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INTRODUCTION
Every health and social services institution in Québec is required to adopt and distribute a Code 
of Ethics. Beyond its legal obligation, the Montréal West Island Integrated University Health 
and Social Services Centre (hereafter, IUHSSC) wants to create a humane climate and to ensure 
respect for the rights of users in all circumstances. The Code of Ethics is intended as a guide to 
support everyday practice and to engage all stakeholders on the road to continuous improvement 
of the quality of care and services.

Specifically, the Code of Ethics has the following objectives:

• To assert the values that guide our actions and promote them;

• To define the rights of users and the conduct expected of all persons working  
at the Montréal West Island IUHSSC;

• To educate users and their representatives with regard to their responsibilities.

The Code of Ethics is intended for the entire population served by Montréal West Island IUHSSC, as 
well as its employees (see Definitions), doctors, residents, students, trainees, visitors, volunteers, 
institutional and community partners, suppliers, veterans, users and their loved ones, as well as 
anyone leading or participating in a research project.

The Code of Ethics is available in print and in electronic format (intranet and website) in both 
French and English.

THE USERS’ COMMITTEE
514-363-3025, extension 8002
comite_des_usagers_CIUSSS_ODIM@ssss.gouv.qc.ca

or 
THE SERVICE QUALITY AND COMPLAINTS COMMISSIONER 
1-844-630-5125
commissariat.plaintes.comtl@ssss.gouv.qc.ca

To obtain a copy, please contact:

mailto:comite_des_usagers_CIUSSS_ODIM%40ssss.gouv.qc.ca?subject=
mailto:commissariat.plaintes.comtl%40ssss.gouv.qc.ca?subject=
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User
Any adult or minor person who has received, should have received, receives, or requires any 
health or social services from the Montréal West Island IUHSSC. Where applicable, this term 
includes any legal representative of the user.

Employee
Any person holding a position at the Montréal West Island IUHSSC or in a residential resource 
(intermediate resource, family-type resource, or other resource) connected with the institution 
for the provision of health or social services. This includes employees (including contractors), 
physicians (including residents), dentists, midwives, trainees, students, and volunteers. 

Institution
The Montréal West Island IUHSSC comprises the former West Island and Dorval-Lachine-LaSalle 
Health and Social Services Centres (CSSS), St. Mary’s Hospital Center, the Douglas Mental Health 
University Institute, the West Island Rehabilitation Centre, the Grace Dart Extended Care Centre, 
Batshaw Youth and Family Centres, and Ste. Anne’s Hospital. 

DEFINITIONS



5

As set forth in the Act Respecting Health Services and Social Services 
(ARHSSS), the Montréal West Island IUHSSC is an institution that provi-
des integrated health care (treatment, residential care, health promotion, etc.) 
and social services to the population of the West Island and Dorval-Lachine- 
LaSalle, and to the clients of its facilities providing general and specialized 
care across the Island of Montréal and to different regions of Québec.

MISSION
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Organizational values are the invisible driver of our behaviour and are 
based on the deep convictions that guide our decisions. To fulfil our mis-
sion, the values we have chosen to promote are those of agility, respect, 
and partnership.  

Agility
We are at all times flexible and adaptable in the way we approach each situation that needs to 
be managed, be it with our clients, our peers, or in management relationships. While respecting 
the rules in place, we remain constantly on the lookout for simple, creative, bold solutions and 
we are constantly innovating.

Respect
Our actions and words make it clear that we recognize the value of the person with whom we 
are interacting, whether it is a client, a peer, or managerial situations. We take into consideration 
the importance of their perspective, though it may diverge from our own, and we show huma-
nity in our relationships and our decision-making.

Partnership
We approach all of our relationships with others in a spirit of close collaboration. Whether with 
clients, our peers, or in a management situation, we propose an approach that is based on 
common, complementary, and concerted actions that respect the roles and skills of each and 
that allow everyone to benefit. 

VALUES OF THE MONTRÉAL  
WEST ISLAND IUHSSC



Ethical principles can serve as points of reference in the decision-making pro-
cess. Here are those that the Montréal West Island IUHSSC promotes: 

Respect for the Individual 
This principle requires respect for human dignity. This implies particular concern for the physical 
and psychological health, well-being, and quality of life of people, as well as encouraging 
their independence.

Respect of Autonomy 
This principle requires that the user be involved so that informed decisions are taken that 
consider their preferences and values. Respect for autonomy involves, for example, the duty to 
properly inform users and respect their refusal or their free and informed consent.

Equality, Equity, and Justice
These principles require the provision of similar care and services in similar situations (equality). 
They also require the protection of those who are vulnerable (equity). On a related point, justice 
ensures transparency in the management and administration of the institution, for example by 
preventing conflicts of interest.

GUIDING ETHICAL  
PRINCIPLES

7



8

The following section presents a list of users’ rights. For each of these 
rights, the behaviour and practices expected of employees (see Defin-
itions) is indicated.

Application of this Code of Ethics must be done with respect for the 
laws and regulations in place. 

USERS’ 
RIGHTS
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Users are at the heart of the Montréal West Island IUHSSC’s mission and consti-
tute the reason for its existence. In all cases, the user must be treated with 
respect and dignity.

We are committed to:

• Providing safe and quality care and services on a scientific, human, and social level,  
with continuity and in a personalized way;

• Providing the care and services required to any person whose life or well-being is in danger;

• Being polite;

• Identifying ourselves and speak politely with the user;

• Using respectful verbal and nonverbal communication, in terms of tone, attitude, and content;

• Behaving with civility and show empathy;

• Respecting, to the extent possible, the needs (physical, emotional, sexual, cognitive, etc.), 
the values (personal, cultural, family, religious, etc.), the rhythm, and the abilities of the user;

• Ensuring the physical, psychological, social and environmental well-being of the user;

• Protecting the user against any form of discrimination, abuse, threats of violence, or abuse;

• Respecting the intimacy and modesty of the user;

• Acknowledging and respecting diversity (cultural, sexual, religious, etc.). 

Respect  
and Dignity
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Effective communication and efficient transmission of information are  
essential to facilitating the participation of the user or their legal representa-
tive in informed decision-making.

We are committed to: 

• Communicating all relevant information concerning the health (physical and psychological) 
of the user and the care and services required in a clear, accessible, and unambiguous manner;

• Adapting the language to the user and, where appropriate, the mode of communication  
to the functional limitations of the user;

• Informing the user about the care and services offered, the alternatives, the reasons,  
the benefits, the risks, and the probable consequences; 

• Informing the user of the care, services and resources that exist and are available  
in the area and how to access them;

• Taking the time needed to explain, discuss, and answer questions in the most complete 
way possible;

• Listening to and understanding the preoccupations and concerns of the user regarding  
the care and services offered;

• Notifying the user as soon as possible of any accident occurring in the provision of care 
and services that may have or did have an impact on the patient’s health or well-being 
and inform them of the measures taken or to be taken;

• Providing care and services in French or English, according to the user’s preference,  
in our designated facilities.

Information and  
Communication
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The user, or their legal representative, has the right to participate in decisions 
concerning them. No one may be subjected to care without their consent, 
except as provided by law. This also includes the right to accept or refuse the 
presence of trainee or student, if any. The user’s involvement in their care and 
services can empower them to gain greater control over their life, contribute 
to their recovery, and improve their quality of life. Facilitating user participa-
tion is essential.

We are committed to:

• Promoting the primacy of the person and ensure that the user participates at all times  
in making decisions, to the extent that their abilities and personal preferences allow;

• Informing the user sufficiently to allow them to accept or refuse care and services in a free 
and informed manner; 

• Respecting and encouraging the right of the user to be represented and accompanied  
with regard to all their rights, whether they are able to exercise them on their own or not 
(to be accompanied and assisted by the person of their choice in their care and services,  
or to obtain information, make decisions, or make a complaint);

• Respecting the user’s choice with regard to the health facility and the professional from 
whom they wish to receive care and services, taking into consideration the resources available 
and the level of care required;

• Encouraging the user to develop their abilities;

• Recognizing the vulnerability of users and intervening responsibly and caringly.

Respect  
of Autonomy
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Communication during the provision of care and services often focuses on 
issues that affect the private lives of users. All users are entitled to the pro-
tection of their confidential information.

We are committed to:

• Keeping strictly confidential any information concerning the user, whether it is in their file or 
information exchanged with anyone not directly involved in the care and services of the user;

• Ensuring user consent before disclosing information to relatives;

• Being discreet and cautious, and refraining from comment except within the context of the 
care and services provided;

• Facilitating user access to their file for anyone aged 14 or older who makes an official request;

• Denying access to the file without the consent of the user or their legal representative,  
except in the cases provided by law. 

Privacy  
and Confidentiality
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Every person at the end of their life is entitled to care that respects their 
dignity and autonomy. 

We are committed to:

• Providing quality end-of-life care and services, including palliative care;

• Providing end-of-life care and services including medical aid in dying  
(when eligibility criteria are met);

• Ensuring that a person’s death occurs with dignity and respect for their rights;

• Respecting a user’s refusal to receive a care that is necessary to keeping them alive;

• Respecting the informed withdrawal of consent to life-sustaining care;

• Providing end-of-life care notwithstanding prior refusal or withdrawal of consent to other care;

• Respecting advance medical directives, when applicable.

Conscientious objection:

• A physician may refuse to administer medical aid in dying because of their personal beliefs 
and a health professional may refuse to participate in its administration for the same 
reason;

• Such a physician or professional must nevertheless ensure continuity of the care provided, 
in accordance with their code of ethics and the will of the user.

End-of-life care  
and Services
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All users, or their legal representatives, have the right to lodge a complaint 
and to express their dissatisfaction, without fear of reprisals from the Service 
Quality and Complaints Commissioner. 

We are committed to:

• Being attentive to the comments or the dissatisfaction of users and be committed to continuous 
improvement of the quality of care and services;

• Referring any person who makes the request to the office of the Service Quality and 
Complaints Commissioner. 

The Service Quality and Complaints Commissioner is the person at the IUHSSC who receives 
and examines complaints from users. They must ensure that assistance is given to users, their 
representatives and their families by guiding them through the process. The user will be informed 
of the complaint review procedure and can be supported by anyone of their choice at any stage 
of the process, if necessary. Additionally, when facts brought to their attention that provide them 
with reasonable grounds to believe that the rights of a user or a group of users are not being 
respected, the Commissioner may intervene on their own initiative or on behalf of a third party. 
Furthermore, the law assigns the Service Quality and Complaints Commissioner the responsibility 
of handling complaints and reports made with regard to the policy of combating the mistreatment 
of people in vulnerable situations and in the case of participation in a research project. 

To contact the local Service Quality and Complaints Commissioner:

Telephone: 1-844-630-5125
Email: commissariat.plaintes.comtl@ssss.gouv.qc.ca

Complaints  
and Dissatisfaction

mailto:commissariat.plaintes.comtl%40ssss.gouv.qc.ca?subject=
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As true partners, we will work together to maintain or improve your health 
and well-being. We are counting on you to help us help you. Your partici-
pation in the care and services available to you also requires that you 
assume certain responsibilities:

• Participating in decisions that concern you;

• Providing the information needed for the evaluation and evolution of your health;

• Participating in developing and revising your treatment/intervention plan; 

• Respecting the rights and property of others;

• All times and under all circumstances, acting respectfully, courteously and politely toward 
any person — user or employee — as no violence (verbal, psychological, physical) will 
be tolerated;

• Taking care of yourself as long as your condition allows you to;

• Using the care and services offered by the institution in a reasonable manner, without 
abusing them;

• Immediately leaving the premises when your doctor signs your release — that is, when 
your condition allows you to return or progressive return home or if you are assured a place 
at another institution or an intermediate or family-type resource where you can receive the 
care and services your condition requires;

• Keeping a reasonable eye on your belongings property and, in the event of loss or theft, 
immediately inform the person in charge of the unit or service where you are admitted.

USERS’  
RESPONSIBILITIES
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There is a Users’ Committee at the Montréal West Island IUHSSC. Its role 
is to coordinate the efforts of the committees at the individual facilities, 
but also to represent all users on the Board of Directors. For all questions  
regarding the rights and obligations of users or to assist you in your process, 
you can contact the Users Committee of the Montréal West Island IUHSSC.

Telephone: 514-363-3025, extension 8002
Email: comite_des_usagers_CIUSSS_ODIM@ssss.gouv.qc.ca

USERS’  
COMMITTEE

The law provides that a health and social services institution may use, for specific 
purposes and under certain conditions, personal information contained in the us-
er’s file. This information is used only by duly authorized persons exclusively for its 
intended purposes and in accordance with confidentiality guidelines. As such, the 
Montréal West Island IUHSSC can use the name, address, and telephone number 
of a user during a survey on customer satisfaction or the solicitation of donations 
to benefit the foundations. A user may refuse and may at any time request that 
the institution not use them. 

USE OF PERSONAL AND  
CONFIDENTIAL INFORMATION

mailto:comite_des_usagers_CIUSSS_ODIM%40ssss.gouv.qc.ca?subject=

