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WELCOME NOTE

Dear Madam/Sir

in welcoming you to our Institute I extend to you a
cordial greeting and the hope that your stay among us
will be as peaceful as possible and will pass in trustful
collaboration with the structures of our departments.
This booklet is intended to be a small but effective
contribution to help you resolve the small daily difficulties
and how to deal with the organizational problems that
may arise during your hospital stay. The booklet is the
summary of the service charter, if you are interested in
consulting it in a complete and in-depth manner, you can
request it from the offices of the Health Management, at
the Reception, at the CUP or at the URP, in addition to the
possibility of downloading it from the Stella Maris

Foundation website.

Thank you for your trust in us. I can assure you that our
operators will work with the utmost commitment and
professionalism in addressing and solving the clinical

problems for which you have turned to us.

The Medical Director




HOW TO REACH THE IRCCS STELLA MARIS

The IRCCS "Stella Maris" is located in Calambrone in the Municipality of
Pisa. This location can be reached both
coming from Livorno or Pisa.

Please note that in addition to the railway Fiume Aol
stations of the two cities, Pisa has an airport. diPisa |

Those arriving by car can use the PISA
CENTRO motorway exit and then follow  werrireno |
the signs for Tirrenia (adjacent to 1
Calambrone). Tirtenia Q@

Calambrone is also reachable "-\ Y
taking the FI - PI - LI highway or arriving Celambrone Q=2 fet™"
from the SS1 AURELIA. |

At the entrance you will find the timetables of

Livorno ®
the bus line to Pisa and Livorno and useful \

information for calling a TAXI
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HOW TO CONTACT STELLA MARIS

You can call the Institute's switchboard(050/886111)or for general
information, call one of the Institute secretariats directly (7t
depends on the clinical problems for which our consultancy is
requested).

You can call the CUP(Single Booking Centre)tel. 050/886284
050/886326 to book hospitalizations or outpatient services.

WHO WE ARE, WHAT WE DO

The IRCCS Stella Maris is a Scientific Institute for Hospitalization and
Treatment that deals with the diagnosis, treatment and rehabilitation of the

many developmental disorders of the nervous system and mental life of
childhood.



The IRCCS is an autonomous hospital entity, functionally integrated, by exclusive
agreement with the S. Chiara General Hospital Authority of Pisa. Furthermore, the
IRCCS is a Research Hospital of National importance(Presidential Decree of
29/9/70)that is, a hospital in which the healthcare activity serves, on behalf of the
Ministry of Health and the Region, to improve the diagnosis, treatment and
prevention of the diseases treated for the benefit of the entire Health Service.

The Scientific Director is theProfessor Giovanni Cioni,tel. 050/886233-886224
(Secretariat)

The Medical Director is theDr. Giuseppe Paladino, Secretariat tel.
050/886277

The structure is divided into a Clinical Department of Developmental
Neurosciences made up of Complex Operating Units and Departmental Units
located in Calambrone (Pisa) - Viale del Tirreno, 331-

Secretariat: Tel. 050/886229 - 230

* UOC. NPI 1 - Neuropsychiatry and Rehabilitation of Early Childhood,
Hesitant Encephalopathies and Neuropsychological Disorders

Director: Prof. Andrea GUZZETTA

* Departmental Unit - Clinic of Neurological Disorders and Rare Diseases
Responsible: Prof. Roberta BATTINI

* UOC. NPI 2 - Psychiatry and
Psychopharmacology Director: Dr. Gabriele MASI

* Departmental Unit -- Psychiatric
Emergency Responsible: Dr. Maria MUCCI

* UOC. NPI 3-Autism Spectrum Disorders and Eating Disorders
Director: Dr. Raffaella TANCREDI

Within all the above-mentioned hospital units, both ordinary hospitalisation
and day hospitalisation are carried out.



* UOC. NPI 5-Neurogenetic Molecular Medicine of
Neurodegenerative and Neuromuscular Diseases

Director: Dr. Filippo SANTORELLI

* Departmental Unit - Independent Magnetic Resonance Service for
diagnostic investigations on the brain, spinal cord and muscles, both in

children and adults
Director: Dr. Domenico MONTANARO

* IRC - Calambrone Rehabilitation Institute
Acting Director: Prof. Andrea GUZZETTA

Within this facility located in Calambrone, rehabilitation treatments are
carried out, on an outpatient or semi-inpatient basis.

The IRCCS is also home to some Training Schools for Doctors,
Therapists and internships for the Degree Course in Nursing.



BOOKING OFFICE HOURS -
ACCEPTANCE

SINGLE BOOKING CENTER (CUP)

open to telephone users every day in the morning,Monday to
Friday

For any private activity with our professionals{Intramural)
reservations are managedMonday to Friday,by contacting the
dedicated telephone number directly050 886349,

RECEPTION OFFICE

open to the public every day according to posted hours.

All health services are free and subject to current legislation on
health care charges.

INFORMATION MEETINGS

To ensure information and communication and for any
organizational/health problem, patients and/or external users can
contact the Health Management personally; operators are available
every weekday during office hours

To receive information on the main legislative aspects of disability
etc., parents of patients within Stella Maris can contact the Social
Worker directly.

The Social Worker's office is located on the ground floor of the main building
adjacent to the reception service rooms.



REQUEST FOR COPY OF MEDICAL RECORDS AND
OTHER HEALTH DOCUMENTATION (CD: MRI, EEG)

The request for a copy of the medical record can always be made
after the patient's discharge, while for the reports of instrumental
tests, such as MRI or Electroencephalogram, only after the test has
been carried out.
On site
By going to the Bursar's Office on Mondays, Wednesdays and
Fridays from 10:00 to 12:00.

The applicant must:
- Fill in the appropriate form received upon acceptance.
- Present an identity document.
- Make payment on site.

The request can also be made:
- by fax to no. 050/886326

- by post to the following address:

IRCCS Stella Maris Foundation - Centralized Archive Service
Viale del Tirreno 331/a -56128 Calambrone (Pisa).
- By email writing to the address:querycartelle@fsm.unipi.it

It is specified that upon requestThe following must be attached:
- a photocopy of the applicant's identity document
- The bill paid via -
Postal Current Account No. 12001566 in the name
of: FONDAZIONE STELLA MARIS

or bank transfer to Fondazione Stella Maris, - Credit Agricole
Cariparma, IBAN: IT 48 M 06230 14002 00004 32102 27

The collection of the requested health documentation can take place:
- At the Centralized Archive Service after contacting the staff (tel.
050/886209). The collection can be done directly at the office by the parent
and/or legal guardian, presenting an identity document. In the case of a
person other than the applicant, it is also necessary to present the proxy and
identity document of the delegating person.
- By regular mail, upon payment of shipping costs.

- It is also possible to send by email, without shipping costs, only the
unauthenticated medical records, excluding copies of CDs.




USEFUL TELEPHONE NUMBERS:

Switchboard 050 886111
To book health services (CUP) First
outpatient visits and first hospital stays 050 886284

For medical needs during hospitalization central Medical bepartment050 886273

For general information and to book appointments for interviews with the
Primary and for bookings of follow-up hospital stays:
Central Secretariat 050 886229
Day care:
Neuropsychiatry and Rehabilitation of Early Childhood of Hesitant
Encephalopathies and Neuropsychological Disorders 050 886246 050 886310

Autism Spectrum and Eating Disorders Psychiatry 050 886200
and Psychopharmacology 050 886200
Clinic of the

Neurological Disorders and Rare Diseases 050 886334
Psychiatric Emergency 050 886205

Medical Institute of Rehabilitation of Calambrone((ZRC)050 886236

COMMON RULES

WHAT TO BRING DURING HOSPITALISATION

* Health Card of the USL Company
* Doctor's referral

* Identity Card

* Tax ID code

* Citizens coming from non-European countries must show
the STP card(if indigent).



* Inthe event of the absence of one of the two parents, it is necessary to show the
consent for treatment signed by the absent parent, accompanied by the identity
document of the delegating parent.

* All diagnostic tests already performed and any other
hospitalisation medical records

HOSPITALIZATION ACCEPTANCE

Upon entering the Institute it is necessary to:

* Preliminarily access the department where the accepting doctor will
carry out the health acceptance

* Then contact the Reception Office(on the ground floor
near the main entrance)or the resulting administrative
procedures.

OUTPATIENT ACCEPTANCE

Please remember that outpatient services may take place_
only after the administrative acceptance to be carried out at
the Acceptance Office.

(on the ground floor, near the main entrance).

RESIGNATION

At the end of the hospital stay, the ward doctors "issue the discharge
report" which contains the functional diagnosis and the main
therapeutic-rehabilitative indications, to be delivered to your
attending physician.

Patients in ordinary hospitalization at the time of discharge must go
to the central medical office to register the time at which they leave
the Institute.

CERTIFICATES FOR HOSPITALIZED PATIENTS

It is possible to request the referring doctor to issue the
necessary certifications.

The Reception Office of the Health Directorate may in some
situations issue certificates of presence in the facility.



HOSPITALISATION REGULATIONS

The hospitalisation regulations are posted behind the room door and
contain further useful information, which you are kindly requested to
follow during your stay.

CONTACTS WITH DOCTORS

It is a fundamental right of patients(and their parents)pe informed
about your health conditions. Therefore, the Doctors of the
departments are available to provide all the necessary
clarifications both during the shifts in the ward or during private
interviews that must be requested either directly from the Doctors
or through the daily Professional Nurse of the Hospitalization
Operative Unit.

The Doctor on Call works the evening shift at 9.00 pm.

SOCIAL ASSISTANCE SERVICE

A Social Assistance Service is active at the Calambrone office.

The Social Worker who is part of it is available to all family
members for individual interviews and group meetings,
furthermore he/she maintains close contacts with the territorial
structures of belonging (Schools, Social Services etc.) and is
available to provide information regarding norms and legislative
provisions in favor of the disabled or for anything else that may
interest parents on questions of a social assistance nature.

PERSONNEL IDENTIFICATION

All healthcare personnel working in our Institute wear a dress
that can be a gown, a suit, etc.

However, it is possible to identify the various professions by the color of
the fabric label that is sewn onto the lab coats or by the color of the
overalls. To make it easier to identify and know who you are talking to, we
have reported below a summary "legend":

* Doctors/Psychologistswhite coat

* Educators white coat

* Nurses blue jacket and trousers



* EEG Technicianswhite coat with yellow border

* Therapistsjacket and trousers with designs

* Speech therapistswhite coat or tunic and trousers with designs
* OSSlight blue jacket and trousers

* Teacherswhite coat with pink border

* Health technicians White coat

DRUGS

Within the hospital facility, medications MUST be
administered ONLY by nursing staff.

Therefore, companions are requested, if in possession of personal
medicines, to hand them over to the Medicheria where they will be
stored and returned upon discharge.

PERSONAL EFFECTS

Pajamas, slippers, toothbrush, cutlery, underwear, soap,
dressing gown, etc.

NB During the day patients need to wear comfortable
clothing and not pyjamas.

JEWELS AND VALUES

In a crowded place like a hospital, theft or loss of money,
jewelry or other valuables is always possible.

The Management of this Hospital can therefore only advise the
utmost attention and recommend that you bring with you, during
hospitalization, only essential personal effects.

GATE TIMETABLE

All entrances are open from 7.30 am on weekdays.

The access gates are closed according to the provisions of
the Health Management with variable times in relation to
the season, please inquire with the nursing staff.

All visitors must be out of the Institute by closing time.



QUESTIONNAIRE
OF USER SATISFACTION



IRCCS FONDAZIONE

" STELLA MARIS

SCIENTIFIC INSTITUTE FOR HOSPITALITY AND TREATMENT

Dear Madam, Dear Sir,

We thank you in advance for your valuable collaboration that will allow us to have useful
information regarding the services we provide.

We kindly ask you to collaborate by completing the following questionnaire.
To do this, you will only need a few minutes, which will be very important to us.

If you need help completing the questionnaire, it is important that the answers are given from
Yyour point of view and not from the point of view of the person helping you.

We remind you that the guestionnaire is completely anonymous, After completing it, you can deposit it in one of the

appropriate boxes in all observation departments or at the Health Directorate

To be completed by parents/guardians of minors attending the Hospital Clinical Department under

the following conditions:

Ordinary Hospitalization- Day Hospital -

First hospitalization Subsequent hospitalization

INSTRUCTIONS FOR CORRECT COMPILATION: Check the box corresponding to the answer you wish to
assign

Contact-Welcome

1 At the time of the preliminary contact, what were your impressions of the satisfied dissatisfied 1dontknow
information received and the courtesy of the operators? - - -

2 The information received at the reception was exhaustive, the information Yes No Idon't know
material provided is readable, clear and complete - - -
The hospitalization service

3 Once admitted to the ward, the explanations provided by the staff on Yes No Ldon't know
how his treatment would unfold in the hospital until the moment of - - -
discharge were satisfactory.

4 During the hospitalization, the health status interviews with the health personnel were Yes No I don't know
conducted in compliance with confidentiality. - - -

5 The information received from the various professional figures during the Yes No Idon't know
hospitalization was coherent and consistent with each other. - - -
Doctors

6 During her hospitalization, she was assigned a referral doctor for her Yes No Idon't know
care. - - -

7 |During the hospitalization, the questions asked to the doctors about the health Yes No 1 don't know
conditions of his son, about the therapy administered, had clear and concordant - - -
answers.

8 Do you feel you were actively involved in the specific treatment and/or Yes No Idon't know
rehabilitation process, including the discharge phase? - - -

9 |He was satisfied with the information on the risks and benefits of the various types of Yes No I don't know
intervention proposed - - -

10 He is satisfied with the overall care he received from the medical Yes No don't know

staff




Nurses

1"

During your hospital stay you were informed about the nurse to refer
to for your son's care.

Yes

No

Idon't know

12

During the hospitalization the questions asked to the nurses had clear and
concordant answers

Yes

No

Idon't know

13

In your opinion, in case of need, the staff does everything possible to control the
pain.

Yes

No

Idon't know

14

The care staff paid attention to hand hygiene after touching a
patient and before touching another patient (cleaning hands,
changing gloves)

Yes

No

Idon't know

Information at the time of discharge

15

Before being discharged, he had at least one explanatory interview
with one of the facility's professionals.

Yes

No

Idon't know

16

Are you satisfied with the clarity and completeness of the explanations
provided to you by your referring physician upon discharge?

Yes

No

Idon't know

17

The explanations and results of the hospital stay were provided to you clearly and in
writing.

Yes

No

Idon't know

18

It was clearly explained to her what she needed to monitor and who to
contact for her needs after discharge.

Yes

No

Idon't know

19

In your opinion, does the facility provide drug prescriptions upon
discharge?

Yes

No

Idon't know

20

In your opinion, does the facility provide prescriptions for devices (wheelchairs,
etc.) upon discharge?

Yes

No

Idon't know

21

In case of need, would you suggest relatives and friends to contact this
facility?

Yes

No

Idon't know

22

Overall the assistance received is excellent or at least good, he is satisfied
with it

Yes

No

Idon't know

Not to be filled in by parents of Day Hospital patients

23

During free time from care and rehabilitation activities, for example some
afternoons, recreational activities or events were planned to improve the
quality of the stay.

No

Idon't know

24

The hospital ward was comfortable enough

Idon't know

BRooms

HEToilets

BCommon areas

26

He was satisfied with the Catering Service for the following aspects

Idon't know

HMQuality

BAmount

BVariety

BMeal times

BMFood Temperature

BRespecting requests

B Cost per companion

27

He was satisfied with the cleaning carried out in the hospital environments

Idon't know

BRooms

HEToilets

BCommon areas

R 5.2 User satisfaction questionnaire

QMS issued on 01/19/2006 Revision 5 of 20/04/2017

DRG approved




To be filled in, detached and posted
in the mailbox located in the
reception hall.



USE OF CELL PHONES AND ACCESS TO INTERNET NETWORKS

The use of personal cell phones is permitted within the facility, limited to
areas where there is no interference with electromedical equipment;
Taking photos and videos is prohibited.

Wireless network is available in all hospital rooms. To access

the WIFI connection, follow the instructions on the posters
displayed in the signal coverage areas.

SMOKERS

ANDprohibitedsmoking in all areas of the care departments (in rooms, in the
corridors and in thelanes of the departments) by law and out of respect for
one's own health and that of others.

Smoking is not allowed even in the garden, electronic
cigarettes are not allowed.

COMPANIONS

MEALS

In accordance with the current regional provisions (LR n. 36
of 1/6/83) the hospitalised minor must be assisted by an
escort(parent or delegate)adultnot pregnant.

The patient has the right/duty to remain in the child's hospital ward for
the entire 24 hours and has the right to consume meals in the hospital
according to the established rates.

The accompanying person must provide a valid identity
document at the time of acceptance, so that a copy can be
made by the authorised offices.

Meals are distributed at the following times:
from 7:30 breakfast - from 12:30 lunch - from 18:30 dinner.
Meals will be consumed in the patient rooms.



CATERING SERVICE FOR ACCOMPANYING PERSONS

Those accompanying patients will be able to use the
Catering Service.

To access the service, you must purchase the vouchers directly
in the kitchen premises from Monday to Friday from 9.30 to
11.30. In addition, companions can purchase daily meal

vouchers by paying directly at the Catering Service.
BAR SERVICE

There is a kiosk in the garden of the propertyBAR open
every weekday from 07.30 to 17.00, Saturday from 07.30 to
12.00.

There are also two “refreshment points” with some vending
machines for hot/cold drinks, mineral water and small
snacks.

SILENCE AND TRANQUILITY

To avoid disturbing other patients, we ask you to avoid making
noise as much as possible, to speak softly during visits and to
moderate the volume of the radio and television.

COMMON LIVING AREAS

In the Institute there are common living areas equipped with

armchairs, television, refrigerator etc. It is recommended to use

these spaces and the related equipment with respect for others,

taking care of them as if they were your own property. By 10:00

p.m. the televisions in these areas must be turned off.
LAUNDRY SERVICE

Currently there is no laundry service inside the Institute. It
is possible to use private businesses in the area.



VISITS TO PATIENTS

Each patient may receive visits from relatives or friends.
However, it is necessary that such visits do not hinder medical
activities and do not disturb the rest of other hospitalized
patients.

Please receive guests in the designated social rooms or in
your own patient rooms and respect the scheduled visiting
hours.

Visiting hours for patients:

Monday to Saturday from 1.30pm to 8.00pm, Sundays

and public holidays from 9.30am to 8.00pm.

Any change to this timetable must be requested in advance
in writing to the ward doctor using a specific form to be
requested from the ward daily nurse.

PROTECTION OF THE PERSON AND THE PROCESSING OF
PERSONAL DATA

The collection, processing and storage of personal data are
protected by the privacy law, in accordance with current regulations,
in any case in compliance with and protection of professional
secrecy. If the parent/companion/guardian needs someone they
trust to receive information regarding the hospitalization and the
hospitalization department, they must communicate this in writing
to the Health Management, by filling out and signing the
appropriate form to be requested from the Admissions Office.

SATISFACTION QUESTIONNAIRE

Inside this booklet, you will find a Questionnaire. The
answers are carefully evaluated, giving rise to periodic
statistical analyses on the needs of our users during their
stay in the Facility.

The analysis of the completed questionnaires can be consulted on the
Foundation's website:http://www.fsm.unipi.it .

Therefore, your opinion is precious and we ask you to
collaborate by returning the completed questionnaire.




COMPLAINTS MANAGEMENT

Any reports or complaints intended to highlight

irregularities by the Institute or by its employees must be
communicated by completing the appropriate form to be
collected from the Head Nurse of the Health Directorate.

This form can be:

* Deposited in any box located in the central hall and in the
stairwells of the wards.

* Sent by post within 15 days of discharge date.

Each report must be accompanied by the personal details and
signature of the person who forwarded it.

Anonymous reports will not be taken into consideration.

"STELLA MARIS" ON THE INTERNET

Connecting on INTERNET using the address
http://www.fsm.unipi.it you can view the WEB of the Stella Maris
Institute where you can find numerous information and services of
public utility.

VOLUNTEER ASSOCIATIONS

The Foundation is supported in its assistance work by
voluntary collaborators:

* The Association of Friends of the Stella Maris Foundation - Onlus
brings together all those who wish to support the activities of
healthcare facilities.

For contacts or information, contact the Health
Department, tel. 050 886277 - 886297 or via the website_
www.amicistellamaris.it




Dear user

We are carefully evaluating the perception that our users
have of the quality of the services provided by the facility.

We are in fact convinced that also through this
investigation, we will be able to highlight critical passages
in the organizational methods, which will naturally have to
be eliminated.

Our constant commitment is to improve the "taking
charge" of our children and their families. We pay the
utmost attention toneedsindividual, taking care to provide
adequate responses to clinical-rehabilitative requests, while
trying at the same time not to neglect hotel-assistance
needs, in an attempt to make the stay as peaceful as
possible.

We could summarize our hope with a slogan:

“Ten minutes of your time to help us improve”

In the following pages you will find a brief summary of the data
that emerged from the latest analysis of the Satisfaction
Questionnaires and the Reports/Complaints form.

You can also consult the complete analysis on the
Foundation's websitehttp://www.fsm.unipi.it .

Hoping that the initiative to publicize the data of the
Questionnaires will contribute to increasing the number of
completed forms, we count on your collaboration.



USER SATISFACTION

Presentation of the questionnaire

The data reported in this paragraph are taken from the interpretation of the R5.2 questionnaires distributed
to all parents of patients both in RO and DH throughout the year 2022.

For many years now, the form has been delivered at the time of acceptance together with
the presentation material of the facility. The Reception operator provides all the useful
information for filling it out. Parents can return the form by depositing it in special
"boxes" provided that help maintain anonymity.

The sheet is composed of 27 items that we report below in the table. In the table it is also
possible to view the groupings in 6 categories for the questions that present homogeneous
characteristics.

Contact-Welcome

1 | Atthe time of the preliminary contact, what were your impressions of the information received and the courtesy of the
operators?

2 | The information received at the reception was exhaustive, the information material provided is readable, clear and
complete
The hospitalization service

3 | Once admitted to the ward, the explanations provided by the staff on how his treatment would unfold in the
hospital until the moment of discharge were satisfactory.

4 | During the hospitalization, the health status interviews with the health personnel were conducted in compliance with
confidentiality.

5 | The information received from the various professional figures during the hospitalization was coherent and consistent with each other.
Doctors

6 | During her hospitalization, she was assigned a referral doctor for her care.

7 | During the hospitalization, the questions asked to the doctors about the health conditions of his son, about the therapy
administered, had clear and concordant answers.

8 | Do you feel you were actively involved in the specific treatment and/or rehabilitation process, including the discharge
phase?

9 | He was satisfied with the information on the risks and benefits of the various types of intervention proposed

10 | He is satisfied with the overall care he received from the medical staff
Nurses

11 | During your hospital stay you were informed about the nurse to refer to for your son's care.

12 | During the hospitalization the questions asked to the nurses had clear and concordant answers

13 | In your opinion, in case of need, the staff does everything possible to control the pain.

14 | The care staff paid attention to hand hygiene after touching a patient and before touching another
patient (cleaning hands, changing gloves)
Information at the time of discharge

15 | Before being discharged, he had at least one explanatory interview with one of the facility's professionals.

16 | Are you satisfied with the clarity and completeness of the explanations provided to you by your referring physician
upon discharge?

17 | The explanations and results of the hospital stay were provided to you clearly and in writing.

18 | It was clearly explained to her what she needed to monitor and who to contact for her needs after discharge.




19

In your opinion, does the facility provide drug prescriptions upon discharge?

20

In your opinion, does the facility provide prescriptions for devices (wheelchairs, etc.) upon discharge?

21

In case of need, would you suggest relatives and friends to contact this facility?

22

Overall the assistance received is excellent or at least good, he is satisfied with it

Environment and Comfort Not to be filled in by parents of Day Hospital patients

23

During free time from care and rehabilitation activities, for example some afternoons, recreational activities
or events were planned to improve the quality of the stay.

24

The hospital ward was comfortable enough

BMRooms

HMToilets

BCommon areas

26

He was satisfied with the Catering Service for the following aspects

HQuality

BMAmount

BVvariety

B Meal times

BMFood Temperature

BRespecting requests

B Cost per companion

27

He was satisfied with the cleaning carried out in the hospital environments

BMRooms

HMToilets

BCommon areas

As in the past, each question has three levels of satisfaction:a) very satisfied, b) satisfied, c)
dissatisfied.

For the analysis, the answers were reported in two levels of satisfaction under the heading "satisfied
answers" (we have classified the opinions, both satisfied and very satisfied) and the level of dissatisfaction
was reported under the single heading "dissatisfied answers" obviously the "non-answers" were calculated
separately.

In the following table, the results are reported as a percentage of the total responses, comparing the data from
2021 (with a gray background) and those from 2022 (with a white background). As already highlighted in the
previous table, the 6 macro areas group together all 27 questions according to a criterion of homogeneity of the
topic explored.

CONTACT AND RECEPTION
Satisfied Dissatisfied He doesn't answer
Year 2021 Year 2022 Year 2021 Year 2022 Year 2021 Year 2022
92% 93% 3% 3% 5% 3%
THE HOSPITAL SERVICE
Satisfied Dissatisfied He doesn't answer
Year 2021 Year 2022 Year 2021 Year 2022 Year 2021 Year 2022
90% 91% 5% 3% 5% 6%
DOCTORS
Satisfied Dissatisfied He doesn't answer
Year 2021 Year 2022 Year 2021 Year 2022 Year 2021 Year 2022
89% 88% 1% 3% 10% 9%
NURSES
Satisfied Dissatisfied He doesn't answer
Year 2021 Year 2022 Year 2021 Year 2022 Year 2021 Year 2022
55% 59% 13% 18% 32% 23%
INFORMATION AT THE TIME OF DISCHARGE
Satisfied Dissatisfied He doesn't answer
Year 2021 Year 2022 Year 2021 Year 2022 Year 2021 Year 2022
77% 77% 0% 0% 23% 23%
ENVIRONMENT AND COMFORT (DH's responses were not taken into consideration)
Satisfied Dissatisfied He doesn't answer
Year 2021 Year 2022 Year 2021 Year 2022 Year 2021 Year 2022
49% 49% 18% 18% 32% 32%




COMPLAINTS AND REPORTS

Hospital Clinical Department

The data reported here were taken from the R7.2-1 Dysfunction/Complaint Reporting forms submitted by parents during

the years under examination.

As required by the current procedure, the complaint form contains a first part with the identification data of the

person making the complaint, and a second part with the space for the report.

The complaint form format is given to the parent/guardian when he/she reports a poor service or

criticality.

As in previous years, we compare the number of complaints presented by patients in the last year and we
compare it with the previous year, furthermore through a percentage ratio we try to give these complaints a

"specific weight" correlating it with the number of patients to whom we refer.

Year total number of hospitalizations No. of complaints
2013 2452 3
2014 2654 1
2015 2739 3
2016 3080 =
2017 3141 4
2018 3480 3
2019 3686 8
2020 3030 1
2021 3882 2(of which 1 is not relevant)
2022 4249 4

The indicator is built on the ratio between the absolute number of complaints presented in the year under
analysis, divided by the total number of hospitalizations in the same year.

In 2013 it was In

2014 itwas In
2015 itwas In
2016 itwas In
2017 itwas In
2018 itwas In
2019 itwas In
2020 itwas In
2021 itwas In
2022 it was

3/2452=0.0012
1/2654=0.0004
3/2739=0.0011

0/3080=0,0000
4/3141=0.0012
3/3480=0.0009
8/3686=0.0022
1/3030=0.00033
1/3882=0.00026
4/4249=0.00094




We have also introduced a comparison indicator between the year under analysis and the previous
year, in this case 2022/2021, with the aim of comparing the two percentages, to monitor the trend
in the number of complaints filed, always making the comparison with the previous year in the
expectation of a progressive constant reduction. We have therefore established that the value of

the comparison indicator should be equal to or less than 1.

In 2022, the value of this second indicator compared to the previous year is 3.6 (0.00094/0.00026).
Unfortunately, this indicates that the pre-established threshold value has been exceeded.

The following tables show the areas most commonly subject to complaints, and the relative
groupings by macro area in the last two years.

COMPLAINTS 2021
ENVIRONMENT AND COMFORT
Total % Architectural Barriers LaCKH(;;i:Zices Structural Deficiencies Breakdonns Comfort
100% 0 0 1 0 0
ORGANIZATIONAL STRUCTURE
Total % Organization Safety Free time
0% 0 0 0
PROFESSIONAL ASPECTS
Total % Nurses' Failures Medical Failures Non-compliance by Other Operators
0% 0 0 0
HYGIENE AND SANITIZATION
Total % Common Areas Rooms Bathrooms
0% 0 0 0
CATERING SERVICE
Total % Food Quality Food Quantity Food Variety Respect Requests Respect the timetable Food Cost
0% 0% 0% 0% 0% 0% 0%
COMPLAINTS 2022
ENVIRONMENT AND COMFORT
Total % Architectural Barriers Law@;iﬂ:ices Structural Deficiencies Breakdonns Comfort
0% 0 0 0 0 0
ORGANIZATIONAL STRUCTURE
Total % Organization Safety Free time
0% 0 0 0
PROFESSIONAL ASPECTS
Total % Nurses' Failures Medical Failures Non-compliance by Other Operators
75% 0 2 1
HYGIENE AND SANITIZATION
Total % Common Areas Rooms Bathrooms
25% 0 1 0
CATERING SERVICE
Total % Food Quality Food Quantity Food Variety Respect Requests Respect the timetable Food Cost
0% 0% 0% 0% 0% 0% 0%




PIANTINA DELLA STRUTTURA

LEGENDA:

1

Piano Terra:

Piano Primo:

Accettazione

cuP

Direzione Sanitaria

Assistenza Sociale

Coardinatori Infermieristici
Amb. Riabilitazione Ospedaliera

Dipartimento Clinfco
UU.00. Ospedaliere
(degenza nattuma)
Refettorio

Piano Secondo: Dipartimento Clinico

UUL.0O. Ospedaliere
(degenza naotturna)

Medichera Centrale

2 |

Piano Terra:

Piano Primo:

Centralino
Archivio Cartelle Cliniche
Cappella

Uifficio Foonomato e Patrimonio
Segreteria Dip. Clinico

Stanze Primari;

Masi, Murator] Santoreli

Piano Secondo: UU.00. Psichiatria (Att.diuma)

3 |

Piano Terra:
Piano Primo:

Risonanza Magnetica 1,5 Tesla
UU.00. Psichiatria (Att.divma)

4 |

Piano Terra:

Sala Prelievi
Amb. malattie Neuromuscolari
Ambulatori e DH UO1

Piano Primo e Secondo:

ULLO0. Neurologia, Epilettologia,
Neurofisiologia e Newrariabilit
(Attivita diurna)

5 |

Piano Terra:

Servizi Generali - MENSA

6 |

Piano Terra:

Piano Primo:

Laboratori Genelica Molecolare
Laboratorio Neurochimica
Servizio elettrofisiologica
Laboratori df Ricerca

7 Tesla

Laboratorio Oftalmologia
Laboratori di Ricerca

Piano Secondo: [aboratori di Ricerca

Archivi

7

Piano Terra:

Chiosco BAR

parco - giardino
(Isafa defia Spirta)

direzlone LIVORNO

Vlale del Tlrreno

Ingresso
Principale

==

Vlale del Tirreno

direzlone TIRRENIA




