
Resident/Veteran/Family Concern Process
Extended Care/ Veterans Program

Working Together to Make Things Right

Staff work hard to deliver quality care and service to residents/veterans. However, things can
sometimes happen to cause concern. If you are not happy with the treatment, care, or service
received, talk to us about it. It is best to raise the issue directly with the person involved at the point
of care.

If at any point you do not feel comfortable talking with this person, or it does not make sense to
approach the problem this way, or you do not achieve a satisfactory resolution to the problem, raise
the issue with the next person in the following list, in the order that they appear:

 resident care coordinator (RCC) or charge nurse (CN)
 unit manager
 program director.

Each of these individuals is responsible to work with you to resolve your concerns as quickly as
possible. If you are not satisfied with the response from the RCC/CN, call the unit manager. If you
are still not satisfied, call the program director. Your unit clerk can provide you with contact names
and telephone numbers.

When an issue is raised, the person responds to you in as timely a manner as possible by telephone
or by speaking to you directly.

We do our best to resolve your concerns and we let you know about how long it will take for that to
happen.

If a resident/veteran sends an email, a staff member contacts the resident/veteran for follow up.

When resolution has been reached or a decision regarding the concern has been made we contact
you again.

If your concern was given verbally we talk to the person who began the concern.

If your concern was in writing we send a follow-up letter.
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Unit Information Meetings

The Program provides opportunities for residents/veterans and family members to discuss concerns
which affect or might affect all residents/veterans on a unit at Unit Information Meetings.

These are attended by the Unit manager, resident care coordinator/charge nurse, residents/veterans
and family members. Your unit clerk can provide you with the dates of these meetings.

Resident/Veterans/Family Council

The Resident/Veteran/Family Councils can provide information to individuals about the Resident/
Veteran/Family Complaint Process.

Feeling Heard and Respected

Resolving issues is sometimes not easy. It can be frustrating for everyone involved. Our goal is for
everyone to feel they are heard and respected during this process and to resolve your concerns to the
best of our ability.

Patient Advocate Services

Resolving concerns at the point of care is the most effective. If you have questions or concerns about
the care or service provided to you or a family member, you should:
 Speak first with the staff and doctors involved in your care.
 If you still have questions or are not comfortable speaking directly to those involved in your care,

speak with the Unit Manager.
 If you require further assistance, speak with a Patient Advocate.
(306) 766-3232 or 1-866-411-7272 Fax: (306) 766-7068

E-mail: patientadvocate@rqhealth.ca www.rqhealth.ca/patientadvocate

If you prefer, you can send your concerns in writing. Please include:
 your name, address, postal code, and telephone number
 the name of the client, patient, or resident
 The name of the individual(s) involved in the RQHR
 the date(s) of the service received
 the nature of the concern.

Mail to:
RQHR Patient Advocate Services
2-2550 15th Avenue
Regina, Saskatchewan S4P 1A5
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