
 
 

Complaint Management Policy 

Preamble  

The mission of the Québec Reimbursement Program for Family and Close Friends of Deceased 

Victims of a Criminal Act is to offer reimbursement for certain expenses incurred by the family 

and close friends of deceased victims of a criminal act in order to attend criminal justice 

proceedings or hearings of the Review Board for mental disorder. 

 

The objectives of the program are to: 

 recognize the need of those close to a deceased victim to be present at court 

proceedings. 

 make it easier for the family and close friends of deceased victims of a criminal act to 

travel to and attend court proceedings.  

 lessen the financial burden caused by expenses incurred by the victim’s loved ones in 

order to be present at court proceedings. 

The Program does not claim to meet all the needs of those close to deceased victims, who are 

forced to live with the consequences of the most heinous crimes. The Program simply wishes to 

recognize that the victim’s loved ones should receive financial support if they wish to attend 

court proceedings related to the crime.  

The Program adheres to the following guiding principles: 

 The mourning process of those who were close to the victim can become extremely 

complex, significantly affecting their quality of life, especially if the death of their loved 

one was the result of a sudden and violent criminal act. 

 The financial burden taken on by the victim’s loved ones in order to be present at the 

court proceedings related to the crime only exacerbates the mourning process and the 

other consequences of the criminal act. 

 In addition to providing an occasion to honour the memory of the deceased, court 

proceedings can also help to provide answers or closure. Being present in court can also 

aid recovery following the loss of a loved one.  

 In certain circumstances, the Program will attenuate, if not eliminate, the financial 

impact and other consequences of attending court proceedings for the victim’s loved 

ones.  
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 The Program must be able to adapt and be flexible while making responsible decisions 

that will assure its continuity. 

 

The Program upholds the following values in responding to the needs of victims’ loved ones:  

 Compassion 

 Courtesy 

 Equality 

 Understanding 

 Respect  

 Diligence 

 Spirit of collaboration 

 Consensus-seeking 

 Professionalism 

This is the spirit in which our complaint management policy was developed. Its purpose is to 

ensure that complaints are managed effectively, thus contributing to the ongoing improvement 

of the services offered by the Program while providing efficient, equitable and respectful 

handling of every complaint we receive. 

Objectives 

 Establish a simple, accessible and standard process for handling complaints, based on 

the values and principles stated above. 

 Clearly define the roles and responsibilities of the various parties involved in the 

process. 

 Improve the satisfaction of our clientele, services offered and program terms and 

conditions. 

Fields of application 

The Complaint Management Policy applies to all persons involved in the Québec 

Reimbursement Program for Family and Close Friends of Deceased Victims of a Criminal Act. 

The Policy does not apply to complaints related to the criminal justice procedure, disputes of 

court judgements or services received from a third-party organization that has its own recourse 

possibilities. 

Complaint handling procedure 

The first step in submitting a complaint is to contact the Program Coordinator at 514-277-9860, 

ext. 2234, or coordination@programmeproches.ca to describe your situation in detail. Most 

problems can be settled quickly and efficiently. 
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The Coordinator who receives a verbal or written communication from a client in connection 

with the Program is required to discuss the situation with the administration. 

If the issue remains unresolved, or if you prefer not to contact the Coordinator, please send an 

email to the administration of the Montreal CAVAC at direction@cavacmontreal.qc.ca, or mail a 

letter to the following address: 

Direction générale 

CP 70 BP Saint-Dominique 

Montréal, Québec 

H2S 3K6 

A form has been provided for this purpose. 

We are committed to sending out an acknowledgement of receipt to anyone submitting a 

complaint within 15 business days of receiving the complaint. 

The complaint will be examined by a committee consisting of a representative of the CAVAC 

network and a representative of another organization that sits on the Program’s external 

committee. The person who submitted the complaint will be informed of measures taken within 

60 days of the acknowledgement of its receipt. 
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