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In welcoming you, we present our Charter of Health Services. This guide will allow you to
get to know our structure, the performance, the services available and will provide you with
all the information you need to access it.

This service charter was drawn up with the help of the facility doctors.

We invite you to present us with suggestions that will contribute to the continuous
improvement of our structure and our services offered.

The Service Charter is a declaration that clearly sets out the programmatic and operational
commitments undertaken by the Centre towards Citizens, for a better quality of
medical/health services.

By setting out the principles that underpin the Centre's activity, the Service Charter becomes
a sort of contractual project necessary to inform possible Users of what are the proposals
and, therefore, the possible services that can be used.

The service charter is drawn up in accordance with the Decree of the Commissioner ad Acta
of 6 October 2014, no. U00311,

SECTION |
COMPANY PRESENTATION

Axa Medica was founded in 2004 as a structure operating in the fields of radiology
and physiotherapy.

It immediately undertook an important and decisive deepening of its skills in the fields
of radiodiagnostics and motor rehabilitation by investing in the latest generation,
sophisticated and cutting-edge equipment. Consequently, it has worked to organize
competent and highly professional human resources capable of focusing on continuous
technological and medical-scientific innovation.

It is a modern and multifunctional company that makes use of a dynamic team of
radiologists, technicians and physiotherapists of great reliability and competence in order to
respond to the needs and meet the ever-increasing expectations of users, respecting the
dignity of the citizen-user and to guarantee him or her high organizational and quality
standards.

DESCRIPTION OF THE STRUCTURE

Access to the premises is through a door accessible to the disabled. Inside the premises
there are toilets suitable for the activity carried out.

The responsibility of the Center lies with the Medical Director but all operators are required
to perform the tasks entrusted to them in the best possible way.

The Center' s main objective is the complete satisfaction of its Users.
It is for this reason that the quality standard of health services is achieved:

v Optimizing organizational relationships



CHARTER OF SERVICES

Ed. 1 Review 8 of 14.01.2026

v Increasing the involvement, motivation and updating of all staff and providing
transparency to business processes.

The data that make our Organization a very distinct and qualified entity in the southern area
of Rome are:

¢ An instrumental heritage rigorously adapted to technical-scientific evolution
e Highly qualified staff.

In light of this, the fundamental objective that the Center aims to continuously pursue in the
provision of its services is the satisfaction of the User in line with the company policy for
quality.

The work of the center and its collaborators is inspired by criteria of transparency, fairness,
professional ethics. With this in mind, the Company has adopted and disseminated the Code
of Ethics to all its collaborators. It has also adopted an Organization and Control Model
pursuant to Legislative Decree 231/2001.

The principle of authorization, based on the verification of structural, technological and
organizational suitability, represented the starting point of an evolution of the structure that
has set as its objective of primary importance the maximum customer satisfaction through
the pursuit of increasingly satisfactory levels of quality in terms of courtesy, reliability and
availability.

The Legal Representative is Dr. Mario Belfiore

The Medical Director and Technical Director of Motor Rehabilitation is Dr. Luciana
Lauria who graduated in Medicine and Surgery at the Biomedical Campus in Rome then
specialized in physical medicine and rehabilitation.

The Technical Director of the center is Dr. Luigi Fausto Calabria

» he graduated with honors in Medicine and Surgery at the University of Rome "La
Sapienza"

> he obtained a specialization in Radiodiagnostics at the University of Rome "La
Sapienza"

SERVICES OFFERED
Axa Medica performs diagnostic tests using the following methods:

Ultrasound

Nuclear Magnetic Resonance — in agreement with the NHS
Computed Axial Tomography

Bone densitometry (MOC)

Traditional Radiology

Digital Orthopanoramic

Mammography

Examinations can be performed without the use of contrast media. The user is
informed of the risks of the examination and invited to sign, by the specialist doctor and
before execution, the informed consent.
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Axa Medica performs rehabilitation treatments with the use of the following methods:

Physical therapy

TENS

lontophoresis

Infrared

Diadinamic

Magnetotherapy

Ultrasound therapy

Chinese

Laser therapy

Simple and connective massage therapy
Lymphatic drainage

Postural Ginnastica

Motor and neuromotor re-education
Tecartherapy

Shock waves

Hyperthermia

Hydrokinesitherapy

Electrotherapy

Kinesio taping

VISS

Outpatient visits:
e Cardiology

e Angiology
¢ Orthopedics
e Neurology

AFFILIATED SERVICES

The services affiliated with the NHS performed at Axa Medica are those of Magnetic
Resonance Imaging and physiotherapy and rehabilitation.

The outpatient branch of orthopedics is in the process of being accredited.

The User can contact the Reception Staff to find out the rates for each service
provided. The benefits are paid up to the financial ceiling established by the legislation in
force.

METHODS OF PROVIDING SERVICES

Axa Medica guarantees users both services under accreditation with the NHS, on the
basis and within the limits of the contractual agreements entered into with the ASL RM 3,
and services under the private regime.
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Axa Medica guarantees continuity of care with the scheduling of two shifts on
weekdays: from 8:00 a.m. to 2:00 p.m. and from 2:00 p.m. to 8:00 p.m. from Monday to
Saturday.

Acceptance — Required Documents

At the time of admission, the patient is also informed by means of posted signs, pursuant to
RUE 679/2016, about the processing of sensitive data. The administrative staff is available
for any information regarding the legislative provisions on privacy. For any documentable
inconvenience, please contact the secretarial staff who can arrange an appointment with
the head of the relevant sector.

To obtain the contracted services requested, the following documentation must be
submitted:

- the request of the NHS doctor, on a regional prescription book, specifying the service
to be performed and the reason for which the examination was prescribed (clinical
question);

- the Health Card;

- the Tax Code;

- any documentation showing particular exemptions.
Payment of benefits

Payment must be made before the performance of the services, or at the latest when the
reports are collected. The administrative staff is available for any clarification.

BOOKING METHODS

To obtain the services, it is sufficient to submit a request, even on a personal prescription,
from a doctor. For services performed in agreement with the NHS, a prescription from the
general practitioner is required.

Services can be booked:

- directly at the Centre - in this case, the user must go to the Reception with the
necessary documentation. At the time of booking, the user, depending on the type of
examination to be performed, is informed of the need to carry out appropriate
preparatory preparations for the examination itself;

- by telephone - by calling 06 50910645, you can set the day for the performance of
the requested service.

The Acceptance fully informs the user both in relation to the documentation to be
submitted and in relation to any preparations to be carried out;

- by fax - a booking request can be made to the number 06 50934250. In this case,
the Acceptance, once the request has been received, contacts the user informing him
of the first available date.

The Acceptance fully informs the user both in relation to the documentation to be
submitted and in relation to any preparations to be carried out;
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- via computer network - through the www.axamedica.it web address or to the e-mail
address info@axamedica.it a reservation request can be made. In this case, the
Acceptance, once the request has been received, contacts the user informing him of
the first available date.

The Acceptance fully informs the user both in relation to the documentation to be
submitted and in relation to any preparations to be carried out.

When the user presents himself to take advantage of the requested service, he must
present the documentation necessary for the completion of the investigation, as specified
above.

NB: Within the center there are no services for children under 6 years of age and Magnetic
Resonance Imaging services cannot be provided for people with Pacemakers and Loop
Recorders. For ultrasounds, services are not performed for children under 10 years of age.

MANAGEMENT OF WAITING LISTS
The centre ensures the management of waiting lists in accordance with priority indexes. For
more details, please refer to the Company website where these indications are updated
periodically.

EXAM EXECUTION
The facility carries out examinations by appointment.
DELIVERY OF REPORTS AND AVAILABILITY OF RESULTS

The reports are delivered directly to the interested party, upon presentation of the collection
sheet of which they come into possession at the time of acceptance, or to a delegated
person, in which case the collection sheet must bear the authorization for the delegation
duly signed at the bottom. It is also possible to receive the reports by email.

The date of collection of the reports is specified on the receipt delivered at the time of
acceptance and in any case the maximum deadline for the delivery of the reports based on
the complexity of the examinations is variable:

» ultrasounds, mammography X-rays, MOC on the day of the examination
» MRI: within 14 days of the examination
» CT scan ->2-4 days from examination

In particular situations and as an exception to normal processing times, the Centre allows
urgent delivery of reports.

The cases for the urgent collection of reports are:
- patients with suspected fracture
- patients with a suspected diagnosis that requires urgent hospitalization.

The facility provides patients with information sheets on the preparation and execution of
some tests. The reception staff is available for any further clarification.
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PAYMENT METHODS

The amounts for services performed privately are paid to the Reception before the
examinations are carried out.

Payment can also be made through electronic circuits (debit and credit card) with
POS terminals located directly inside Axa Medica.

A regular invoice is issued for the amounts paid.

The services provided under the agreed regime are free of charge or on a flat-rate basis
(payment of the health ticket).

HEALTH DOCUMENTATION

Patients can have access to their data and obtain a copy of their clinical documentation by
making a specific request for it at the reception.

A copy of the required documentation will be prepared within 7 days of the formal request
and will be available for collection at the Facility's acceptance desk during normal opening
hours.

PROCESSING OF PERSONAL DATA (PRIVACY)

Users' personal data are safeguarded in compliance with the provisions of Legislative
Decree no. 196 of 30/6/2003 — Privacy Code and subsequent integration of RUE 2016/679.
Before the performance of the service, the user is asked to sign the consent to the
processing of personal data.

The data relating to patients who benefit from the contracted regime are stored in the
company computer system (Medinet) and transmitted monthly to the ASL.

SECTION Il
HOW TO REACH US

The center is located in Via Pindaro 28/N 00124 =~ .« .~
Rome 7

How to contact us:
Phone 065091 0645 Eschilo Sporting

Village ssdarl

Website: www.axamedica.it &

Mail: Info@axamedica.it arden € ¢ 5

'Axa Medica Roma

Nero Lab Infernetto
Ristorante Bistrot

Vil


http://www.axamedica.it/
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FUNDAMENTAL PRINCIPLES

The services are provided in compliance with the following principles:

impartiality and equality — services are provided according to the same rules for all,
without distinction of sex, race, nationality, language, class, religion and political
opinions;

respect for dignity — the services are provided guaranteeing the user confidentiality,
information and respect for the person; particular attention is paid to categories of
users in conditions of social and/or psycho-physical fragility;

continuity — the services are provided regularly and continuously and without
interruption, except in cases of force majeure;

right to choose — the user has the right to choose the professional providing the
service;

participation — the user has the right to access all information concerning him or her
and has the right to express his or her opinion regarding the service received, can
make observations and suggestions for improving the service and provide his or her
own assessment of the quality of the services used;

Assistance — the user is guaranteed the right to receive assistance from staff and to
obtain the information necessary for access to the services. However, there is
signage, readable at a distance and easy to understand, which allows you to easily
identify the place where the service is provided;

efficiency and effectiveness — Axa Medica is constantly committed to ensuring that
the services provided meet criteria of efficiency and effectiveness.

QUALITY POLICY

Axa Medica's mission is to provide territorial support to citizens through the

performance of radiology and motor rehabilitation activities.

The implementation tools of the mission find their expression in the company's Quality

Policy, which is inspired by user satisfaction.

This satisfaction, which is the primary objective of Axa Medica's activities, is achieved

through:

compliance with ethical principles in all activities;

the development of skills recognizable for their high specialization and
professionalism;

the continuous improvement of the quality of services offered to citizens

the use of suitable means to adequately respond to diagnostic and therapeutic
requests;

10
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e periodic surveys of the satisfaction of the user, employees and personnel operating
within the company.

The Management assumes direct responsibility for the quality of the company's
services, verifying the activities carried out and checking that the guidelines established
are correctly interpreted and applied.

It is the Management's precise commitment to disseminate the principles set out
within the Company and at all levels, encouraging in every way the participation of
employees in the improvement effort undertaken.

Axa Medica has appointed a person responsible for staff training.

SECTION 1l
COMMITMENTS AND OBJECTIVES

With the Service Charter, Axa Medica declares its commitments to users, believing that the
Charter represents an important step in the process of improving its services within the
framework of the protection of health as a fundamental right of the individual and the
community.

The Service Charter was drawn up with the involvement of the company's staff and
with it it aims to provide users with comprehensive information on the organization of the
services offered, defining precise methods of protection in compliance with the principles of
transparency.

Axa Medica's commitment is summarized in its Quality Policy, which is the internal
reference for the staff.

THE MISSION

The Centre, on the basis of a management based on the process approach and with a view
to the full satisfaction of the interested parties, sets itself the following guiding principles:

1. Helping to improve the health of patients

2. Ensuring the centrality of the person, respect for human dignity, fairness and
professional ethics

3. Ensure good professional practice and consistent behavior

4. Operate according to best practices, adopting recognized standard operating
procedures

5. Promotion of professional growth and motivation of its employees
6. Operate in a proper environment

7. Operate in compliance with the needs of patients and measure their level of
satisfaction by obtaining feedback information

8. Ensuring professional secrecy

9. Availability to provide information/assistance
11



CHARTER OF SERVICES

Ed. 1 Review 8 of 14.01.2026

10. Use of appropriate technologies and organizational methods.

These principles are applied in the following standards, which we pursue for our staff and
our Patients:

Professional Technical Services

To carry out a control on the processes that ensure the appropriateness of the result to our
patients.

Services

Improve the performance perceived by patients and family members
Technology Resources

Renew instrumentation for continuous performance improvement.
People

Ensure the continuous maintenance of the skills of the Staff through CME training courses
to offer a professionally adequate service.

Institutional Recognition

Maintain authorization and accreditation requirements.

SECTION IV
QUALITY STANDARDS, COMMITMENTS AND ANNUAL PROGRAMMES
Quality Standards

The Center ensures that the health needs and demand of patients are at the center of
attention, attention that guides and directs all daily activity.
Therefore, it is essential to make a commitment to ensure that the responses to the User's
expectations are the most appropriate and effective and are, moreover, welcomed and cared
for with respect for the dignity of personal opinions and confidentiality.
The Center:
€ Ensures the presence of qualified personnel
€ It uses the number and type of complaints as indicators of the level of service and
the data of internal quality control programs as indicators of the analytical quality
achieved.
Commitments and programs of activities and quality
The Centre is committed to improving the efficiency of the service through:

®  Periodic audits

12
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®  Greater listening to the User through the preparation of complaint forms available

for acceptance

®  Continuous training and updating of staff

" Systematic verification by the Quality Manager of the execution of the planned

checks and the resolution of complaints received

® Collaboration and availability of all medical staff

® Clean, healthy and welcoming environments

STANDARDS THAT DEFINE THE STRUCTURE IN ITS OVERALL ACTIVITY

AREA UNDER CONSIDERATION

Access

Removal of architectural barriers

Relations with Users

Reporting inefficiencies

User Satisfaction

Respect for privacy

Correct and clear information

QUALITY FACTOR

Ability to provide clear and simple
information

Possibility of allowing disabled access
throughout the structure

Easy recognition of staff
Possibility of submitting observations
and/or complaints

Level of satisfaction with the services
offered

Enforcement of Personal Data
Protection Legislation

Preventive information

QUALITY STANDARDS

Presence of qualified personnel.
Presence of adequate signage
Removal of all architectural barriers
and implementation of facilitated
paths.

All staff are provided with an
identification card.
Collectors for observations and/or
complaints.

Questionnaire present at reception

Informed consent requested for the
management of personal data.

Delivery of information leaflet

USER SATISFACTION

In order to assess the degree of user satisfaction, in relation to the completeness of
the service obtained, the Acceptance periodically delivers anonymous questionnaires that
are subsequently processed by the Management both to carry out an annual self-
assessment analysis of the results achieved, and as a tool for continuous improvement.

PROTECTION AND VERIFICATION MECHANISMS

Axa Medica pursues, as its priority commitment and as indicated in the company's
Quiality Policy, the maximum satisfaction of its users, guaranteeing the quality of the service

provided.

To achieve this, the active participation of users is necessary, who are the constant
reference for the optimization of the service offered.

13
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COMPLAINTS

Axa Medica ensures the protection of the user by guaranteeing the latter the
possibility of filing a complaint following a disservice, act or conduct that has denied or limited
the possibility of fully benefiting from the requested service, or that has, in any case,
generated dissatisfaction.

The user can file the complaint:

- verbally at the Reception, during opening hours, requesting the transcription of what
has been exposed and countersigning it;

- delivering a signed written complaint to the Reception during opening hours;
- by sending a letter, fax (to 06 50934250) or e-mail (to info@axamedica.it)

Axa Medica has prepared a specific form called the Satisfaction / Complaint
Questionnaire.

The complaint can be submitted within 15 days from the time the user has suffered or
became aware of the act that he considers harmful.

Complaints submitted after this deadline, in any case no later than 3 months, are
examined if there are justified reasons, environmental and/or personal, that have prevented
the user from reporting the disservice complained of within the required terms.

The Acceptance delivers, on the same day of submission, the complaints received to the
Management which, within a maximum period of 5 working days, contacts the user to verify
and, if necessary, resolve what has been complained of.

The complaints submitted are filed by the Management and the elements obtained from
them are used to carry out the annual self-assessment review, with a view to achieving
continuous improvement.

14



