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DECLARATION DE SERVICES AUX PERSONNES VICTIMES D'INFRACTIONS CRIMINELLES
Loi visant à Aider Les Personnes Victimes D’infractions Criminelles et à favoriser leur rétablissement 
(LAPVIC)

1.	Name of the organisation
Maison Libère-Elles.

2.	Our mission and values
Maison Libère-Elles is a community-based organization whose mission is to provide support and shelter to women and children who are victims of violence.
The values upheld by the Maison Libère-Elles team are respect, solidarity, empathy, justice, and equality.

3.	Services offered
	a. Free shelter for women and their children who are victims of violence;
b. 24/7 telephone support;
c. Support and accompaniment throughout various processes, including post-shelter follow-up;
d. Personal development workshops and activities (internal and external);
e. External services for women and children who are victims of violence;
f. Communications and presence on social media platforms;
g. Support groups for women, mothers, and children who are victims of violence, as well as for loved ones of victims;
h. Awareness and prevention workshops for the general public, businesses, and professionals.
4.	Our commitment
Our commitment to the women and children who use our services is to provide a safe, violence-free environment, to offer services tailored to their needs with the objective of empowering them, and to ensure that everyone has access to the services to which they are entitled.
An internal complaint form is available to all service users (see Appendix). Complaints may also be filed with the Complaints Commissioner of the Outaouais Integrated Health and Social Services Centre (CISSSO).

5.	Our complaint mechanism
Complaints expressed by our service users are taken seriously and are handled with diligence and respect for the rights of those receiving our services.
Below is the simplified complaint process:
a. The complaint must be submitted in writing, either by delivering it directly to the Executive Director, by mail, or by email to admin@maisonlibere-elles.ca. Receipt of the complaint will be acknowledged within 7 business days;
b. A meeting will be held with the Intervention Coordinator, the complainant, and the employee concerned in order to hear all parties involved, within 14 business days;
c. Discussion and development of a mutually satisfactory agreement for all parties, within 14 business days;
d. Presentation of the agreement to the parties involved, within 7 business days;
e. The Executive Director will inform the Board of Directors at the next meeting, or earlier if required.
The complaint handling process is carried out with impartiality, transparency, and simplicity, while respecting all parties involved.
Any person who files a complaint has the right to be informed of the outcome. The processing time for internal complaints is 30 business days. Processing timelines for complaints submitted to the Complaints Commissioner cannot be determined by Maison Libère-Elles.
Procedure for filing a complaint with the CISSSO Complaints Commissioner
· Complaints may be submitted in writing or verbally.
· Complaints must be forwarded to the Complaints Commissioner.
Online: Online Complaint Form – CISSS de l’Outaouais (gouv.qc.ca)
Paper form: FORMULAIRE-DE-PLAINTE_CISSSO_FRANCO_.pdf (gouv.qc.ca)
By email: commissairesauxplaintes@ssss.gouv.qc.ca
By mail: Complaint form (pdf)
Complaints and Service Quality Commissioners
105 Boulevard Sacré-Cœur
Gatineau, Quebec J8X 1C5
By phone: 819-771-4179 or toll-free: 1-844-771-4179
Office hours: Monday to Friday, 8:00 a.m. to 4:00 p.m.
Any person who files a complaint has the right to be informed of the outcome. The Commissioner will inform the complainant of the results within 45 calendar days following receipt of the complaint.























APPENDICES


WRITTEN COMPLAIN FORM


Date (complaint submission): ____________________________
Name of the complainant: ____________________________________________________ OR
[bookmark: Check1]|_| I wish to submit this complaint anonymously
Contact information (if not anonymous, for follow-up purposes):
Phone: ____________________________ Email_____________________________
Date of the incident in question: __________________________
Description (use the back of the form if necessary):
________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________
Signature: ________________________________

Please be assured that your complaint will be forwarded to the Intervention Coordinator, who will ensure that the necessary follow-up is carried out.
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