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Welcome

Greetings,

Welcome to your new home and living environment. The team is pleased to have
you and will do its utmost to ensure that your stay is as pleasant as possible.

This is a new stage in your life and a major change. You will be accompanied by
skilled, dedicated staff who are concerned about your needs. Your well-being is at the centre of
our priorities.

Your family and loved ones are also welcome. We encourage them to be involved with you in
enriching your experience in your new living environment.

This guide was developed for both you and your loved ones. We invite you to consult it, keep it,
and refer to it at all times.

In the upcoming weeks, you will become familiar with your new living environment. Our wish is
that you feel comfortable, confident, and respected in your choices and lifestyle.

Welcome to your home!

Framed boxes marked with
this icon contain information
for close ones.

Welcome to your loved one’s new living environment. Your presence is
comforting for them and your involvement in various activities and care
is always encouraged. We wish to develop a collaborative relationship with you so that
your loved one’s stay is marked by mutual kindness.

It is perfectly normal to experience certain emotions during this stage, as much for
yourself as for your loved one who is adapting to their new environment. If you need help
or support, speak to the care staff who will guide you to the appropriate person.

Welcome to everyone!
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Living environment

Mission

Our mission is to provide you with a respectful living environment in which you feel well, safe, and at
home, where you can receive quality care adapted to your health condition. You will also have the
opportunity to participate in activities and to share important decisions in your daily and social life,
particularly those related to your health. We will do our utmost to foster your autonomy, support your
well-being, and assist you in becoming fulfilled.

The presence of your family and loved ones is always welcome and encouraged.
e Their knowledge of your background and lifestyle is a rich source of information that enables us

to better interact with you.

* Theirinvolvementin your daily life is appreciated and may take a number of forms: social
support, accompaniment to leisure activities, assistance with meals, assistance with personal
care (hygiene), support with decision-making, and so on.

Values

You and your loved ones are at the centre of our actions and we are committed to acting in
accordance with the following values:

Humanism: Accompanying you and respecting you for who you are;
Adaptability: Seeking solutions to provide you the best care possible;
Commitment: Being ready to assist and support you by being at your side.

Consult our Code of Ethics:
santeestrie.qc.ca/clients/SanteEstrie/Plaintes/Ethique/Code_ethique_2022-EN-WEB.pdf


https://www.santeestrie.qc.ca/clients/SanteEstrie/Plaintes/Ethique/Code_ethique_2022-EN-WEB.pdf

Rights

In addition to the fundamental rights enshrined in the Canadian Charter of Rights and Freedoms
and in Québec’s Charter of human rights and freedoms, you have rights and obligations recognized
under the Act respecting health services and social services.

To consult them, visit: santeestrie.qc.ca/en/plainte/droits-des-usagers

Right to access your file

You are entitled to access your file under certain conditions.
To learn more: santeestrie.qc.ca/en/care-services/services-specialises/hospital-stay/
medical-records-and-archives

Respectful conduct and kindness

We are committed to providing you with an environment in which you are treated with respect
and kindness. No form of violence, neglect, or mistreatment will be tolerated, whether by staff,
residents, or their loved ones. If you or your loved ones witness or experience any inappropriate
acts or behaviour, immediately notify the care staff immediately. Measures are in place to ensure
your safety and to prevent difficult situations.

Together, let’s develop a culture of respect, compassion, and kindness!

e Be attentive to the needs of others, particularly those of vulnerable persons.
* Learntorecognize inappropriate acts or attitudes so you can respond appropriately.

* Report any situation that makes you feel uncomfortable or disrespected.

To learn more about our commitment to kindness:
santeestrie.qc.ca/en/soins-services/theme/maltraitance


https://www.santeestrie.qc.ca/en/plainte/droits-des-usagers
https://www.santeestrie.qc.ca/en/care-services/services-specialises/hospital-stay/medical-records-and-archives
https://www.santeestrie.qc.ca/en/care-services/services-specialises/hospital-stay/medical-records-and-archives
https://www.santeestrie.qc.ca/en/soins-services/theme/maltraitance

Arrival

Administrative particularities upon admission

Upon your arrival, you will be greeted by a staff member who will show you your room and have
you visit the premises so that you can settle in comfortably.

You will then meet an administration member who is responsible for welcoming you and having
you fill out certain documents. Remember to bring with you:

e Your medical insurance card, social insurance card, and hospital cards (of those you usually
visit);

* Proof of homologated mandate, curatorship mandate, or a copy of the non-homologated
mandate;

* Avoid cheque;

Please note that the amount for your contribution for your accommodation is payable on the
first day of every month. The Régie de Uassurance maladie du Québec (RAMQ) administers the
Financial Contribution Program for Accommodated Adults and sets the rates. To learn more
about your contribution, visit the RAMQ website (ramq.gouv.qgc.ca/en) or dial 1-800-265-0765
(toll-free).

A staff member can assist you with administrative or financial procedures, check your
eligibility for certain financial aid, or refer you to the appropriate organizations (Retraite
Québec, Public Curator, etc.) if necessary. Don’t hesitate to ask for help.

Your background

To help us to get to know you better and to build a meaningful relationship, we invite you to
complete the following form: Lifestyle History and Habits. Do not hesitate to ask your loved
ones and staff (e.g., your assigned attendant) for help. With your consent, certain information
gathered in the form may be posted in your room to improve staff interactions with you and to
provide you with better adapted, personalized care.

To obtain the Lifestyle History and Habits form: santeestrie.qc.ca/histoire-de-vie


https://www.santeestrie.qc.ca/soins-services/specialises/hebergement-residence/chsld-et-maisons-des-aines-et-alternatives#c25164

Assigned attendant

You will soon meet your assigned attendant - a beneficiary attendant specifically assigned

to you. They will be present frequently and will become an important point of contact in your
daily life. Through this proximity, the attendant acts as a spokesperson for your habits, wishes,
and preferences. They help to make your care and services better adapted to your needs while
facilitating communications with your loved ones. The assigned attendant’s name will also be
posted in your room to help you identify them. If you wish, it may be helpful for your loved one
to speak to the assigned attendant about any matters you consider important, as well as any
concerns or questions you have related to daily life.

Room

Upon your arrival, you will be assigned a furnished room based on your needs and room
availability. We encourage you to decorate it to your liking (bedspread, photos, frames, familiar
objects, etc.). Enquire with staff before modifying your room’s layout (furniture, frames, shelves,
mirrors, refrigerator, fan, air conditioner, etc.). You are responsible the maintenance, repairs,
storage, and replacement of your personal belongings (objects, furniture, electrical/electronic
devices).

For safety reasons, the following items are prohibited in the rooms: toaster,
space heater, kettle, iron, microwave oven, electric heating pad and electric
blanket, tea lights and candles and decorative mats.

Non-toxic plants are authorized, but you are responsible for their care. If you wish to hang your
own curtains, make sure they are flame retardant, regardless of whether they are near a heater/
radiator. A minimum space of seven (7) inches between the bottom of the curtains and the
heater/radiator is required.



Telephone and television

Every room has a phone jack, and cable and Internet access. You may bring your own telephone
and flat-screen television (enquire with staff for the dimensions). It is recommended that you
purchase a wireless headset for better listening. In some living environments, cable service is
provided for a monthly fee. Upon your arrival, you will be given the contact information of service
providers. Lounges where you can watch TV are available at all times.

If a room change is made at your request, you are responsible for covering the cable and
telephone reconnection fees.

Storage

We recognize that, in some living environments, room layout may limit storage space, which may
require storing your off-season clothing and bulkier items elsewhere. Please avoid accumulating
items to reduce the risk of injury and to enable staff to clean the rooms properly. Do not hesitate
to ask your loved ones or your assigned attendant for support in this regard.

Common living areas

Common indoor and outdoor living areas are accessible at all times (e.g., lounges, dining areas,
safe outdoor spaces, activity rooms, etc.). These areas are welcoming, safe, and arranged to
foster social interaction. Some of these spaces may be reserved to mark family events such as
birthdays, anniversaries, traditional holidays (e.g., Christmas, Easter, etc.), or private gatherings.
(Ask a staff member to make a reservation.)



Personal belongings and valuables

We strongly recommend limiting the number of valuables at our facilities and getting insurance
for your personal belongings and civil liability. In general, we are not liable for damage or loss of
your personal belongings (jewels, souvenirs, etc.). If you wish to file a claim for damage or loss of
your personal belongings, compensation may be possible under applicable regulations, solely
when the item is replaced and proof of purchase is provided. In such cases, you will need to
demonstrate the institution’s involvement in the damage or loss of the claimed item.

To obtain a claim form, ask a staff member or download it from our website:
santeestrie.qc.ca/en/complaint

Personal care products

‘ We are committed to offering you a comfortable living environment.
@, Tothat end, we will provide the following personal care products:

e Soap e Shampoo

e Deodorant e Moisturizer

¢ Toilet paper e Facialtissues
e Fluoride toothpaste and foam cleanse for dentures e Denture cup
e Toothbrush and denture brush e Mouthwash

¢ |ncontinence products (incontinence briefs, incontinence pads, etc.)

You can also use your own products, but you will have to purchase them. We recommend that
you first speak to nursing staff before purchasing and using these items.

Here are a few products you may also bring:

e Electric razor e Aftershave lotion
e Comb and brush e Hairspray

e Beauty products e Hairgel

¢ Nailfile ¢ Nailclippers

e Sunscreen e Perfume


https://www.santeestrie.qc.ca/en/complaint

Code of conduct and community living rules

Visitors

Your loved ones are welcome. We encourage their participation in your care and activities in
your living environment, if you so wish. Visits are permitted at all times, provided the peace

of other accommodated residents is respected, and you comply with infectious disease and
infections measures, the non-smoking policy, and your living environment safety guidelines.

We also ask that you behave respectfully toward any person on the floor or unit, and take care
of the equipment and premises. Young children must be accompanied and supervised by an
adult at all times to maintain a calm environment.

We are here to support you and to see to it that your environment is safe and pleasant. Do not
hesitate to speak with staff if you have any questions or particular needs.

Pets

Pets are permitted both indoors (in the room) and outdoors during visits under certain
conditions. Out of respect and for the safety of other accommodated persons, pets must
remain in your room under the supervision of their owner.

Rules to follow:

e Anursing staff member must approve the pet’s visit.

e The pet must be socialized and display appropriate behaviour.

e The pet has been vaccinated and has clean paws.

e The pet must be supervised and controlled at all times.

e The pet must wear a leash or carried in a cage.

e The pet must go directly to the room.

e The pet may not circulate in the kitchen or dining rooms.

¢ No pet may remain after the visit.

e No aggressive or inappropriate behaviour will be tolerated.

¢ No residue (stools, urine or other) may be left in the environment. The owner is responsible .
for picking up animal residue and informing care staff to have the area disinfected.

Thank you for your understanding and cooperation in ensuring a safe and pleasant
environment for everyone.
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Parking

|dentified visitor parking spaces are available at all times. If parking is payable at your living
environment, two free permits are offered to your loved ones for no-charge access. Some living
environments may require a deposit. Ask staff for further details.

Activities outside your living environment

If you are planning an outing, we will gladly support you in organizing transportation, care,

and treatments according to your needs and health status. Please inform nursing staff
promptly, mentioning the type, date, time, and duration of the outing. You are responsible for
transportation fees for personal outings. Your loved ones may also be asked to accompany you,
if needed.

Tips, gratuities, and gifts

The teams at your living environment appreciate both your verbal and written recognition and
that of your loved ones. However, as outlined in the institution’s policy, staff must decline all
benefits such as tips, gratuities and gifts intended for specific staff members, volunteers, or
interns. However, gifts offered to the entire team or treats to be shared are permitted.

End of stay

Following a discharge or the death of a resident, all personal belongings must be removed
from the room within 24 hours. The collaboration of loved ones is essential to meet this
deadline. We understand this timeframe may feel short and occur at an emotionally difficult
time. This deadline was established considering that many accompanying steps have been
conducted in the weeks preceding the discharge or death. Furthermore, we are responsible for
guaranteeing timely access to care and services to those who need it and who are waiting for
accommodation.

We cannot retrieve clothing or other items (e.g., furniture, refrigerator, etc.). However, you may
donate them to community organizations.

11



Safety

We are committed to maintaining your autonomy in a safe environment. That is why living
environments are equipped with:

e Afire alarm system

e Fire doors and a sprinkler system

¢ Rooms with anindividual call system at the bedside and in the bathrooms

e Secured entrance doors

e Asafe evacuation plan in the event of an emergency

e Staff trained to respond appropriately when needed

For a general alarm, remain calm and wait for instructions from staff where you are.

Smoking

We offer you a smoke-free space for a safe and pleasant environment in accordance with the
law in force. Smoking in rooms is prohibited (i.e., tobacco, cannabis, e-cigarettes). Smoking
rooms are available in certain living environments and are reserved exclusively for those
accommodated. You are responsible for purchasing your own smoking products.

For you and your loved ones:

e Qutdoor smoking areas are set up more than nine metres from doors, windows, and air vents.
* Smoking in prohibited areas may result in a fine.

e (Cannabis use is strictly regulated by law.
santeestrie.qc.ca/en/care-services/services-specialises/hospital-stay/cannabis-
legislation

Do you have any questions?

Please do not hesitate to speak to the care staff.
Need help to stop smoking?

We can support you. Ask the care staff.

12
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Alcohol

Alcohol consumption is permitted so long as other residents are respected in the living
environment. You are responsible for purchasing your own alcohol.

Falls Prevention

Upon your arrival, we will assess with you the risk of falls in your new living environment.
Together, with your loved ones, we will discuss the best ways to prevent falls.

Safety measures
e Equipment such as a walker or a cane may be offered to help you move about safely.

e Ifyou fall, never attempt to get up on your own. Call for help to prevent any further risks.

Available equipment

¢ \We have many types of equipment to prevent fall-related injuries (e.g., fall mats, mobility
monitors, hip protectors, etc.).

You can:

e Assistyour accommodated loved one with their mobility, if needed.
¢ Notify care staff of any change in your loved one’s condition.

e Encourage your loved one to stay active to maintain their autonomy (walking, daily
tasks).

e Check whether they wear properly fitted adaptive footwear and clothing.

e Make sure that the room remains uncluttered and that that there is enough space to
move around the bed.

¢ |nstall a night light, if needed.

¢ Make sure that the mobility aid (e.g., cane, walker, rollator, etc.) is always within the
resident’s reach.

If you see someone fall, immediately inform staff. Do not try to help that person get up.
You might injure yourself or make the situation worse.

13



Control measures

Control measures are used as a last resort, after exploring all possible alternatives. They are
implemented only and exclusively if the person poses a danger to themselves or to others. We
are committed to following best practices and the Ministere de la Santé et des Services sociaux’s
orientations regarding the exceptional use of these measures.

Involvement of loved ones:

e Together with your loved ones, you will be actively involved with care staff in making decisions
regarding the use of these measures.

Monitoring systems

A monitoring system may be installed in your room when warranted to ensure your safety or the
security of your belongings. These systems help to ensure the quality of care and services and
to identify potential cases of mistreatment. Certain areas of our living environments are already
equipped with surveillance systems to enhance safety. To learn more, speak to the care staff.
Privacy

e The use of any surveillance device must comply with strict rules to protect the right to privacy
of persons who are filmed or recorded.

* The Gouvernement du Québec has adopted a regulation to govern the use of such devices in
facilities.

To learn more about the measures set out in the regulation:
Quebec.ca/en/health/health-system-and-services/service-organization/senior-and-
alternative-housing/types-cameras-residential-long-terme-care-facilities

Request to install a surveillance system:

If wish to consider this option, please consult the care staff.

14
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Infections prevention and control

Directives to prevent the spread of infectious diseases in our living environments are posted at
the entrance to the building and common areas. Your loved ones must postpone their visit if they
have any symptoms, such as cough, runny nose, fever, sore throat, nausea, vomiting, diarrhea,
and so on.

To help prevent transmission, take these simple, effective precautions:

Wash your hands:

e Dbefore leaving and returning to your room;

e after going to the bathroom;

e after sneezing, coughing, or wiping your nose;

e after cominginto contact with a surface that is frequently touched;
e Dbefore eating;

e whenyour hands are clearly dirty.

If you cough:
e cough into the crook of your elbow;
* wash your hands often (after sneezing, coughing, or wiping your nose);

* wear a mask (if you have a cough or a fever).

Vaccination/immunization:
e You will be offered vaccinations.

* |Immunization is the best means to protect yourself from viruses and their complications.

Further precautions:

¢ Depending on the type of virus or infection present, your loved ones may be required to take
further precautions (wearing a gown, gloves, mask, etc.).

e Ifyou have an infection, we might ask you to remain in your room temporarily to prevent
spreading the infection to other residents, staff, volunteers, and visitors.

Hazardous products:

¢ TJo prevent accidents involving hazardous products, all personal products that pose a risk
must be kept under lock and key in the rooms and common areas.

15



Services

Needs assessment

In order to understand your needs, an interdisciplinary team will meet with you a few weeks after
your arrival. With your consent, we will also invite your loved ones to the meeting. You and your
loved ones know your needs better than anyone else. Your participation is therefore essential.
The meeting will be used to set two or three objectives with you to improve or maintain your
quality of life. The meeting will subsequently be held annually or when necessary.

To understand the interdisciplinary meeting, please watch this short video:
santeestrie.qc.ca/rencontre-inter-en

Objectives of care

Shortly after your arrival, you and your loved ones will speak with the doctor to define your
wishes, preferences, and needs regarding your care. These objectives will guide the medical
interventions adapted to your health condition. They will be revised at least once a year or at your
request. You may also express your care choices in advance in case you are unable to do so in
the future. Doctors and nurses are there to guide and support you throughout this process.

Medical care

At every living environment, a team of physicians provides care and emergency services (on call
24/7). The physician will visit you in your room. We will recommend that you go to the hospital

if the examinations and care you require are provided there. Your loved ones will be invited to
accompany you to your medical appointments and other exams. Our staff will schedule your
appointment, arrange your transportation and, when needed, have someone accompany you.

Nursing and personal assistance

A competent care team, concerned with your well-being, will accompany you 24/7 with hygiene,
nutrition, comfort care, and leisure activities. The team is composed of a department head,
nursing staff, and beneficiary attendants. A plan to assist you each day will be developed

with you and your loved ones. This helps us to identify your needs and ensure a personalized
approach. Our priority is to maintain your autonomy and well-being while respecting your
abilities and preferences.

16
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Recreation and leisure

The recreation worker plans and hosts physical, intellectual, social and artistic activities that are
adapted to your needs and preferences. These activities may be held individually or in groups.
They have a therapeutic objective: to stimulate your senses while providing a moment of well-
being and enjoyment as well as an opportunity to socialize. Your loved ones may participate in
the various activities at any time..

Professional services

In addition to the nursing and personal assistance team, other professionals may be involved to
help you maintain your comfort, mobility, nutrition, and autonomy.

These services are provided based on your specific needs and resources available
(physiotherapy, occupational therapy, nutrition, etc.). If you need moral, social, emotional, or
spiritual support, then social work, education, or spiritual care staff are available to help you
deal with certain situations or to assist you in your initiatives.

All these services are provided in collaboration with your care team based on your personal
needs.

Pharmaceutical services

Your prescription follow-up is conducted in collaboration with our institution’s pharmaceutical
department. If you are taking natural health products or any other non-prescribed drug or
over-the-counter medication, itis important that you inform the care staff who, along with

the pharmacist and doctor, will ensure these products are compatible with your prescribed
medications.

17



Nutrition and diet

Meals are a special moment we hold dearly as they provide an opportunity to socialize. We
adapt meals to your tastes, needs, and health. The daily menu is posted in the dining room. If
the proposed meal does not suit you, another choice will be offered to you. However, the meal
served may be different from the item listed on the daily menu if your medical condition requires
you to follow a specific (therapeutic) diet.

Menus follow a three-week cycle, thereby enabling us to provide you with balanced and
diversified meals. To add variety, we also take into consideration the seasons and traditional
celebrations (Christmas, Easter, etc.). During your stay, your menu may change depending on
your habits and dietary needs. Depending on your health condition, you may enjoy your meals in
your room or in the dining room. Snacks are also available.

If you plan to order from a restaurant, please inform staff
ahead of time so that they can verify your choice, cancel
your planned cafeteria meal, and advise food services.
Remember to make your own arrangements for the IMPORTANT
payment of your delivery. No perishable food
may be keptin the

room unless a small
refrigerator has been
authorized.

18



Some living environments have a cafeteria where you can eat the meal of the day. Meal
times and prices are usually posted at the entrance.

You may bring homemade meals or snacks for the person who is accommodated.
However, please confirm with care staff whether your loved one can eat the food you have
brought before giving it to them.

You may also help your loved one to eat, but first ask care staff to explain that person’s
specific needs before feeding them. For safety reasons, it is prohibited to assist any other
resident than your loved one with eating. In certain situations, we will explain how to assist
your loved one with eating before we entrust you with this task. For their health and safety,
it is essential that you follow the instructions given to you. Here are a few safety guidelines
for assisting your loved one with eating.

¢ Wash your hands thoroughly before and after feeding.
¢ Position yourself at their level to speak to them.

* Respect their pace and autonomy.

* Do not mix foods and do not change their texture.

¢ |Immediately notify care staff if you notice any issues (drooling, food stuck in the
mouth,difficulty chewing, coughing, etc.)

19



Oral and dental care

Oral and dental health is essential to your well-being. It contributes to:
e (Good oral hygiene
* No pain or untreated dental disease

* Ability to eat and enjoy meals

Various health professionals - beneficiary attendants, nurses, dental hygienists, dentists and
denturologists - work together to provide you with oral and dental care.

The care team is trained to identify certain oral and dental problems. It may refer you to a dental
hygienist, who can come to your living environment for a consultation, if needed.

Specific needs

Financial assistance may be available if your condition requires the use of adapted equipment
such as dental prostheses, glasses, hearing aids, an armchair, orthopedic shoes, and so on. To
learn more, speak to a staff member at the reception desk.

You may also receive certain services, at your expense, that are provided by persons who

are not employed by our institution: massage therapy, acupuncture, chiropractic services,
accompaniment, etc. You may receive these services directly in your room or travel to the service
delivery location. To learn more, speak to the care staff. Inform us of your initiatives to ensure
proper coordination with the team.

Spiritual care

The spiritual care worker may offer you guidance, personalized accompaniment, spiritual
support (religious or non-religious), and moral support. Whether for ethical reflections or issues,
such as the end-of-life journey, the continuation or withdrawal of treatment, and so on, the
spiritual care worker’s goal is to accompany you, together with the care team, in a way that
respects your experience and beliefs. If you wish, a religious representative may visit you. These
spiritual care services are also available to your loved ones.

20



Palliative care and end-of-life care

Palliative care and end-of-life care will be provided to you at the time you need it. Staff will take
care of you with awareness, kindness, dignity, and compassion. All measures will be taken to
relieve your pain and improve your comfort in complete respect of your values and choices.

To learn more about the options available, speak to care staff and to your doctor.

Care may be provided in a private room, if one is available.

End-of-life care is a critical stage for your loved one who is accommodated. Your support
is of paramount importance. The care team will be present at every moment to provide
comfort and quality care so that this period unfolds as serenely as possible. Your
presence will reassure your loved one and ease their worries. It might also reinforce your
bond and provide a feeling of security and peace.

This period may be difficult for you as well. We are here to support you. Ask the care team
how you can contribute to your loved one’s well-being. Spiritual care services may also be
called upon for additional support and to help you through this stage with greater serenity.

santeestrie.qc.ca/en/care-services/general-services/palliative-and-end-of-life-
care
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Mail

To continue receiving your mail, it is important to change/update your address. Use the address
of your new living environment so mail can be delivered to your room or to a designated loved
one, as you prefer. Ask staff for the mailing address of your living environment.

Among others, you may need to notify the following of your change of address:

Ministere du Travail, de U’Emploi et de la Solidarité sociale (pension, social assistance, etc.)

Régie de 'assurance maladie du Québec (RAMQ)

Retraite Québec

Other addresses, depending on your activities

You may also subscribe to newspapers or magazines of your choice. We will gladly deliver them
directly to your room.

22



Hair dressing

Some living environments provide a hair salon where your regular hair dresser or the one
designated by the institution can serve you. These services are at your expense and tailored to
your needs. Ask the reception staff for business hours.

Foot care

Care staff will trim your toenails. However, if you require more specialized foot care, we will
discuss it with you and can assist you in choosing a professional. You may be required to pay for
these services.

Housekeeping

Our housekeeping service oversees the cleanliness and sanitation of your room, including
furniture, fixtures, lights, and windows. Cluttered surfaces will not be cleaned, so please limit the
number of objects on them.

You are responsible for the maintenance of:

e your equipment and personal belongings (diffusers, trinkets, etc.)

e your personal bedspread

e your personal refrigerator

e your personal air conditioner

e yourfan

e any other equipment requiring special care

Building maintenance

In every living environment, qualified staff carry out electrical, plumbing, mechanical, and
carpentry work. All work - including painting, hanging frames or other wall fixtures, and room
repairs - must be performed by our staff. If you have a specific request regarding improvements
to your room, please inform the staff so that we can provide you with a safe and pleasant
environment.
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Laundry

Our laundry service takes care of your personal clothing. Make sure you always have at least
seven days’ worth of clean spare clothing so you do not run out. Laundry services include the
washing and drying of clothes designed for a normal wash cycle. Your loved ones can also take
care of your laundry themselves.

Clothes requiring special care (e.g.: ironing, pressing, flat drying, dry cleaning, etc.) must be
handled by your loved ones.
If you wish to do your own laundry, washers and dryers are available in many living environments.

All your clothes must be clearly identified with sewn-in labels - even if you wash them yourself
- to prevent their loss. You are responsible for the cost of purchasing and installing the labels.
Ask reception staff for information. Label requirements (obligatory):

¢ Sewn onto the clothes (labelled at the centre of the neckline; socks inside near the top).

* Non-erasable (no marker-written identification)

Clearly visible

Includes your full birth name

Displays your centre’s code if it has one.

Jalbert, Monique

i
m
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Living environment codes to be written on the labels

Coaticook

02 Centre de santé et de services sociaux de la MRC-de-Coaticook
07 Maison des ainés de Coaticook

Haut-Saint-Francois

14 Centre multiservices de santé et de services sociaux d’East Angus
WE Centre d’hébergement de Weedon

Haute-Yamaska
CMBC Centre d’hébergement Marie-Berthe Couture

VB Centre d’hébergement Villa-Bonheur

CL CHSLD Leclerc

MDA-G Maison des ainés et alternative de Granby

Magog

20 Centre de santé et de services sociaux de Memphrémagog
24 Maison des ainés et alternative de Magog

La Pommeraie
BED CLSC et Centre d’hébergement de Bedford
CHS Centre d’hébergement de Sutton

FF Centre d’hébergement de Farnham

CAC Centre d’hébergement de Cowansville
Sherbrooke

ARG Hopital et centre d’hébergement Argyll

03 Centre d’hébergement Saint-Joseph

SVP Centre d’hébergement Saint-Vincent

11 Hobpital et centre d’hébergement D’Youville
55 Maison des ainés et alternative de Sherbrooke

Val-des-Sources
05 Centre multiservices de santé et des services sociaux

Val Saint-Francois

15 CLSC — Centre d’hébergement de Valcourt
08 Centre d’hebergement de Richmond
06 CLSC — Centre multiservices de santé et des services sociaux de Windsor

For the following centres, only the full birth name is required on the labels: Lac-Mégantic Senior
Home, Lambton Residential Care Centre, Long-Term Care Unit (Brome-Missisquoi-Perkins
Hospital), and Gérard-Harbec Long Term Care Centre.

Basic linen (pillowcase, fitted sheet, flat sheet, flannel blanket, towels, facecloths, underpads/
incontinence pads, and aprons) is provided and maintained by our laundry services.

25



Quality of services

Recourse in the event of dissatisfaction

If you are dissatisfied, it is important to speak about it with the nursing staff, unit head, or
administrator responsible. If you remain dissatisfied after discussing the matter, you may
address a verbal or written complaint to the local service quality commissioner. This person is
independent of the institution and handles complaints impartially. If you wish, a member of the
in-patients’ committee can assist you in your initiative.

To make a complaint: santeestrie.qc.ca/en/complaint

Satisfaction survey

We enjoy receiving your comments and suggestions so that we can ensure our commitment of
providing you with quality services. To that effect, a satisfaction survey will be sent to you. Please
note that your comments will be analyzed and brought to the attention of those concerned. A
feedback form may also be sent to your loved ones.

In-patients’ and users’ committee

The in-patients’ and users’ committee is an ideal means to have your voice heard and to
participate in the organization of your living environment. Its members are mandated:
e toinform you of your rights and obligations;

* to foster the improvement of the quality of the living conditions of in-patients and to assess
the degree of satisfaction of in-patients with regard to the services received from the
residential centre;

* to defend the group rights and interests of in-patients;

* to assist and support you.

The committee can also assist and support your loved ones in their initiatives. Contact the
president or members of the in-patients’ committee of your living environment to provide
your comments and suggestions. If you wish, you or your loved ones may participate in the
committee to help improve the living environment.

To learn more: santeestrie.qc.ca/en/ciusss/conseils-comites/comite-des-usagers-et-des-
residents-ciusss-de-lestrie-chus
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Foundations

The mission of the foundations of the CIUSSS de UEstrie — CHUS is to foster and maintain the
quality of living environments. Each region has its own foundation: Ask staff which foundation
contributes to your living environment. The foundations are both committed and essential
partners that contribute financially to achieving many important projects.

To learn more about our foundations: santeestrie.qc.ca/en/fondations

Volunteers

Volunteers play an important role in your living environment because they participate and
engage in various individual and group social, leisure, recreational, and spiritual activities.
Volunteers make a positive contribution to our living environment and enhance your daily life.
They work in complementarity with the care team.

To learn more about volunteering: santeestrie.qc.ca/en/ciusss/benevolat

Support

We understand that your arrival at a new living environment is an important, often difficult step.
That is why our team is there to assist and support you in your daily life. Our priority is to make
your new living environment a place where you feel welcome, safe, and surrounded by kindness.
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The placement of a loved one in a residential care setting is a transition that can be
overwhelming for both of you. You may feel disoriented and experience mixed emotions—
relief, worry, even guilt. You may feel the need to find your place in this new reality. Please
be aware that these feelings are perfectly normal.

Here, you are not alone. The care team is available to assist your loved one and to support
you through this important stage. We encourage you to build bonds with us, to ask your
guestions, and to share your concerns. You are an integral part of the team overseeing
your loved one’s well-being.

We know that this transition can be challenging. That is why we wish to direct you to
resources that might be able to assist you:

e APPUI Proches aidants

- Ligne info-aidant helpline: 1-855-852-7784 (bilingual listening service, information,
and referral service offered by professionals, FREE, confidential).

- Website: lappui.org/en

- Resource Directory: lappui.org/en/directory-of-resources APPUI resource
directory

¢ alzheimer.ca/federationquebecoise/en
e procheaidance.quebec
Do not hesitate to call us if you feel the need for additional support.

We are here for you and your loved one - today and every day forward.
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Personal notes
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Charter for the well-being

TABLE DE CONCERTATION
CONTRE LES MAUVAIS TRAITEMENTS FAITS
AUX PERSONNES AINEES DE L'ESTRIE

CHARTER for the well-being

of seniors in the Estrie region

WHEREAS seniors can present a high level of vulnerability;

WHEREAS those who work with seniors or spend time with them must contribute to their
well-being;

WHEREAS abusing seniors is a form of discrimination within the meaning of the Charter of
Human Rights and Freedoms;

THIS DECLARATION SUGGESTS THAT PEOPLE WORKING WITH SENIORS OR SPENDING
TIME WITH THEM ADHERE TO THE FOLLOWING PRINCIPLES:

Ensure that seniors receive treatment, free from any abuse;
Ensure that seniors are provided an abuse-free environment;

Take any necessary measures to ensure that people who work with or spend time with
seniors adopt a positive attitude towards them;

Ensure that information obtained about situations of abuse remains confidential, unless
the person has given their consent to reveal such information;

Take any necessary measures to discourage abuse, whether verbal, psychological,
physical, and financial, including gestures, teasing, or insinuations;

Support the efforts undertaken by seniors who are victims of abuse;

Agree to include abuse prevention in training and awareness activities.

(Name of the organization)

In witness whereof
adheres to the Charter for the Well-being of Seniors.

Represented by:

Signed at on

Based on the Charter for the Well-being Of Leshian, Gay, Bisexual and Transgender Seniors of Fondation Emergence.
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Quebec
Commissaire aux plaintes
et a la qualité des services

CONFIDENTIAL

COMPLAINT FORM

(This form can be completed online at the following address: santeestrie.qc.ca/complaint)

IDENTIFICATION OF THE USER IDENTIFICATION OF THE COMPLAINANT
(required) (if different from the user)

Last name: Last name:

First name: First name:

Pronoun used: LI he L] she (] they | Pronoun used: LI he L] she L they
Date of birth:

(required)

[J Deceased user

Address: Address:

City: City:

Postal code: Postal code:

Phone number: Phone number:

Cell. number: Cell. number:

E-mail address: E-mail address:

0 No email [0 No email

Hospital card number (if known):

IF YOU FILE A COMPLAINT FOR A USER, YOU DO SO IN WHAT CAPACITY?

0 1 am the legal representative of the user who is of full age and unable to give consent:

[J TuTtor

[J HOMOLOGATED MANDATE

[0 OTHER (PLEASE SPECIFY)

1 | am the parent of the minor child concerned by this complaint

L | am assisting the user to file his/her/their complaint. The user is capable of giving consent.

Relationship to the user:

The complaint will be under the user’'s name and he/she/they will receive the conclusion, unless otherwise specified by he/she/they.

| hereby authorize that the integral copy of this complaint form be sent to the manager concerned (when needed:
L YES L NO

Note : for medical complaints, the physician concerned by the complaint will receive copy of this form in conformity with the article

47 of the Act respecting Health Services and Social Services.

PLEASE SEND THIS COMPLETED FORM TO ANY OF THE ADDRESSES BELOW:

Commissaire aux plaintes et a la qualité des services
CIUSSS de I'Estrie — CHUS
CLSC Murray
500, rue Murray, case postale 2
Sherbrooke (Québec) J1G 2K6
Par télécopieur : 819 822-6716

Par courriel : plaintes.ciussse-chus@ssss.gouv.gc.ca
Téléphone : 1 866 917-7903 (sans frais)

Commissaire aux plaintes et a la qualité des services
CIUSSS de I'Estrie — CHUS
Hopital et CHSLD de Granby
205, boulevard Leclerc Ouest
Granby (Québec) J2G 1T7
Par télécopieur : 450 375-8010

Par courriel : plaintes.ciussse-chus@ssss.gouv.gc.ca
Téléphone : 1 866 917-7903 (sans frais)
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LOCATION WHERE THE INCIDENT OCCURED

O cLscC 0 CHSLD O HosPITAL [0 CENTRE DE READAPTATION [0 RESIDENCE PRIVEE POUR AINE-E-S (RPA)

O OTHER

Name of the installation:

City:

Employee’s name (if applicable):

Physician’s name (if applicable):

DATE AND TIME OF THE INCIDENT

DESCRIPTION OF THE INCIDENT (iF YOU NEED MORE SPACE, PLEASE COMPLETE ON ANOTHER SHEET)

EXPECTED RESULTS
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