
MISTREATMENT :THE STORY OF KATRINA

This is the story of Katrina, who comes from 
Serbia. She is 75 years old and arrived here at 
the age of 49. She has slight cognitive decline 
but is still independent. She struggles with 
languages and was unable to learn French 
or English. She lives with her son Vadim, her 
daughter-in-law Milena, and her 12-year-old 

grandson Marko.

Vadim, my stomach 
hurts very much...

I have been suffering day 
and night for a month now. 
I can hardly sleep because 

of the pain...

Mom, you know it will pass...

Here, take this... Mom  
(handing her a bottle 
of Ibuprofen).

One month later, at the doctor’s office

She has lost a lot of 
weight since the last 
time I saw her.

Her stomach hurts, but 
she complains easily.

What is he saying? Tell him 
that my stomach has hurt 
for a month and that I am 
sleeping very little.

I am going to use Google Translate. 
Katrina, are you comfortable with me 
examining you alone, without your 

son present?

Yes

Her son should not have waited so long for the 
consultation. He downplayed her health problem. 
This is physical mistreatment in the form of 

neglect because her need for prompt medical care 
was ignored. If a senior expresses suffering, it is 

important to listen and investigate.

The problem seems 
to be serious. You 
will need to undergo 
various tests to find 
the cause of your pain.

If an elderly person expresses suffering, it’s 
important to listen to them and check. A caregiver 
may not be aware that their actions are causing 

harm.  Even if the mistreatment is unintentional, it is 
real and has an impact on the senior.

Raising awareness among families is important. If 
you believe you are experiencing mistreatment or if 
you witness it, services are available. Please contact 

LAMAA at 

1-888-489-2287.

A team member can listen to you and refer you to the 
right resource for your situation

Thank you 
very much! 



 
Mistreatment occurs when an attitude, word, gesture or failure to act appropriately, singular or 
repetitive, occurs in a relationship with a person, a community or an organization where there 

should be trust, and that it causes, intentionally or unintentionally, harm or distress 
in an adult person 1 . 

 

 

 
 Here are the 7 types of 

mistreatment of older adults and 
adults in vulnerable situations 2 : 
Psychological, physical, financial or 
material, sexual, violation of rights, 
ageism and organizational 
(management of care and services). 
They manifest themselves in two forms: 
violence and/or neglect. 

 
 
Some clues to recognize mistreatment: 
 The person becomes depressed, withdrawn or fearful; 
 The person stops participating in social events;  
 The person has injuries she/he can't explain. 

 
 

Mistreatment concerns us all!  
 

If you think you are in a situation of mistreatment or if you witness it, contact the 
Mistreatment Helpline 1-888-489-2287 

 
Other resources: 

Commissioner for complaints and quality of services for various health and social 
service establishments in Quebec 

Community relations officers from the police services (in all regions) 
Community Legal Organizations, Contact 211 

 
If your safety may be compromised, contact 911. 

 
1. Recognize and act together, Government action plan to counter mistreatment of older adults 2022-2027, MSSS, 

June 2022, section 1.1 the definition of mistreatment, p.5. 
2. Recognize and act together, Government action plan to counter mistreatment of older adults 2022-2027, section 

1.2 forms and types of mistreatment, p. 7 https://publications.msss.gouv.qc.ca/msss/document-003402/ 
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