfchart;

ffBeftreatedfwithfrespect.

Af listf off thesef andf otherf rightsf canf bef foundf inf thef
MUHCfCodefoffEthics,fwhichfisfavailableffromfthefcentralf
officefoffthefOmbudsman:

MontrealfGeneralfHospital:f
514ff934-1934,fext.f43668f

orfonfthefMUHCfWebsitefatffwww.muhc.ca

WHAT DO YOU DO WHEN…
ff Youffeelfyoufdon’tfhavefthefinformationfyoufneedf
aboutfmedicalftreatmentforfotherftypesfoffhealthfcare?

ff Youfarefdissatisfiedfwithfthefcarefandfservicefyouforfaf
familyfmemberfhasfreceived?

ff Youffeelfyourfrightsfarefnotfrespected?
ff Youfbelievefyoufhavefbeenfdeniedfaccessftofcareforf
service?

ff Youffeelfafsituationfcouldfbefimprovedforfyoufhavef
suggestionsfforfimprovement?

Althoughf MUHCf doctors,f nursesf andf employeesf dof
theirfbestftofcarefforfpatientsfprofessionallyfandfcompas-
sionately,f situationsf mayf arisef inf whichf patients,f fam-
ilyfmembersforffriendsfarefdissatisfiedfwithfthefcare,fthef
services,forfboth,fandfwantftoflodgefafcomplaintforfmakef
suggestionsfforfimprovement.

Iffyoufarefthefpatientfandfarefdissatisfied,fyoufshouldf
speakffirstftofyourfnurse,fnursefmanagerforfdoctor.ffIffyouf
arefaf relativeforf friendfoffafmentallyfcompetentfpatient,f
youfwillfneedfthefpatient’sfpermissionfiffafcomplaintfmer-
itsfinvestigation.ffIffyourfcomplaint,forfsuggestion,fisfmoref
generalf (housekeeping,f parkingf orf buildingf servicesf forf
example),fthefpatient’sfpermissionfisfnotfnecessary.

Afterfspeakingftofyourfnurse,fdoctor,fnursefmanagerf
orfotherfhealthfprofessional,fiffyouffeelfthatfyoufstillfhavef
unansweredf questionsf orf wishf tof complain,f youf shouldf
contactfafComplaintsfCommissionerf/Ombudsman.
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WHAT IS THE COMPLAINT SYSTEM?
Thef complaintf systemf isf af free,f confidentialf servicef

offeredf tofpatientsfandftheirffamiliesfunderfthef law.fTof
accessfthefcomplaintfsystemfatfthefMUHCfsimplyfcontactf
onefoffthefpersons listedfinfthisfbrochure.f

Thefgoalfoffafcomplaintfprocessfisftofensurefthatfpa-
tientsfknowftheirfrights,fknowfwhatftofdofwhenftheyffeelf
theirf rightsf aref notf respectedf orf theirf healthf care isf
compromised.f Inf addition,f informationf fromf thef
complaintf filesf isf keptf confidentialf andf isf onlyf usedf tof
improvefcarefandfservices.f

FORMULATING YOUR COMPLAINT
Youf mayf makef af complaintf inf writingf orf verbally.f

Thef Complaintsf Commissioner/f Ombudsmanf willf helpf
youfformulatefyourfcomplaintforfdirectfyouffftofagenciesf
suchf asf CAAPf Montrealf (Centref d’Assistancef etf
d’AccompagnementfauxfPlaintes)fatf1f877f767-2227.

WHAT CAN THE OMBUDSMAN DO?
ff Receivefandfinvestigatefyourfcomplaintforff
directfyoufelsewherefiffappropriate.

ff Helpfyoufcommunicatefwithfhealthfcarefprofessionalsf
orffindfyourfwayfinfthefsystem.

ff Helpfyoufformulatefafcomplaintforfdiscussfotherfwaysf
offresolvingfyourfproblem.

ff Providefinformationfaboutfyourfrightsfand/orfthef
complaintfsystem.

ff Referfcomplaintsfaboutfdoctorsfandfmedicalfactsftof
thefMedicalfExaminer.f
f
f

ff MakefrecommendationsftofindividualsforfDepart-
mentsfwhenfnecessary.fRecommendationsfcouldf
includefafchangefinfprocedure,fprotocol,fpractice,ff
providingfoffpublicfinformationfdocumentsforfanf
educationfprogram.

EXAMINING YOUR COMPLAINT
The Complaints Commissioner/Ombudsman will:

ffContact you and acknowledgefreceiptfoffyourfcomplaint.ffff
ff Examinefallfdocumentsfandfinterviewfallfpersonsf
ableftofprovidefthefnecessaryfinformationfaboutfthef
issuesfraisedfbyfyou.f

ff Concludefthefinvestigationfandfinformfyoufoffthef
resultsfwithinftheftimefprovidedfbyflaw.

WHAT IF YOU DISAGREE WITH THE CONCLUSIONS 
OF THE OMBUDSMAN ?
IffyoufdisagreefwithfthefconclusionsfoffthefOmbudsman,fyouf
mayfappealfthefconclusionsfbyfcontacting:f

Protecteur du Citoyen
525,fboul.fRené-LévesquefEst,fbureauf1.25

Québecf(Québec)fG1Rf5Y4
Téléphonefsansffraisf:ff1-800-463-5070

Télécopieurf:ff1-866-902-713

WHAT IF YOUR COMPLAINT INVOLVES A DOCTOR, 
DENTIST OR PHARMACIST ?

ThefOmbudsmanfwillfforwardfyourfcomplaintftofthef
Medicalf Examiner.f f Althoughf thef Ombudsmanf doesf notf
investigatefcomplaintsfaboutfmedicalfacts,fthefOmbuds-
manfcollaboratesfcloselyfwithfthefMedicalfExaminerfandf
isfavailableftofkeepfyoufupftofdatefonfthefprogressfoffthef
investigation.

Atfthefendfoffthefinvestigation,fthefMedicalfExaminerf
willfinformfyoufoffthefconclusionfoffthefinquiry.

IffyoufdisagreefwithfthefconclusionsfoffthefMedicalfEx-
aminer,fyoufmayflodgefanfappealfwithinf60fdaysfoffreceiv-
ingfthefMedicalfExaminer’sfconclusions.fAnf independentf
ReviewfCommitteefwillfreviewfthefexaminationfprocessfoff
thefmedicalfexaminerfandfwillfanswerfyoufinfwriting.f




