
3 QUESTIONS
TO FABRICE PILLON

Expert in the hospitals information systems environment,
Fabrice has joined Medexprim as the Customer Service Director.
He shares his vision of delivery at Medexprim.

1 What is your role as the 

Customer Service Director at 
Medexprim?

My role at Medexprim is to
industrialize all the delivery
processes in order to deliver to
each of our customers the
expected product, on time, at the
right price, and with a high level
of quality. All of this while striving
to make our organization as
efficient as possible. This involves
a very precise breakdown of our
processes, which then allows us
to manage our projects with
precision: we can quickly identify
possible bottlenecks, and
question our practices on each
project to constantly improve
efficiency and customer
satisfaction. This requires know-
how and involvement throughout
the chain, a broad and detailed
understanding of the "mechanics“
of delivery, and a strong
relationship with our team.

2 Why is it important for

the clients?

Working for 30 years in the
hospital information systems
environment, I have seen and
accompanied the progressive
computerization of the sector:
computerized management of
the patient's administrative file,
coding of the activity, then of the
drug and laboratory circuit, and
more recently the care
production file in the 2000s.
Patient care data is therefore
recent data!

3 What is your vision on Medexprim’s next

steps regarding delivery?
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We are witnessing a very recent global standardization
of these data, which makes it possible to use them for
clinical research. On the one hand, there are
sophisticated players looking for qualified data to
develop new algorithms or to conduct clinical research,
and on the other hand, there are very efficient
hospitals that have limited know-how in the field, no
visibility on the value of the data they produce, and
very strong constraints on the use of these data.
Medexprim acts as a facilitator with multiple skills, but
above all as the guarantor of the right equation for
everyone. The industrialization of our processes is
crucial to ensure high quality deliverables despite the
high diversity of projects. Our role is also to
accompany clients on what is possible and what is not:
we must be firm on the upstream framing because an
error in the qualification of input data would have a
huge impact! Sometimes, we are looking for very rare
data: if we lack precision and structuring, we fail!

Our main challenge in delivery is to automate as many
tasks as possible, while maintaining the high quality of
our data. By doing so, we reduce the time allocated to
data collection to focus our resources on data
qualification, and we can create continuous flows to
feed research projects with Real-World Data. I like the
idea that we are like gold diggers: we have a sieve,
there is a big pile of sand, and we have to find the
nuggets hidden there for our clients. We don't really
know where to look, but we know how!
Today, all the countries want to make Real-World
Evidence, but they mix everything up a bit. In a couple
of years, there will be so many available data that they
will have to better qualify this data, there will probably
even be exchanges of data... Thanks to the
industrialization of our processes, we already have
excellent quality data which is a big asset for our
clients and for Medexprim now and for the future.

« HELPING CUSTOMERS TO ACCURATELY 
IDENTIFY THEIR NEEDS IS PART OF OUR JOB TO 

ENSURE THE QUALITY OF THE DATA VALUE 
CHAIN »


