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Article abstract
The evaluation of health services is most often defined within the framework
of the institution. The experiences of persons desiring access to these services
is a potentially rich source of information. With the objective of making it
possible for institutions offering ambulatory services in mental health to
measure the service they offer to the population, the authors carried out a
simulation study of requests for help made by telephone. Professional actors
received training to make requests for help to ten institutions in a large city.
The information which was collected and analyzed systematically resulted in
the definition of service profiles for each institution. The great variability of
findings raises the problem of the meaning given to universal accessibility to
mental health services in our society. The method of investigation is discussed
as to its usefulness in evaluation directed toward the quality of services and of
service policies.
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