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12LP=? >? MICHM CHN?HMIEM >?  FNM =2LNCECX J 5L F; 11 +(

"T?HIL? >? >10F?0M NBIL; =(KO?M

"PPHIL? >? =5 L>CHFLAC? CHP S MIP? 2N HIH (HP ; MIP?

"PHNL? > LX ;> N NEH =5 L>(; KO0? >? IB;M? (( **;L>C1 210L

1?2LP(=? >? L;>CIFTAL? 20 GX>?=(H? HO=FX;(L?

17?LP(="7 >? =BILOLAL? ILNBIJIX>(? 2N ; H?MNBXMC?

""PHIL? > BXGI>(;FSM?

=+ ;N2LHINX 2N M?LPG=" >? HXTH;NIFTAC? >? HIP?;0 ((

PHIL? >? MIGG?F*'$, 1

"PHIL? >? GX>?=(H? >0 MIIWN L?=IHHO =1GG? +?>(=;F ""?H\?L J;L 1QMM —FSGJI(=
1?LP(=? > OLA?H=?M L?=1HHO =1GG? =?HIL? >? {ILG ;N IH >? GX>?=(H? > OLA?H=? BIMJIW;KYL? >?
=;NXAIL?  J5LF; 11+31 11=(XNX 1OMM? >? +X>?=(H? > 3LA?H=? 2l >? 1;0P?N;A?

O O O O O O o o o o o

*; 210L OXM?;0>? LIHM 1 ?MN G?G<L? >? &?HYP?*"HHIKO?M §;N J;L? >0 OXM?;0 3LA?H=?M
&?HYP? ?GJIFIC? ?HPLIH =1 ;<IL;N?0WM XKOCP ;F2HWM JF2H N2GIM - 20 GX>?=(HM ; ALXXM
*; 210L OXM?;0>? LICHM 1 2MN XA;F?G?HN L?=1HHO JIOL F; §ILG;KIH >? GX>?=(HM >;HM M?JN
>M=LIKH?M GX>(=;F?M

*2?M M?LPG=?M BIMIW;H?2LM > F = ~AJW;F > F; 210L 20 >? F; ""HHIKO? >? *" ;LI0A? MIHN L?=1HHOM >; HM F;
JF; HOC=;NCTH BIMJIINGKYL? >0 **;HNIH >? &?HYP? (M J?0P?HN XA ;F?G?HN ;==072(FHL >?M J;\C?HWM 20 >2M
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O;JJILNMOL F; KO;HNX Organisation de la gestion de la qualitZ

2.1 Organigramme
- L4
Qualité La Tour
Organigramme RESEAU
DE SOINS
Direction générale
La Tour
Réseau de Soins 5.A.
Gestion du risque Médecin répondant
Responsable Qualité
Projets asécurité Service de
des pa"tie'ntsu CIRS médiafion
Comité Qualite
Matériovigilance Hémovigilance Pharmacovigilance Hygiéne hospitaliére
Développement durable Formationcontinue chu:ar::t?:::nes Accueil patients
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*5 A?METH >? F; KOZHNX 2MN >0 L?MMILN >? F; >(L?=NIH =1GG? {1H=NTH BILTIHN;F?

*; KOSHNX 2MN XA;F?G?HN AXLX? >? G HIYL? <IWIG 0J

- 10L fIOHWX >? KO ;FNX (H>(KOX? =( >?MMOM OH JI10L=?HN; A? >? NL;P;(F >? 100% ?MN >MJ IH(<F?
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ilH > ;MMOL?L OH? JLM? ?H =B;LA? BOG;(H? 20 J?LILG;HN? =;J;<F? > ;MMOL?L OH MOCPC = I1BXL?HN 2N
B;LGIHI?0R F; 210L OXM?;0 >? 1I(HM ; >XP?F1JJIX OH? MIL;NXAC? <;MX? MOL >?M RYL?M >? MICHM 2N
>IHNF; KO;FNX U =B;KO? XN;J? L?JIM? MOLF?M  ;R?M MOCP ; HiM

*2M LXMOM; \M =KHCKO?M ¥ =HHC=;F I0N=1G? ¢
*5 MX=0LINX >?M J;N?HWM

*1 P7RIXLL?H=? I ; N?HN

*5 M;NME; =NCIH >?M =1 ; <IL;N?0WM

*? =fH(=;F TON=1G? ?MV F? LOIN >0 JLI=?MMOM >n; ALXA;NIH MXF?=NP? >?M GX>?=(HM ; ONILIMXM U
JL;MKO?L > HM HINL? CHMNNONCTH 5 CHME KO? >7? M?R=7F?H=7 >? HINL? JF;N?;0 N?=BHIKO? * =/JN;F >?
F; 210L ;JIHKO? XASF?2G2HN F2M MN; H>; L>M 2N LYAF?M >2 F 5 LN F?M JFOM LX=?H\M >;HM =B;KO?
SM=CIKH? GX>(=;F? *? =HH(=;F 10N=1G? ?M\ G?MOLX J;L F? <(;(M >itH>(=;N?0LM £ LXT1IXL;NIH g

T LXBIMIN;EM;NIH g 20 F GILWNGFNX g GIOLHIM J;L R,/ 2N F—%2L - "*2M (H>(=;N?0LM MIHN ;H;FSMXM
2N MCHX=?MM;(L? >?M ;=NTHM >1; GXKIL;NIH GIM?M ?H JF; =2 *7? =HH(=;F 10=1G? ?MI XA ;F?G?HN
L?PO MIOM §ILG? >? =1FIKO?M GIL<C 2N GILN;FNX TLA ; HIMXM > ; HM F2M M2LP(="?M

*5 MX=0OLNX >?M J;N7HWM 2MN F? =2HNL? >2?M JLXT==0J ; (1 HM KO IN>(?HH?M >? N1OM HIM
=1 ; <IL;N?0WM 20 J;LN?H ;(L?M KO? =2 MION J ;L F? <C;(M >n;=N?M >1IBSACYH? BIMJIN;KYL? =1GG? F;
SXMCHE?=NIH >?M G ;(HM >? JLII?WM U X=B?F? (HMNNON I HH?F? =1GG? FIONHM ; \CIH >10H? =B?=EHMN
FIXLNECL? 10 >? fn; GXHIL;NIH >0 MSMWYG? J;L F? <C; M >2M >X=F; L NTHM >1tH=(>?H\M

*IPRIXLIPH=? J; N2HN > TN ZIL? A L5 HIO? >0 >X<ON U F; @H >0 MXDIOL  F?M JLI=?MMOM >n; >GIMMCIH
§;=(FNXM OH ;==072(F (GJ?==;<F? >?M JL?MN;N.THM BM?HYL?M >? B;ONHIP?;0 OH? X=10N? ;MW?H\WP?
>?M PRIF=;NIHM =F;(L?M ;CHMC KOIOH ;==1GJ; AH?G?HN JLI§?MMCIHH?F J10L OH L?NIOL U >1 GI=(F?

> HM F2M G2(FF?0L?M = TH>(CTHM

*5 M NME;=NCIH >? HIM =1fF; <IL;N?0WM 2N J; LN?H(L2M 2MVF; =FX >? P17N? MOL F; KO?H? L2JIM? F;
M;NME; =NCTH >? HIM J5N?HIM > 210L OXM?;0 >? L HHM M? JLX1==0J? >? §;WIH ;=NP? >0 <(?H
ZN? ;O NL;P;0F>? M2M =1F; <IL;N?0M ?H ; JIKKO;HVF; GXWBI>? (1+ 2 JIOL AXL?L F2M XKOLI?M 2N
?H 166L; BNl JI TLNOHINX >? AILG ;N THM =THWHO?M U M?M =1fF; <IL;N?0M *; 210L OXM?;0 >? 1 1(HM
MIONC?HN ;=NP?G?HN F; HINIH >? £ QILE Ki? <;F;H=? g ?H ?H=10L; A? ;HVF? NL; P (F U N?GJIM J 5 LNCF
0 ?H TLAHIM; HU >? HEG<L?0M?M ;5 =NPINXM MI ELNCP?M 20 MI=C;F?M JTOL M?M =1FF; <IL;N?0M 2N
J;WN?PH;IL?M #? GZG? F; 210L OXM?;0 >? 11(HM J;N=(J? ;OR =;GJ; AH?M ;HHO?H?M >? = _fOM
2N G?MOL? F? <(?H ZNL? >? M?M 2GIFISXM J;L F? <C; M >1?HKOZN?M >? M NME ; =NCIH =(<FX?M

*5 KOGHNX ?MN §2LG?G?HN ;H=LX? >;HMF; MIL;NXAC? S1?HNL?JLM? - > HM F2M 1<D?=NM >? A?HNL?JLM? 2N =72
>? G;HIYL? ?RIH=(N?

3.1

2-3 points essentiels en matiere de qualitZ pour IOannZe de rZfZrence

"1GINX Z0;HNX

0
0
0

OXILA;HM;NCIH >0 **1GINX Z0;HNX 2N (H=FOMCTH > OH J; H?F > (HN?LFI=0ON?O0LM JFOM F;LA?
OX>;=NIH >0H? "*B;LN? Z0;FNX
FXICHNCIH > 1<0?=NfM ?H G;NYL? >? KO ;HNX

+(M? ?H §OPL? >10H? >(T;(H? >? JLII?IM KO;FNX ;S;HNL?WO OH JLR FILM >? F; DIOLHX? Z0;HNX

>1HN
0

0
0
0

- L2M=LEINCTHM 5 HNC=(IX?M >? L; >(1AL; IBL? >?M 2RILXGIXM J;LF( —
*; >10f?0L >0 HIOP?;0 HX

+M? ?H JF;=? >0 F;<?F $O 1 ?H =BILOLAC? >(A?MNP?

LN =TH=ENIH GX>(=; G?HI?0M? > HM F2M OHINXM >? GX>?=(H?

*; 210L OXM?;0 >? 11(HM 1 -;A? >?



0;JJILNMOL F; KO;ZHNX StratZgie de qualitZ

- ;LG=CI;NCIH ;OR G?MOL?M H;CIH;F2M >? R,/

) IOLHX? H;NCHH;F? >? JLXP;F?H=? =BON?M  ?M=;LL?M

O?F?2PX 20N ; HMWGIMMEIH >? >THHX?M U LQIMMHIMI

2L;HMGIMMCIH >? >THHX?M ;0 L?AMIL? 1(O(1

2L ; HMGIMMCIH >? >THHX?M JIOL F? =;F=0F >?M N; OR >? LXIIXL;NIH 2N L?BIMIN; KM \CTH
$HKOZN? H;NCIH;F? MOL F; M;NM3;=NTH >2M J;NC?HM

o o o o o

2LKM =15 <IL;N?0LM THN I<N?HO OH #LJFIG; 1 >P;H=?> 1NO>(?M ?H Z0;fNX ?H GIH?0 BIMIW;K?L U
F SHIP?LMNX >? &?HYP?

3.2 Objectifs atteints en matiere de qualitZ pour IOannZe de rZfZrence 2015

0 L;NME;=NCIH >?M J;N?HIM * =AJIN;F>? F; 210L 2MV J;LGC F2M XN; <KMM?G2?HIM LI G ;H>M >?
LXEXL?H=7 ?H G;NYL? >? KO;HNX >?M MICHM JTOL F2M J;NC?HWM $H 282N F2M M=1L?M >THHXM J ;L F2M
J;N?HWM ;OR KO?MCIHM /0?2 J?HM?T PIOM >? F; KO;FNX >?M MICHM KO? PIOM ;P?T L?WOM U
FEAJNGE>?F; 2100 HIN? 20 ""BHMLI?T PIOM >? L?P?HIL > ;HM HINL? BAIW;F HIN?

MIHN J;LGC F?M JFOM XF?PXM >? LOMM? " 2M <IHH?M HIN?M MIHN F? §LONN > OH NL; P;(F =THNHO ;0
HIP?;0 >? F; KOSHNX >?M MICHM HIN; GG?HN >? F; J?IMIHH ;EM;NIH >? F; JUM? ?H =B ;LA? 20
F;==YM U NTON?M F?M >M=(IKH?M GX>(=;F?M MOL OH M?0OF MN? U N; (F? BOG ;(H?

0 "TPLNEC=;NCIH > F; MNXLCM ;NCBH =?HNL ;F? L?=1H>0W? MOIN? U F ; O>(N >? MOLP2(FF; H=? >? f;
MUXLOM s NCIH =?HNL;F? , ILG? (1— (1-

0 ""LX;NIH >O0H ALIOJ? >? \L;P;(F APMCIH >?M (H=(>?HIM =1GJIIMX >? =1F;<IL;N?0M §ILGXM U F;
GXiBI>? $O  JIOLF ;H;FSM? MSMIXGIKO? > XPYH?G?HIM (H>XMIL ; <F?M 2N F; GIM? ?H JF; ="
> ;=NIHM > ; GXKIL;NCIH ;0 HIP? ;O CHMNNONC T HHF

0 +M? ?H JF;=? >0 GI>0F? >? {ILG;\lIH $ F?;LHHA $ >1=?1 JIOL F2M MICAH ; HIM 2N F2M GX>?=(HM

0 ""LX;NIH >OH? MILO=NOL? ?HNYL?G?HN >X>(X? U f; EILG;IH GX>(=;F?  JLIAL; GG?M >?
GILG;NCIH 5==LX>XM J;L F(1%+ JIOL  JIMN?M > (HN?LH?M ?H 61LG;NCIH

*; 210L OXM?;0 >? 11(HM 1 -;A? >?



0;JJILNMOL F; KO;ZHNX StratZgie de qualitZ

3.3 Evolution de la qualitZ pour les annZes ~ venir

"M ILI=B;(H?M ; HHX?M P2LLEHN F2M >XP2F1JI?G?HN >? BRYL?M >? MICHM > ; HM S(EEXL?HM >1G ;(H?M

> 5 =MPX 2N FCHVXAL ;FNX >0 J;L=10LM >0 J;N?HN KO? =? MIW F; JLXP?HNIH F? >C; AHIMG= F? NL;IN?G2HN F?
L?2NIOL U >1G(=(F? 2N F ;==YM ;OR MICHM >? MOJJI LN MPLEHN §; =CFKNXM 2N =1 IL>THHXM ;{H > 1INGIM?L F;
FOI>INX >0 J;L=10M >? MICHM 2N F? <(?H ZNL? >0 J;N?HN

* JOP?LNOL? > OH HIOP? ;0 <VNG?HN §; PILIM?L; FINHXL;CL? >0 J;NC?HN MOL OH M?0F MN? BIMJIWN; 2L 2N
J?LGML; F 5 AL; H>IMM?G2HN >? MOLE; =?M PRIMN; HN?M >X>CX?M U =2LN; (H?M MIX=(; FNXM =1GG? F;
GX>?=(H? >0 MIJIN J ;L ?R?GIF? F2RIZHMCIH >? FIG; A?L? GX>(=;F? F; =LX;N1H > OH =?HNL? >? L;>(1
TH=1FTAC? 2N F? SXP?FIJI?G?HN > OH? ;(F? BIMIN; KYL? MIX=C;F?G2HN >X>(X? ;O0R J;Ne?HWM JLIPXM

# ;ONL?M JLID?WM KO ; FNX NL 5 HMP?2LM ; OR M2LEHN >XP2F1IIXM HIN; GG?HN

0 ""IfF;<IL;NIH ;P?= OH? JB;LG;=(?HH? =HH=(?HH? >;HM f? =;>L? >0 JLI0?N =1H=(K;NIH
GX>(=; G?HN?0M? JIOL F?M OHWNXM >? GX>?=(H?

0 BRI?HMCIH >? F; JLIM? ?H =B;LA? $O 1 ?HB;H=?>L?=1P?LS ;@?L MOLA?LS U NIOM F?M J;NC?HM
HX=?MMN; HN OH? (HN?LP?HNIH ?H =BILOLAC? PIM=XL;F? ;JLYM OH? JB;M? J(FIN?

0 GXKIL;NIH >? F; >XN?=N1TH >?M J;N?HWM U LIMKO? > ?M=;LL?M 2§ ILXP?H\CIH >?M ?M=;LL?M

0 "LXGNIH>O0H ALI0J? >? NL;P;(F ;S;HN JIOLNBYG? F2M LX; >GIMMCEHM J IN?HNC?H? G 2HN XPIN; <F2M

*; 210L OXM?;0 >? 11(HM 1 _IA? 0 >?



0;JJILNMOL F; KO;RIX Vue dOensemble des diffZrentes activitZs relatives " la qualitZ

4.1 Participation aux mesures nationales

*PILA;HIMNCEH HNCEH;F? >?M BAJWGOR = F2M = HNEHM F; *" THEXL?H="? MOMM? >?M S(L?2=N0=?M 2N >(L?=N?0LM =;HNIH;OR >? F; M;HNX ""#1 F;MMI=(;NCIH >? F;
<L;H=B? >? fi;MMOL; H=? G;F;>(? M;HNXMOIMM? 2N F?M ;MMOL?OLM MI=C;OR EX>XL; OR MEHN L?ILXM?HNXM ;0 M2(H >? F; fi MMI=C;NCIH H;NIH;F? JIOL F? >XP?F1.JJI?G?HN
>? F; KOGRNX >;HM F2M BAJIN; OR 2N F2M =HHIKO?M  ,/ *? <ON>? R ,/ ?W>? =1IL>THH?LF; GIM? ?H & OPL? OHCEX? >?M G?MOL?M >? F; KO ;FNX >2M LXMORM ;WM
>; HM F2M BAJNN; OR 2N =KHIKO?M ;P?= JIOL 1<0?=Nf >? >1=0G?H\?L >? >XP?F1JJI?L 2N >1; GXKIL?LF; KOHNX *?M GXNBI>?M >2 LX;EM;NIH 2N >1XP ;FO ;N EH MTHN F2M
GZG?M JIOL NIOM F2M XN; <KMM?G ?HIWM

#1; ONL?M (HEILG ; NCEHM MEHN >MJ THI<F?M > HM F2M MIOM =B ; JNL?M FSHKOZN?M H; NIH;F?Mg L?MJ F+2MOL?M H; NCIH ;F?Mg 2N MOL F? MN? >? B,/ QQQ ;HK =B L

(\.

<

s =

N an

&0 ~

(@0 N

RS

' e o

= =

~ - . - 2 e

Durant I0annZe de rZfZrence, notre institution a participZ comme suit au plan de mesures national: s =

soins aigus somatiques

0 S$HKOZN? H;NIH;F? ;0JLYM >?M J;N?HM >0 >1 G ;(H? MIG;NKO? ;(AO e e

0 $P;FO;NCIH >2M LXBIMIN; KM ; NCEHM J IN?HNC?F2 G 2HN XPON ; <F?M e e

0 S$P;FO;NCIH >?M LXEIXL; EHM J IN?HIC?F?2G 2HN XPN; <F2M e e

0 -+?MOL? >?M (HI?=NCIHM >0 MN? TIXL;NICL? e e
0 +7?MOL? >? F; JLXP;F?H=7 >?M =BON?M e
0 +7?MOL? >? F; JLXP;F?H=? >?M ?M=;LL?M >? >X=0<(NOM e
0 +?MOL? >?F; JLXP;F?H=? >?M ?M=;LL?M >? >X=0<(NOM =B?T F?M ?H{i; H\M 2N F2M ;> 1F2M=?H\M e

*; 210L OXM?;0 >? 11(HM 1 _IA? 0 >?
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0;JJILNMOL F; KO;RIX Vue dOensemble des diffZrentes activitZs relatives ~ la qualitZ

4.2 RZalisation de mesures supplZmentaires propres " IOh™opital

—ONL? F2M G?MOL?M >? F; KO;FNX (GIIMX?M ;OR HIP?;0R H;NIH;F 20 =;HNIH;F HINL? CHMMNONCEH ;5 266?=NOX >?M G?MOL?M >? F; KO ;FNX MOJJIFXG?HN; (LM

o
<
o

SAJINGE>? F; 2101

""HHIKO? >? **

Notre institution a exZcutZ les enqustes suivantes propres ~ IOh™pital:

Satisfaction des patients
0 S$HKOZN? (H\?LH? >? M;NM§;=\CTH >?M J;\C?HM e e

Satisfaction du personnel
0 L1IH>;A? >? M;NMi;=NCTH <;MX MOL F?M LIMKO?M IMS=B1 MI=(;0OR e e

**;LIOA?

Notre institution a exZcutZ les mesures suivantes propres ~ IOh™pital:

o
N
o
o
=
=

Autres mesures de la qualitZ
0 %LXKO?H=? > ONHM;NCIH >? F; =B?=EFRMN 1IXL;NI(L? e e
0 2;0R>(HI?=NCIHM HIMI=1GC;F?M e e

*; 210L OXM?;0>? 1I(HM 1 _IA? >?



O;JJIILNMOL F; KO;HNX

Vue dOensemble des diffZrentes activitZs relatives ~ la qualitZ

4.3 ActivitZs et projets relatifs " la qualitZ

A41(=( OH? HM\? >?M ;=NPWNXM J?LG ; H?H?M 2N >2M JLID?WM L?F;NEM U F; KO;FNX

- LXP?HNCIH >?M =BON?M

Objectif

- LXP?H\CIH >?M =BON?M

Domaine dans lequel IQactivitZ ou le projet est en
cours

- C?HM B IMJON; KMXM

Sites

SAJWGE>? F; 2100 THHIKO? >? **;LI0A?

Projets: DurZe >0 h ;0 h

**TH\(HO

Type dOactivitZ / de projet

(F Mo AN FU >10H JLID?N CHN?LH?

Expliquer les raisons

—INGIM;NCTH >? F; >XN?=IC1H >?M J;N?HWM U LIMKO? >? =BON? 2 JILXP?HICIH >?M =BON?M

MZthodologie

H;FSM? >? NTON?M F2M =BON?M >? J;N?HN ?H GIH?0 B IMIW; K?L

Groupes professionnels impliquZs

1 ICAH; HIM 2§ GX>?=(HM

+?MOL? >?M (Hi?=\CIHM HIMI=1G(;F?M ;0JLYM >?

NTOM F2M J 5 NC?HWM B EMION 5 IMXM

Objectif

-LXP?HICIH >2M (HE?=ICEHM HIMI=1 GC;F2M

Domaine dans lequel IQactivitZ ou le projet est en
cours

210M

Sites

SAJWGE>? F; 2100 THHIKO? >? **;LI0A?

Projets: DurZe >0 h ;0 h

" IHNHO

Type dOactivitZ / de projet

(F Mn; AN FU >n0H JLID2N (HN?LH?

Expliquer les raisons

TITHH?M JL;NKO?M

MZthodologie

H;FSM? >2M =;M > (HI?=\CEHM HIMI=1GC;F2M 2N L5 JI?F GIM? ?H 120PL? >?M G2(F20L?M JL;NKO?M > HM F?
>1G;(H?

Groupes professionnels impliquZs

1 ICAH; HIM 28 GX>?=(HM

Evaluation de IQactivitZ / du projet

#XJ; LI2G?HN > BSAIYH? BIMIN;KYL? =1GJIIMX > OH GX>?=(H %+ = MIX=(;KMX ?H (Hi?=\1FIA(? >? >?0R
(HILGLYL?M MIX=C; KMX?M ?H BSACYH? BIMIIN;KYL? %2 NIN;F CHME KO?  LXEXL?HIM GILGXM ?H BSACYH?
BIMIN;FYL?  =NTHM O>(N BSACYH? BIMJIWN;KYL? >; HM S0EXL?HWM M?PLPC="M . ;LW0=(I;\CIH U F; DIOLHX?
GIH>(;F? >BSAYH? >?M G;(HM  "*10LM ?H BSACYH? BIMIO;KYL? JIOL >(XL?HIM M?LPL="M  O>0M = ****_ ?H
=OMH? 2N =;8XNXLE;  O>0IM BSACYH? >?M G ;(HM J ;L I<M?LP;NCIH

*; 210L OXM?;0 >? 11(HM 1
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O;JJILNMOL F; KO;FHNX

-B;LG;=1PAlF; H="?

Vue dOensemble des diffZrentes activitZs relatives ~ la qualitZ

Objectif +2?MOL?L F?M =ITHH ; (MM ; H="M 2N F ; JJH=;TH >?M <THH?M JL;MKO?M L?F;NP?M ;0 =(L=0l >0 GX>(=; G?H\
Domaine dans lequel IQactivitZ ou le projet est en L ICAH ; Him

cours

Sites SAJNGE>?F; 2100 ""HHIKO? >? **;L10A?

Projets: DurZe >0 h ;0 h

HHO?F

Type dOactivitZ / de projet

(F Mo AN FU >10H JLID?N CHN?LH?

Expliquer les raisons

O?MI?=N>?M <ITHH?M JL;NKO?M

MZthodologie

&?METH >2M MVIT=EM >?M JB ;LG ; =(?M > OHINX >? MICHM > ;N2M >? IXL?GINIH MXJ;L;NHH >?M M =THILAF? >72
N?GIXL;NOL? >?M BLCATM 5 CHME KO? F? L?MI?=N >?M <THH?M JL; NKO?M KEX?M U F 5 >GIHMIL; NCTH >? GX>(=; G?HWM
>?M MIOJIXEC; HIM 2N F20L NL; W <CFNX

Groupes professionnels impliquZs

1 ICAH; HM

%ILG ;NCIH =THWCHO? ?H L?MN; OL;NCHIH 2N M?LP(=? BIMJIIN;K?L ?H J;WN?H; L0 N ;P?=F$=1F? " M?HYL? >? &?HYP?

Objectif %ILG ;W IH PH M?LP(=? BIMIO;R?L >?  50>?M MICAH;HI 2 M J;L ;HHX? UF$=1F2 = II2H?L? >? &?H?P?
Domaine dans lequel IQactivitZ ou le projet est en ==0?( 20 M?LPt=? ;0R J;?HIM

cours

Sites =AJW;F>?F; 2100 *"KHIKO? >? **;LI0A?

Projets: DurZe >0 h ;0 h

"*IHNHO

Type dOactivitZ / de projet

(F Mn; A0 FU >n0H JLID2N (HN?LH? 2RN?LH?

Expliquer les raisons

HXP?2F1IJI?L F2M =THH ;MM ; H=?M >2M ;(>?M MICAH;HI 2 M ?H HONLKEH M?LP(=? ;==07(F 2N =1 GGOH(=;N1H

MZthodologie

%ILG ;\CIH =1HWHO?

Groupes professionnels impliquZs

(>?M MICAH; HU 2 M

*; 210L OXM?;0 >? 11(HM 1
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O;JJIILNMOL F; KO;HNX

" XGIPAlF; H=?

Vue dOensemble des diffZrentes activitZs relatives ~ la qualitZ

Objectif

OXJIH>L? U F; EXAIMF;CEH MOMMM? ?H G ;NYL? > BXG IPCACF; H="?

Domaine dans lequel IQactivitZ ou le projet est en
cours

#XJ;LI2G?HM G ; HIIOF; HN >?M JLT>00M M ; HAOHM F; <tF?M

Sites

SAJWGE>? F; 2100 THHIKO? >? **;LI0A?

Projets: DurZe >0 h ;0 h ** THHO
Type dOactivitZ / de projet (F Mn; AV FU >10H JLID?N CHIPLH? 2RIPLH?
Expliquer les raisons LN *_2B

MZthodologie

+M? ?H JF;=? >? JLI=X>0L2M FX?M U F; NL; HMEOMCIH M5 HAOMH? MN;H> ;LM NCEH >2M JLINE=1F2M >X=F;L;00H >2M
(H=(>?H\M L ; HMIOMCEHH?IM ; OR ; ONILINXM =T GIXN?HN?M

Groupes professionnels impliquZs

210M F2M JLEE?MMCEHH?IM G 5 HIJOF ; HI >2M JLE>00M M; HAOTHM F; <(F2M

Evaluation de IQactivitZ / du projet

210MF?M GIM  LXOHCIH >0 AL10J? BXGIPCAF; H=? MIOM F; L?MI IHM; <(FNX >0 GX>?=(H LXJIH>; HI 1QIMMG?>(=
JIOL FBXG IPCA(F; H="

-+ NXLCRPCAGF ; H="

Objectif

#IGIHO?L F2M LIMKO?M XM U FOM; A? >? SIMIIMINGEM GX>(=;0R ; GXFIL?LF; KO;FNX 2N ILXP?HIL >?M (H=(>?HIM

Domaine dans lequel IQactivitZ ou le projet est en
cours

FMJI IMNIM GX>(=;0R

Sites

SAJINGE>?F; 2100 "'HHIKO? >? " ;L10A?

Projets: DurZe >0 h ;0 h

"*1H\(HO

Type dOactivitZ / de projet

(F Mn; AL FU >nOH JLID2N (HN?LH?

Expliquer les raisons

"THIILGUX ;P?=F; *_.2B JLINXA?LF; M;HIX >?M J;M2HWM 20 >2M ONFM ; N?OLM ?H XPON; HN NEON (H=(>?HN FX U F;
=IH=?JWCIH F; §;<L=;NCTH 10 FONKM;NCIH > OH >MJ IMINGE GX>(=;F

MZthodologie

100PC >2M (H=(>?HIM G ; NXLCEPCAGF ; H=? ?H (HI?LH? NL; HMGIMMCIH >?M (HEILG ;NCTHM =1 GGOHIKOX?M J ;L 1QIMMG ?>(=
=B;KO? M?G;(H? N ;HMGIMMCIHM >?M (HIILG ; OTHM U LQIMMG?>(= —ONF >? >X=F;L;NCIH > (H=(>?H\ ?H (HN?LH? MOL
FOHNL; H2N

Groupes professionnels impliquZs

210M F2M ONKM ; i?0LM > >MJ IMNEM GX>(=;OR

Remarques

#? HIG<L?0R JLID?WM ?H L?F;NCIH ;P2=F; KO FNX 2N F; MX=OLNX >?M J; N?HWM MIHN ?H =10LM MOL OH? <;M? =IHNHO?
0 JIH=;NIH >? F; =B?=EHMN J?LIIXL;NICL? JNOL NEON?M F2M CHN?LP?HNCIHM =B(LOLA(=;F?M
0 #XP?F1II?G?HN > O0H? =B?=E{MN ILX 1IXL;NIL? >;HM F2M OHWNXM >? MITHM

0 ""IFIKO?M GIL<(>NX GILN;FNX

*; 210L OXM?;0 >? 11(HM 1
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0;JJILNMOL F; KO;RIX Vue dOensemble des diffZrentes activitZs relatives " la qualitZ

0 LIGIHE=;NIH 2N ; GXKIL;NIH >? F; LX=?INEH 20 >? F ;==700 >?M J ;\?HWM
0 GXKIL;NIH >?M (HOILG ;NCIHM JIOL F; MILN? >?M J ; NC?HWM
0 $I=

(01 "'LIN=;F (H=(>?HN O?JILNHA LSMN?G §  JIL?H>L? >?M (H=(>?HWM

*? (01 "ULN=;F (H=(>?HN O?JILCHA 1SM?G  ?MV OH MSMIYG? >n; HHIH=? >?M ?LL?0LM >;HM F?KO?F F2M =1 ; <IL;N?0LM J?0P?HN M; (ML F?M XPXH?G?HWM 10 F2M
PLL?0LM KOU > HM Fr; =NCPOX KOIN>C?HH?  THN ;0 =TH>0L? U >?M >1GG;A?M #7? =?W? G;HIYL? F? ""(O1 =1H\L<O? U >XN?=N?L >?M JICHIM 0 (<F?M >;HM
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4.4 Apereu des registres

M L2AMIL?M 2N G THINILCHA J?0P?HN =THNLI<O?L ;0 >XP?F1JI?G?HN >? F; KO FNX 2N U fr; MMOL ; H=? KO ;FNX U JFOM FIHA N?LG? #?M >THHX?M ;HIHSGMX?M JILN; HN
MOL F2M >C; AHIEMVG=M 2N F2M JLI=X>0L?M J 2R EIXL;NCEHM >7? JFOMI?0LM XN; <KEMM?G2?HWM MEHN =1FF?=NX?M ;0 JF;H H;NIH ;F I?H>; HV JFOMI?0LM ; HHX?M JOM
JH;FSMX?2M ;60H >? JTOPICL (>?HWE?L >2?M N?H>; H=?M U FIHA N?LG? 20 MOJL ; LXACIH ;F?M

*2M L2AIMNL?M 28 XNO>?M XHOGXLXM MEHN ; HHEH=XM 1§(=(?F?G?HN U F; %+~ QQQ (GB =B M:KG =M?LP(=? §1LOG : G?>(T(HM=B? : L?AIM?L =IG

Durant IOannZe de rZfZrence, notre institution a participZ aux registres suivants:
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4.5 Vue dOensemble des certifications

Notre institution a obtenu les certifications suivantes:

Norme appliquZe

Domaine qui travaille avec la
norme / le standard

AnnZe de la
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certification

AnnZe de la dernisre
recertification
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O;JJILNMOL F; KO;HNX Satisfaction des patients

#72M ?HKOZN?M =1 GIFYN?M 5 OJLYM >2M I N?HIM = THMNNO?HN OH XEXG?HN (GILLN; HN > HM F? G5 H; A?G?HN
>? F; KOZHNX =;L 2F?M >THH?HN >?M (H>(=; N EHM MOL F; M;NCME; =NeTH >2M J;NC?HWM 28 MOL F2M J IN?HNC?RM
>0; GXEIL;NTH

5.1 Enquete nationale aupres des patients du domaine somatique aigu

15 JILX=C;NCTH >2M J 5 NC?HWM MOL F; KOS FNX >2M JL?MNNCTHM >10H BAJIN S F 2MN OH (H>(=;N?0L >? KO ; FNX
(GIILN;HN 2N L?2=1HHO M;NME;=NTH >?M J;N?HM  *? KO?MWCTHH;(L? =10V J10L i?HKOZN? H; N IH ;F?
;OJLYM >2M J;N?HWM 5 XWX >XP?FIJIX J;L R,/ ?H =1fF;<IL;NIH ;P?= OH AL10J? >1?RJ?LWM

*? KOPMWCIHH;(L? =10 =1 GJIL?H> =(HK KO?MCTHM =?HNL ;F?M 2N J?0N ZNL? ;IMXG?HN (H=FOM U >?M ?HKOZN?M
JFOM F5 LA?M ;OJLYM >? J;N2HWM #2?M KO?MICTHM KX?M U iVA? ;0 M?R? 2N U F; =F;MM? >n; MMOL ; H="
=IGIFYN?HN F2M =(HK KO?MNCTHM MOL F? MXDIOL U FB~JIN 5 F

RZsultats des mesures

Questions Valeurs de I©annZe Satisfaction
prZcZdente mesurZe (moyenne)

2015
T

La Tour RZseau de Soins SA

""BIMILC?T PIOM >? L?P?H(L >;HM HINL? BAJW;F JIOL OH?
JUM? ?H =B;LA? MIGIF;(L?

/07 J?HW?T PIOM >? F; KO;HNX >?M MICHM KO? PIOM ;P?T
L?WO U mB~JN;F

*ILMKO? PIOM ;P?T JIMX >?M KO?MCITHM ;OR GX>?=(HM
;P?T PIOM L?WO >?M LXJ THM?M =1 GILXB?HMI<F?M

*1LMKO? PIOM ;P?2T JIMX >?M KO?MICIHM ;OR (HICLGC?L YL? M
;P?T PIOM L?2WO >?M LXJI ITHM?M =1 GILXB?HMI<F?M

SMIEG?T PIOM KO? F? J?2LMIHH?F BIMIW; KL PIOM ; NL;UX ?
;P?="21 5 JLXM?LPX PINL? >CAHINX

H;FSM? >2M LXMOH ; WM P;F?0LF; JFOM <;MM? P;F?0LF; JFOM XF?PX?

"U(CPMN B <LXPC;NCEH >? **THE>?H=? (HN?LP;F  (HN?LP;FF? >? =IHi; H=? *ilH\?LP ;FF? >? =1H{(; H=? >?
>IHH? F; G10L=B?W? >;HM F; KO?/F? M? MNO? F; P;F?0L 200?=NP? ;P?= OH? JLI<;<(FKNX >1?LL?0L >?
**F; MCAHUC? KO? F2M P;F?0LM KOC M? L?=10J?HN > ; HM FiCHN?LP ; 2 >? =1H{(; H=? H? J?0P?HN AOYL? Z\L?
(HNPLILXNX?M =1GG? >? PXLIN; <F2M >(iEXL?H=?M

"1GG? F2M G?MOL?M >? I,/ THNXNX =THWO?M JIOL F?M =1GJ;L;IMIHM >IB~JWN; OR 2N >? =HHIKO?M F2M

LXMOH; M MIX=(IKO?M U =2M XN; <HMM?G?HWM H? MIHN KO? J; LN?F?G?HN J?LKH?HIM *1 , / JO<K? F2M
LXMOR; \M >?M G?MOL?M MIOM §ILG? >? =1GJ;L;(MIHM MOL MIH MN? QQQ :HK =B il
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Commentaire sur IOZvolution des rZsultats des mesures, sur les activitZs de prZvention et / ou sur les
activitZs visant ~ IOamZlioration

Indication sur la mesure
(HMNCNON >1?HKOZN?

B=ll &OH>+$""—, G?;MOL? =IHMON &G<*

SHM?G<F? >2M J;N2HWM | *LINYL?M >1(H=FOMCIH
U ?R; GIH?L

Indications sur le collectif examinZ

*1?HKOZN? ; =TH=7LHX NTON?M F2M J;NC?HN?M 2N NTOM F2M
JNCPHNM L XM 2H MUGNCEHHSL? d - S HM MILMM > RBAJN;F
?H M?2IN?G<L?

"*LINYL?M >n?R=FOMCIH

0 - ;N?HWM >X=X>XM U fmB~J0N;F

0 - ;NC?HWM M;HM >1G(=(F? (R? ?H 1OMM?

0 *?M J;N?HWM BIMIN;FKMXM U JFOMC?OLM L?ILIM?M Hnl HN XNX
(HI2LLEAXM KO1OH? M?0F? GIM

La Tour RZseau de Soins SA

, 1G<L? >?M J;N?HWM =THN; =\XM J ;L =10LLC?L

, 1G<L? >? KO?MCIHH ; (LM L?HP 1SXM

O?NIOL ?H JIOL="H\

*; 210L OXM?;0 >? 11(HM 1

-JA? 0 >?



O;JJILNMOL F; KO;HNX Satisfaction des patients

5.2 Enqustes " IQinterne

$HKOZN? (HN?LH? >? M;NMa; =\CTH >2M J 5 N?HNM

ZO0?MCIHH ;CL? >? M;NME; =NCTH JTOL NEOM F2M J 5 NC?HNM B EMION; KMXM 2N ; RX MOL F2M >1G 5 (H?M JLH=(J ; OR
MOCP ; HiM

0 T IN?H?L?

0 Z0;KNX >?M MICHM

0 ""IGIXN?H=? GX>{=;F?

> IOM ;PITHM G?HX =2W? ?HKOZN? ;0JLYM >?M J;Ne?HW >OL; HN fi; HHX? > HM NTOM F?M M?LP(="M MOL
NTOM F2M MN?M
210M F2M J ;Ne?HWM B IMJON; KMXM

*2N;0R >2 I NCPHNM M;NCME 5 M 2N NLYM M5 NCME 5 OM > F?0L JLIM? ?H =B ;LA? AFI<;F? G?MOLX ?H M >?
98.4%

"2 N;0R ?MN 2HMONN? ;H;FSMX J;L M?2=N?0L BM?H?L? KO;HNX >?M MICHM =1GIXN?H=?M GX>(=;F?M 2\
NL; HMGIM ; OR >(8GXL?HWM ;=N?0LM =IH=?LHXM S =1GJILM F; #IL?=NIH &XHXL;F? *? N;O0R >? M;NMi;=NCTH
>?PM J;N?HWM 2MN 5L 5 (FF?0LM OH §;=N?0L JIOL F XP;FO;NCIH ;HHO?H? >2M =;>L2M 20 >? F; >(L?=1H

#? GZG? F2M >1EX; H=2M 20 F2M JF; CHN?M >2 3 N?HN MEHN MSMNX G ; NKO?G?HN L ; HMGIM?M ; OR
L?MITHM; <F?M >2M M?LP=?M =1H=?LHXM ;P?==13(? ;OR >(L?=NTHM L?MJI?=NP?M JIOL ?HKOZN? (HN?LH? 2N
;P?=F1<0?=NE > ; GXFIL?L F; KO;HNX ALV=? ;OR =1GG?HN;(L?M >?M J; N?HWM

+XIBI>? >XP?F1JIX?  (HWLOG?HN >XP?F1JJIX U 1.7(.6
FICHN?LH?

5.3 Un service de gestion des rZclamations

5 IL? XN; <EMM?G?HN LTI IM? OH M?2LP(=? >? A?MICIH >?M LX=F; G ;N(IHM >? GX>(;N1H
La Tour RZseau de Soins SA
1?2LP(=? >? GX>(;NIH ;P?2=F?M J ;NC?HWM

%CIH; 1=BL?P? IFI?G
&?METH >0 LIMKO? G?G<L? >? F; #L?=\(IH

CIH; <F1?G__ F:NIOL =B
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*; G?MOL? >? F; M;NMG;=NTH >0 J?LMIHH?F G1OLHN ; OR XN; <HMM?G?HIM >2M (HIILG ; \CEHM JLX=(?OM?M MOL
F5; G HIYL? >THNF?M =1 ; <IL;N?20LM 2N = 1FF 5 <BL;NLC=2M THN J?2LWO FBAJINGF 2H N5 HN KOn?GJFIS?0L 2N
L?MM?HNC F?0L MNO s NCIH >? NL; P 5 (F > ; HM =?FOC =(

6.1 Enquete " 1Qinterne
1IH>;A? >? M;NM; =NIH <;MX MOL F?M LIMKO?M JMS=BI MI=(;O0R

3H MIH>;A? >? M;NME; =\CIH <; MX MOL F?M LIMKO?M IMS=BIMI=(;OR ; XNX LX;HMX >0 ;17050 1=NI<L?
> HME? =512 >?F; =;GJ;AH? ;HHO?H? = _fOM 1 ;HNX ;ONL;P;(F F?M LIMKO?M

JMS=BIMI=(;OR ;OJLYM >? NIOM F?M =1fF;<IL;N?0LM >? F; 210L OXM?;0>? 1I(HM 1 *? MIH>;A? ; XWX

JLIJIMX MIOM §ILG? >? KO?MICIHH ;(L? ;HIHSG? MOL (HN?LH?N *2?M LXMORN ;M THN XNX \L ; HMGIM ;OR

=15 <IL;N?0LM 20 >2M ALEOJI?M >? NL; P 5 (F THN XNX TLA; HIMXM JIOL ; GXFIL?L F?M JI1CHWM KOC >1(P?HN F ZNL?

PRCL LXMORN ;M =C >?MM1OM

, IOM ;PITHM G?HX =20? ?HKOZN? ;0JLYM >0 J?IMIH?F >0 ;17050 1=NI<L? >;HM NTOM F?M M?LPC="M
MOL NTOM F2M MN?M

*2M JICHWM J EMINGGM L2F?PXM - NTON?M = NXATLC?M >? =1 ; <IL;N?0LM =THEITH>0M  THN XNX
0 %IN? =IHM=(?H=? >? FIGJIWN;H=? >0 NL; P;(F >?M =1ff; <IL;N?0M
0 3HEILN ;M;=B?G?HN U F ?HNL?ILIM?
0 3H <IH XKOK<L? P? JLPX? PC? JLIGPMMCIHH?R?

M INHWM U 5 GXEIL?L NTON?M =;NXATLI?M >? =1FF; <IL;N?0LM =THEIH>0OM  THN XNX
0 *; P;FILM;NCIH ;ONL; P (F
0 *?M (HIILG ;NCTHM MOL F2M =B ; HA?G?HWM >; HM F 2HNL?JLIM?
0 *; GIM? U >MIIMINCIH >0H ?MJ ;=7 >? J;O0M? 2 >? L?JIM

(HMNCNON >1?HKOZN? s 3
+XB1>? (HWLOG?HN > >

*; 210L OXM?;0 >? 11(HM 1 _IA? 0 >?



O;JJIILNMOL F; KO;HNX RZhospitalisations

7.1 RelevZ national des rZhospitalisations potentiellement Zvitables

#HIHMEF? JF;H HCIHF>? G?MOL?M >? B,/ OH? LXBIMIW;EM;NCEH 2MN =THME>XLX? =1GG?
JIN?HWC?H?G2HN XPN; <F? FILMKOn2F? (HV2LPC?HN >; HM OH >XF;C>?  DIOLM 2N KOn?F? Hi?MN J ;M JF; HECX?
<(?H KO? F? >(; AHIM\C= KOCU S ?MNFX 5N XNX >XIU =1HHO FILM >0 MXDIOL BIMJINN;F?L ILX=X>?HN *1XP ;FO; NIH
PMNLXGEMX? U J5 LEL >2M >THHX?M >? LEONH? NLX?M >? F; AN;NMKKO? >?M BAJIN; OR *2M L?H>?T P1OM

JF; HUECXM JTOL F2 NL; N?G2HN > MOIN? 2N F2M BIMIN; FM; NETHM LXIXNX?M JLIAL; GGX?M J;L ?R?GJIF? >;HM
F? =;>L? >10H NL; N?G?HN >0 =;H="7L MIHN ?R=FOM

&LV=? ;0 =;F=0F >?M N;OR >? LXBIMIW ;KM NCEH F2M LXB IMION; KM 5 KB HM MOM="2JNi<F?M >nZNL? XPIN; <F?M
J?0P?HN ZNL? (>?HNCECX?M 2N H;FSMX?M =2 KOU J2LG2N >? NL?L >?M ?HM2(AH?G?HWM PIM; HN U 1INGIM?L F;
JIXT5LNEH >2M MILNC?M

(HIILG ;N THM =1 GIIXG?HI;(L?M  QQQ :HK =B iL 2§ QQQ MKF:J? =1G

RZsultats des mesures

La Tour RZseau de Soins SA
2:;0R I<M?LPX (HN?LH?
SBRI?LH?

2;0R ;?H>0 "(
OXMOR ;N >2L 1

"U(CPMN s <LXPC;NCEH >? **THEC>?H=7 (HN?LP;F  (HN?LP;FF? >? =1HC;H=7 *HN?LP;FF? >? =1Hi(; H=7 >?
>IHH? F; G10L=B?W? >;HM F; KO?/F? M? MNO? F; P;F?0L 20i?=NP? ;P?= OH? JLI<;<(FKNX >1?LL?0L >?
"*2F; MCAHUC? KO? F2M P;F?0LM KOC M? L?=10J?HN > ; HM FiCHN?LP ; F? >? =1H{(; H=? H? J?0P?HN AOYL? Z\L?
(HNPLILXNX?M =1GG? >? PXLIN; <F2M >(iEXL?H=?M

H;FSM? >2?M LXMOR ; \M
*? 1;0R I<M?LPX ?MN (HEXLE?OL ;O N;OR ;M?H>0 GIHIG;F F? N;OR I<M?LPX ?MN (HEXLE?OL U FCHN?LP ;2 >?
=IHi(;H=78 9
*?2 N;0R I<M?LPX 2MN MNOX >; HM FCHN?LP ;FF? >? =1Hi(; H="? >?M P;F?20LM ;W?H>0?M
(FS 5 NI >2 LX;>GIMMETHM JIN?HC?HE?G2HN XPO; <F2M (F 2MN L?=1G G ; H>X >n; H; FSM?L F?M =; OM?M >? =?M
LX; >GIMMCTHM ;6CH >n?H LX>0CL? MC JIMMI<F? F? HIG<L?

"1GG? F2M G?MOL?M >? I,/ FHN XNX =IHWO?M JIOL F2M =1GJ;L;IMIHM >IB~AJIN; OR 2N >? =HHIKO?M F2M
LXMOR ; NM MIX=C0CKO?M U =?M XN; <HMM?G?HWM H? MIHN KO? J; LN0?F?G?HN J2LKH?HIM *n , / JO<K? F2M
LXMOH; IM >?M G?MOL?M MIOM §ILG? >? =1GJ;L;(MIHM MOL MIH MN? QQQ ;HK =B L

=NCPIXM PIM; HN U F ; GXEIL;NCIH
0 H;FSM? >2M > IMMC?LM (>?HNEXM = 1GG?  LX; >GIMMCEHM JIN?HNC?F?2G2HN XPIN; <F2M - >YM 1=N1<L?
0 ""IH=M;NCIH GX>(=; G?HI?0M? U F; MIL? >0 J ;NC2HN

0 +(M? ?H JF;=? >O0H M=1L? > (>?HNi=;TH >?M J;N?HWM U LIMKO? >? LX; >GIMMCTH >YM

*; 210L OXM?;0 >? 11(HM 1 _IA? 0 >?
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O;JJILNMOL F; KO;HNX RZhospitalisations

Indication sur la mesure

(HMNCNON >n1?HKOZN? 1/*;3? &G<*

+XiBI1>? (HMILOG?HN 1/*;3?b GX\BI>? >XP?F1JIX? M={?HNIKO?G?HN ;{H >?
=;F=0F?L F2M N; OR =ILL?MITH>;HIM U J;LNL >? F; AN; NMICKO?
>?M B~JW; OR

Indications sur le collectif examinZ

SHMPG<F? >2M JN2HIM | *"LOIYL?M >HH=FOMCIH 210M F2M J;IC2HIM 2H MZICEHH: (L2 S =1 GILIM F2M 2Hi; HiM

U ?R; GIH?L **LNYL?M >1?R=FOMIH -2 IC2HIM >X=X>XM HIOP?;0 HXM 2H <IHH? M;HIX J3)C?HM
MLz HMEXLXM >3 HM 1 ONL2M BAJIN: OR 2 J 3 M2HM > 1 GI=(RXM U
FXIL; HA?L

La Tour RZseau de Soins SA
, 1G<L? >? MILC?M ?RIFIN; <F?M

Remarques
*2M LXMOH 5 \M <;MXM MOL F?M >ITHHX?M L HMGIM?M U F—=%2 H? MIHNU =2 DIOL J ;M ?H=1IL?
JO<KXM J;LF ,7/

*; 210L OXM?;0 >? 11(HM 1 A? >?



0;JJIWNMOL F; KO;HNX Oerations

8.1 RelevZ national des rZopZrations potentiellement Zvitables

#HIHMF? JF;H HCIHF>? G?MOL? >? B,/ OH? LXEIXL;CEH 2M =THME>XLX? =1GG? JIN?HW?H?G?HN
XPON; <F? MC 2#? MOW OH? (HN?LP?HNIH ;0 HIP?;0 >0 GZG? MN? ;H;NIGIKO? 2N MC 22 HiXN; N I ;M ILXPIMI<F?
10 MC 2FF? NL; >0 OH X=B?= 10 OH? =1GJIH=;NC1H JIMIIIXL;NICL? JFONMN KO? fn; AAL; PsNMIH >? F; GF;>(?
MIOM D;=?HN? *nXP;FO;NIH 2MN LX;HMX? U J;LNL >?M >THHX?M >? LIONH? MLX?M >? F; 1N; MMICKO? >?M
BAJIN;OR *2M CHN?LP?HWCEHM U >?M §HM >C; AHIMCKO?M J;L 2R JIH=NCEHM MIHN ?R=fO?M >? fi; H;FSM?
21?20F?M MEHN M ; IM0?M F2M LXTIXL; NCEHM CHN?LP?H ; HN >0L; HN F? GZG? MXDIOL B IMJIWN ;2L

*? =;F=0F >?MN; OR >? LXIIXL;NAH >THH? OH? (H>(=;N1H MOL fi?RIMI?H="7 >? JLI<FYG?M JIN?HW?IM *?M
B~AJW; OR 2N F2M =HHIKO?M >1(P?HN JLI=X>?L U >?M ;H;FSM?M ; JILTETH>(?M >?M > IMMI?LM >2M J;N?HWM 5 6CH
SI0>?HNAC?L F2M LXTIXL; NCETHM MOM="2JN<F?M >1ZNL? XPIN; <F?M 2N >n; GXIIL?L F; KO;FNX >?M MICHM

(HEILG ; CEHM =1 GJFXG?HN; (L?M J10L OH JO<KH= JLIE?MMCIHH?F QQQ ;HK =B iL 20 QQQ MKF:J? =1G

RZsultats des mesures

La Tour RZseau de Soins SA
2:;0R I<M?LPX

2;0R ;IN?H>0 **(

OXMOR; N >?2L

YU(CPMNEn; <LXPC;NCIH >? *"IHI>?H=? (HN?LP;F  (HN?LP;FF? >? =1HIl; H=?  *1(HN?LP; F? >? =IH{(; H=? >?
>IHH? F; (10L=B?W? >;HM F; KO?fF? M? MNO? F; P;F?0L 20i?=NP? ;P?= OH? JLI<; <(FNX >1?LL?0L >?
**F; MCAHUC? KO? F2M P;F?0LM KOC M? L?=10J?HN > ; HM FiCHN?LP ; F? >? =1H{(; H=? H? J?0P?HN AOYL? ZIL?
(HNZLILXNX?M =1GG? >? PXLIN; <F2M >S(IXL?H="M

H;FSM? >2M LXMOM ; WM
*? ;0R I<M?LPX ?MN (HEXL?OL ;O N;OR ;M?H>0 G(HIG ;F F? N;OR 1<M?LPX ?MN (HEXL?OL U FtHN?LP ; FF? >?
=IHiC;H=78 9
*? \;0R I<M?LPX ?MN MINOX >; HM FitHN?LP ;FF? >? =1Hi(; H="? >?M P;F?0LM ;W?H>0?M
(S ; N1 >? LX;>GMMCEHM JIN?HC?F2G 2HN XPI; <FPM - (F 2MI L?=1GG ; H>X >1; H; FSM?L F2M =; OM?M >? =?M
LX5;>GMMETHM 5 8H >n?H LX>0CL? MC J IMMI<F? £? HIG<L?

"1GG? F2M G?MOL?M >? I,/ THNXNX =THWO?M JIOL F?M =1GJ;L;IMIHM >IB~JIN; OR 2N >? =HHIKO?M F2M
LXMOH; M MIX=(IKO?M U =2M XN; <HMM?G?HWM H? MIHN KO? J; LN?F?G?HN J?LKH?HIM *1 , /Z JO<K? F2M
LXMOR; \M >?M G?MOL?M MIOM §ILG? >? =1GJ;L;(MIHM MOL MIH MN? QQQ :HK =B il

- O<H=;NTH >?M LXMOFN;\M U F(HN?LH?

(HMNNON >n?HKOZN? 1/*;3? &G<~

+XB1>? (HWLOG?HN 1/*;3?b GX\BI>? >XP?F1JIX? M=(?HNIKO?G?HN ;iH >?
=;F=OF?L F2M N;OR =ILL?MITH>; HWM U J;LNCL >? F; 2N; NMCKO?
>?M B~JIW; OR
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O;JJILNMOL F; KO;HNX OpZrations

Indications sur le collectif examinZ

SHM?G<F? >2M J;NPHWM | ""LONYL?M >iCH=FOMCTH 2100?M F2M 1IXL;NCEHM =B(LOLA(=;F?M U <ON NBXL; J?0MKO? S
U ?7R; GIH?L =1GILM F2M (HI?LP?HNCTHM MOL F2M ?H 5 HM
ILINYL?M >n?R=FOMCIH (HN?LP?HICTHM U <ON >(; AHIMN=
J;L?R <CEIMCPM S LNBLEIM=1JC?M M;HM NL; N2G2HN 2=

La Tour RZseau de Soins SA
, 1G<L? >nl IXL;NEHM XP ;FO ; <F?M |

Remarques
*2M LXMOH ; \M <;MXM MOL F2M > THHX?M L ; HMGM?M U F —%21 ?H H? MIHN U =2 DIOL J ;M ?H=1L?
JO<KXM J;LF ,/

*; 210L OXM?;0 >? 11(HM 1 A? >?



0;JJIWNMOL F; KO;HNX Infections

9.1 Mesure nationale des infections du site opZratoire

*1LM >10H? IIXL;NIH F; <;LLOYL? JLIN?=NU=7 BILGX? J;LF; 3?50 2MN (HN?LLIGJO? (HN?HICEHH?RF? G ?HN
3H? (HiI?=\C1H >? JF;(? J?0N M? >XP?F1J3J?2L ML >?M 5 A?HWM (Hi?=N?0R J; LPC?HH?HN ?HMOW? >;HMF; TIH?
(H=(MX? #;HM =2W;CH?M =TH>WCEHM F2M CHE?=NCEHM >2 JF;0? JIMN BIXL;NECL?M J?0P?HN 2HNL; \H?L >?
MXLE?OM?M =1 GIF=;NCEHM > HM XN N >0 J s N2HN 20 ;<BONL U OH? JLIFIHA;NCIH >0 MX0IOL U FBAJW ; F

10L G;H>;>?h ,/ LQIMMHIME LX;EM? >?M G?MOL?M >2M (Hi?=NTHM =1HMX=0NP?M U =2LN;(H?M
FIXL;NCIHM =f N;<F?;0R = >?MMIOM *?M B~JW; OR J?0P?HN =B HMCL F?M NSI?M >itHN?LP?HNCTHM U G?MOL?L
>;HMF; M2 =0 >2?MMIOM (FM >1(P?HN JL;MKO?L ;0 G IHM NLEM >?M NSJ?M (H>(KOXM KO?F KO? MIMN F?
HIG<L? >? =;M J;LNSJ? >;HM F? JLIAL; GG? >? G?MOL? *2M XN; <KMM?G?HIM KOC JLEJIM?HN F; =B(LOLAC?
>0 =1FIH ALIM CHN?MCH > HM F?0L =;N;FIAQ? > JL?MNGNCTHM 2N KOC JL; NKO?HN f; <F;NCIH >? Fr; JJ?7H>(="
=B?T F2M 2HE; HIM 2N F2M ;> 1F2M="HM sHM MIHNN?HOM >2JOM F? - 2L 1=N1<L? >? L?2F?P?LF2M
(HE?=NCEHM >? JF;C?M MOLP?H ; HN ; JLYM =M 1.IXL;KCTHM

0CH >n1<N?HIL OH? (G ; A? {(; <F? >?M N; OR >itHE?=NCIH OH L?F?PX >?M (HE?=NCTHM JIMN 1 IXL;NECL?M 2MN
XAGF?2G?HN 2?=N0X ;ILYM F; MILK? >? HBAIW;F - JLYM >2M (HV2LP?HWCEHM M5 HM (GJF; HIN >? GNXLI?F OH
L?F?PX 2MN 2§82=NOX  DIOLM JFOM N;L> ;0 GI1S?H >10H ?HWL?N?H NXFXJIBIHIKO? JILN; HU MOL F; MNO;NCITH
(HE?=N20M? 2N F; =(=;NLM;NCIH $H =; M SICHI?LP?HICIH ;P?= (GJF; HI >? G ;\XLI?F JLINBYM?M >? B;H=B? 2\
>? A?HIO (HN?PLP?HNCIHM >? =B(LOLAC? =;L>(;KO? OH HIOP?F PHIL?N?H NXFXIBTHIKO? ?MN 26?=NOX  GIM
;ILYMEEIXL;NCIH §1F1Q OJ

(HIILG ;NIHM =1GIFXG?HI; IL?M QOO ;HK =B il 2N QQQ MOQUMHIMI =B

Notre Ztablissement a participZ aux mesures des infections consZcutives aux opZrations suivantes:
0 ""BILOLAC? >0 ="FIH ALIM CHN?MNCH

0 ""XM;LIPHH? M?2=NCT =;52M;L?;
0 -L?GUYL?M (GJF; HN;NCEHM >? JLINBYM?M >? F; B;H=B?

*; 210L OXM?;0 >? 11(HM 1 _IA? 0 >?
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0;JJIWNMOL F; KO;HNX Infections

RZsultats des mesures
OXMOM; M >2M G?2MOL?M >? F; IXLI>? 2L 1=N1<L? j M2IN?G<L?
OpZrations Nombre Nombre Valeurs de l'annZe Taux

dOopZrations  dOinfections  prZcZdente - Taux dOinfections %
ZvaluZes constatZes dOinfections % 2015

2015 21N;F apres ces (
opZrations
2015 ,

La Tour RZseau de Soins SA

""BILOLAC? >0 ="FIH ALIM
CHN?MNCH

"UXM; LI?HH? M?2=NC]
=;?2M;L?;

OXMOR; M >?M G?2MOL?M >? F; IXLI>? 2L I=NI<L? j M2IN?G<L?
OpZrations Nombre Nombre Valeurs de l'annZe Taux dOinfections
dOopZrations  dOinfections  prZcZdente - Taux % 2014
ZvaluZes constatZes dOinfections % (

2014 21N;F apres ces
opZrations
2014 ,

La Tour RZseau de Soins SA

-L?GIYL?M (G JF; HN; NCTHM
>? JLINBYM?M >? F;
B;H=B?

"(CPMN B <LXPC;NCEH >? *"THE>?H=? (HN?LP;F  (HN?LP;FF? >? =IHiC; H=? *ilH\?LP ;FF? >? =1H{(; H=? >?
>1HH? F; (10L=B2W? >;HM F; KO?F? M? MNO? F; P;F?0L 260?=NP? ;P?= OH? JLI<;<(NX >1?LL?0L >?
**?F; MIAHWC? KO? F2M P;F?0LM KOC M? L?=10J?HN >; HM FCHN?LP ;FF? >? =1H(; H=? H? J?0P?HN AOYL? ZNL?
(HN?LILXNX?M =1GG? >? PXLIN; <F?2M >(iIXL?H="M

"1GG? F2M G?MOL?M >? I,/ THNXNX =THWO?M JIOL F2M =1GJ;L;IMIHM >IB~AJIN; OR 2N >? =HHIKO?M F2M
LXMOH ; IM MIX=(IKO?M U =2M XN; <HMM?G?HWM H? MIHN KO? J; LN?F?G?HN J2LKH?HIM *1 , / JO<K? F2M
LXMOR ;N >?M G?MOL?M MIOM ILG? >? =1GJ;L;(MIHM MOL MIH MN? QQQ :HK =B il

(HMNCNON >1?HKOZN? 1QIMMHIMI
SHM?G<F? >?PM J;N2HWM | *"LINYL?M >i(H=FOMCIH 210M F2M J;Ne?HIM 2H MU NCEHH;(L? d ;HM MOL F?MKO?fM
U ?R; GIH?L 5 >0m?M FHNXNX LX; EOMX2M E2M BIXLNCEHM = HLL?MITH> S HN?M P ICL F?
N5 <F?;50 >?M LXMORN ; M >?M G2MOL?M
"*LINYL?M >itH=FOMCIH 210M F2M J;NC2HIM 2H MUGNCIHHL? ¢ ;HM MOL F2MKO?fM

PHE;HWM 2N 5> TE2M=HIM | THN XNX LX; EMX?M F2M BIXL; NCEHM = TLL?MI TH> S HV?M PICL F?
N; <F?;50 >?M LXMORN ;M >?M G2MOL?M

"ULINYL?M >n?R=FOMCIH *?M J; N2HW KOC H? >THH?HN J ;M F20L =THM?HN?G?HN IL;F

*; 210L OXM?;0 >? 11(HM 1 _IA? 0 >?
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O;JJILNMOL F; KO;HNX Chutes

10 Chutes

10.1  Mesure nationale de la prZvalence des chutes et des escarres

*5 G?MOL? H;NHH;F? >? F; JLXP;F?H=? >?M =BON?M 2N >?M ?M=;LL?M >IHH? OH? (>X? >? F; (LXKO?H=? >?
F; JLXP?HCIH 20 >? F; JUM? ?H =B ;LA? >? >(P?LM IBXHIGYH?M XM ;OR MICHM *; JLXP;F?H="7 >?M =BON?M
20 >?M 2M=;LL?M 2MN G?MOLX? U OH? >;N? JLXSXUHI? #;HMF? =;>L? >? F; G?MOL? F2M J;N?HWM MITHN
(HNZLLEAXM J1OL M; P ICL MitfM THN =BONX U FBAJW;F ;P HNE; > ;N2 S LLZNX? JIOLF; G?MOL?

(HIILG ; NTHM =1 GIFXG2HN; (LM
QQQ :HK=Bil QQQFJT OG ?0 2\ =B? FIT OG 20 iL; G?MOL? FIT JB?HIG?H?M >? MI(HM =BON?M

RZsultats des mesures

La Tour RZseau de Soins SA

, 1G<L? >? J;N?HIM BIMIN;FMXM ;S5 HN =BONX >OL; HI
=22 BIMIW; EM; NCTH DOMKOIU F5 >3 N2 ILX>XECHC?

?H JI0L="HN

**2M LXMOM; AM MEHN >?M=LCINCEM 2N H? MIHN J ;M ;DOMNXM ;OR §;=N?0LM >? LIMKO?

"IGG? M G?2MOL?M >? B,/ THN XNX =THWO?M JIOL F2M =1GJ;L;IMIHM >IBAJN; OR 2N >? =KHIKO?M F2M
LXMOR ; NM MIX=C0CKO?M U =?M XN; <KMM?G?HWM H? MIHN KO? J;LN0?F?G?HN J?LKH?HIM *n , / JO<K? F2M
LXMOH; \M >?M G?MOL?M MIOM §ILG? >? =1GJ;L;(MIHM MOL MIH MN? QQQ ;HK =B {L

Commentaire sur IOZvolution des rZsultats des mesures, sur les activitZs de prZvention et / ou sur les
activitZs visant ~ [©amZlioration

Indication sur la mesure
(HMNCNON >1?HKOZN? " S ON? X=1F? MIX=(;HMX? <?LHIIM?

.7 (HW2LHNCEHSF (HV2LHSICEH P L L?P;F?H=? +?;MOL?G?HN
16" ;L? JLI<F?GM

+XiBI1>? (HMILOG?HN

*; 210L OXM?;0 >? 11(HM 1 JA? 0 >?
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O;JJILNMOL F; KO;HNX Chutes

Indications sur le collectif examinZ

SHM?G<F? >2M J;N?HWM | *"LNYL?M >i(H=FOMCIH 0 - ;NC?HM BIMION; KMXM S =1GILIM MICHM CHN?HMCEM M ICHM
U ?7R; GIH?L =IHCHOM VAXM >?  ;HM 2V JFOM F?M J;NC?HIM VAXM >7?
U ;HM J?0P?HN ZAL? (H=FOM ? M MOL OH? <;M?
PIFTHN;L?

0 ""IHM?HN?G?HN IL;F >?M J;N?HWM G ;1?0LM >? F?0LM
JLI=B?M 10 >7? F20L L?JILXM?HN; HN FXA ;F

“"LINYL?M >n?R=FOMCIH 0 J;N?HWM BIMIN; KMXM Hr; S;HN J ;M >1HHX F?0L
=THM?HN?G?HN

0 HIOLLMMIHM >0 M?LP(=? >? G ;N?LHINX

0 M?LPC=?M >? IX>(;NL0? 2HE; HIM 20 ;>1F?M=?HIM c
sHM

0 G;N?LHNX OLA?H=?M =KHKO?M >? DIOL 2N M?=\N?0L
5 G<OF;NICL? M;FF?M >? LXP2(F

La Tour RZseau de Soins SA

, 1G<L? >? J;N?HWM ?R ; GIHXM ?H JI0L="HN
?20?=NP?G?HN ?H

*; 210L OXM?;0 >? 11(HM 1 GA? >?



O;JJILNMOL F; KO;HNX Escarres

*?M=;LL? ?MN OH? FXMCIH (M=BXG(KO? FI=;HMX? ;0 HIP?;0 >?F; J?;0 2N 10 >?M NC(MMOM MIOM D;=7HIM
MINOX? ?H AXHXL;FMOL OH? M;(Fit? IMM?0M? SFF? 2MN F?2 LXMOR ;N >10H JBXHIGYH? >? JL2MMCIH 10 >?
JL?MMCIH ; MMI=(X? U >0 =(M; (F?G?HN

11.1  Mesure nationale de prZvalence des escarres aupres des enfants et des
adolescents

*; G?MOL? H;IHH;F? >? F; JLXP;F?H=? §1OLHIN >?M (H>(=;\CIHM MOL F; fLXKO?H=? F; JLXP?HICIH 2N F?

IL; 0I2G2HN >? SIEAXLPHIM XPXHPG?HIM KXM ;OR MICHM *; JLXP ;F?H=? >?M ?M=;LL?M ?Mi G?MOLX? U OH?

>N? JIXSXUHI? #;HMF2 =5>L2 >2 F; G?MOL? F2M J5H2HIM MIHN 2R ; GIHXM J1OL M3 P ECL MictM M1 OGL?HN

>10H? 10 JFOM:?0LM 2M=;LL?M

*?M BAJW; OR 2N F2M =KHIKO?M >(MJ IM; HN >10H? >(PIMCIH IX>(; NLIKO? MIX=(IKO? 2§i?=NO?HN >?JOM

OH? G?MOL? >? JLXP;F?H=? >?M ?M=;LL?M ;OJLYM >?M 2Hi; H\M 20 >2M ;> 1F2M=?HWM XA;F?G?HI *?M
PM=;LL?M MIHN ?H 260N OH JLX=(?0R (H>(=;N?0L >? KO;FNX >;HM F? >1G;(H? IX>(;NLIKO? $HF2M = THMNO?HN
OH JLI<FYG? >? MItH 2H=1L? NLIJ MIOP?HV MIOM 2MICGX  SBFF2M MIHN ?H K2H XNLIN ; P?=F?M G1S?HM

5 ORUEC; (L?M N?EM KO? F2M 5 IN2H?M F2M =5 IN?0LM F2M MIH>?M 2li= *; =1 GGOHI=;IH P?L<;F? LX>0W? >?M
HIOLLMMEHM 20 >?M ?Hi; HIM ?H <;M VA? KO[ >XJ?H> >0 >XP?F1JJI?G?HN ;(HMC KO? F?M =?HOF?M >? F;
J?;0 ?H=1L? (HMORM ; GG ?HN >XP?2F1JIX?M >?M ILXG ;NOLXM 10 >?M HIOP? ;0 HXM = THMNO?HN >n; ONL?M
f;=N?0M >? LIMKO?

(HEILG ; CIHM =1 GIFXG?HN; (L?M
QQQ HK =B iL N QQQ FIT 0G 20

RZsultats des mesures
"'B?T F?2M ;>0R?M

Valeurs de [OannZe Nombre dOadultes en pourcent
prZcZdente avec des escarres

2015

La Tour RZseau de Soins SA
2IN;F =;NXAIL?
M5 HM =;NXATLC?

O M2(H >? F(HMNONC T H
S =1GILM =;NIXATLL?

O M2(H >? F(HMNONC T H
M5 HM = NXATLC?

#;HM OH? ;ONL?
(HMNNONCEH - S =1 GJILIM F;
=;NXATLC?

#;HM OH? ;ONL?
(HMNCNONCEH - M5 HM
=;NXAILC?

*; 210L OXM?;0 >? 11(HM 1 _IA? 0 >?
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O;JJILNMOL F; KO;HNX Escarres

""B?T F2M 2HE; HIM 2N 5> 1F?M=7HIM

Valeurs de IOannZe Nombre dOenfants en pourcent
prZcZdente avec des escarres

2015

La Tour RZseau de Soins SA
2IN;F =;NXAIL?
M;HM =;NXATLE?

O M?2(H >? F(HMNONC I H
S =1GILM =;NXATLL?

O M?(H >? F(HMNNONCITH
M3 HM = XA TLL?

#;HM OH? ;0IL?
(HMNNONCEH S =1GJLIM F;
=;NXAILE?

#;HM OH? ;ONL?
CHMVNONCTH M5 HM
=;IXAILE?

“I1GG? M G?2MOL?M >? i1,/ THN XNX =THWO?M JIOL F2M =1GJ;L;IMIHM >IBAJNN; OR 2N >? =KHIKO?M F2M
LXMOR ;MM MIX=(0CKO?M U =?M XN; <KMM?G2HWM H? MIHN KO? J; LN0?F?G?HN J2LKH?HIM *n , / JO<K? F2M
LXMOR ;N >?M G?MOL?M MIOM §ILG? >? =1GJ;L;(MIHM MOL MIH MN? QQQ ;HK =B il

Commentaire sur IOZvolution des rZsultats des mesures, sur les activitZs de prZvention et / ou sur les
activitZs visant ~ IOamZlioration

Indication sur la mesure
(HMNCNON >1?HKOZN? = ON? X=0F? MIX=(;HMX? <?LHIM?

* .7 (HW2LH;NCEHSF (HV2LHNCEH P L L?PF?H=? +?;MOL?G?HN
16" ;L2 JLI<F?GM

+XiBI>? (HMILOG?HN

Indications sur le collectif examinZ

SHM?G<F? >2M J;NPHWM | ""LONYL?M >iCH=FOMCIH 0 - ;NC?HM BIMIIN; KMXM S =1GILIM MICHM CHN?HMCEM M ICHM
U ?R; GIH?L =IHWHOM  VAXM >?  ;HM 2N JFOM F?M J ;NC?HWM VAXM >?
U ;HM J?0P?HN ZAL? (H=FOM ? M MOL OH? <;M?
PIFTHN;L?

0 ""IHM?HN?G?HN IL;F >?M J;N?HWM G ;1?0lM >? F?0LM
JLI=B?M 10 >7? F?20L L?ILXM?HN; HN FXA ;F

“"LINYL?M >n?R=FOMCIH 0 J;N?HWM BIMIN; MXM Hr; S;HN J ;M >1HHX F?0L
=THM?H?G?HN
HIOLLIMMIHM >0 M?LP(=? >? G ;N?LHINX
M?LP(=?M >? IX>(;N0? 2HE; HIM 20 ;> 1F?M=?HWM ¢
sHM

0 G;N?LHNX OLA?H=?M =KHIKO?M >? D10L 2N M?=N?0L
; G<OF;NICL? M;FF?M >? LXP2(F

La Tour RZseau de Soins SA

, 1G<L? >1; >0/M?M ?R ; GIHXM 2§?=NP?G?H\ ?H JIOL=7HI >? NIOM F?M J;NC?HWM
?H BIMIW; KMXM F?2 DIOL >? F; G?MOL?
, 1G<L? >1?Hi; HIM 2N ;> IF2M=7H\M ?H JIOL=?HNI >? NIOM F?M J;NC?HM
?R; GIHXM 26?=NP?G?H\ ?H BIMJION; KMXM F2 DI0L >? F; G?MOL?

*; 210L OXM?;0 >? 11(HM 1 A? >?
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O;JJILNMOL F; KO;HNX Autres mesures de la qualitZ

12 Autres mesures de la qualitZ

12.1 Autre mesure interne

%LXKO?H="7 > ONCKM ; \CIH >? F; =B?=EFMN 1IXL;NIL?

%LXKO?H=7 > ONFHM;NCIH >? F; =B?=EHMN 1.IXL;NICL?

> IOM ;PIHM G?HX =2W? G?MOL? ;0 GIIM >? G ;LM >;HM F? M?PLPC="7 n<Fl= 1IXL;NICL?k MOL NTOM F2M MIN?M
21002M F2M (HN?LP?HNCEHM =B(LOLAC=;F?M M; O F?M OLA?H=?M

OXMOM ;M 5 H;FSMXM 2N AL HMGIM ; P2=F?M <THM JICHWM L2F?PXM 2N F2M JICHM U ; GXFIL?L

Indication sur la mesure

+XIBI>? >XP?F1JIX?  (HWLOG?HN >XP?F1JJIX U
FCHN?LH?

2;0R > (Hi?=NCIHM HIMI=1 G(;F?M

*?M N; OR > (HI?=NCEHM HIMI=1G{;F?M MOCP ; HWM MIHN G?MOLXM MOL OH? <;M? G?HMO?H? 2N ; HHO?H?
(H=(>?H="?
0 T ;=NXLIXGE?M 2N <; =NXLIXGL?M MOL =; NBXN?L
(HE?=NCIHM OLCH ; (L?M MG JIF?M 2N MOL MIH>?
(HE?=NCIHM L?MJICL ; NECL?M
(HE?=NIHM >0 JICHN >? JIH=NTH
(HE?=NCIHM >0 MN? 1IXL;NICL?
(HE2=NCTHM >CA?MCP2M
(HE?=NCTHM >? JF;(?
(HE?=NCIHM 1IBN;FGIKO?M

o O O o o o o

(HE?=NCIHM G?MOLX?M =B?T NIOM F?M J;Nc?HIM B IMIN; KMXM 2N 10 JILN?0LM > OH >MJ IMINGE GX>(=;F

, IOM ;PIHM G?HX =?W? G?MOL? >OL; HN fn; HHX? > HM NTOM F2M M?LP(="?M MOL NIOM F?M MIN?M
210M F2M J 5 NC2HWM B EMIW ; IMXM

OXMOM ; \M JO<HXM 2N >(M=0NXM U F(HN?LH? MOL OH? <;M? G?HMO?f? ;P?=Ff? ALI0OJ? BSACYH? BIMIW;HYL?
*? >XJ; WW?G?HN > BSACYH? BIMIIN;KYL? ?MU =1 GJIMX > OH GX>?=(H %+ = MIX=(;HMX ?H (Hi?=\CIFIA(? >?
>?0R (HILGCYL?M MIX=(; KMX?M ?H BSACYH? BIMIN;FYL? %2% NIN;F ;OHMC KO?  LXEXL?HWM GILGXM ?H
BSACYH? BIMJN;KYL?

O>(M 2§?=NOXM MC HX="MM;(L? MOCPC >?M <IHH?M JL;NKO?M J;L I<M?LP;NCIH X=B;HWFIHH; A?M >?M
MOL; =?M

Indication sur la mesure

+XIBI1>? >XP?F1JIX?  (HWLOG?HN >XP?F1JJIX U
FICHN?LH?

*; 210L OXM?;0 >? 11(HM 1 GA? >?



0;JJIWMOL F; KO;HNX DZtails des projets

*?M JUH=(J ; OR JLII?WM ?H §;P?0L >? F; KO;FNX MIHN >X=L0M >;HM =? =B; J0L?

13.1  Projets actuels en faveur de la qualitZ

*; =IH=(;NIH GX>(=; G?HI?0M? . B;LG;KH?

*2 JLID?2N ?MN G?HX MOL F2 MN? = ~JIN;F>? F; 210L

Objectifs de la conciliation mZdicamenteuse

- ?LG?ML? OH? G2(F?0L? A?MICIH >?M GX>(=; G?HWM J;L F2M J; K2HWM FILM >? fr; >GIMMCIH 2N FILM >0
L?2NI0OL U > 1 G(=(F?

SPUN2L F2M JLM?M 2R=?MMIP?M >? GX>(=; G?HWM 10 >10<FIHM

*OGW?L F2M CHN?L ; =NCEHM GX>(=; G?HN?0M?M

GXHIL?L FCHIILG;NEH ;0 J;Ne2HN U JLEJIM >2? M2M L ; (N?G?HWM ?H ICGIFKKO ; HN > ; HM F2M >X=(MCTHM
J;L;AX?M ?H ;HAF; (M £ MB;L?> >?=(MIIH g
*(GIN?L F2M LXB IMION 3 FOM ;NCTHM XPON; <F2M M?FIH F; SXEHWCIH >? i, /
MZthode:

*?M MICAH ; HIM >?G ;H>?HN ;0 J;N2HN 20 ;OR JLI=B?M >1; G?H?L NEON?M F2M <1\W?M >? GX>(=; G?HIM KO(F
PHNL?IIM? =B?2T FOC ;6CH >1200?=NO?L OH? PXL(=;N1H >?M >IM;A?M >2M (H>(=;NCEHM 2N >?M (HN?L; =NCIHM J ;L
OH? JB;LG ;=(?HH? =HH(=(?HH?

*5 MILC? >? MBAJW; F 2MN ILXT s LX? (SX;F2G2HN F; P02 20 F2M GX>?=(HM (HN?LH?M LX>SCA?HN il L> THH ; H="
>? MILNC? 2H XNLEN? =0 ; <BL;NCHH ; P?= MCHALGOYL?

*? GX>?=(H NL; O HN L2WEN OH §;R >? MILC? KOC (H=FON F; KMN? >?M GX>(=; G?HIM 2N F?M >(; AHIMN=M >7?
MILNC?

%;=? U OH? JIFSGX>(=;C1H F; JB;LG;=(?HH? =KH(=C?HH? ?N F?M (HILGCYL?M XN; <HMM?HN OH? =;LN? >?
NL; NG 2HN =F;(L? 2N (FFOMNLX? ;P?= OH? >?M=L(INIH JLX=M? >? F; JIMIFTAI? 20 >? F; >0LX? >0 NL;IN?G?HN
Professionnels impliquZs:
+X>?=(HM JIB;LG;=(?H (HILG(?LM YL?M
Evaluation du projet:

2;0R >? LX; >GIMMCIHM

1 ;NME;=NCIH >2M J ;5 NC?HM

» 1G<L? >? =1H=(K ;NN IHM GX>(=; G?HN?0M?M

GXHIL?LF; JLXP?HWCIH > ?M=;LL?M

*2 JLID2N 2MN G2HX MOL F2M MN?M n = ~AJINSF >? F; 210k n*"HHIKO? >? **; LIOA?k

Obijectifs:

GXFKIL?LF; JLXP?HICEH >1?M=;LL?M JTOL NEOM F2M J; N?HWM U LOMKO? KOG MIHN G I<(EMXM ;O §; ON?0(F 2N
LXXP;FO?L MSMNXG ; KKO?G?HN =? LIMKO? JIOL ;>; IN?L F2M ;(>?M N?=BHIKO?M 2N LX>O(L? F; >0LX? GIS?HH?
> ONKM; CIH >? G;N?F;M "(FOIG  ""HH;=NP?

DZroulement:
0  H;FSM? >?M GIS?HM U >IMJ IMNCEH
0 #M=OMMCIH ;P?= OH AL10J? JFOLC>(M=CIFH ;(L? JIOL 1INGIM?L =?M G 1S?HM M?FIH F2M MN; H> ; L>M F2M
JFOM LX=?HWM
0 =B;N>? G;NXL?F
0 %ILG;NIH >0 J?2LMIHH?F
0 +(M? U>SMIIMNCIH > TOMM > XP;FO;\CIH >0 LIMKO? > 2M=;LL?M 20 >?M G1S?HM U >IMJ IMNCIH
Professionnels impliquZs:
1 1AH; HW GX>?=(HM ?LAINBXL;J?0N?M >(L?=N1H
Evaluation du projet:
» 1G<L? >? MIOLHX?M >? FI=;1H >? G;N?F; M "(FOIG
2;0R > ?M=;LL?M

*; 210L OXM?;0 >? 11(HM 1 _IA? 0 >?



0;JJIWMOL F; KO;HNX DZtails des projets

13.2  Projets en faveur de la qualitZ achevZs durant IOannZe de rZfZrence
2015

-LIAL; GG? JIFIN? HNHHF JLTAL?MM F; MX=OLINX ?H =B(LOLAL? —JINGIM;NCIH >?
FONCKM s NCIH >7 F; =B?=EHM\ =B(LOLA(=;F?
*?2 JLID2N 5 XNX G2HX MOL F2M MIN?M n = ~AJINSF >? F; 210k n*"HHIKO? >? **; LIOA?k

Obijectifs du projet:
—INGIM?L FONKM; NCIH >? F; =B?=ERMN J?LEIXL;NI(L? L2=1GG;H>X? J;Lh——+1 ;f(H >? A;L;HNL
0 *; JIXP?HWCIH >? £ H?P?L ?P?HIM g 2LL?0L >? MIN? EIXL;NICL? =IHIOMCIH >? J;N?HN 10<K >?
=ILIM XNL;HA?M 2LL?0L >GIF;HY - JLINBYM?
0 *; JLXP?HNWCIH >1XPYH?G?HWM (H>XML ; <F?M AL; P?M  CHE?=NCIHM HIMI=1G(;F?M XPYH?G?HWM
(H>XMIL ; <F?M ?H =; M >n; FPLAC?M =THHO?M  2LL?0LM KX?M U IXNKO?N; A? >?M JLXFYP?G?HWM 2N ;OR
(HEILG ;NCHHM >?MCHX?M ; OR F; <IL;NICL?M 2\=

DZroulement du projet:

SLRD2N JOFIN? >? F; %UH>;NCEH JIOL F; 1X=0LINX >?M . ;N?H\M MOL OH? >0LX? >?  ;HM ;P?=0H? G;L=B? U
MOCPL? >XIHC? GILG;NIH ?HNL;(H?G?HN >?2<L(?iHA >? NIOM F2M =1F; <IL;N?0M 2V GX>?=(HM >0 <fl=
FIXLNICL?

Evaluation du projet et consZquences:
0 $P;FO;NIH ;0 >X<ON 2N UF; §H >0 JLII?N >? F; JLXKO?H=? 2N >? F; KO ;KNX >1ONFM ; \CIH >? F;
=B?=EFMN ;O <FI= IJIXL;NICL? >?M =1HH ;MM ;H=?M >?M ONFM;N?0LM KO;HN U F; =B?=ERM\ 2 >? F;
=OROL? >? MX=0LINX J;NC?HN ;0 HIP? ;0 CHMNNONC I HH2F

Professionnels impliquZs:
""BILOLAC?HM ; H?MNBXMIMN?M  CHMALOG?HNCMN?M 5 C>2M MICAH ; HIM  CHECLGE?LM 5 H?MNBXMIMN?M

"LXSNEH > OH? MOIN? >? MICHM ?H =BILOLAC? 1LNB 1IX>(KO?
*2 JLI2N 5 XNX G?HX MOL F?2 MN? ™ ~JW;F > F; 210L

Obijectif du projet:
0 "'LX;NEIH >OH? ?HNNX >? MICHM >X>(X? ;0 MOCPC 28 U F; LXE?=NCIH >?M J; HM?G?HIM J IMN =B(LOLAC?
1B 1IX>(KO? M?FIH OH JLINI=1F? MN; H>;L>MX J1OL NIOM F2M J; NC?HIM
0 GXKIL;NCIH >0 MOCPC JIMV EIXL;NICL? >0 J;N2HN

DZroulement du projet:
0 +M? U>MIIMNCIH >OH FI=;F JIOL F2M =B ;HA?G?HIM >? J; HM?G?HN ;P?=FXKOIJ?G?HN 2\ F?
G ; IXLI?F GX>(=;F HX=?MM;(L?M
0 (HBCLGCYL? MIX=(;KMX? >X>(X? U =27 ; =NPNX

Professionnels impliquZs:
+X>?=(HM 2N MICAH ; HIM

Evaluation du projet:
» 1G<L? >? =IHMORN; NCEHM >? MON?M >? MI(H

*; 210L OXM?;0 >? 11(HM 1 _IA? 0 >?



0;JJIWMOL F; KO;HNX DZtails des projets

4(PL? ;P?=0H? .27

*2 JLID2N 5 XNX G2?HX MOL F2M MN?M n = AJW;F >? F; 210Lk n*"KHKO? >? **; LIOA?k

Objectifs du projet:
+2(F?0L? (HIILG ; \CIH >?M J;N?HWM ;S ; HN <XHXE=CX > OH? JLINBYM? NIN;F? >? B;H=B? _2" MOLF; JB;M?
JIMN BIXL;NECL? 20 F2 L2NIOL U >1 GI=(F?
0 =NIH JLXP?HWP? JIOL KGIN?L F? LIMKO? >? FOR;NCIH ?H ;S;HN OH MOJJILN >? LXGXL?H=7 JIOLF;
=IHCHONX >?M MICHM U > 1 G(=(F?
0 1X=OLM?LF? J;N?HV 20 MIH ?HNIOL; A?
0 GXHIL?LF; KO;HNX >? P? >?M J?2LMIHH?M JILN?OM?M >10H? .2~
0 +?2ML? ?H (G;A? >?M ?RIK=;NIHM P?L<;F?M MOL OH MOJJILN KOC J?LG?ML; ;0 J;N?HN OH L2NIOL
JFOM M?L?2(H U >1 GI=(F?
0 3HH{ILGM;NIH >0 >M=10LM >? FIXKO(J? JFOLL>IM=CIFH ;(L?
0 1I0M?H ;OR f; GIF?M ?HNIOL; A? >;HM fr; ==1GJ; AH?G?HI >0 L?2N10L U > 1 G(=(F?

DZroulement du projet:
&L10J? GOM>M=CIFH ;(L? ;S;HN 2F; <ILX >?M L?=1GG ; H> ; NCEHM MN; H>; L>IMX?M MIOM §ILG? >7? {iFG MOL
OH MOJJILN #4# 10 =fX 31!

Professionnels impliquZs:
1ICAH;HIM ;C>?M MICAH; HWM JBSMCINBXL ; J?0N?M 2N 2LATNBXL ; J?00?M

Evaluation du projet:

2 ;NME; =NCTH >2M J 5 NC?HWM
» 1G<L? >? MOJJ ILIM >(MNLE<OXM

*; 210L OXM?;0 >? 11(HM 1 _IA? 0 >?
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13.3  Projets de certification en cours

+M? ?H JF;=?>0F;<?F$0 1

* 5 =2LNEC=;NCHH 5 XNX G?HX? MOL F2M MIN?M n = AJW;F >? F; 210tk n**HHIKO? >? **; LIOA?K

Obijectifs:

OX>0=NC1H >0 MIL?MM =B(LOLAC=;F =B?T F?M J;Ne?HWM <XHX@=C; HN > OH? (HN?LP?HNIH >? =B(LOLAC? PIM=XL;F?
JL?2GLYL?G?HI JOM M XN?H>;HN ;OR >1G ;(H?M >? =BILOLAC? OLIFIACKO? P;M=0F;(L? NBIL;=(KO?
ASHX=IFIAKO? 2\ IL\B1JIX>(KO?

OX=0JIXL;NIH JLX=1=? JI10L =?M J;N?H\M

O?NI0L U > 1 G(=(F? §;=(FKNX 2N JFOM L; J(>7?

FGIHONIH >? F; >0LX? > BIMJIN;FKM; N IH

MZthode:
+(M? ?H JF;=? > 0H? P(HAN;(H? >? G?MOL?M >;HM F2M >1 G ;(H?M MOCP ; H\M
(HEILG ;NCHH JLXEIXLNECL? >X>0X? ;0 J 5 N2HN
&?2MCIH >? F ; JJILN BS>LIKO?
HN;FAC? JEMNEIXLNICL?
IXP?HNCIH ;=NP?2 >? FIEXOM JIMN BIXL;NECL?
, ONLONIH 2N GI<(KM;NCIH JLX=1="?
""BILOLAC? J;L PIC? F;J;LIM=1J(KO?

Professionnels impliquZs:
"*B(LOLAC?HM ; H?2MNBXMIMI?M  CHACLGLYL?M  SCXNXN=C?HH?M JBSMCINBXL; J?00?M MVI G ;NBXL ; J?00?M

Evaluation du projet:

2 ;NME; =NCTH >2M J 5 NC?HWM
#OLX? > BIMIWN;HM;NIH G1S?HH?

==LX>INNCEH >?M MECHM = TH\CHOM

* 5 =?LNEC=;NCTH 2MN G?HX? MOL F?2 MN? = ~JW;F>? F; 210L

O?=1HH ;(MM;H=? >?M OHINXM >? MICHM CHN?LGX>C; (L?M M?FIH F2M >(L?=NP?M MOIMM?M = IMIAHX?M J;L F;
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