


of conflicts between laws of the
same value and, finally, when the
consequences of the application of
a text individually create a particu-
larly inequitable situation. In these
exceptional cases, the Mediator of
the French Republic tries to pro-
pose a solution compatible with the
spirit of the law or regulation. “Such
a recommendation - little-known
or even unknown - is not always

understood and accepted by the
various public services for which
it is meant. Therefore, the organic
law could specify the modalities for
implementing the Human rights
defender’s recommendations in
equity in order to reaffirm the pri-
macy thereof”.

In fact, it would be necessary to
see to it that the intervention of
the Human rights defender, based
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on equity, is implemented, regard-
less of any provision to the contrary.
The exemption from any liability,
especially financial liability, of the
officials who will be implementing
the Human rights defender’s recom-
mendation in equity should also be
provided for to make fully effective
this very original power. Further-
more, a special report to the Parlia-
ment on these recommendations
with financial implications could
also be envisaged.

The Human rights defender is,
therefore, an undeniable institu-
tional advancement and is in line
with the much sought-after logic
of rationalisation and efficiency.
The most appreciable progress is
without doubt with regard to com-
plainants themselves: people who
consider themselves victims will
soon have an easily identifiable and
accessible interlocutor.

The Mediator of the French Republic
is not a political decision-maker; it
is the legislator that will decide the
content of this bill. Nevertheless,
the Mediator is still free to draw
the attention of politicians to cer-
tain points and to highlight some
unchanging principles: no matter
the area and internal organisation
chosen, the Human rights defender
can only confer additional powers
and resources on the independent
authorities it will group together.
Elevating the Defender to a con-
stitutional level can only result in
an “ascending vacuum extraction
effect” for these authorities. Future
debates will give priority to defend-
ing causes and persons over pre-
serving existing structures. &
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ABOUT THE INSTITUTION

Every activity of the services of the Mediator of the French Republic
tends towards one objective: finding an answer to each complaint,
since the complainant is guided in the administrative labyrinth. More
easily accessible to the citizens, the Institution has reinforced its liste-
ning capacity by completing its presence in prisons or even by promo-
ting the Healthcare Safety and Security Unit. Created on 1% January
2009, this latter is meant to complete the field of activities of the
Mediator of the French Republic. Proposal forces known to bring
about some changes in the legal frameworks, the Institution’s sec-
tions are working towards the transition to a Human rights defender.
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Delegates: men and women close to those who need them p. 79
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High technicality in an ever-changing environment p. 81

THE CIVIL SERVANTS/PENSIONS SECTION
Career, insecurity, unemployment, illness, pensions:

polymorphous complaints p. 82
THE JUSTICE SECTION

Directing the complainant and facilitating dialogue with the administration  p. 83
THE SOCIAL SECTION

For better understanding between the contributor

and social security organisations p. 84
THE TAXATION SECTION

Towards better guarantees for taxpayers p. 85
THE REFORM SECTION

Getting the authorities to accept public debates on important issues p. 86

THE HEALTHCARE SAFETY AND SECURITY UNIT
Understanding, intervening, alerting p. 87
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REGIONAL DEVELOPMENT DEPARTMENT

Delegates: men and women close
to those who need them

Developing a proximity-oriented network: 419 reception centres allowing everybody

access to the Institution.

By the end of 2009, 281 delegates were receiv-
ing the general public in 419 reception centres;
these figures have continued to grow over the
past few years. Always acting in keeping with
its mission, the Institution tries to get closer to
those who need it most, such as people living
in sensitive neighbourhoods, disabled persons
or detainees.

Today, 210 delegate Mediators of the French
Republic receive the general public in local
structures, such as legal-information centres,
legal-access points or public-service centres,
or even structures made available by regional
authorities. 108 delegates still receive people
in prefectures and 33 in sub-prefectures.
Most of the recent structures result from the
delegates’ permanent concern to get closer
to users: five delegates in the Gard are thus
receiving the general public in twelve different
reception centres; some other delegates have
split their offices, like in Liévin, the Pas-de-
Calais, or in Saint-Denis de La Réunion. The
situation of a reception centre is not fixed: if
the activity of a reception centre is not satis-
factory, the office is transferred. This is how in
2009, that of Vernon, in Evre, was transferred
to Louviers, that of Vandceuvre-les-Nancy to
Briey and that of Saint-André to Saint-Pierre
in Reunion.

Reinforced presence in prisons

The implementation of the programme was
continued at a constant rate and, by the end
of 2009, the situation could be considered as
satisfactory: 57,500 detainees (including 3,140
in the overseas territories), i.e. 94% of the total
number of detainees, spread over 164 prisons,
had direct access to a delegate. 60 of these

281 delegates
41 9 reception

centres

97,500

detainees have
access to a delegate
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prisons have regular office hours while 104
others have access on a case by case basis. 149
delegates (i.e. more than half of the total mem-
bers of the network) are currently involved in
the programme.

A harmonious development

thanks to mutual efforts

Such a high growth should not be at the detri-
ment of the quality of interventions. The del-
egates are given continuous training by the
Institution (close to 250 training days in 2009).
All the delegates have access to the Institu-
tion's information system (messaging system
and intranet portal), which is a means of docu-
mentation and exchanges within the network.

Finally, the delegates are also encouraged to
combine their know-how through team work.
Today, 226 delegates from 73 departments,
i.e. more than two third of the network, meet
regularly at work meetings which favour
cohesion in approach to issues and bring them
additional support by bringing about regular
exchanges between them.

These delegates now meet four or five times a
year, within an interdepartmental framework,
for some work meetings involving about ten
participants. The meetings are held according
togeographiccriteria, orease of transport. The
Centre, Brittany, Limousin and Champagne-
Ardenne regions discovered this type of work
since the start of 2009 and have continued.
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THE ADMISSIBILITY SECTION

Directing, informing,
and handling emergency situations

The Admissibility section is the reception and orientation platform for complaints arriving
at the institution. Any detected emergency is handled by a dedicated unit. Inadmissible
complaints are replied to in detail, with arguments in support of the reply, and the complainant

is directed to the relevant organisations.

The Admissibility section plays two basicroles.
First, it receives all the requests sent to the
Mediator of the French Republic, directly or via
a member of Parliament. It then examines the
requests, forwards those that are admissible
to any of the examination units of the Mediator
of the French Republic and, if applicable, to the
Healthcare Security and Safety Unit, or to the
regional delegates. In 2009, there was a rise in
nationality and pension-related requests from
citizens of former French territories, as well
as in requests concerning fines.

2009 was also characterised by the introduc-
tion of other methods of referring cases to the
Mediator of the French Republic. In Septem-
ber, the Admissibility section put in place an
electronic form. Within a few weeks, this tool
was adopted by the citizens who, by using it
almost like the traditional mail, have practi-
cally doubled the number of requests sent to
the Mediator of the French Republic. Advan-
tage: it speeds up exchanges when the sec-
tion needs additional information on the com-
plaints, which can then receive a quick reply
or be forwarded for examination. The success
of this form will not make it replace the tradi-
tional mail, since the target population is not
the same.

The second task of the Admissibility unit cor-
responds to another mission of the Mediator of
the French Republic: serving as a legal-infor-
mation access point and local interlocutor. For
the Admissibility section, a golden rule is never
to leave a request without a reply. In fact, it is
all about processing all complaints not admis-
sible because they are not within its activ-
ity fields in the sense of the law of 3 January

6 443 cases

received (outside
the Healthcare
Security and Safety
Unit).

1 1 8 cases
handled by the
emergency unit;

12 of them resulted
from processing
forms.

52.5% of the

complaints sent to
the Institution were
not admissible,

i.e. 3,377 cases
examined by the
Admissibility
section.

2,387 e-mails

received and
processed.

1,669 forms since
1% September 2009;
1342 led to the
creation of afile,

i.e. 80.4%.
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1973. Such requests represent nearly half of
the requests sent to the Mediator of the French
Republic and basically concern private litiga-
tion: family problems, relations between ten-
ants and landlords, consumer law, on-going
legal proceedings, etc. The complainants
receive, after their requests are processed
by the unit, a clear, complete and useful reply
which explains why the Mediator of the French
Republic is not empowered to handle such a
matter, which steps they ought to have taken
or could still take, and the addresses of the
organisations to contact if necessary. The
Admissibility section thus solves the problem
of lack of knowledge of administrative proce-
dures on the part of the general public. Some-
times the Admissibility section detects the
urgency of a complaint upon reception: threat
of expulsion, blocked bank accounts, loss of
minimum income entitlement, etc. The very
short time the complainant sometimes has to
file an appeal may also increase the need for
immediate reply. 118 cases were thus handled
by the emergency unit in 2009.



THE GENERAL MATTERS SECTION
High technicality in an ever-changing

environment

Enumerating the areas covered by the General-matters section would amount to drawing
a list like Prévert of everyday tragedies and the big matters of principle which punctuate
everyone’s life. This is a section where legal rigour and initiatives are combined to effectively

examine admissible complaints.

The people in charge of the General-matters
section are from the legal services of the
central administrations, regional authorities
or public organisations. They combine their
knowledge of administrative life with their
desire to support complaints that merit a
mediation so as to find fair solutions, in keep-
ing with the legal framework and the interest
of the parties involved. This is a rigorous and
creative work, which may neither accuse an
administration, nor undermine the political lib-
erty of elected representatives. It encourages,
if necessary, the administration or authority to
modify its practices.

AREAS COVERED
BY THE GENERAL-MATERS SECTION

Agriculture - Regrouping of lands - Re-
gional authorities- Public works contract-
Press and communication - Public liberties
- Economy and various subsidies - Pub-
lic services — Education and professional
training — Recognition of diplomas- Access
to regulated professions - Culture - Envi-
ronment - Expropriations - Urban planning
- National planning - Roads - Domaniality
- Public works - Transport and road traf-
fic - Tourism - Healthcare - Administrative
responsibility — Administrative police - Ex-
ecution of legal decisions taken by the ad-
ministrative jurisdiction, etc.

666 cases closed

in 2009.

782 cases
opened in 2009
including.

390/0 concerned

fines and road
traffic.

and 290/0

concerned
urban planning,
environment, the
public domain,
public works and
roads.
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Quite often, it is necessary to “dissect” a situa-
tion which has become complex over the years,
before finding a fair legal solution. The Media-
tor of the French Republic cannot impose any
solution. Since he is neither part of the dispute,
nor the legal representative of either parties,
nor a judge; he follows matters from a dis-
tance, which enables him to offer his service
free of charge to complainants, and to achieve
an agreement between the parties involved on
a solution which closes the past and opens the
present. This requires the readiness to listen
and... A lot of time.

Due to the variety of the cases it handles, the
General-matters section has a lot of interlocu-
tors at the local level (regional authorities, pre-
fectures, DDE, Drire, Drass, etc.) and national
level, especially in ministries.

The cases handled require high technical-
ity and constant update of the knowledge of
ever-changing laws and jurisprudence. For
the most important or frequent issues, the
General-matters section compiles technical
and topical notes highlighting the main lines of
the reforms to make.
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THE CIVIL SERVANTS/PENSIONS SECTION

Career, insecurity, unemployment, illness,
pensions: polymorphous complaints

The social welfare of civil servants is far from perfect. Moreover, contrary to clichés,

job and income insecurity also exist in the civil service as well as among contract civil servants.
Finally, even if the 2003 pension reform is a bit far back in time, the issue of pension is

the second matter referred to the section, after career-related complaints.

The Civil Servants/Pensions section handles
conflicts concerning civil servants from the
three civil service categories (departments,
hospitals and State), if such conflicts do not
concern the hierarchical powers of the admin-
istration that employs them. It also receives
cases from officials without a civil servant
status but who have been employed within the
framework of a public contract; the number of
this employee category is growing as regional
authorities and administrations are increas-
ingly resorting to contractual workers. Han-
dling these cases requires particular exper-
tise but also more and more flexibility. In fact,
although the career management aspects are
subject to civil service rules, the problems of
the civil servants’ social welfare and social
security are increasingly tending towards the
big schemes of the private sector.

The Mediator of the French Republic always
receives a huge number of complaints con-
cerning unemployment benefits, not only
because some hospitals or small regional
authorities have poor knowledge of the sub-
tleties of the law in relation thereto, but also
because, like the State itself, they practise
self-insurance, and the payment of the unem-
ployment benefits they have not budgeted for
often constitutes an additional cost they are
unwilling to bear. Thanks to the action of the
Mediator of the French Republic, many of them
have understood that signing an agreement
with Unedic and Péle Emploi (organisations in
charge of unemployment benefits) was becom-
ing a wise precaution in view of the changes in
the civil service and the rise in the use of con-
tract workers. On the other hand, despite the

406 cases

opened in 2009

and 302 cases

closed
including

320/0 concerned

pension-related
cases

and 80/0

concerned
unemployment-
related cases

260/0 of the

mediation actions
successful
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imminent adoption of the reform proposals
made by the Mediator of the French Repub-
lic to harmonise on this point the statuses of
the three civil service categories, complaints
continue to come in from civil servants sent
on compulsory sick leave and, who sometimes
remain without income for several months due
to their administration’s transgressions.
Concerning career management and their
long-term impacts on pension, the massive
influx of related complaints has ceased since
2008. Today, the Civil Servants/Pension ben-
efits section handles increasingly complex and
sometimes multifaceted issues, which require
refined legal expertise. The positive side to this
decrease in the volume of complaint, which
continued over three quarters of 2009, is a
significant improvement in the quality of ser-
vice. The cases were managed as needed, thus
allowing more effective and more demanding
contact with prison administrations. More-
over, the rate of successful mediations has
doubled.

Complaints concerning veterans and war
victims have remained stable, fuelled by the
low resources used by the administration to
absorbthe impacts of political decisions which,
though generous, require long and complex
examination.

Finally, since the end of October, there has
been an influx of new complaints (about 25%
of the complaints received in November and
December]. Absorbing this new influx while
maintaining the same quality of service will be
the challenge of 2010.



THE JUSTICE SECTION

Directing the complainant and facilitating
dialogue with the administration

The justice section basically handles issues pertaining to foreigners’ rights, citizenship and civil
status. In 2009, the distribution by type of requests handled was close to the one observed
in 2008, however, with a slight decrease in the number of complaints on foreigners’ rights.

The Justice section handles disputes between
natural persons or corporate bodies and the
public service of the judiciary. This activity
covers the three components of the Justice
ministry: courts, prisons and judicial means of
protecting the youths. It also covers the admin-
istrative judicial tasks handled by members of
the jurisdictions, as well as the activities of the
professionals that participate in the jurisdic-
tional procedures: lawyers, solicitors, nota-
ries public, sworn experts. The Justice section
also handles cases concerning civil status or
foreigners’ rights.

With 32% of the cases handled, foreigners’
rightsis the largest part of the activity and con-
cerns foreigners all along their life: visa, stay
permit, family reunification, naturalisation,
etc. In this particular area, the Justice section
does an important pedagogical work, in order
to better inform the complainants, among
others, about the administration’s “power of
assessment”, often considered as unjust.

In terms of volume, questions pertaining to
citizenship (18%) and civil status (17%) are two
other most important sources of the com-
plaints handled. The rest of the section’s activ-
ity consists in handling requests concerning
the public service of the judiciary and legal
proceedings as wellas court officers. Although
the examination periods rarely exceed a few
months, civil status-related issues, despite
their complexity, may sometimes be resolved
within 48 hours.

591 cases
opened in 2009
including

32%) concerned

foreigners’ rights

and 180/0

concerned
citizenship-related
issues

537 cases

closed
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The Justice section generally works with the
foreigners’ office of prefectures, the central
civil status office of the Foreign and European
ministry, public prosecutors, and clerks at the
citizenship department of the Justice ministry.
In 2009, efforts to generalise the creation of
offices of delegate Mediators of the French
Republic in prisons were continued, crowning
with success the experiment started in 2005 in
order to increase detainees’ access to media-
tion. Fully in keeping with the Institution’s
pedagogical missions, it continued its action to
improve prisoners’ access to law.
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THE SOCIAL SECTION

For better understanding
between contributors
and social security organisations

The help of social security organisations and social welfare offices are increasingly sought,
and these organisations are finding it difficult to provide a solution suited to the big difference
in professional and family situations. Old age and unemployment insurance is the most frequent

issues handled by the Social section.

The Social section basically examines disputes
concerning social security benefits, basic and
supplementary pension, family and social wel-
fare allowances, minimum benefits, housing
benefits, employment support and unemploy-
ment benefits.

Giving explanations to citizens is one of the
major activities of the Social section. In the
labyrinth of the social security procedures
and laws, the requestor is often helpless and,
sometimes, appalled. A simple piece of infor-
mation can make a difference when a citizen’s
request for aid is rejected, or when the citizen
is deprived of his allowances without prior noti-
fication, or even has to cope with the silence of
certain organisations. While examining cases
referred to it, the Social section often has the
opportunity to explain social security regula-
tions and their application.

The Social section also creates and develops
some networks of contacts in social welfare
organisations and in administrations, impor-
tant intermediaries in pursuit of its activities.
Also acting in close collaboration with the
regional delegates of the French Republic,
characterised by their closeness to citizens,
the Social section strives to choose, depending
on the urgency of the cases, the interlocutors
and intervention methods most suited to its
activity.

521 cases closed
in 2009.
including

33%) for old-age

insurance

and 21 0/0 for

unemployment
insurance

829 cases

opened in 2009
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The very frequent changes in laws, especially
inthe social field and which can make adminis-
trations give contradictory answers, increase
the number of complaints sent to the Mediator
of the French Republic. Their examination is
even more complicated by the relative unsuit-
ability of the laws to social changes. The social
mobility and multiple professional situations
associated with different schemes are largely
the reason for the increasing complexity of
complaints.

Many others concerned the question of retire-
ment, a recurrentissue which constitutes a big
part of the activity of the Social section and is
likely to remain so in 2010 and beyond.



THE TAXATION SECTION
Towards better guarantees for taxpayers

The conditions for applying regulations, often considered as unstable and too restrictive
- thus unjust -, reinforce the desire to obtain more clear information and have real guarantees.

Almost all the cases examined by the Taxation
section concern State or council tax. These
very diverse cases, with a lot of financial and
social implications, are presented at all stages
of the administrative and litigation procedures,
from the contestation of the basis for taxation
or its collection up to appeal to the judge and
even after judgement. Personal taxationissues
occupy a major position and concern family
situations (divorce, dependents’ allowance,
alimonies), professional situations (allowable
expenses, employment bonus, unemployment
benefits), patrimonial situations (inheritance,
donations, monetary values, added values) as
well as exceptional and deferred incomes, or
exemptions on tax credits and various advan-
tages (“tax niches”).

Questions of inland revenue inspection (proce-
dure, legal interpretation of facts, tax collec-
tion difficulties) in companies, some of which
stake their survival and their employees’ jobs,
concern about 20% of the complaints received.
Tax inspection forindividuals generally results
from that of companies in which they are man-
agers or associates, or from cases of identity
theft. Finally, complaints against regional
authorities mainly concern increments,
deemed excessive, in council taxes, especially
for the funding of the collection of household
refuse, as well their real estate valuations and
cases of exemption.

458 cases
opened 2009
including

260/0 concerned

a derogatory or
favourable tax
scheme

1 2%) concerned
inland revenue

inspection in
companies

8% concerned
transfer

of property

1 50/0 concerned

cases, related to
the economic crisis,
concerning free
reviews

366 cases closed

in 2009
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Among these complaints, it seems that in addi-
tion to the solutions of compromise, tax relief
or deduction obtained or time given to the com-
plainants, the request for information in view
of the complex taxation system is increasingly
high. Clarifying the laws and explaining the
resulting decisions, especially the decisions
taken by administrations, occupy a predomi-
nant place in the activity of the Institution.
Thus, the Mediator of the French Republic also
helps the citizens to exercise their rights.

The Taxation section has also noticed that
cases based on a specific and particular legal
point are no longer a majority. Henceforth,
most of the complaints concern an entire issue
or procedure. For the citizen, this means that
they consider the administration’s attitude and
the complexity of the entire legal framework
as the reason for what they regard as general
malfunctions, and think that only an indepen-
dent authority, the Mediator of the French
Republic, can clear the situation.
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THE REFORM SECTION

Convincing the authorities to accept public
debates on important issues

In the face of escalating laws, which can result in difficulties of application for administrations
and unjust consequences for the citizens, the reform proposal powers of the Mediator

of the French Republic are basically focused on the pursuit of two objectives: searching

for the highest level of equity and correcting malfunctions in the public service.

The law of 3 January 1973, reinforced through
that of 12 April 2000, confers on the Media-
tor of the French Republic the power to make
reform proposals himself, or through direct
referral from a citizen, a member of Parlia-
ment or any member of the civil society. The
reform proposal mission is a logical extension
of the individual mediation task. In fact, this
makes the Mediator of the French Republic
an observer of the social realities that fuel his
reflection with a view to improving our laws or
regulations. Beyond that, the Mediator of the
French Republic intervenes in social issues:
changes in the family, pension, mobility in
Europe, protection of citizens, consumers and
fragile populations, indemnifying victims of
healthcare tragedies, working of justice and
the healthcare system, etc.

1 2 reform

proposals adopted
in 2009

6 reform
proposals not
adopted in 2009

55 reform

proposals awaiting
areply
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The reform proposals sent to the ministries
concerned are either aimed at correcting
the malfunctions in a public service or in an
administration, or reducing the situations of
iniquity which result from the application of
a law. In 2009, 15 new reform proposals were
made on various issues such as PACS related
social rights, protection of children, bank
charges, indemnification of victims of French
nuclear tests or reinforcing the legal status of
legal autopsies.



HEALTHCARE SECURITY AND SAFETY UNIT (P3S])
Understanding, intervening, alerting

Most often contacted directly via a dedicated phone number, the P3S deploys some resources
suited to the complexity of demands - from simply directing the requestor to the local mediation
offices to deeply examining the issue in case of conflict after a healthcare-related incident -

to prepare a future physical mediation.

With close to 6,000 requests received in 2009,
the Healthcare Safety and Security Unit (P3S)
has proven its importance and the pertinence
of its attachment to the Mediator of the French
Republic. It has innovated the means of con-
tacting the Institution. Although it can still be
contacted through the delegates in the field or
through the headquarters’ switchboard, about
75% of the requests reach it directly through
a dedicated toll-free number publicised to the
maximum through information campaigns to
users of healthcare services. The calls are
received via an external centre, which was
already specialised in food security.

Nearly half of these calls are information
requests from users of healthcare services or
requests to be “routed” to the right interlocu-
tor. Although the number of these initial infor-
mation requests is decreasing, the institution
is happy to observe a fall in the number of
complaints about the difficulties encountered
by users to access their medical records. This
improvement resulted from the intervention
of the Mediator of the French Republic at the
Health ministry, due to the many complaints
lodged with him. It is noteworthy that 15% of
the calls are made by healthcare profession-
als, often when dialogue with a patient is bro-
ken: they then search for an independent and
neutral interlocutor. Other calls indicate the
problems inherent in the exercise of medical
professions, or even malfunctions which may
be likened to “ordinary maltreatment”.

Ahuge number of complex cases require anin-

600/0 of the cases

concern medical or
surgical accidents

1 7%) of the cases

concern nosocomial
infections

100/0 of the

complaints are
violence related
(compared to 2%
in 2008)

8% of the

requests concern
access to law

5% of the cases
concern accidents
relating to the use of
a healthcare product

60 physical

mediations in 2009

2,723 cases

opened 2009

1 ,769 cases

closed in 2009

2,806 calls

received at the call
centre
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depth examination on the part of the P3S. The
Unit receives complaints from users involved
in a dispute with healthcare workers or hospi-
tals; in this case it asks for the medical record
concerned, uses some specific resources
to analyse each case and methodologically
go through each “history”. Every fortnight, a
medical staff meeting is held in the Unit with
a permanent doctor, another part-time doctor,
a nurse, five doctors working on a temporary
basis (from a hospital or clinic), an emergency
doctor, a general practitioner, an anaesthetist
/ resuscitation specialist and a visceral sur-
geon. They devote one day or one and half days
to analysing cases, together with ten thematic
delegates: reference persons, professors, a
radiotherapist, a magistrate.

It is this work that enables the Unit to better
understand the serious undesirable events
referred to it, and to identify possible malfunc-
tions, medical errors or mistakes.
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ADMINISTRATIVE AND FINANCIAL
MANAGEMENT FOR 2009

11,099,009.00 €
7,274,792.00 €

Budgetary means

Staff related expenses

Headquarters' staff* 5,914,792 €
Delegates 1,280,000 €
Trainings 80,000 €

3,704,217.00 €
1,980,700.00 €

Operating expenses*

Office premises (including rent)**
General resources (including loans
provided by the State budget)
Other external services
Investments

1,239,517.00 €
484,000.00 €
120 000.00 €

* Integration of Midiss, now P3S

** 475,000 € rent profit made it possible to cover the spending

differential noticed while transferring Midiss to P3S and to return
close to 300,000 € to the State budget at the end of the business year

In 2009, the projects started in 2008 were continued, and
new others initiated.

Improving reception

Collaboration with the French documentation services

was reinforced in order to achieve full and immediate

processing of phone calls which need to be channelled

to other administrative services, especially by dialling

39 39.

At the end of 2008, the Prime minister and the Mediator of

the French Republic signed an agreement aimed at:

e Improving the processing of e-mails and phone calls
from users

e Increasing the use and improving the quality of the gen-
eral-information and user-orientation systems: www.
service-public.frand 39 39.

The entire implementation process was spread over

2009.

Creation of a Healthcare Security

and Safety Unit (P3S)

2009 was marked by the integration of the Healthcare
Security and Safety Unit (P3S) into the Institution of the
Mediator of the French Republic. The P3S is charged with
reinforcing dialogue between users of the healthcare
system and healthcare professionals. It analyses and
processes all information requests or complaints about
non respect of patients’ rights, the quality of the health-
care system, healthcare safety and security, and access
to treatments.

In fact, at the request of the Health minister and through
an agreement with the High Authority on Healthcare, the
Midiss (Mission for the development of mediation, infor-
mation and dialogue for healthcare safety and security)
was transferred to the Mediator of the French Republic
on 1°t January 2009; this has led to a significant increase
in the number of cases referred to the Institution.

At the P3S, the changes in the activity resulted in the
recruitment of expert and temporary doctors.

Real estate strategy

In 2004, the Mediator of the French Republic tried to
reduce the cost of renting office premises for his central
services.

The fact that the Mediator of the French Republic has
regularly declared that the lease contract signed in 2003
was costly (in terms of cost per square meter) has led the
landlord not only to pay for the big works initially speci-
fied in the lease contract as payable by the tenant, but
also to finance the installation of a lift servicing all the
floors, and works making it possible to have additional
spaces, especially a training room.

Finally, some additional spaces have been made available
to the services of the Mediator of the French Republic at
areduce rate.

In its final letter of 15 September 2009, the State Audit
Office stated that some “positive changes” had been
made regarding the situation of the Institution’s accom-
modation. Moreover, it gave a glowing report on the man-
agement of the Institution. .

The staff of the Mediator of the French Republic

(as of 31 December 2009)
CATEGORIES

TOTAL A B C

Staff placed at his disposal
by administrations 33 26 5 4

Staff from State and regional health
and social security insurance offices

(CPAM, Urssaf and Cramif) 4 0 0 4
Seconded staff 10 7 1 2

P3S 5 4 0 1

Staff working under contract 35 26 0 9
Staff assigned by the SGG* 13 3 2 8
(10 of them had the status of seconded staff until 2007)

TOTAL 100 64 8 28

* Secretariat General of the Government.
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Contacting the Mediator of the French Republic
and his delegates

THE MEDIATOR OF THE FRENCH REPUBLIC
7, rue Saint-Florentin, 75008 Paris

Tel.: +33(0)1 5535 24 24

Fax: +33(0)1 55 35 24 25
jpdelevoye@mediateur-republique.fr

DELEGATE MEDIATORS OF THE FRENCH REPUBLIC

The list of delegate Mediator of the French Republic, their address and office hours
are available on the Institution’s website:

www.mediateur-republique.fr

Column: Delegates / where to find them?

HEALTHCARE SECURITY AND SAFETY UNIT v
CRLLIETENS & vous
0 810 455 455)

and www.lemediateuretvous.fr

www.securitesoins.fr The space of exchange and reflexion about rights

CHAT WITH THE MEDIATOR OF THE FRENCH REPUBLIC

e-mediator is accessible via Windows Live Messenger
and Google Talk. Just add him to your contacts
and start chatting with him.

MSN: mediateur-republique@hotmail.fr

Google Talk: mediateur.republique(dgmail.com

Sending your complaint
to a member of parliament of your choice

NATIONAL ASSEMBLY MEMBER SENATORS

Assemblée nationale Palais du Luxembourg

126, rue de l'université, 75007 Paris 15, rue de Vaugirard, 75006 Paris
Tel.: +33(0)1 40 63 60 00 Tel.: +33(0)1 42342000
addresses and office hours: addresses and office hours:
www.assemblee-nationale.fr www.senat.fr
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