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Localization of MulhouseLocalization of Mulhouse
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Mulhouse : 112 000 citizen

Surrounding : 280 000 people
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Admissions

DSFI

Consultation 
Pédiatrie
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384 beds and places
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Hôpital Emile MULLER

851 beds and places
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MMPA

Radiothérapie-Oncologie

Résidences

MAS
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Site EMILE MULLER also called « Moenchsberg »

crèche

IFSI

services
logistiques

Hôpital Émile  MULLER
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•• Human resources : 4 345 employeesHuman resources : 4 345 employees
-- Doctors : about 510Doctors : about 510
-- Non medical staff : about 3835Non medical staff : about 3835

•• Financial account in 2010Financial account in 2010
(expenses; receipts) : (expenses; receipts) : 
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(expenses; receipts) : (expenses; receipts) : 
•• about 300 000 000 about 300 000 000 €€

•• Different activities :Different activities :
-- ShortShort--term cure and care term cure and care 
-- following and rehabilitation carefollowing and rehabilitation care
-- longlong--term careterm care
-- psychiatrypsychiatry
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«« Direction de la qualité et de la Direction de la qualité et de la 

gestion des risquesgestion des risques »»

Secretary
Doris GILLIGDoris GILLIG

Director

Au service de la vieAu service de la vieAu service de la vie

Engineer

Doris GILLIGDoris GILLIG

Élodie MARECHAUDÉlodie MARECHAUD

Martine PROBSTMartine PROBST

Quality controller

Fatima ABISURFatima ABISUR
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The quality The quality 

organization at the organization at the 
CHMCHMEngagement

Strategic levelStrategic level
Board, top management Board, top management 
and pilot committee for and pilot committee for 
quality and risk quality and risk 
managementmanagement »»

Quality involvement Quality involvement 

chartercharter

Quality policyQuality policy
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Projects of quality improvement

managementmanagement »»
Driving of projectsDriving of projects
DQGR, and the other DQGR, and the other 
institutional actorsinstitutional actors

Operational phasesOperational phases
quality correspondents, quality correspondents, 
working groups…working groups…

Quality policyQuality policy

Quality managementQuality management

Program of actionsProgram of actions
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PatientPatient security security 
in french hospitalsin french hospitals
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in french hospitalsin french hospitals
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A french specificityA french specificity

La Haute Autorité de SantéLa Haute Autorité de Santé
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La Haute Autorité de SantéLa Haute Autorité de Santé
(HAS)(HAS)
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AccreditationAccreditation / certification / certification 
of hospitalsof hospitals

The certification is :

- a compulsory procedure
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- of an extern evaluation of a hospital,

- made by professionals , 

- independant of the hospital,

- concerning its whole functioning and all 
practices .
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National indicatorsNational indicators

–– Scorecard of the hospitalScorecard of the hospital--acquired acquired 
infectionsinfections
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infectionsinfections
–– IPAQSS (Indicators for the IPAQSS (Indicators for the 

improvement of hospital quality and improvement of hospital quality and 
patients security)patients security)
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For example :For example :

the alignment with good clinical the alignment with good clinical 
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practices in case of myocardial practices in case of myocardial 
infarction after the acute phaseinfarction after the acute phase
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•• Indicateur 1 : aspirine / clopidogrel ou Indicateur 1 : aspirine / clopidogrel ou 
prasugrel après infarctusprasugrel après infarctus

•• Indicateur 2 : bêtaIndicateur 2 : bêta--bloquant après infarctusbloquant après infarctus
•• Indicateur 3 : inhibiteur de l’Enzyme de Indicateur 3 : inhibiteur de l’Enzyme de 

Conversion (IEC) ou Antagoniste des Conversion (IEC) ou Antagoniste des 
Récepteurs de l’Angiotensine II (ARA 2) Récepteurs de l’Angiotensine II (ARA 2) 
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Récepteurs de l’Angiotensine II (ARA 2) Récepteurs de l’Angiotensine II (ARA 2) 
après infarctusaprès infarctus

•• Indicateur 4 : statine après infarctusIndicateur 4 : statine après infarctus
•• Indicateur 5 : sensibilisation aux règles Indicateur 5 : sensibilisation aux règles 

hygiénohygiéno--diététiquesdiététiques
•• Indicateur 6 : délivrance de conseils pour Indicateur 6 : délivrance de conseils pour 

l’arrêt du tabacl’arrêt du tabac
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Some examples of standardsSome examples of standards
•• Statutory texts :Statutory texts :

CSP, GBEA, HACCP, HAS….CSP, GBEA, HACCP, HAS….
•• Normes :Normes :
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•• Normes :Normes :
ISO 9001, 14000, 18000…ISO 9001, 14000, 18000…

•• Guides of good pratices :Guides of good pratices :
BPPH, specific cares…BPPH, specific cares…
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One example of patient safety:One example of patient safety:

•• the «the « check listcheck list » in the surgery room» in the surgery room
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Modèle d’un SMQ basé sur les Modèle d’un SMQ basé sur les 
processus processus (ISO 9001(ISO 9001--2000)2000)

Clients

Amélioration continue du SMQ

5.5.
Responsabilité 
de la direction

Au service de la vieAu service de la vieAu service de la vie

Clients

Clients

7.
Réalisation 
du produit

8.
Mesures, analyse
et amélioration

6.
Management 
des ressources

Besoins

Exigences

Satisfaction

Produit
(service)

Données 
d’entrée

Données 
de sortie
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Quality managementQuality management
Principles (ISO)Principles (ISO)

•• Managements responsibility : of the CEO, the Managements responsibility : of the CEO, the 
board, the quality and risk managementboard, the quality and risk management
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board, the quality and risk managementboard, the quality and risk management

•• Resources management : Human resources,  Resources management : Human resources,  
IT management, logisitic management…IT management, logisitic management…
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Quality managementQuality management
Principles (ISO)Principles (ISO)

•• For assessment, analysis and For assessment, analysis and 
improvement: audits, satisfaction improvement: audits, satisfaction 
inquiries, quality improvement projects, inquiries, quality improvement projects, 
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inquiries, quality improvement projects, inquiries, quality improvement projects, 
certification, evaluation of the clinical certification, evaluation of the clinical 
practices…practices…

•• Process analysis : Process analysis : 
–– a priori analysis for the risky processes, a priori analysis for the risky processes, 
–– a posteriori analysis for the dysfonctional a posteriori analysis for the dysfonctional 

processes (adverse event recording)processes (adverse event recording)
CAPA : corrective action CAPA : corrective action –– preventive actionpreventive action
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The management :The management :
a structuring role fora structuring role for

•• the risk managementthe risk management
•• the quality of the practicesthe quality of the practices

Au service de la vieAu service de la vieAu service de la vie

•• the quality of the practicesthe quality of the practices
•• the continuous improvementthe continuous improvement

It is important to tend towards a global It is important to tend towards a global 
and consistent (coherent) risk and consistent (coherent) risk 
management.management.
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Medical care security Medical care security 
and risk management : and risk management : 
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and risk management : and risk management : 
everybody must be involvedeverybody must be involved
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The risk management policy of the CHMThe risk management policy of the CHM

•• Five objectives, declined in a risk Five objectives, declined in a risk 
management plan lasting several years : management plan lasting several years : 
–– develop the knowledge of safety,develop the knowledge of safety,
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–– develop the knowledge of safety,develop the knowledge of safety,
–– put in accordance with legal requirements,put in accordance with legal requirements,
–– secure the safety of the care and cure,secure the safety of the care and cure,
–– increase patients satisfaction,increase patients satisfaction,
–– manage the safety of the staff and the manage the safety of the staff and the 

holdings.holdings.
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The main actorsThe main actors
of risk management of risk management 
at Mulhouse hospitalat Mulhouse hospital
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•• TheThe 33 riskrisk administratorsadministrators
•• TheThe 2929 riskrisk correspondentscorrespondents
•• TheThe networknetwork ofof aboutabout 220220 qualityquality
correspondentscorrespondents
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A non punishment charter      A non punishment charter      1/21/2

A positive and not punitive A positive and not punitive 
approach of the errorapproach of the error
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approach of the errorapproach of the error
«« ItIt isis thethe responsibilityresponsibility ofof everyevery

employeeemployee toto communicatecommunicate
spontaneouslyspontaneously andand immediatelyimmediately
anyany informationinformation aboutabout anan adverseadverse
eventevent .. »»
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A non punishment charter         A non punishment charter         2/22/2

«« To make this return of experiences more easy, I To make this return of experiences more easy, I 
commit myself and promise that the management commit myself and promise that the management 
of the Mulhouse hospital will not begin a of the Mulhouse hospital will not begin a 
disciplinary proceduredisciplinary procedure against an employee who against an employee who 
reveales reveales spontaneouslyspontaneously and and immediatelyimmediately a a 
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reveales reveales spontaneouslyspontaneously and and immediatelyimmediately a a 
breach (a failure) in the safety rules in which he is breach (a failure) in the safety rules in which he is 
involved and which the management would not involved and which the management would not 
have known otherwise.have known otherwise. »»

«« However, this principle can not be applied in However, this principle can not be applied in 
case of case of deliberated or repeated  breaches deliberated or repeated  breaches 
(failures) in(failures) in safety rules.safety rules. »»



Centre Hospitalier de Mulhouse To register To register 
in the adverse event recording systemin the adverse event recording system
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THANKS A LOT THANKS A LOT 
FOR THE ATTENTION YOU FOR THE ATTENTION YOU 

HAVE PAYED HAVE PAYED 
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HAVE PAYED HAVE PAYED 
TO THIS TOPICTO THIS TOPIC


