
Improving Access to Primary Health Care Services for English-Speaking
Persons in Quebec

Official Languages Minority Communities Envelope

Lead and Partner Organization(s)
Community Health and Social Services Network (CHSSN); with Saint-Brigid’s Home Inc.

Background and Goals
This initiative was part of a vast reorganization of
health services in Quebec. Its goal was to support the
reorganization by improving access to English-language
primary health care (PHC) services for Quebec’s anglo-
phone community. Although demographic realities 
and access to English-language services are highly
variable depending on the region of the province,
language barriers can hinder access to services and
lead to lower levels of satisfaction among anglophone
clients. The initiative’s objectives were to improve
access to English-language PHC and general medical
services, and to promote linkages between the
province’s anglophone community and its health and
social services institutions. To meet these objectives,
the initiative committed to fund projects in three
separate categories: Info-Santé for the anglophone
population; needs-specific services, to provide quality
English-language health and social services; and
special needs living environments, to provide adequate
services to anglophones in residential and long-term
care centres (CHSLDs).

Activities
The initiative was launched on August 1, 2004, and
officially ended on March 31, 2006. Its activities
centred on 37 selected projects funded in 14 Quebec
administrative regions. It was administered by a
steering committee, a project officer, three coordina-
tors, and administrative and technical personnel. It
embarked on a variety of activities, including:

• Solicitation of project proposals;

• Evaluation of project proposals, and selection of
projects;

• Communication of results to sponsors, and drafting
of contribution agreements and letters of
confirmation;

• Monitoring and follow-up of projects, and visits to
sponsors;

• Two conferences (February 24–25, 2005, and
November 23, 2005), to give sponsors a chance to
know the expectations and develop a network of
contacts;

• Participation in the 6th Community Health and
Social Services Network (CHSSN) Conference
(February 22–23, 2006);

• Development and implementation of a
communication plan;

• Surveys and studies of the anglophone population,
conducted by SOM Surveys, Opinion Polls and
Marketing; and

• Drafting of an evaluation report (for the end of
September 2006).

Resources
• Resource development was an important element 

of the initiative, with projects involving reorganizing 
and translating a range of documents, community
directories, pages of protocol and user guides. 
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• A number of public communications events were
held, in the presence of CHSSN staff and members
of the anglophone community, regarding the launch
of projects and results achieved. In the special
needs living environments, project participants
translated orientation guides, policies, codes of
ethics, protocols and booklets. They also took part
in various media events and organized corporate
leadership and motivational meetings.

• The initiative developed several resources as part of
its communication plan. On three occasions, it
issued a newsletter dealing with all the projects, the
Santé Québec survey findings, and project
research and evaluations. An Intranet site was
developed to facilitate communication with and
among the various sponsors. A “News” section on
the site provided updates to ensure the project was
well managed. 

• A “Virtual Library,” available on the Intranet, contained
more than 300 English-language virtual documents
and reference tools for the sponsors in their
respective regions.

• Website: www.chssn.org.

Key Learnings
The initiative’s 37 projects helped meet certain needs
among the English-speaking population. They
increased, adapted and improved the quality of
services to the anglophone community, particularly in
special needs living environments. The projects also
supported the major reorganization of Info-Santé
services to help them better meet the needs of
Quebec’s anglophone population. The initiative
updated Info-Santé data and conducted surveys in

this regard, and organized information and training
activities to help improve services. In general, the 
37 projects created a new dynamic within the Health
and Social Services Network.

From the start, the initiative highlighted a desire to
ensure the sustainability of activities and outputs.
There are a number of ways to ensure that any
positive changes will last. The reorganization of Info-
Santé services will likely take place over a three-year
period. It may also develop projects via a clinical
planning exercise adapted to the needs of populations
in areas served by Health and Social Services Centres.
A review of regional programs to improve access to
English-language health services is another possible
future endeavour. Lastly, the initiative and evaluation
will serve to inform a provincial committee in making a
recommendation on the English-language delivery of
health and social services, which will shortly thereafter
be submitted to Quebec’s Minister of Health and
Social Services.

Approved Contribution: $10,000,000

Contact Information
Jennifer Johnson
Executive Director
Community Health and Social Services Network
Phone: 418-684-2289
E-mail: johnson@chssn.org

The full report is available in the language of the author on
the PHCTF website, www.healthcanada.gc.ca/phctf.
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This initiative was supported by the Primary Health Care Transition Fund. The views expressed herein 
do not necessarily represent those of the federal government. This fact sheet was prepared 

on the basis of the initiative’s final report, in consultation with its author.
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