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Message  
from the CEO

Engagement and solidarity
I would like to thank all our employees and doctors for their outstanding efforts throughout 
2020. Their unwavering day-to-day engagement and commitment to patients in the face of the 
pandemic, under often very challenging conditions, both at our own clinics and other private 
and public healthcare facilities when called on to provide backup, perfectly expresses Elsan’s 
core values and DNA. 

Demonstrating remarkable dedication and energy, they have provided the best possible care for 
Covid patients over the past 12 months, while continuing to deliver services for other patients 
across France, in close coordination with other healthcare providers and authorities. On top of 
the support and recognition for these efforts from the local population, businesses and non-
profit organizations, patients and their families have continued to show their trust in us. This 
means a great deal to our teams. Day in, day out, we pursue our mission of delivering quality 
healthcare to people across France, and this is something we can all be proud of. 

The ongoing pandemic has highlighted the essential part we play in society. It also underscores 
the relevance of our CSR strategy. In a sector where people serve other people, our purpose is 
to care for everyone, act responsibly for the planet and be a good corporate citizen. This is the 
moral compass that guides us as we build a sustainable future for Elsan.

 
Thierry Chiche

Chief Executive Officer, Elsan



p.4

ELSAN,
a major player in the French 
healthcare sector
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Clinique d’Occitanie in Muret receives two awards for contributing to 
the region’s swab sterilization campaign

Following a call for assistance from the regional health authority, Clinique 
d’Occitanie was tasked with sterilizing part of the region’s stock of swabs – 
an essential component in PCR testing. With staff eager to play their part in 
the global effort, the sterilization team was joined by volunteer employees 
from other units to sterilize and prepare 400,000 swabs, 70% of those 
required for the western section of the Occitanie region. The project, carried 
out free of charge by the clinic, won the Jury’s Choice and People’s Choice 
Awards at the Trophées 2020 organized by France’s Federation of Private 
Hospitals (FHP).

Elsan offers innovative, high-quality care with a human touch  
to everyone, everywhere.

120 healthcare facilities 
located throughout France 

and 3 hospitals in Morocco

2 million patients 
every year

25,000 employees 6,500 doctors €2.2 billion 
in revenue
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The Elsan Group

Our mission
For over 20 years, Elsan has been driven by a determination to create an efficient and innovative healthcare 
model, accessible in all regions of France. Our teams embrace and embody the Group’s vision of healthcare, which 
combines medical excellence with a local presence and a human touch.

Our values
• Compassion
• Social purpose
• Team spirit

Our strengths
Thanks to the commitment of our employees, doctors and partners, and strengthened by our unrivalled local 
presence, we continue to develop our healthcare offer in France’s regions and invest each year, for the benefit of 
our patients, in quality, research and innovation.

Our commitments
• Healthcare professionals with proven expertise
• Hospitals renowned for their excellence
• Demanding quality and safety standards
• Personalized patient care

Elsan’s network includes the three best private hospitals in France 
according to the World’s Best Hospitals 2020 rankings by U.S. magazine 
Newsweek. Santé Atlantique in Nantes came ninth in the overall rankings and 
topped the list of private hospitals in France, with second and third place 
going to Elsan’s Polyclinique de Limoges (11th overall) and Hôpital Privé La 
Chataigneraie in Beaumont (20th overall).

9 Elsan hospitals featured in the Top 50 private hospitals in France 
in the 2020 ranking published by French weekly Le Point. The full list 
includes 55 of our hospitals, of which 31 topped their region in one or more 
specialities.
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Our operations

Despite the health crisis, we continued to expand in 2020 in all areas of operations to offer patients throughout 
France the broadest possible range of healthcare services.

We’re supporting the development of medical centres of excellence by acquiring new hospitals and by helping 
practitioners access innovative medical devices and equipment. We’re also meeting the challenges associated 
with the digitalization of our industry and its simplification for patients by rolling out long-term projects across our 
network of hospitals (centralized coding tool, digitization of data flows, etc.).

More than 6% of Elsan’s annual revenue is invested in cutting-edge technology, digital solutions, infrastructure 
and technical equipment.

In 2020, our HAD healthcare at home service grew by a significant 20% and our active approach to forging 
partnerships with other local healthcare providers picked up pace, notably for the benefit of patients in nursing 
homes (monitoring of Covid cases, palliative care, etc.). All 400 of our HAD professionals now use the same 
information system for patient data, which is accessible via all mobile devices. We’re also looking at how we can 
broaden the healthcare at home service to include procedures such as blood transfusions.

Despite border closures and our limited inpatient capacity due to the Covid-19 pandemic, international patients 
not insured in France still required healthcare or maternity services at our hospitals during the year. Staff at our 
international patient office continued to help these patients with their medical and administrative procedures, in 
collaboration with our hospitals’ admissions and invoicing teams.

Elsan is number two in cancer treatment in France and the private-
sector leader in radiotherapy. One in ten cancer surgery patients in 
France is operated on at one of Elsan’s 70 hospitals equipped to provide 
this service1. In addition to treating cancer patients, we also provide them 
with supportive care ranging from pain management and diet and exercise 
advice to discussion groups and art therapy. The Hartmann Institute of 
Radiotherapy and Radiosurgery in the Parisian suburb of Levallois-Perret, 
for example, supports cancer survivorship centre Institut Rafaël. Patient care 
is coordinated with the centre, which also provides training in integrative 
medicine to our teams.

1 Data as of 31 December 2019
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Medicine, surgery  
and obstetrics

880 operating theatres
More than 1.2 million admissions
to our hospitals

Around 40,000 births
in our 30 maternity units

Post-operative 
rehabilitation

35 facilities
Around 16,500 admissions

Healthcare  
at home (HAD)

No. 1 in France
in private ‘healthcare at home’ services

8 HAD units
More than 170,250 days
or an average of 466 patients per day

Oncology

Cancer surgery
More than 44,000 cancer surgery admissions
16 Focal One machines 
for minimally invasive surgery on prostate cancer

16 surgical robots

Chemotherapy
More than 17,000 patients 
treated at our 50 facilities

186,000 chemotherapy sessions

Radiotherapy
10,500 radiotherapy treatments 
carried out in our centres

18 linear particle accelerators
including 5 equipped for stereotactic radiotherapy

6 centres specialized in nuclear medicine and PET  
(medical imaging)

28 radiology centres spread across 8 regions

36 MRI and CT scanners

Medical 
imaging

400,000 sessions 
in our 17 dialysis centres

39 local dialysis units
Dialysis
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Supervisory 
Board

Chairman

Regional  
Management

Hospital  
Management

Management  
Committee   
(comprising representatives 
from the various support 
functions and operating units)

Executive  
Committee

Specialized committees  
(which support the Executive 
Committee on key cross-cutting issues)

Key:

 Group governance 

 Hospital governance

Executive  
Management

Resources  
& Transformation

Strategy  
& Development Finance Operations

CSR  
Department

Our governance
Elsan’s governance bodies ensure the implementation of strategic decisions across all our operations, as well as 
the transparency and effective circulation of information, the quality of our stakeholder dialogue and compliance 
with the regulations.
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Elsan’s share ownership structure changed in late 2020 with the arrival of investment firm KKR – now the leading 
shareholder – and other major French institutional investors (Ardian, CNP Assurances, Axa, Mérieux Equity Partners) 
alongside existing shareholders CVC and Téthys Invest. Elsan’s management team also reinvested in the company, 
confirming its commitment and its determination to pursue the Group’s development.

The new Supervisory Board comprises 14 members, of which one woman, two independent members (including 
the Board Chairman) and three observers.

Supervisory Board members sit on various specialized committees, namely the Investment and M&A Committee, 
the Appointments & Compensation Committee, the Audit & Risks Committee, and the CSR & New Business Model 
Committee. In addition, certain members of the Supervisory Board meet regularly with management to discuss 
Group results and news, as well as regulatory issues in the healthcare sector.

Continuous improvement in ethics, compliance and risk management

Under the watchful eye of the Audit Committee, Elsan implements a global risk management strategy that notably 
includes the deployment of a single internal control framework for all facilities. To ensure the highest possible 
standards in healthcare quality and safety and workplace risk mitigation, each hospital also prepares and applies 
its own risk management plan, in liaison with the Group’s management bodies.

Elsan is also pursuing the deployment of compliance and ethics programmes, in line with the various regulations 
that govern our practices.

Dedicated resources

Ethics and Compliance Audit and Risk Management

• Ethics charter
• Anti-bribery code of conduct
• Corruption risk mapping
• Cybersecurity guidelines
• GDPR policy

• Audit Committee
•  Group Risks Committee  

(at Executive Management level)
• Group risk mapping
• Internal control framework
• Specific audits
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Our year in 2020

Participation of head office 
employees in the solidarity 
initiative “Tous confinés, 
Tous engagés”, resulting 
in 70 hours of volunteer 
work for non-profit 
organizations.

Signing of partnerships 
with MD Start, an 
acceleration fund dedicated 
to innovation in healthcare 
and medical devices, to 
enable Elsan doctors to 
bring their projects to life, 
and with startup Lifen 
whose secure digital 
medical reporting solution 
accelerates information 
sharing and is already 
used by one in five Elsan 
practitioners.

JANUARY MARCH MAY

APRILFEBRUARY JUNE

Signing of a partnership 
with PandaLab whose 
instant messaging service 
facilitates communication 
between hospitals and local 
health professionals and has 
already attracted more than 
820 active users across our 
network.

Acquisition of the Day 
private hospital in Beni 
Mellal. Currently under 
construction, this third 
healthcare facility will 
strengthen Elsan’s presence 
in Morocco.

Signing of a partnership 
with Sodexo to deploy 
France’s first healthcare 
hospitality brand 
“Symphonia by ELSAN” in 
the catering and communal 
areas of our hospitals.

Expansion of Elsan’s 
regional presence in south-
eastern France with the 
acquisition of Polyclinique 
Grand Sud and Hôpital Privé 
Les Franciscaines in Nîmes 
and the Nouvelle Clinique 
Bonnefon in Alès.

First wave of the Covid-19 
epidemic and active 
participation in the response 
by our hospitals in the 
Grand-Est, Hauts-de-France 
and Greater Paris regions.

First edition of the Elsan-
Paris University Clinical 
Research Awards, which 
honoured three medical 
teams from our hospitals in 
Le Mans and Bordeaux, from 
among 38 research project 
teams.

p.12

Celebration of Elsan’s 20th 
anniversary and, to mark 
the occasion, the creation 
of the Elsan forest, with a 
tree planted for every one of 
the Group’s employees and 
doctors.

Reorganization of our 
hospitals in southern France 
under the “Hôpitaux Privés 
du Vaucluse” brand identity. 
The aim is to more effectively 
meet the needs of patients 
in the region by combining 
local services with medical 
centres of excellence.
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Changes in Elsan’s share 
ownership structure: new long-
term investors join the Group’s 
existing shareholders.

Support provided by Elsan 
to the inhabitants of 
Beirut, with five metric tons 
of medical equipment and 
treatments shipped as part 
of global solidarity initiative 
Un bateau pour le Liban.

Publication of the Elsan-
Le Figaro study for the 
5th edition of the daily 
newspaper’s Big Bang Santé 
event: 75% of respondents 
confident in France’s 
hospitals and clinics in the 
face of the second wave of 
the epidemic.

JULY SEPTEMBER NOVEMBER

OCTOBERAUGUST DECEMBER

Signing of an agreement 
between Agefiph and 
Elsan to organize and 
implement a more 
ambitious disability 
employment strategy across 
the Group.

Second wave of the 
Covid-19 epidemic and 
strong response by all our 
hospitals; creation and 
(travelling) exhibition of 
a work of art designed as 
a tribute to the courage 
and commitment of our 
healthcare professionals.

Publication of a book entitled Des 
soignants très patients, a compilation 
of testimonies from healthcare 
professionals working in various areas 
of our hospitals.

Partnership between Elsan 
and cancer treatment centre Les 
Dentellières in Valenciennes to create a 
local centre of excellence in oncology.
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Our commitments during the health crisis

Participation

As soon as the epidemic began, our hospital teams started preparing to treat Covid-19 patients by cancelling all 
non-urgent operations and consultations, as requested by the authorities, in order to free up staff and equipment, 
and by creating or equipping special intensive care units. The teams in our Purchasing department also worked hard 
to ensure that our healthcare professionals would have enough protective equipment and essential consumables 
throughout the duration of the crisis.

•  4,013 Covid-19 patients admitted to our hospitals, including 656 in intensive care

•  80 Elsan hospitals treating Covid-19 patients

•  At least 10 employees awarded Legion of Honour or National Order of Merit distinctions for their 
exemplary involvement in responding to the health crisis in their region

Cooperation

For the treatment of Covid-19 patients, Elsan worked in close cooperation with other healthcare facilities, both 
public and private, throughout France. We notably carried out operational coordination activities, admitted patients 
to relieve the strain on public hospitals and deployed healthcare workers and equipment, such as ventilators and 
syringe pumps, to contribute to the country’s Covid-19 response. We also supported nursing home operators like 
Orpea by sending some of our healthcare professionals to help take care of their residents.

•  More than 500 healthcare professionals participated in our Soignants Solidaires initiative, for a total of 
more than 7,600 days worked in the public and private hospitals and nursing homes most affected by 
the crisis

•  More than 1,000 doctors received Elsan’s support to set up remote consulting solutions during the first 
lockdown in France

•  4 clinical research studies were initiated and shared by Elsan to enable earlier detection of the risk 
factors associated with the aggravation of Covid-19 symptoms

Solidarity

Our hospitals received massive donations of face masks and hand sanitizers from companies and non-profit 
organizations. Local retailers and residents also showed their support for our healthcare workers through 
numerous acts of kindness (flowers, meals, etc.). With visits strictly limited, nursing teams at some of our facilities 
used tablets to help patients maintain ties with their families. This was notably the case at Clinique Bouchard in 
Marseille, Polyclinique Gentilly in Nancy, Clinique Médicale et Cardiologique d’Aressy near Pau, Clinique du Pont 
de Chaume in Montauban and Clinique du Sud in Carcassonne.

•  More than 1,000 companies made donations to our hospitals
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Stories from the front line: 
Clinique de l’Estrée in the Parisian suburb of Stains

Dr Philippe Aillères, emergency doctor and head of the Group’s international patients office, 
volunteered to provide support to the Clinique de l’Estrée team during the early days of the crisis.

“When I joined the Group’s crisis unit, it quickly became clear that backup was needed at Clinique de l’Estrée 
because some of the clinic’s emergency team were sick themselves. I offered to help, joining a very committed 
crew of doctors and nurses overwhelmed by the number and severity of cases arriving at the hospital. The 
director, Gorka Noir, regularly called everyone together for crisis meetings. Very rapidly, we were able to share 
our analysis of the situation and identify the resources required to adapt the organization of the emergency 
department, and then the entire hospital, to the unprecedented situation. Dr Emmanuel Blanc immediately 
provided his support. We started by asking practitioners to help with the reception and orientation of patients 
at the hospital’s emergency department’s entrance, replicating the best practices developed at Clinique 
Ambroise Paré in Toulouse. In response to the constant influx of patients, we were able to open more beds – 
up to 60 in just two days! – to boost the clinic’s capacity. My experience in disaster medicine was very useful. 
The organizational principles we applied were then shared with the Group’s other emergency departments. 
For me, it was a very intense but rewarding experience. I forged some close ties during those ten days and was 
impressed by the responsiveness and commitment of the nurses, doctors and administrative staff at l’Estrée.”

Gorka Noir is the director of Clinique de l’Estrée, which still has an active Covid-19 unit in general 
medicine and intensive care. He also coordinates Elsan’s dialysis and emergency activities at Group 
level.

“We needed to reorganize the hospital really quickly to respond to the crisis, which hit very suddenly at the 
end of February. For three weeks, it felt like we were in a war zone. Thanks to the solidarity shown across 
the Group, more than 50 staff members, including doctors, came to help us, from Nantes, Agen, Orleans, 
Châteauroux and other parts of the Paris region. We also received equipment to enable us to open up more 
beds. Aline Lheureux, director of nursing at Clinique Conti, set up an intensive care unit in 72 hours and ran 
it alongside one of our doctors for two months. Regional coordination was effective, thanks to a productive 
partnership with the public hospital system and the example set by the authorities. We all worked together 
to ensure that patients received the best possible care. We were very touched by the many kind gestures we 
received from local stores and residents. It was a huge challenge for our extremely committed teams, and I’m 
proud of the way we pulled together to handle it.”

Dr Emmanuel Blanc has worked as a urological surgeon at Clinique de l’Estrée for 20 years and is 
Chairman of its Medical Staff Committee. He set up a special patient transfer unit during the crisis 
and liaised with the relevant teams to ensure its ongoing effectiveness.

“We’re extremely committed to our role as a local healthcare provider. It was therefore really important that 
we protect our staff, despite the national shortage of protective equipment, so they could continue to care 
for our patients. In addition to our director’s foresight, our ties to the Group and its support were decisive 
factors in our management of the crisis. It meant, for example, that we were able to get ventilators and other 
equipment from across the network, create a palliative care unit staffed with psychologists, and use the 
Lifen-Covid solution to monitor patients. We had up to 150 Covid patients at the height of the crisis. Despite 
being constantly solicited, our staff maintained their commitment and professionalism. As Chairman of the 
Medical Staff Committee, my role is to ensure that medical files, difficult decisions and patient care are shared 
by all members of staff, and that they get through this phase as well as possible. The first wave was very 
difficult. However, it enabled us to enhance our efficiency and improve our practices for the patients to come.”
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Patients and citizens
•   Patient experience/satisfaction survey (e-Satis)

•  Discussions with patient groups

•  Prevention initiatives targeting key public health issues

•  Events during national weeks on topics such as patient safety

•  Online interaction with hospitals via social media and websites

Groups representing patients and their families are present in each 
of our hospitals via a patients’ committee. In addition to acting as a 
spokesperson for patients in interactions with administrative and 
healthcare professionals, these committees ensure the respect of 
patient rights and contribute to the continuous improvement of 
healthcare quality and safety.

Employees
• Group-wide employee engagement survey

• Social and Economic Committees

• Negotiations with employee representative organizations

The Elsan works council brings together management and union 
representatives. In 2020, meetings were held online and all 
communication channels were strengthened in order to address various 
issues arising from the pandemic. Numerous discussions were held, 
beyond those required by law, to share Group news (particularly its 
management of the health crisis and changes to its share ownership 
structure) and to answer employees’ questions on health, safety and the 
organization of work.

Doctors who work  
at our hospitals
•   Medical Staff Committees, led by 95 Committee Chairmen

•   Partnerships with junior specialist doctors’ associations

Throughout the health crisis, in liaison with the 
Strategy & Medical Relations Department, the network 
of Medical Staff Committee Chairmen has kept Elsan’s 
medical community informed and provided summaries, 
official recommendations and quick guides for the 
various treatments required.

A hotline for Elsan doctors was set up during the first 
wave of the pandemic, offering them the specialized 
support of psychiatrists from CMC Le Mans and the 
possibility of a remote consultation.

Shareholders
• Supervisory Board meetings

• Specialized committees

Patients  
and citizens

Doctors who work  
at our hospitals

Shareholders

Employees

Aware of our economic and social impact on both the health system and the regions in which we operate, we are 
determined to maintain constructive dialogue with all the internal and external stakeholders that make up our 
diverse and complex ecosystem. This is particularly important at a time when an unprecedented health crisis has 
highlighted Elsan’s responsibilities a major player in the healthcare sector.

Our stakeholder relations
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Suppliers and service providers
•   Strategic partnerships for the co-creation of solutions for the Group (real estate, 

catering services, etc.)

•   Supplier listing agreements

We encourage our suppliers and service providers to improve their CSR 
performance by including criteria on ethics and sustainable development 
in our agreements, holding discussions with them about best practices, 
and promoting the use of responsible purchasing practices among our 
hospitals.

Healthcare professionals
•   Referral network

•   “Click and Care” programme to strengthen ties between hospitals and community 
health professionals and improve the coordination of patient care

To help local doctors manage the current health crisis and avoid an influx of 
patients in their surgeries, we’ve set up several systems with our partners 
to enhance access to our practitioners, including remote consultation 
solutions and secure instant messaging services.

Professional organizations and federations
•   Membership of France’s Federation of Private Hospitals (FHP) and 

participation in its working groups and decision-making bodies

Thanks to the FHP, progress was made in several areas in 2020, 
creating a fair and visible framework for the regulation of the 
hospital sector. Highlights include the signing of a long-term 
agreement with the French Ministry of Health on resources for 
public and private hospitals, a funding guarantee applied to the 
whole sector in view of the health crisis, a pay rise for healthcare 
workers following a nationwide consultation process and a pledge 
by regional health authorities to support our standard and digital 
equipment projects over the next five years.

Authorities
•   Participation in the working groups of key healthcare industry organizations, with 

France’s Ministry of Health, the Social Security Department, the General Directorate 
for Healthcare Services and the national health authority (HAS).

•   Regular dialogue with regional health authorities and local communities and officials 
to discuss the role played by our hospitals in regional healthcare systems

To enable our hospitals to respond to the health crisis locally and deploy 
new capacity in critical care, regional health authorities granted 23 
emergency authorizations during the year, primarily for the provision 
of intensive care. Teams from the Saint-François private hospital near 
Montluçon, for example, were able to provide assistance to five nursing 
homes in the region thanks to a temporary ‘healthcare at home (HAD)’ 
authorization.

Suppliers and  
service providers

Healthcare  
professionals

Professional 
organizations  

and federations

Authorities
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Our CSR strategy

At Elsan, corporate social responsibility is a pivotal part of our business strategy. Our CSR policy is designed to 
ensure the Group’s long-term viability, through tangible initiatives in such areas as environmental protection, 
social progress, community engagement, economic performance and corporate governance. It recognizes the 
commitment of our employees and hospitals to serving patients and local communities and takes into account 
the expectations of our various stakeholders.

Elsan’s CSR Department collaborates proactively with our hospital teams and support functions to help them 
implement sustainable development initiatives for their specific activities.

The CSR Department’s objectives

Our 86 CSR correspondents play a vital role in deploying Elsan’s CSR 
strategy within our hospitals. To strengthen their skills and support them 
in carrying out this role, we’ve created a comprehensive digital training 
programme designed exclusively for their needs. The programme includes 
theoretical modules, practical examples, a presentation of the various 
resources at their disposal and an interactive forum for sharing ideas and 
best practices.

Regulatory compliance/ 
Governance and ethics

Annual review of the Group’s  
non-financial performance

Events and 
initiatives to 
promote responsible 
behaviours

Internal and external 
communication about our CSR 

commitments

Oversee the Group’s CSR 
strategy

Support  
the hospitals

Carry out projects in key 
areas identified by CSR 

strategy

Help support functions 
with their projects

CSR 
Department
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Our CSR approach

Our CSR strategy focuses on four pillars that give structure to our 12 key CSR commitments.

ELSAN, 
putting  
patients first

ELSAN, 
making a difference  

in our local 
communities

ELSAN, 
environmentally 
responsible

ELSAN, 
committed to our  

employees and 
doctors

Ensure healthcare quality  
and safety

Provide personalized  
patient care

Address emerging  
public health issues

Work together for  
a healthy environment

Contribute to the fight  
against climate change

Use resources  
sustainably

Support teams through 
organizational change

Nurture talent

Be a responsible employer

Facilitate access  
to healthcare services

Safeguard the sustainability  
of the health system

Contribute to local  
development
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ELSAN,
making a difference in 
our local communities
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With facilities at the heart of the communities 
we serve, we provide accessible, high-quality 
healthcare for everyone.

Clinique Conti in L’Isle-Adam receives national funding  
for care home initiative

Following a nationwide call for projects to combat Covid-19 issued by the 
French National Research Agency (ANR) to all public and private healthcare 
providers, Clinique Conti was selected for its Développement du plan Ciel 
initiative. Developed by the clinic during the first wave of Covid, the plan 
ensures close liaison with care homes in the area to avoid disruptions in 
patient care and treatment. Thanks to ANR funding, the clinic deploys a 
mobile medical team to deliver coordinated services to care home residents, 
many of whom are particularly vulnerable.. 

• Facilitate access to healthcare services

• Safeguard the sustainability of the health system

• Contribute to local development
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Facilitate access to healthcare services

Overcoming the shortage of healthcare providers
With healthcare facilities in large and small towns and cities alike, Elsan plays a significant role in overcoming 
the shortage of healthcare providers faced by several regions in France. This extensive geographic footprint, one 
of Elsan’s key differentiating strengths, allows us to maintain a high level of accessible, top-quality healthcare 
services for people everywhere. To ensure that patients benefit from the best medical expertise available, we 
encourage the development of “satellite consulting” and remote consulting, both of which picked up pace during 
the health crisis.

• 3 in 5 people in France live less than 40 km from an Elsan facility

• 51% of our hospitals offer “satellite consulting”

• 52% of our facilities provide telemedicine services, up 130% from 2019

Ensuring access to healthcare for all citizens
In a spirit of public service, our facilities are open to all patients. We offer specific treatments for a range of health 
conditions and support people at every stage in the patient journey, including administrative procedures. Social 
workers are on hand at 79% of Elsan hospitals, and our facilities cater to the needs of non French-speaking patients 
and their visitors, as well as to the needs of people with disabilities. This includes keeping lists of staff able to speak 
another language (81% of our clinics) or sign language (29%), and deploying audio and visual communication 
devices (70%). Our Clinique Bretéché in Nantes, for example, provides patient information leaflets in braille. The 
clinic has also installed shower seats to improve patient safety and comfort, following a survey conducted with the 
help of patient user groups and non-profit APF France Handicap. 

• 483,700 patients registered at our 28 accident & emergency departments

• 19 unscheduled care units and 8 emergency hand treatment units (“Centre SOS Mains”)

• 10% of Elsan facilities recognized for their services for people with vulnerabilities

The Brest Keraudren private hospital has rolled out surgery consultations 
at the healthcare centre in the small town of Le Faou in Brittany. The new 
service is designed to strengthen ties between practitioners from the 
hospital with local healthcare providers to help ease the patient pathway. 
Once a week, patients can attend the centre for consultations with members 
of the hospital’s cardiovascular and thoracic team, allowing them to get an 
expert opinion without having to travel too far.
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1,556 active agreements with  
other healthcare providers,  
up 6% vs. 2019  
(46% with care homes)

Safeguard the sustainability of the health system

Meeting local healthcare needs
We’re committed to offering the same high-quality healthcare services in all regions of France. Medical projects 
implemented by each facility are developed in conjunction with practitioners and in accordance with national 
strategic priorities and regional health programmes. They take into account the specifics of their geographic area 
to deliver the best possible response to local health needs, notably by creating centres of excellence. In 2020, we 
submitted 46 applications to the authorities to broaden the range of healthcare services we provide. Half of these 
were emergency authorizations for services required as part of the fight against Covid-19. 

• 1,064 health service delivery authorizations granted to Elsan

Under the auspices of the Aube regional health authority, the Aube 
Regional Hospital Consortium, Elsan’s Polyclinique Montier la Celle, 
the Troyes public hospital and Elsan’s Clinique de Champagne signed 
the first joint public-private healthcare agreement in the Grand-Est region 
to step up cooperation in the fight against the Covid pandemic. The 
partnership sets out care guidelines for Covid and non-Covid patients and 
defines how medical and surgical treatment is to be coordinated among the 
healthcare providers involved, in line with the needs of the local population. 

Cooperating with other local healthcare 
providers
We form healthcare cooperation consortiums (CGS) 
through agreements with other local healthcare providers, 
both private and public. Elsan is currently involved in 24 
consortiums, allowing us to coordinate patient pathways, 
pool specialist expertise, launch new types of consultations 
and provide optimal conditions to encourage other 
practitioners to join Elsan. We also foster strong ties with 
local GPs to ensure a seamless care pathway for patients. 
For example, 11% of our facilities work in partnership with 
a community healthcare practice.

44%
Medicine, 
surgery, 
obstetrics

29%
Care 
homes

19%
Post-operative 

rehabilitation 
facilities

5%
Healthcare at 
home service

3%
Mobile palliative 
care teams
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Contribute to local development

Supporting the local economy
Our hospitals are key contributors to the local economy, providing jobs and training for healthcare professionals, 
including several specialist fields. We do this through educational partnerships, with 85% of our hospitals engaged 
in active agreements with schools (primarily nursing schools) and universities (36%). Fifteen of them are the largest 
employers in their area. Most of our hospitals call on local firms and tradespeople to carry out maintenance and other 
services, working in particular with organizations in the supported employment sector. In terms of employment and 
direct and indirect taxes, the Elsan Group’s economic footprint amounts to approximately €4 billion.

• More than 6,650 interns and apprentices hosted at our facilities

• 61% of our hospitals work with organizations that support the employment of disabled people

Engaging with local communities
As well as engaging on major public healthcare issues through preventive initiatives and screening campaigns, we 
actively support local community groups and non-profits. Our hospitals partner with them via a range of actions, 
including sports, solidarity and cultural events, strengthening our local engagement and contributing to regional 
development. They also support initiatives that promote inclusion and employment. Our Bouchard (Marseille) and 
Saint-Michel (Toulon) hospitals, for example, sponsor France’s “Second Chance School” programme which offers 
youngsters who leave school early without basic qualifications a fresh chance to earn qualifications through an 
original scheme combining classroom and workplace learning.

• In 2020, nearly one-third of our hospitals took part in social and cultural events

• Elsan supports more than 100 charity organizations throughout France

Elsan is a member of France’s “business for a more inclusive economy” 
consortium. This involves our facilities offering job opportunities to young 
people on work-study schemes in partnership with Jobteaser, a web 
platform that brings together employers and early-career professionals. 
We’re also engaged in the Passerelles programme, a trial career gateway 
platform that facilitates geographic mobility for job seekers in the Auvergne-
Rhône-Alpes region. Under the impetus of the Ministry of Employment, 
local authorities and organizations responsible for economic development, 
employment and training have developed a joint scheme to help people in 
sectors facing job losses to retrain in fields and areas where there’s a skills 
shortage, such as healthcare. If successful, the scheme will be extended 
nationwide and across all sectors.
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Feedback from our experts
Interview with teams at Elsan’s Centre Médico-Chirurgical Les Cèdres in Brive

Isabelle Bielli-Nadeau, Director
“Our centre is a community healthcare provider with about 
20,000 patients a year and 280 employees. Our teams are 
all actively involved in supporting the local economy. This 
includes, for example, the Entreprendre network, which I’m 
vice president of for the Corrèze department. The network 
provides long-term support for new small businesses in the 

area. We’ve always cooperated with other healthcare providers, but the pandemic further strengthened our 
relations. Joint efforts include a Covid care unit set up in collaboration with the Brive public hospital. During 
the first wave, some of our staff provided backup for teams at the CHU Henri Mondor university hospital in 
Créteil. They travelled to the Paris region in the coach that’s usually used to transport Brive’s rugby players! 
We’ve also set up partnerships with various local charity organizations, especially Emmaüs, to provide 
support to the most vulnerable members of society, something I’m very proud of. We hope that our initiatives 
will inspire other hospitals to follow suit.”

Delphine Auboiroux, Healthcare Risk Coordinator and Disability Correspondent 
“We organize free medical examinations at Emmaüs’s centre in Brive for the socially vulnerable, people who 
tend to have no healthcare access. Our scheme received the “Citizens’ Healthcare Rights” label from the 
regional health authority in early 2020. It’s part of our off-site engagement programme, which also includes 
actions to reach out to people at temporary accommodation provided by the local social welfare centre. We 
host physical education and nutrition sessions tailored specifically to their needs to encourage and help them 
to lead more independent lives. Alongside these projects, we’re currently working on plans to adapt our centre 
to provide specific services for people with disabilities. Adapei, the local charity for families with disabled 
children, carried out an assessment of our existing facilities and helped us clarify needs and expectations. 
Special training will be provided for our managers. In addition, we partner with the RIPI Early Intensive 
Behavioral Intervention network, part of the Jacques Chirac Foundation, which provides support for children 
with autism and their families. The aim is for our teams to acquire the skills needed to deliver the specific care 
required by autistic patients.”

Kazim Eroglu, head of Quality and CSR Correspondent
“It’s true that we’re particularly sensitive to the needs of children. I’ve been involved in charity work for Unicef 
on a personal basis for many years. In partnership with the Pour Nos P’tits Gaillards charity, we acquired a 
little electric ride-on car so that kids can drive themselves to the operating theatre. It takes their mind off 
things. We also give them activity packs according to their age – colouring books, jigsaw puzzles, etc. – and 
they all get a ‘bravery certificate’ before they go home. This year, players from the Brive rugby team are going 
to donate their shirts, which members of the charity with sewing skills will turn into bathrobes for hospitalized 
children. They also make soft toys for disguising intravenous fluid bags. These little gestures of kindness don’t 
go unnoticed: our staff received some lovely gifts from their young patients during the Coronavirus crisis.”

Improving care delivery 
through joint efforts 

with local non-profits  
and other players”
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ELSAN,
putting patients first
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With a constant focus on quality, we develop 
innovative solutions to personalize patient care and 
provide seamless and coordinated care pathways.

Santé Atlantique in Nantes the region’s first maternity unit to receive 
Maternys accreditation

Created by France’s National College of Gynaecologists and Obstetricians 
(CNGOF), the Maternys stamp of approval is awarded after assessment to 
maternity units that are particularly committed to ensuring the wellbeing 
of expectant mothers. The distinction was awarded to our Santé Atlantique 
facility in recognition of its teams’ determination to deliver increasingly 
personalized care and advice to patients. It also reflects their commitment to 
continuously improving healthcare quality and safety, as well as the support 
provided to both women and couples.

• Ensure healthcare quality and safety

• Provide personalized patient care

• Address emerging public health issues
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Ensure healthcare quality and safety

Continuously striving to improve quality
Ensuring the quality of our healthcare services is a key priority for Elsan. In 2020, we focused our efforts on 
preparing for the new quality certification process for healthcare facilities introduced by France’s national health 
authority (HAS). We also worked hard to collect, analyse and manage data relating to the patient experience, by 
encouraging users to fill out questionnaires and implementing targeted operations and initiatives in our hospitals. 
The results of this campaign were conclusive, with Elsan achieving high scores on several e-Satis indicators.

• 100% of our facilities certified A or B by HAS

•  National e-Satis survey on patients’ satisfaction with their hospital experience: 
77.1/100 for day surgery (up 0.8 points year-on-year) – National average: 77.4/100 
74.9/100 for stays longer than 48 hours – National average: 73.6/100

Ensuring the safety of our services and facilities
To guarantee patient safety and security, our hospitals implement organizational procedures set out in healthcare 
quality and safety improvement programmes. Our teams work together, for example, to conduct regular analyses 
of adverse incidents, patient satisfaction surveys and complaints. To supplement the external controls required by 
regulations, our teams use the patient tracer method and carry out professional practice audits to evaluate and 
enhance their continuous improvement process. In addition, our facilities and equipment are maintained and 
upgraded to ensure compliance with the applicable standards, and our hospitals are regularly inspected by safety 
committees.

• More than 1,000 feedback and critical analysis meetings organized in our hospitals

• 151 tracer patients to assess organizational quality

Increased awareness of the patient experience will be one of the 
cornerstones of the upcoming HAS quality certification process. To analyse 
patient feedback as accurately as possible, we’ve implemented a tool that 
uses artificial intelligence and automated language processing algorithms. 
This method enables us to develop customized action plans focusing 
on avenues for improvement specific to local requirements. It also gives 
hospital teams insight into how patients perceive their work and their level 
of commitment.
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Provide personalized patient care

Transforming the patient pathway in hospital and at home
We organize personalized, coordinated care pathways for patients, structured around the various healthcare 
professionals involved. We’ve introduced outpatient assessment pathways in more than 20 areas relating to 
orthopaedics, obesity, obstetrics, pain and oncology. This organization facilitates prevention and improves patient 
care and multi-disciplinary monitoring, thereby helping to reduce the risk of complications. We’re also pursuing 
the deployment of our ADEL digital assistant, which provides services and functions that simplify health-related 
procedures. These include online appointment scheduling, access to remote consultation services, secure invoice 
payment, interactive maps of our emergency departments and a prevention and early screening module. We also 
support patients after discharge thanks to the Sanilea platform, for the organization of medical transport, and the 
Elsan Dom service, which puts patients in touch with privately practising professionals for follow-up care at home.

•  More than 26,000 outpatient assessments carried out in 2020, a year-on-year increase of more than 50%

•  30,000 downloads of our ADEL digital assistant and 140,000 patients monitored in the 34 hospitals that use the app

•  35,000 patients used the Elsan Dom service, representing a 50% increase

•  172,000 downloads of the Materniteam app for new and expectant parents since its launch and 16,000 active users  
each month

Improving patient wellbeing
Our hospitals offer patients a variety of options to ensure they have a comfortable stay (hotel services, home-like 
rooms in maternity wards, etc.) and do their best to make communal areas welcoming. At Clinique de Saint-Orens-
de-Gameville, for example, patients and visitors have access to musical instruments – a piano and a guitar – in 
the hospital’s reception area. In addition to providing medical care to patients, we offer a variety of resources to 
enhance their wellbeing, such as books, music, virtual reality headsets and ride-on cars for children heading to the 
operating theatre. Nearly half of our hospitals allow patients to walk to surgery, which reduces waiting time and 
enables them to play a more active role in their treatment process. 

•  88% of our facilities have adopted integrative medicine approaches, such as nutritional support (74%), psychological 
support (72%), hypnosis (45%), beauty therapy (43%), adapted physical activity (38%), sophrology (27%) and 
reflexology (24%)

The Centre Médico-Chirugical de Tronquières in Aurillac has developed 
a new care pathway for patients requiring hip or knee replacement surgery. 
It enables patients who are often old and geographically isolated to benefit 
from a simplified, coordinated pre-op process, as well as personalized 
support for their return home. All the medical examinations and 
consultations required prior to surgery are scheduled on the same morning 
or afternoon. On the same day, the patient meets the care staff involved, 
learns about the rehabilitation process and how to use crutches, and 
attends group meetings that facilitate communication with both healthcare 
professionals and other patients. At the end of the care pathway, the 
orthopaedic surgeon organizes the deployment of an enhanced recovery 
after surgery (ERAS) programme.
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Address emerging public health issues

Contributing to health-related innovation
Through our Innolab “living lab”, we implement an active open innovation policy aimed at driving the 
development of new resources and innovative services for our patients, healthcare professionals and hospitals. 
We assess an average of two innovation projects per week, with a view to developing and deploying the chosen 
solutions alongside the entrepreneurs involved. To round out our open innovation strategy, we also encourage 
intrapreneurship. During the three hackathons organized in 2020, more than 70 employees worked on projects 
initiated by their colleagues. In addition, our new “Click and Care” programme helps us facilitate access to 
healthcare by speeding up the digitalization and simplification of the relationship between patients, practitioners 
and community health professionals.

Developing preventive health initiatives
At Elsan, prevention plays a pivotal role in our vision of healthcare. Our hospitals implement numerous prevention 
initiatives for patients, visitors and employees, particularly during national public health events. Despite the 
pandemic, we’ve kept up our commitment in this area by maintaining screening campaigns and therapeutic 
education workshops whenever possible. Our hospitals have communicated extensively on Covid-19 issues, both 
onsite and online, via social media, webinars and in the press, to raise awareness of protective measures, ensure 
continuity of care and provide advice on sleep, nutrition and physical activity. Our ADEL app now includes a new 
function that enables users to create a personalized health plan depending on their profile, with reminders about 
recommended preventive measures, self-screening tests (vision, weight, incontinence, etc.) and the option of 
making appointments online.

• 108 therapeutic patient education (TPE) programmes offered by our facilities

• More than 6,200 patients attended TPE sessions

•  337 public health initiatives organized by our facilities (reaching more than 7,700 people), including 85 in partnership 
with a non-profit organization and 113 held off-site

One million contacts and more than 600,000 online appointments each month  
via Click and Care.

PATIENTS

RECEPTION SPECIALIST 
CONSULTATIONS

REFERRING 
DOCTORS

Enable administrative 
procedures and 

patient care to be 
carried out remotely

Propose the 
right health-

care service at 
the right time

Ensure the 
visibility of our 

hospitals 
and services

Facilitate access to 
healthcare (remote 

consultations, online 
appointments)

Enhance the secure 
exchange of information 

between healthcare 
professionals
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Feedback from our experts
Interview with Charlotte Matuszezak, head of the outpatient unit and specialist pain nurse at Hôpital Privé 
Guillaume de Varye near Bourges.

“We currently have 22 care pathways at our hospital, 
covering specialties as diverse as breast cancer, urodynamic 
testing, pre-op orthopaedics and rehabilitation and post-
op and follow-up care for weight-loss surgery patients. 
These pathways are organized into two main categories: 
rehabilitation and assessment.

For several years now, we’ve been developing the provision 
of outpatient care. The number of pathways has increased 

rapidly, mainly at the request of doctors. To support this development, we suggested setting up meetings to 
present the planned pathways and discuss how to implement them and systematically assess their relevance 
for patients and the hospital. Practitioners are involved in each phase of the pathway definition process, via 
several progress meetings.

More than 40 healthcare professionals participate in our pathways. The benefits for patients are tangible. In 
assessment pathways, they meet all the professionals involved in their pathology or operation (anaesthetist, 
nurse, surgeon, etc.) on the same day, while on the rehabilitation side, each patient is offered a specific, 
personalized care plan.

In practical terms, during an assessment day, patients are first welcomed to the hospital and offered assistance 
to help them find their way around. They then have a series of discussions, tests and assessments to determine 
their treatment. Lastly, following a meeting of the different caregivers involved, they have a consultation with 
the appropriate specialist, who writes their discharge summary.

Our hospital team includes dieticians, occupational therapists, enterostomal therapists, psychologists, 
physiotherapists and adapted physical activity instructors. This diversity of expertise means that we can offer 
patients a wide variety of supportive care options, ranging from dietary advice and sophrology to hypnosis, 
aromatherapy and foot reflexology.

Many of our pathways are unique, so we share feedback with the other Elsan hospitals in our region. And 
we intend to build on this momentum. On average, 900 patients pass through our pathways each month. 
Just like practitioners, patients appreciate the time saved and the coherence of the information received. 
The feedback we’ve collected through patient satisfaction surveys is very positive. We’re lucky to have an 
extremely committed and motivated team of healthcare professionals who invest time and effort in these 
projects and are willing to innovate and explore new opportunities.”

We adapt the care  
and support provided 

to each patient thanks 
to personalized care 

pathways”
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ELSAN,
environmentally responsible
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We are committed to limiting our impact on the 
environment by implementing the most responsible 
healthcare and consumption processes possible.

Ambitious ‘green’ transport plan at Centre Clinical in Soyaux (near 
Angoulême, west France)

Our Soyaux hospital carried out a study to improve transport options 
for employees, patients and visitors and at the same time reduce its 
environmental impact. Led by a group of volunteer staff, a three-year action 
plan is being rolled out to improve flows at the site and make it easier for 
people to get to the hospital by public transport or bicycle. Information 
campaigns and incentives will encourage people to leave their car at home 
and opt for greener modes of travel. This eco-friendly employer travel plan 
has received official accreditation from the Greater Angoulême urban 
community.

• Work together for a healthy environment

• Contribute to the fight against climate change

• Use resources sustainably
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Work together for a healthy environment

Protecting environmental health
Our facilities are actively committed to maintaining a healthy environment. To reduce micro-pollutant emissions, 
they use materials, devices and products that are free of controversial substances, together with bio-cleaning 
methods. Our maternity units are particularly engaged in these efforts. As well as using a range of eco-friendly 
skincare products and disposable nappies, they organize workshops on endocrine (hormone) disrupting chemicals 
(EDCs) and provide guidance for new and expectant parents on how to create a healthy environment for their 
baby. In 2020, 31 Elsan caregivers completed training in environmental health (20% more than in 2019).

•  70% of our facilities, and 77% of our maternity units, are involved in environmental health initiatives 

Preventing pollution and protecting biodiversity
We take proactive measures to minimize the environmental impact of our activities. The vast majority of our 
hospitals endeavour to reduce effluents and efficiently manage water resources. Combined, Elsan facilities use 
a total of 1.13 million litres of water annually — equivalent to 450 Olympic swimming pools. Our sites are also 
stepping up efforts to protect biodiversity. Almost half (47%) have implemented measures such as eliminating the 
use of biocides, delaying grass mowing, planting local species of flowers and shrubs, and reducing light pollution, 
as well as more creative initiatives like planting therapeutic gardens and green roofs. 

•   Nearly 16,000 trees planted in the Elsan forest in the Cher, Vienne, Yvelines and Vaucluse areas

•   85% of our hospitals have deployed measures to curb water consumption: 64% have installed flow regulators, 48% use 
economy-flush toilets, 57% conduct staff awareness actions and 24% implement patient awareness actions

•   80% have taken steps to improve water quality, notably by installing special equipment like waste cooking oil containers 
(61%) and dilution control units (57%) or by using eco-friendly cleaning products (49%)

Staff from the Polyclinique de Poitiers and Fief de Grimoire hospitals 
have teamed with the Vienne Construction Apprentice Training Centre, the  
Poitiers Social Welfare Centre and the Seuil du Poitou Environmental 
Initiative Promotion Centre as part of an environmental health project. The 
aim is to coach apprentices to act as “environmental health ambassadors” 
at their training centre through four modules: preventive health and 
awareness (covering diet, addictive behaviours, physical activity, etc.), waste 
management, water protection and management, and techniques for 
raising awareness on these topics among their fellow apprentices. Midwives, 
a dietician, a specialist sleep doctor and a public health awareness expert 
from our Poitiers facilities contribute to the different workshops. A new 
group of ambassadors was appointed at the start of the current academic 
year, and everyone involved is keen to make this a long-term initiative.
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Contribute to the fight against climate change

Reducing our carbon footprint
Our greenhouse gas (GHG) emissions stem mainly from our use of fossil fuels, refrigerants and medical gases. We 
deploy a range of measures to limit our environmental impact. We set up a task force, for instance, to educate 
anaesthetists and critical care doctors on restricting, or better still, eliminating the use of nitrous oxide. At least ten 
of our hospitals have replaced this powerful greenhouse gas with more environmentally-friendly alternatives. We 
also encourage the use of green transport options for both staff and patients, with 36% of our facilities adopting 
initiatives to promote decarbonized transport, mainly cycling. 

•  58,000 tonnes of CO
2
 equivalent emitted in 2020 (Scopes 1 & 2)

•  Elsan’s three most recent sites to qualify for HQE (High Environmental Quality) ratings: the new buildings at the Santé 
Atlantique hospital in Nantes and the CHPB Keraudren site in Brest, achieving a “very high standard”, and the future 
Hôpital Privé du Grand Narbonne, achieving “an excellent standard”.

Reducing our energy consumption
Optimizing energy flows is a central part of efforts to reduce our GHG emissions. We do this by ensuring that all 
heating and air conditioning systems are properly maintained. We’ve also developed key performance indicators 
(KPIs) to monitor and improve energy performance at our facilities. Actions taken by hospitals to curb their energy 
consumption include installing motion detectors (58%), insulating hot water systems (57%) and roofs and walls 
(20%), and putting heating and ventilation systems on the lowest settings in operating theatres (20%), except in 
emergency departments.

•   Total energy consumption in 2020: 320 GWh

•   85% of our facilities pursue initiatives to cut electricity consumption

•   8 hospitals are connected to district heating networks; 10 others are currently conducting studies or preparing 
deployment

We’re stepping up the replacement of heating and cooling production 
units by integrating them into energy recovery systems. The recovered 
energy is then injected back into the hot water, heating and air conditioning 
systems. At the Saint-Martin private hospital in Pessac, heat production has 
been completely overhauled with the installation of a more efficient boiler, 
coupled with a new control system and a building management system. 
At the Clinique Saint-Pierre in Perpignan, chillers have been replaced by 
a new-generation energy-efficient system that uses refrigerants with low 
global warming potential. These solutions are helping to reduce our energy 
consumption and our carbon footprint.
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Use resources sustainably

Reducing waste
Just like for our energy-focused initiatives, two years ago we set up a cross-disciplinary task force to address key 
aspects of waste management: reducing waste at source, managing waste more efficiently and ensuring compliance 
with regulatory requirements. 78% of our hospitals have launched waste reduction efforts by eliminating plastic 
bottled water at communal catering facilities (57%) and in wards and rooms (28%), reusing materials like ice packs 
and pallets (31%), and cutting down on single-use medical garments and devices (30%) and packaging (14%). 

•  Almost 4,500 tonnes of IFM3, which is processed to generate energy

• Almost 6,250 tonnes of NHW4 

Stepping up recycling
With no fewer than 50 different types of waste generated at our facilities, we’re constantly seeking ways to improve 
recycling. In partnership with startup Take a Waste, we’ve launched a series of technical and economic audits to 
optimize our recycling streams. One-third (32) of our hospitals have already been extensively audited and issued 
with a practical roadmap for enhancing practices. In addition, we provide them with lists of approved service 
providers and share best practices and updates to regulations to ensure compliance. They’re also encouraged to 
conduct actions to raise awareness about recycling among staff and patients, although the ongoing health crisis 
has hampered these efforts. 

•  Average recycling rate at our facilities: 
90% or above: batteries, printer cartridges, light bulbs and cardboard 
80% or above: waste electric and electronic equipment, paper, baby bottles 
50% or above: plastic packaging, domestic type waste, metals  
40% or above: plastic film, metal medical devices, domestic glass 

                      30%: biowaste

Clinique Médicale et Cardiologique d’Aressy has launched concrete 
measures to ramp up recycling rates and reduce waste at source. Numerous 
recycling streams are being overhauled to integrate the findings of the 
audit. As well as ensuring complete regulatory compliance, this will allow 
the clinic to reduce costs. But efforts don’t stop there. Inspired by European 
Waste Reduction Week 2020, the clinic decided to replace plastic bottled 
water with reusable drinks bottles, thereby avoiding the consumption of 
more than 4,000 bottles of water every month and drastically cutting down 
on waste.

3 Infectious medical waste
4 4 Non-hazardous (or domestic type) waste
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Feedback from our experts
Interviews with the teams at Santé Atlantique, Nantes.

Dr Céline Grosclaude, Anaesthetist and Critical Care 
Doctor, and Coordinator of the EcoAtlantique group
“EcoAtlantique is a group of about 20 staff from various 
departments set up two years ago. The aim is to extend the 
waste-sorting practices people are familiar with at home 
to our operating theatres. We’ve drawn on the diversity 

of people involved to establish an exhaustive list of all the actions required to improve recycling, primarily 
in operating theatres but also in the clinic’s other departments. Everyone actively contributes to setting up 
recycling streams and sharing best practices across teams. A series of initiatives have been launched, such 
as revamping sorting processes to reduce the carbon footprint of transporting waste to local processing 
facilities. We’ve also conducted campaigns to raise staff awareness about digital pollution and to encourage 
anaesthetists to use more environmentally-friendly products. We try to be as creative as possible to get the 
message across. For example, we devised a game to educate staff on the importance of properly sorting 
infectious medical waste and domestic type waste using a set of balls, each representing a different type of 
waste. After taking part, staff are given a “quick reference” summarizing the key guidelines. These short and 
simple training sessions enabled us to reduce infectious medical waste by 28% in 2020 compared with 2019. 
We’ve also set up a recycling stream for ready-to-use bottles of infant formula. Last year, 290 kg of bottles 
were recycled into other baby items.”

Nicole Colas, Operating Theatre Assistant
“Like everyone else in the EcoAtlantique group, I’ve helped introduce new waste sorting processes in all areas 
of the operating theatre. These include recycling zones for all kinds of office waste, such as batteries and 
printer cartridges. Cardboard packaging is now collected in a special container and sent for recycling, while 
the packaging surgical drapes come in is kept and used to make sealable bags for collecting paper to be 
recycled. We’ve also set up a little recycling station where staff as well as charity organizations can collect 
various types of materials to upcycle them. Plastic dishes, for example, are collected for re-use in schools and 
some of our single-use laryngoscope blades have been donated to an artist, who uses them to make lamps. 
The operating theatre generates a lot of waste, so finding ways to reuse it makes ecological sense!”

Anne Bravo, Operating Theatre Nurse
“We donate a lot of materials from our recycling station to a second-hand store, which puts them back into 
circulation. I’m the treasurer for a local charity we set up — Les P’tits Doudous de Santé Atlantique. It’s part 
of a parent charity called Les P’tits Doudous, which raises funds for projects aimed at improving the lives of 
children in hospital by recycling the metal waste generated primarily in the operating theatre (copper wire 
from electric scalpels, stainless steel, aluminium, etc.). Our goal is to prevent at least some of this recyclable 
waste from ending up in landfill. We used the money raised to support both environmental initiatives at the 
hospital and projects for our young patients, especially those who come in for surgery. One idea is to design 
some fun floor graphics to lead the way to the operating theatre. Medical staff seem pleased with all these 
initiatives. They’re very supportive and actively contribute, which is essential for pursuing actions underway 
and for exploring new avenues.”

Collaborative ‘green  
block’ initiative to reduce 

our environmental impact”
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ELSAN,
committed to our  
employees and doctors
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Elsan’s dynamic workforce planning and skills 
management policy is aimed at easing onboarding 
and providing a high-quality work environment  
for all.

Around 50 people with disabilities hosted by our hospitals as part of 
the Duoday initiative to promote inclusion

For the second year in a row, Elsan participated in the national Duoday 
initiative, which aims to recognize skills and dispel misconceptions by 
inviting people with disabilities to spend a day with an employee. Around 
90 Elsan employees from all regions volunteered to take part, ultimately 
resulting in the formation of 50 employee/visitor duos. At the Polyclinique 
du Val de Loire in Nevers, for example, three visitors spent the day with a 
staff member in the hospital’s reception, biocleaning and maintenance 
teams, thanks to a partnership with Cap Emploi Nièvre, a non-profit that 
promotes the employment of people with disabilities.

•  Support teams through organizational change

• Nurture talent

• Be a responsible employer



p.40

Support teams through organizational change

Tailoring the work environment to employees’ needs
At Elsan, we make a point of taking care of our 25,000 employees so they can continue to take care of our patients. 
Various programmes are deployed across the Group to provide training for management staff, allow employees 
to acquire professional qualifications and enjoy rewarding careers, and enhance quality of work life (QWL). In 
response to the Covid-19 pandemic, organizational changes were implemented during the year. Remote working 
solutions were deployed, enabling more than 2,000 employees to work from home, and additional support was 
provided to local managers, primarily to help them deal with employee absences and to bolster resources in areas 
facing shortages. All eligible employees received the government “Covid bonus” for healthcare workers, which we 
supplemented with special bonuses for employees who’d made a particularly outstanding contribution.

•  91 job categories

• 88% of employees are on permanent contracts

• 87% of our workforce and 73% of our management-level staff are women

Promoting social dialogue and facilitating workplace discussion
Our efforts to maintain constructive dialogue with union representatives go beyond those required by law. In 
response to the pandemic, we held meetings more frequently to ensure discussions remained regular and focused, 
while also maintaining the pace of negotiations. With employees under a significant amount of strain during this 
period, key topics included workplace health and safety and the prevention of psychosocial risks. Our hospitals 
also organized discussions between professionals when possible, to foster team cohesion.

• 73% of our hospitals signed enterprise agreements in 2020

• 71% have a profit-sharing agreement in place

We recently developed the Proximelsan programme, a simple and 
participatory employee-led initiative structured around four topics – 
employee safety, patient satisfaction, everyday irritants and routine team 
practices – that are reviewed each day by our healthcare and support 
functions staff. Under the programme, five minutes each day are dedicated 
to reviewing and resolving issues, with the help of dashboards. The 
programme is based on a collaborative approach and gives employees 
an active role in the continuous improvement process. It has been trialled 
successfully at our hospitals in the Centre-Val de Loire region (Hôpital Privé 
d’Eure-et-Loir, L’Archette, Guillaume de Varye and Saint-François) and will 
gradually be deployed across the Elsan Group.
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Nurture talent

Supporting skills development
Elsan employees are encouraged to develop their skills through internal mobility and training. In 2020, Elsan 
University supported our hospitals once again by offering training tailored to the needs of each employee. Course 
content was adapted to digital formats to ensure continuity and to enable as many employees as possible to 
participate in training sessions. In particular, tutorials on critical care and emergency procedures were used to 
support healthcare professionals working on the front line. A total of 30 new learning programmes, including 26 
in continuous professional development (CPD), were created in 2020.

•  Around 250,000 hours of training provided to our employees and doctors

•  More than 5,600 hours of training delivered specifically by Elsan University to 1,445 employees, of whom 98% 
highlighted the quality of the training provided by industry experts on their satisfaction survey

Maintaining productive relationships with practitioners
At Elsan, we pay particular attention to the recruitment and onboarding of new practitioners, partnering with 
junior doctors’ associations to attract the best talent in each specialty. With the help of our 95 Medical Staff 
Committee Chairmen, we maintain strong ties with our medical community, which includes the 6,500 (mostly 
privately practising) medical professionals who work in our hospitals. We help them set up and develop their 
practice, notably thanks to an active referral policy, and provide the technologies and technical resources they 
need to contribute to Elsan’s medical excellence. In line with the ongoing addition of new healthcare services, the 
number of practitioners recruited as employees has risen by 12%.

•  450 new practitioners recruited in 2020, of which 35% women and around 45% under 40

Clinical research is one of Elsan’s key commitments. We encourage 
practitioners to participate in the continuous quest to adapt and improve 
medical procedures, through research activities that focus on the service 
provided to patients. Our healthcare cooperation consortium serves as a 
sponsor for clinical trials that address predefined strategic research avenues. 
In this regard, we organize calls for proposals and launch trials either 
internally or externally – 61% in oncology and 14% in cardiology. Since the 
creation of our consortium in 2016, the work done by our 630 practitioner 
researchers has resulted in 1,460 publications and 340 clinical trials with 
industrial, institutional or internal sponsorship.
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Be a responsible employer

Ensuring occupational health and safety
All our facilities have a policy for protecting the health and wellbeing of their employees. In light of the health crisis, 
certain initiatives aimed at enhancing quality of work life (QWL) were stepped up in 2020, including assistance in 
returning to work after a long absence (+82%), the provision of psychological support or counselling services 
(+23%) and internal communications (+14%). Within the scope of our partnership with the regional pension and 
occupational health insurance fund, our private hospitals in the Provence-Alpes-Côte d’Azur region continue to 
implement prevention initiatives and invest in ergonomic equipment to improve working conditions for their 
staff. Elsan intends to replicate this programme at its hospitals in other regions.

•  91% of our hospitals are engaged in initiatives to improve occupational health and safety, primarily by upgrading 
personal protective equipment (81%), preventing musculoskeletal disorders (78%) and psychosocial risks (61%), and 
conducting infectious or chemical risk assessments (67% and 43% respectively)

Promoting diversity and equal opportunity
We make every effort to promote diversity and equal opportunity among our employees, right from the outset. 
Our enhanced policy on the employment of people with disabilities is now based on six focus areas, deployed as 
part of an agreement with Agefiph5. The agreement has helped strengthen our momentum in this area, particularly 
through the creation of a Group-wide disability task force, which is supported by a network of 90 disability 
specialists spread across our hospitals. Among the various initiatives carried out in 2020, we participated once 
again the Hello Handicap online job fair and organized special events during European Disability Employment 
Week. In total, 79% of our hospitals have introduced measures to make life easier for employees with disabilities, 
including workstation adjustments (65%) and additional time off (19%).

•  An average score of 90.9/100 for the 96% of our facilities required to calculate their gender equality index (more than 50 
employees), above the minimum threshold of 75 points

• A disabled employment rate for the Group of 5.54%6, up 1.42 points from the previous year

Our partnership with disability training facility CRIP produces results, 
just one year after it was set up.  
Located in the Occitanie region, CRIP is the only facility in France that trains 
people with disabilities to become qualified healthcare professionals. During 
the year, 13 trainees and one apprentice carried out internships in nine of 
our hospitals (in four different regions), for periods ranging from 10 days to 
12 weeks, as part of their training to become nursing assistants, nurses or 
pharmacy assistants. Looking ahead, we plan to strengthen our ties with 
CRIP and broaden the range of professions on offer to include administrative 
functions.

5 A French association whose remit includes helping to get disabled people into sustainable employment
6 At 31 December 2019
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Feedback from our experts
Interview with Elsan teams in the Hauts-de-France region.

Thomas Ballenghien, Director of Clinique de Saint-
Omer and coordinator for the region’s QWL initiatives
“Combined, the eight Elsan hospitals in the Hauts-de-
France region employ more than 1,500 people. As part of 
our organization into health areas, each hospital director 
is responsible for one or more cross-disciplinary topics for 
all employees in the area. I’ve been asked to handle issues 

relating to CSR, new funding and, more recently, biomedical sciences. The goal is to structure our quality 
of work life policy at the regional level while adapting it to the specific needs of each hospital. Our aim is 
to reduce the accident rate, prevent absences, improve working conditions and share best practices. Cross-
disciplinary initiatives have been implemented with very specific operational objectives, in collaboration with 
the heads of our quality, human resources and operating theatre units. Mélanie, for example, is in charge of 
the human resources component at all our hospitals, while Michel oversees the programme in our operating 
theatres. Following a call for proposals, our programme – which comprises 30 initiatives aimed at enhancing 
employee wellbeing – was selected by the regional health authority. The support provided enables us to speed 
up implementation across all departments. Thanks to effective coordination, we’ve created a virtuous circle 
that gets teams involved and fosters buy-in. It’s a reflection of our regional organization, where everyone has 
a role to play in implementing quality-oriented initiatives.”

Mélanie Lenne, Human Resources Director for the Hainaut-area private hospitals and HR 
Coordinator
“First, we conducted a detailed analysis based on data shared with all the HR managers in our hospitals. 
With the support of the QWL committees set up at all sites, we defined common KPIs and identified priority 
issues, notably by using feedback from the Group-wide employee engagement survey carried out in 2019. 
Each hospital provided input on the various proposals, and we then consolidated the results. All of this led to 
the development of an action plan based on four main avenues: improving workplace wellbeing (including 
staff areas); workstation adjustments, work postures and occupational hazards; innovation as a lever for 
enhancing career paths and improving integration; and the promotion of teamwork and transfer of skills and 
expertise. Certain initiatives are trialled by pilot hospitals first and then rolled out across the region. In that 
case, a toolbox and support kit are created to facilitate their replication at other facilities. To sum up our QWL 
programme, I’d like to borrow an expression used by one of our quality managers, who likened us to ants, all 
working together to achieve something big.”

Michel Leclercq, Training and QWL Coordinator
“With around 30 initiatives designed to improve employee wellbeing, it’s a very comprehensive programme. 
It includes sport and stress management sessions, new relaxation areas, input from an ergonomist and even 
a photo shoot to strengthen ties and showcase the work of our healthcare professionals. Alongside all these 
initiatives, training is an important way of enhancing quality of work life and improving risk management. It 
also allows us to engage closely with local teams. We have training and assessment materials on 17 different 
topics, with a focus on the fun aspects particularly appreciated by employees, like the recent operating room 
hygiene challenges, which saw more than 40 staff taking part. For new arrivals, we provide very short training 
sessions that focus on the fundamentals to facilitate their integration into our teams. A dedicated digital tool 
enables us to centralize employees’ training needs, find dates that fit their schedules and share information 
across the region. Quality, professionalism and responsiveness are the three words that best sum up our QWL 
programme – not to mention adaptation, because we managed to find time for training even during the 
health crisis.”

A quality of work life 
programme designed 

collectively for all 
employees in the region” 
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Cross-reference tables

Scope and methods
Our 2020 non-financial performance report covers all Elsan activities in France.

The figures shown in this report are provided either by the relevant department (i.e. real estate, human resources, quality, 
communications, etc.), or are taken from statements published by our facilities (general care _ medicine, surgery, obstetrics, post-
operative rehabilitation facilities, dialysis and radiotherapy centres) as part of annual reporting procedures, overseen by our 86 
CSR correspondents. 

Unless stated otherwise, the indicators correspond to data from 96 facilities (or 100% of all facilities consulted). Data referring to all 
sites and Elsan’s three headquarters (Paris, Perpignan and Bordeaux) is followed by an asterisk in the “Scope” column. 

To accurately reflect the Elsan Group’s ongoing development, both the scope and indicators are liable to change from year to year. 

Appendices

Information required by Article R225-105 
of the French Commercial Code on non-

financial performance reporting
2020 indicators Scope Details

1. SOCIAL
a) Employment:
-Total workforce and breakdown by gender, age 
and geographic area

• 25,000 employees 100%*

Page 40
• 87% women 100%

• 88% permanent contracts 100%

• Average employee age: 41.2 years 100%

• 6,652 interns and apprentices 100%* Page 24

-New hires and redundancies • 109,683 hires / 109,846 terminations (fixed-term and 
permanent contracts) 100%

Page 40

-Salaries and other forms of compensation • 70 employee incentive schemes 100%

b) Work organization:
-Work schedule organization

• Each facility establishes its own work schedules according to 
its requirements and resources 100%

-Employee absence rate • Absence rate across the Group (illness and occupational 
injury _ permanent staff): 9.5% 100%*

c) Health & safety:
-Workplace health & safety conditions
-Occupational injuries and diseases (frequency 
and severity)

• 91% of our facilities are engaged in initiatives to improve 
workplace health & safety 100%

Page 42
• Work-related accident frequency rate: 31.41 (average)
• Work-related accident severity rate: 3.57 (average)

29%

d) Employee relations:
-Organization of social dialogue, especially 
cascading of information and employee 
consultations and negotiations

• All mandatory meetings are effectively held 100%*
Page 40

-Collective bargaining outcomes, especially 
regarding workplace health & safety

• 92 structures are required to hold annual mandatory 
consultations: 82 agreements signed 100%

e) Training:
-Training policies implemented, especially on 
environmental protection
-Total number of training hours

• About 250,000 hours of training delivered 100%* Page 41

f) Diversity and equal opportunity:
-Gender inclusion actions
-Disability inclusion actions
-Non-discrimination policy

• 96% of our facilities required to calculate their gender 
equality index (those with 50 employees or more) are above 
the minimum threshold of 75 points, and our average score is 
90.9/100.

100%

Page 42

• 73% of Elsan managers are women 100%

• 5.54% of the workforce are disabled people (2019) 100%*

• 79% of hospitals implement disability inclusion policies and 
48% disabled employment policies 100%

• Partnership agreement with Agefiph, the accredited French 
agency for the employment of people with disabilities 100%*
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Information required by Article R225-105 of 
the French Commercial Code on non-financial 

performance reporting
2020 indicators Scope Details

2. ENVIRONMENTAL
a) General environmental policy:
-Environmental policy and practices and, 
where applicable, environmental performance 
assessment and certification
-Resources devoted to environmental risk and 
pollution management
-Provisions and guarantees for environmental 
risks, provided that this disclosure is not likely to 
seriously harm the organization’s position in an 
ongoing lawsuit

• 1 Group-wide waste management and reduction task force
• 1 Group-wide energy consumption task force
• 1 facility certified under the eco-management and audit 
scheme (EMAS)

100%* Pages  
34 to 36

b) Pollution:
-Measures to prevent emissions that can 
potentially significantly affect the air, water and 
soil
-Integration of sound and light pollution and all 
other forms of business-specific pollution

• 70% of our hospitals and 77% of our maternity units are 
involved in environmental health initiatives 100%

Page 34

• 80% of our facilities implement water conservation and 
quality management measures 100%

c) Circular economy:
i) Waste reduction & recycling:
-Waste prevention, recycling, re-use and other 
forms of waste recovery and disposal

Recycling rates:
• 96% of batteries and printer cartridges — 90% of 
lightbulbs — 82% of WEEE — 92% of cardboard
78% of paper and 67% of confidential documents
56% of plastic packaging (83% just for baby bottles) — 42% 
of plastic film 
52% of metals
• 41% of domestic glass — 23% of medical glass

100%

Page 36

• 4,487 T of infectious medical waste 86%

• 6,253 T of domestic type waste 42%

-Actions to reduce food waste • Biowaste recovery rate: 29% 100%

ii) Sustainable use of resources:
-Water consumption and water supply, according 
to local requirements

• Total water consumption: 1.13 million m3 75%
Page 34• 85% of our hospitals implement water conservation 

measures 100%

-Consumption of raw materials and measures 
taken to use them more efficiently Not applicable

-Energy consumption, measures taken to improve 
energy efficiency and use of renewables

• Total energy consumption (gas, electricity, fuel oil, heat): 
320 GWh 95%

Page 35
• 85% of our hospitals implement energy savings measures 100%

-Soil use Not applicable

d) Climate change:
-Significant greenhouse gas emissions, generated 
in particular through the use of goods and 
services provided
-Measures taken to adapt to climate change
-Medium and long-term greenhouse gas 
reduction targets, and measures taken to achieve 
them

• Greenhouse gas emissions (Scopes 1 & 2): 57,280 T (CO2eq) 95%

Page 35

•3 buildings certified to High Environmental Quality (HQE) 
standards 

e) Biodiversity: 
Measures taken to protect and restore biodiversity

• 47% of our hospitals implement biodiversity protection 
measures 100% Page 34
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Information required by Article R225-105 of 
the French Commercial Code on non-financial 

performance reporting
2020 indicators Scope Details

3. SOCIAL
a) Sustainable development commitments:
-Impact on employment and local development

• Direct and indirect taxes generated by the Group: €4 billion 100%*

Page 24

• 15 of our hospitals are among the 10 largest employers in 
their area 100%

• 85% have signed agreements with schools and universities 100%

• 69% work with local firms and suppliers 100%

-Impact on neighbouring and local communities

• 52% of Elsan hospitals offer telemedicine services 100%

Page 22• 51% offer “satellite consulting” services 100%

• 79% offer social work services 100%

• Elsan is part of 24 healthcare cooperation consortiums 100%

Page 23
• 1,556 active agreements signed with other healthcare 
provider communities 100%

• 95% of hospitals actively cooperate with local healthcare 
providers 100%

• 88% offer integrative medicine care 100% Page 29

• Number of preventive health and awareness days: 337, 
including 113 held off-site 100%

Page 30• 43% of hospitals offer therapeutic patient education (TPE) 
sessions 100%

• 1 Group-wide preventive healthcare task force 100%*

-Stakeholder relations and stakeholder dialogue

• Employee engagement survey 100%*

Pages 
16/17

• Social and economic committees 100%

• Medical staff committees 100%

• Joint committees with patient user groups 100%

• Average e-Satis survey score (48 hr+ stay in medicine, 
surgery, obstetrics): 74.9/100 100%

Page 28
• Average e-Satis survey score (outpatient in medicine, 
surgery, obstetrics): 77.1/100 100%

-Corporate partnerships and philanthropy

• 28% of hospitals support sports, social, cultural and 
community events 100%

Page 24
• 133 partnerships with non-profits 100%

b) Outsourcing and suppliers:
-Integration of CSR issues in purchasing policy
-Consideration of CSR issues in supplier and sub-
contractor relations

• 61% of hospitals work with local firms in the supported 
employment sector 100%

Page 24

Page 17

c) Ethical business practices: 
Corporate measures taken to protect consumer 
health and safety

• 100% of hospitals “V2014 Quality & Safety” certified by 
France’s national health authority (HAS) 100%

Page 28
• 100% of eligible hospitals received IFAQ funding in 2020 (in 
recognition of their quality performance) 100%



p.47

Elsan CSR contact 
Valérie Loze, CSR Director, Elsan
loze@elsan.care
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We wish to thank everyone who contributed to this report, 
especially Elsan’s CSR correspondents and hospital directors.
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