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HAPPY 10™ ANNIVERSARY TO OUR RIGHTS WEEK!
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Founded in 1979, Vigi Santé is a family business who,
at the cusp of its 40th year, has always had at heart,
with its 2000 employees and 500 volunteers, the
well-being of the residents and the respect of their
rights as citizens. We believe that a person’s loss of
autonomy does not lead to a loss of the resident’s
rights. Medicine does add more years to life, but
these added years must lead to a life of quality where the respect of the person and his rights are a daily
preoccupation of the caregivers and the residents’ loved ones.

The pursuit of this premier value of the respect of the residents’ rights has been the subject of structuring
measures over the years enabling us to ensure the reinforcement and the sustainability of this preoccu-
pation from the board of directors, the management team and of all our employees and volunteers. Let’s
cite a few of these measures.

e A professional has been designated, the Residents’ Counsellor, whose mandate is to be the guardian
of the residents’ rights and their spokesperson. At their request, the Residents’ Counsellor assists them
in the representations they wish to make in regards to the respect of their rights and the development
of their living environment.

e A specific training, addressed to employees, has been created in order to support them in the applica-
tion of the approach expected from them, so as to ensure that this approach lives and breathes daily
and that, as the saying goes, they “walk the talk”.

e Ten years ago, another measure was created at Vigi, a themed week dedicated to the promotion of our
residents’ rights. This week is a privileged moment to remember the importance of maintaining, with
the entourage of the resident, this preoccupation of the respect of their rights. This activity has since
known an expansion of its impact, now held province wide.

This week dedicated to residents’ rights promotion is an opportunity to mobilise all players towards
a common objective, the respect of residents’ rights in a living environment approach where
the expression of the rights expected from everyday life in the CHSLD:

=» Enables the clientele to seize what they are entitled to expect in regards to the respect and the exercise
of their rights as well as the quality of their living environment.

=» Offers the personnel the point of view of the clientele, on what it considers its right to expect.

The diverse themes are taken from the daily life of the residents and their loved ones, as lived in Vigi
Santé’s 15 CHSLDs and put the emphasis on the person and their rights.

Furthermore, Accreditation Canada visits as well as reports of ministerial visits “Evaluation of
the Quality of the Living Environment in a CHSLD” received thus far bear witness to the respect of
ministerial orientations favoring living conditions of quality and adapted to the needs and expectations
of the people residing in our facilities, in order for them to evolve in a warm, respectful, comfortable,
safe, facilitating and personalised setting.
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( WORKING HAND IN HAND

( \ Vigi Santé can be proud to have been founder and precursor of the Residents’ Rights
Week. 10 years ago, our organisation wanted to demonstrate with a concrete gesture
within its 15 installations that the residents have rights and they had to be respected.
In 2017, this commitment is still present and is translated daily by multiple actions.

To succeed, we work hand in hand with the first ones concerned, the residents, but also
the families and all staff members.

We are all partners ensuring that the quality of the residents’ living environment is
centered on their well-being and respectful of their rights. Within the Vigi Santé instal-
lations, the residents must feel at home and that is why our efforts are invested in that sense.

Residents’ Rights Week celebrates its 10th year, but I am already inviting you in 2027 to celebrate its 20™
year, because Vigi Santé will continue to be a committed ambassador ensuring that the residents’ rights
are respected
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General Director

MESSAGE FROM THE SERVICE QUALITY AND COMPLAINTS COMMISSIONER

\ Vigi Santé has always demonstrated a great interest towards rights promotion and in
setting up means ensuring that the rights of the residents are respected in all actions
towards them. Recognising that people living in a CHSLD can present vulnerability, it
has now been 10 years that Vigi Santé ensures promotion of the residents’ rights through
Rights Week. Today, Rights Week figures, for every actor in the living environment,
amongst the best ways to highlight the scope of the rights and recognise the duty to
put everything in place in order to promote the well-being of the clientele.

Every year, this initiative becomes a new opportunity to reflect, whether we are a
resident, family member, staff member, manager, volunteer or visitor, on our individual and collective
commitment, to adopt practices and behaviours whose objective is the respect of the rights and well-being
of the residents. Naturally, the rights and liberties are exercised while also being aware of our obligations
and responsibilities. The quality of the living environment rests on a principle of mutual respect where
everyone’s collaboration is essential.

As Service Quality and Complaints Commissioner, I am responsible of the complaint examination system
from residents or their representatives. I am here to listen to you and to ensure that your rights are
respected. Inspired by a preventive rather than a strictly curative approach, the complaint examination
system falls into a process of continuous quality improvement of the care and services offered to the
residents. This contribution to the respect of rights makes use of the precious and essential point of view
of the residents.

I wish a great Rights Week 2017 to everyone!

Dannie Oteliver

Service Quality and Complaints Commissioner



MY RIGHTS, MY RESPONSABILITIES

( \ Over the course of the last ten years, the Residents’ Committees
of Vigi Santé have actively contributed in raising awareness on
the residents’ rights and to promote their respect.

Collaborating with the Residents’ Counsellors and the Director of
Quality, the Residents’ Committees have initiated a week cente-
red on the residents’ rights. This week was named Rights Week.
It became an annual event enjoying great visibility, its running
extending to a provincial level.

The Residents’ Committees organise annually various activities aimed at raising
awareness to all residents, respondents and family members on the rights the orga-
nisation and its personnel commit to respect.

We live in a society of rights. Often we forget that with every right is associated a
responsibility, an obligation.

We all have a double responsibility, both individual and collective. Individually, this
responsibility lies at the level of mutual respect and collaboration with the interdis-
ciplinary team. This collaboration from the resident and his family is fundamental.
It contributes to the resident’s quality of life by ensuring that he has a harmo-
nious and enjoyable environment. Collectively, our duty is to ensure the security of
the residents by signaling all situations putting them at risk when we are witness.
Their vulnerability obliges us to act, to get involved. Being witness to facts or acts
that brim a right must bring us to ensure a follow up so that the situation will be
corrected.

Parents, respondents, volunteers, professionals and staff, we all have the obligation
to act when we witness a lack of respect or ethics. Our collective responsibility
obliges us.

Over the course of the next few months, the Residents’ Committees in collabora-
tion with the team of Residents’ Counsellors will develop activities addressing our
responsibilities.

Let’s act now and contribute together in improving the quality of life of all residents.

Pucellyne Bergeran Elhier

President of the Vigi Santé Users’ Committee
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( \ For 14 years now, I have been working for Vigi Santé, but more
specifically for the past 3 years as Quality Coordinator. A crucial
role since it encompasses all care and services offered directly to
residents and must be omnipresent in our installations. It plays out
in partnership with the employees (all job titles included) through
whom each gesture and each action make all the difference for
the residents’ quality of life. The Direction of Quality takes care,
amongst other things, of the management and follow-ups of minis-
terial visits, the Vigilance and Quality Committee, the Residents’ Committees, the
Living Environment Committee and clientele satisfaction via the satisfaction surveys.

I also work daily with the team of Residents’ Counsellors who are present within all
15 Vigi Santé installations and who contribute to continuous quality improvement of
care and services, they participate in the promotion and development of the living
environment approach and the respect of residents’ rights. They ensure that the resi-
dents are happy, well treated, listened to and accompanied in the respect and dignity
they deserve.

They accompany the residents, families, volunteers, Residents’ Committees and the
staff towards the proper exercise of their roles, duties and responsibilities in regards
to the establishment’s code of ethics.

I wanted to wish you a great 10™ Rights Week and, by the same token, thank all of
you, employees, volunteers, residents and family members for your daily involvement.
Without you, Vigi Santé’s mission would not be the same and after all, the quality of
services is everyone’s business.

Looking forward to crossing your path when I tour the installations,

Glaudia (%f tmenetta

Quality Coordinator

LET’S CELEBRATE 10 YEARS!



The use of the masculine gender in this publi-
cation is employed solely to facilitate reading
and is used without any discrimination.

THE TEAM OF RESIDENTS’ COUNSELLORS

Distribution of this publication is made possible
thanks to the involvement of the following
internal partners:

* Residents’ Committee of the CHSLD Vigi Brossard

* Residents’ Committee of the CHSLD Vigi Les Chutes

* Residents’ Committee of the CHSLD Vigi Deux-Montagnes
* Residents’ Committee of the CHSLD Vigi Dollard-des-Ormeaux
* Residents’ Committee of the CHSLD Vigi Montérégie

* Residents’ Committee of the CHSLD Vigi Mont-Royal

* Residents’ Committee of the CHSLD Vigi Notre-Dame de Lourdes
* Residents’ Committee of the CHSLD Vigi L'Orchidée blanche
* Residents’ Committee of the CHSLD Vigi de |'Outaouais

* Residents’ Committee of the CHSLD Vigi Pierrefonds

+ Residents’ Committee of the CHSLD Vigi Reine-Elizabeth
* Residents’ Committee of the CHSLD Vigi Saint-Augustin

* Residents’ Committee of the CHSLD Vigi Shermont

* Residents’ Committee of the CHSLD Vigi Yves-Blais

* Residents’ Committee of the CHSLD Vigi Marie-Claret

» Vigi Santé’s Users’ Committee

* Your CHSLD’s Residents’ Counsellor

» Vigi Santé’s Service Quality and Complaints Commissioner
» Vigi Santé’s Vigilance and Quality Committee

« Vigi Santé’s Quality Director

» Vigi Santé’s General Director
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Vigi Santé

197 Thornhill St., Dollard-des-Ormeaux
(Québec) HIB 3HS

VISIT OUR WEBSITE AT:

www.vigisante.com

News, publications and other information

are available.

Une version francaise de ce feuillet
est disponible sur demande.

For 10 years we have worked with the Residents’ Committees in order
to mobilise all team members from each centre to encourage reflec-
tion and promote the rights of the residents during this sacred week.
Through each of the 10 editions, we've had the chance to meet you:
residents, families, loved ones, employees, volunteers, and reflect
together on our role in the respect and promotion of the residents’
rights within their living environment. We have been privileged to
share with you on your concerns and questions through different
themes: security, trust, residents’ participation in the decisions that
concern them, representation in case of inaptitude, confidentiality,
information, dignity: so many aspects that directly touch us, as
citizens, as users, as residents, as caregivers.

The Residents’ Rights Week has been recognised in 2010 as an exem-
plary practice by Accreditation Canada highlighting by the same token
the importance that this week represents, and offering us encourage-
ments to continue in the same direction. So it is with great pride and
enthusiasm that we celebrate with you this 10" edition.
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Your team of Residents’ Counsellors from left to right : Genevieve Dupont, Joanne Savary,
Nancy Deschénes, Johanne Watts, Martine Labelle, Claudia Simonetta, Olivia Simonetta
(4" generation), Marie-France Nadeau and Jean-Frangois Connolly Gingras.

The Residents’ Committee of the CHSLD contributes to the promotion
and respect of your rights. Do not hesitate to ask for their assistance.

Service Quality and Complaints Commissioner:
Bonnie Helwer
By telephone : 514 684-0930, ext. 1439
By mail : 197 Thornhill Street, Dollard-des-Ormeaux
(Québec) H9B 3H8
4 For more information, ask for our brochure
“Your satisfaction is important to us”




