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‘PRESENTATION OF THE AUTHORISATION HOLDER |

The Labirinto Cooperativa Sociale is historically rooted in the territory of the Province of Pesaro
and Urbino and neighbouring provinces since 1979. This is where the first actions in the field of
services to the individual and of the culture of belonging to the community welfare were born.
Labirinto’s value references are expressed in our offer of social, health, educational, welfare and
training services to people, with a special focus on childhood, children from disadvantaged
backgrounds, disabled adults and children, elderly people, immigrants, refugees and asylum
seekers, the youth, people with pathological dependence or mental health problems.

Our cooperative is a strong presence in the province of Pesaro and Urbino, with some managed
services also in the provinces of Ascoli Piceno, Rimini, Rome, Milan, Perugia, Latina, Viterbo.

Our purpose — object — see art. 4 of the Articles of Association, highlights important principles to
which Labirinto is inspired:

- the cooperative is managed and governed according to the principles of mutuality, without any
private speculation purposes;

- the main goal that the cooperative intends to pursue is the community’s general interest for
the promotion of a human approach and of the social integration of citizens, through the
management of social and health services, welfare and education, pursuant to art. 1, letter a)
of Law no. 381/91.

- the cooperative also aims to provide continuity of employment to its members and to
contribute to the improvement of their economic, social and professional conditions, through
the management of the company in an associated form. In order to achieve this mutual
benefit, members establish with the cooperative, besides their association relationship, also a
mutually advantageous employment relationship.

For the sake of brevity, the VALUES expressed in the code of ethics are summarised below:

- INDEPENDENCE AND CONSISTENCY

- SHARING and CHANGE

- PARTICIPATION

- HONESTY

- TRANSPARENCY AND INFORMATION

- CONFIDENTIALITY

- CORPORATE RESPONSIBILITY

Purpose of the Service Charter

The drafting of the Charter represents for the social healthcare residence (Residenza Socio
Sanitaria Assistenziale, R.S.S.A.) "Coser Giona”: an opportunity to reflect on the organisation,
the operational management and the global quality of the supplied services. The preparation of the
Service Charter can also be viewed as a milestone in the supportive, educational, rehabilitative, and
health-related journey, aimed at service users, whether they are individuals, families, or client
entities, to make them perceive this tool both as a validation of their rights and as an opportunity to
participate actively in the life of the service itself. The main purpose of the document is to inform
and give actual and potential users the opportunity to develop a sense of participation in the
services themselves.

The Service Charter clearly and transparently expresses the organisation of the Service itself, and
has been constructed in compliance with the Italian Regional Law L21/16 which outlines the general
requirements for the authorization for healthcare facilities, as well as specific requirements for RD3
facilities - Social Healthcare Residence - and Accreditation Manual DGR 1572.
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[PROJECT VALUES, HISTORICAL ROOTS AND BACKGROUND CULTURE. |

The general project of the Social Healthcare Residence (R.S.S.A.) ‘COSER GIONA' is the natural
evolution of a project and practice of residential care provided by the local main public subjects
(Pesaro Municipality and AST Pesaro and Urbino) and by the private social sector.
With the opening of '‘COSER GIONA’, over the years all these entities have implemented, by
anticipating and then following them, the reference regional directives, offering a concrete and real
opportunity for a qualitatively meaningful life for persons that are in a situation of
complex disability.
The R.S.S.A. is a public service which, like any living subject, undergoes its own evolution, especially
in relation to the natural increase in the age of the people who live there (with all the implications
ageing normally brings with it). In fact, such transformation has determined a continuous and
progressive rethinking of the organisation and services offered.
The team at the R.S.S.A. The team at COSER GIONA has realised that a service of this type, in order
to meet the goals of a Social-Educational-Rehabilitation Community, must adapt, through the
constant work of the operators involved, to the people who live there and not vice versa, especially
since it is a home, a place where people live, with all that this entails in terms of well-being, health
and safety.
The team at the R.S.S.A. To this purpose, in recent years GIONA has kept following two constant
references that show the way forward:

1) ‘The Residence is a place to return to, not a place where our entire existence comes to an

end’;

2) The users are ‘the owners’ and the operators are there to take care of them.

At the beginning the R.S.A. was located in Via Mazza in Pesaro, then was moved to the premises in

Via Andrea Costa (2009), then to Via Ascoli Piceno 15 (2014), and today it is located in the premises
in Via del Novecento 79.

ILOCATION OF THE FACILITY |

The R.S.S.A. "Coser Giona” is located in Pesaro, in a newly-built residential neighbourhood,
halfway between the city centre and the outskirts (Celletta/5 Torri area), with shopping centres, a
school campus, and businesses, to facilitate the social rehabilitation process. It is protected from the
city traffic, despite being only a few hundred metres from the main connecting roads. It is open all
year round, 24/7. The facility meets all the management and structural standards required by the
national and regional regulations in force regarding social and healthcare facilities.

GENERAL METHODOLOGICAL ASPECTS OF THE PEDAGOGICAL, EDUCATIONAL APPROACH
TO CARE AND INTERVENTION FOR THE RESIDENTS

The methodology used is based on Institutional Pedagogy, which views the person as the
protagonist of change, and uses group work to strengthen personal identity while encouraging the
expression of individual desires and preferences. The approach takes into account the person’s
motivation and their enjoyment of activities, with the environment as a central element around which
educational actions take place. The goal is to create a culture that develops from the environment
itself and evolves through the actions of the individuals interacting within it.

Key Aspects of the Care and Intervention Approach:

o fulfilment of educational and social-health functions
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e customised planning
e routine management
e social inclusion

Delivery of the social-educational function
The specific operational space of the work team at the R.S.S.A. COSER GIONA is very big, as it
contains multiple activity areas:
e Area of interest relating to life in the home environment
Area of interest related to learning
Area of interest relating to life in the community/territory
Area of interest related to employment
Area of interest related to health and safety
Area of interest related to social activities
Area of Iinterest related to legal protection and advocacy

In this perspective, educational and social-healthcare work is characterised as an effective and plural
“keeping in mind”: containing, unifying, and connecting past and future events in time and space,
providing support during crises and adaptation to new circumstances. The Educator, in collaboration
with the social-healthcare operator (0.S.S.), carries out a series of activities linked both to the
practical management of the residence and the performance of the planned and agreed activities
(cooking, canteen, personal care, health appointments, etc.) and activities with the external relational
networks, combining this with the flexibility needed to deal with any kind of emergency. All this is
managed by the staff in charge, using the tools available to them: dialogue (answering, asking
questions, telling stories, listening, throughout the day, but above all during shared time, such as
lunch, dinner, evening hours, outings); writing, in this sense we consider the “common journal” (a
succession of events, notes, opinions, commissions, etc. which constitute the common heritage of all
the operators) and the educational and health journal specific to each resident of the RSSA as tools
that make up a collective memory that allows a historical unity of each biography that enables the
team to achieve greater coherence and sharing of social-educational action also on the health side;
making oneself available for individual requests (making a phone call, buying something personal,
taking care of spaces and objects, accompanying to special places, such as an emotionally meaningful
place or a shop, etc.);

respecting each person’s time and methods, without disadvantaging others (e.g., avoiding
conflicts or crises leading to aggressive behaviour; preventing conflicts through consistent attention to
the use of shared and personal spaces and items; maintaining a balance between group and
individual activity proposals).

Customised plan (P.E.1.)

The team is in charge of the drafting and annual assessment of a customised plan (MRSD18 P.E.I.)
for each guest in the residence.

From the point of view of day-to-day relations, within the framework of community life the
customisation of the educational project is intended as adaptability of the rules and organisation to
each individual's way of life, their requests and desires. This creates increasingly stable
communication channels AND emotional exchanges, fostering feelings of security, self-esteem and
trust.

The personalisation of educational projects and the pursuit of a balance that ensures the well-being
of all residents and staff at the facility require particular attention to group dynamics (namely, in case
of the R.S.S.A. COSER GIONA, in the use of spaces, in the relationship with others during shared
moments) and to the relational approach to the different people involved. Such approach must be
specific, non-stereotyped and adapted to the various moments of the day and of their lives: waiting,
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inviting, explaining, mediating, arranging spaces, organising the day, foreseeing the harmonisation of
different needs and requests, negotiating between individual requests and the needs of community
life;

Maintaining this balance also means taking action in conflicts that may arise between people on the
use of space, the organisation of time, the satisfaction of requests. Therefore, special attention must
be paid to anticipate crisis situations that, should they occur, require quick actions, in an initial phase,
to reduce potentially dangerous or manifestly unhealthy behaviour, and then preparing to return to
the issue, working on listening skills and encouraging the verbalisation of emotions.

Routine management

The management of everyday and repetitive routines are two actionable and strictly related
dimensions of the programme: so how can one handle an unavoidable repetitiveness - waking
up/scheduled experiences/lunch/outing/dinner/sleep - without making one’s gestures void and
automatic? The staff actions must evolve into a constant being-present-in-the-situation, striving to
keep their specific role active and infusing it with curiosity, openness to new experiences, and the
drive to step outside the residence, finding opportunities for experiences and change in the external
environment.

It is important to keep organisational routines under control, checking and modifying them adapting
to changes in situations and relationships. No organisational behaviour can be considered definitive, if
it concerns people’s lives. Above all, educators must consistently integrate and rediscover within these
routines all the behavioural and emotional nuances that can prevent the relational value of actions
from being diminished: listening, responding, consoling, calming, stimulating, affirming, allowing
autonomy, setting boundaries, expressing pleasure or disapproval, and managing the timing and
organisation of the day to carry out both the necessary actions and those that are not strictly
necessary.

Social Inclusion

The key to an experience of inclusion lies in the possibility of exchange that it determines, in the
changes it induces in the context it welcomes, be it the outside world or the residence itself. With
respect to the R.S.S.A. COSER GIONA, the relationship with the outside world is configured in a
different perspective from the “traditional” identification of an /nside and an outside, which is the
legacy of an institutional conception of services. We can use the term "OPEN RESIDENCE", where
guests have the opportunity to experiment their autonomy (even in the absence of educators, if this
is deemed possible and useful, so that, for example, self-managed moments of conviviality can be
organised by some of the residents at the RSSA, who may invite friends for a pizza or a coffee, while
the Educator with the other residents go out to leave the residence free...) and live experiences with
friends, acquaintances, volunteers, but also to be able to go out on their own, to run errands or go
somewhere. In this approach, educational work is characterised by a commitment to identify areas,
situations, contacts, through which every person can experience different ways of relating and
behaving, depending on the context and the people with whom they find themselves. This is an area
of significant educational value, as it requires the concerted effort of all staff members to create
opportunities for the individuals in their care for mediation with the social context and to facilitate the
process of approaching, connecting with, and exploring new environments.

DEONTOLOGY AND NETWORKING WITH INSTITUTIONS AND OTHER LOCAL SUBJECTS IN
SUPPORT OF RESIDENTS

The entire Team is ethically oriented towards a constant search for opportunities that may foster
forms of active citizenship for the residents of the R.S.S.A. and aim to give back to the community
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and the external environment through the involvement of individuals in support networks and in their
efforts. In this context the R.S.S.A. COSER GIONA is part of the territorial network of residential and
semi-residential services for people with disabilities and actively participates in the work of the Ambito
Territoriale Sociale n. 1 (social territorial area, AST). Relations with other public or private facilities
working on the territory in favour of the residents are maintained by the Community Coordinator and
educators, within the framework of educational programming. The service is part of the ADULT
DISABILITY AND MENTAL HEALTH SECTOR of Labirinto Social Cooperative, it therefore
benefits from the organisational structure set up for the management while maintaining constant
coordination with all other services, including training, practice sharing, organisation, and participation
cultural and awareness-raising events.

Significant relationships are also established with some organised local entities, for both cultural and
recreational activities as well as inclusion customised plans.

OBJECTIVES, METHODS, STANDARDS APPLIED, STAFF SELECTION AND TRAINING
CRITERIA, MONITORING, SUPERVISION AND EVALUATION OF THE INTERVENTION

Each of the various professional roles involved (educators, social healthcare workers necessary tasks
to ensure that the service operates effectively. This is based on achieving common objectives and
sharing the service goals, avoiding rigid distinctions in the definition of professional roles.
Consideration is given to the service history, the local institutional context (such as the Territorial
Area, UMEA, Municipalities), the functional organisation of Labirinto Cooperativa Sociale, and
guidelines for a proper management of the service and the facility.

The staff selection criteria guarantee that all the professional figures employed comply with the
provisions of Regional Law 21/2016, as amended.

The operators’ training is aimed at consolidating the aptitude for helping relationships,
listening to oneself and to others, sharing experiences, dynamic and flexible behaviour,
attention to clarity and homogeneity of the messages produced, and team work.

Every year (between December and February) the Coordinator prepares a summary of training needs,
that is then submitted to the Division Manager and to the Training Managers, who identify training
opportunities (either through participation in ESF calls for continuous training, where cooperatives can
apply as entities accredited by the Marche Region, to carry out training activities; or by using the
Conto Formativo Annuale, annual training account, made available by Foncoop, a bilateral training
body for cooperatives; or by activating individual vouchers) and elaborate the Annual Training
Plarthat contains training proposals dedicated to new employees and to the updating of employees,
based on identified needs.

The team participates in any training courses promoted by the Ambito Sociale Territoriale No. 1, the
Pesaro Health District and Labirinto Cooperativ; in some cases, the delivery of training can be
integrated with other territorial services. The Coordinator informs and encourages the team to
participate in seminars and conferences promoted or advertised by the cooperative on relevant topics.
The roles in charge of monitoring, supervision, and evaluation of the intervention are,
respectively:

e Cooperativa Sociale Labirinto, that is the service provider and ensures proper, regular, and
timely fulfilment of the service through its organisational structure and specific procedures;

e Ambito Sociale Territoriale 1 (territorial social area 5): Primarily responsible for evaluating the
overall project, assessing the adequacy of the service against the community needs, and
collaborating with Cooperativa Sociale Labirinto on admissions and discharges.

e Multidisciplinary units for adult age (UMEA), working within social and health operational units
(U.O0.S.E.S), the UVd'A, and the Commissione d’Ambito (area commission), UMEA are in
charge of the technical evaluations regarding case selection and discharge, and of formalising
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the quality assessment of information and data in terms of reliability, accuracy, and validity.
Pesaro and Urbino AST health service (or other health service the person refers to) as project
financiers for the 70%, monitor the service according to their established guidelines.

REFERENCE AGE GROUPS AND TYPE OF ADMITTED GUESTS ARE CONSISTENT WITH THE
PURPOSES OF PROMOTING GREATER EFFECTIVENESS AND HOMOGENEITY OF ACTION,
APPROPRIATENESS OF PLACEMENTS AND DEVELOPMENT OF BALANCED RELATIONS
WITHIN THE SERVICE

The R.S.S.A. COSER GIONA is a community-based residential facility for adults with disabilities
and no or limited autonomy who do not require continuous health care, who are temporarily or
permanently deprived of family support or for whom remaining in the family unit is considered
temporarily or permanently impossible or in conflict with the individualised project, or who are housed
in services that do not meet their needs and potential. The service offers accommodation to 10
persons of both sexes. The choice of the small housing and community dimension of the R.S.S.A.
COSER GIONA is one of the quality elements that guarantee greater balance within the group of
residents, promoting the building of more family-like and cooperative relationships in the
management of a place perceived as a collective project that needs to be taken care of.

‘PURPOSE AND CHARACTERISTICS OF THE SERVICE OFFERED |

The community approach is implemented by all the professionals (educators, OSS, Auxiliary,
Coordinator) employed at the facility, beyond individual specific roles, that represent an organisational
subdivision of tasks and responsibilities, all implying the same engagement in handling relationships
and the sharing of the service project itself and its purposes, listed below:

e develop and encourage personal autonomy, meaning the possibility for the person to be
and feel an active subject in thoughts and actions, promoting residual capacities, bringing to
light existing potential and guaranteeing the greatest possible expressiveness, within a
communal management of daily life;

o offer opportunities for experience, aimed at fostering personal growth, relational exchange,
adaptability, behavioural flexibility, through the integration with the territory, the service
system, associations and individuals who come into contact with the community;

e promote the users’ psychophysical well-being through constant attention and individualised
social and health protection programmes;

e ook after and take care of the residents at the R.S.S.A. in their entirety (countering any form
of fragmentation of the person) by paying attention to their physical, material, social and
emotional well-being and offering meaningful experiences and activities;

e guaranteeing a professional approach (supported by appropriate training sessions) that
emphasises: a) a positive attitude towards helping relationships; b) specific skills in listening
and interpersonal communication; ¢) dynamism and behavioural elasticity, understood as the
ability to address various situations, taking into account both their specific nature and their
occurrence within a community context; d) competence and willingness to engage in
teamwork, viewed positively as a means of integration rather than a space for offloading
negative emotions or evaluations;

¢ documenting the experience, so that it can become a shared heritage and gain qualities of
transferability and communicability.
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QUALITY STANDARDS OF THE SERVICES PROVIDED TO THE PERSON RECEIVING CARE,
WITH SPECIAL ATTENTION TO THE IMPROVEMENT OF CARE ACTIVITIES, RIGHT TO
INFORMATION, RIGHTS PROTECTION, DATA MANAGEMENT AND PROTECTION
(PRIVACY)

The service ensures compliance with quality-of-life indicators, which derive from the World Health
Organization’s (WHO) definition of “Health”:
"A state of complete physical, mental and social well-being and

not merely the absence of disease or infirmity.”
Physical Well-being

Meaningful activities

Material Well-being

Emotional Well-being Social Well-being

Physical Well-being

1.

2.

Monitoring of and attention to the general health conditions of the residents at COSER
GIONA;

Constant attention to the individual, both in terms of hygiene and healthcare: constant
monitoring, regular check-ups, collaboration with the local integrated home care service
(Assistenza Domiciliare Integrata, A.D.I.) for specific nursing services; cooperation with
designated general practitioners; arrangements for complex specialist procedures (such as
surgeries, dental visits, etc.). This also involves engaging relevant guardians and ensuring,
within the facility organisational limits, presence and support in handling emergencies (e.g.,
hospital admissions).

Healthcare assistance, limited to specific nursing services, is provided by educators or OSS
(social and healthcare operators) under the direct supervision of the General Practitioner (who
participates in a monthly team meeting to review/evaluate healthcare assistance). This is
carried out in agreement with guardians and in compliance with operational procedures that
protect both the user and the operator.

Adequate management of hospital admissions or situations of heightened,
reversible healthcare needs ensures continuity in the relationships with doctors, while
providing tranquillity and dignity during the stay. When necessary, specialised professional
may be consulted. If a hospitalised person requires non-stop assistance, the R.S.S.A. COSER
GIONA, through its Coordinator, ensures that this support is provided by the team on the first
day. The legal guardian is contacted and from the second day onward it is them who are in
charge of the service, both for its organisation and the financial support. However, the team
will collaborate with the guardian to develop a project aimed at ensuring continuity in
relationships with the operators and residents of the R.S.S.A.

Ability to maintain the balance between interventions for the individual and those focused
on the group, making sure that no one is disadvantaged in either direction. The same care is
given to the emotional and affective impacts of illness-related situations, which, while they are
individual, inevitably disrupt the overall dynamics of the group of residents and staff.

Material Well-being

1.

Set up an organisation capable of collecting and developing different personal life
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paths, integrating them into daily activities carried out both within and outside the Residence;

2. Enable autonomous management of hotel-like services (meals, general cleaning, space
organisation, laundry, etc.), performed in collaboration with qualified staff, allowing the
Residents to actively participate in the care of the Residence and communal life.

3. Understanding, within the Educator’s operational areas, care for the spaces and
furniture, for their functionality and pleasantness, as well as for the personalisation
that can be guaranteed in individual spaces;

4. Ensure personal hygiene and appropriate clothing for COSER GIONA Residents, as an
expression of respect for their dignity and social participation.

Social Well-being

1. View the various external activities and experiences not only as opportunities for communal
living (e.g., trips, dinners, vacations) but also as chances for individual residents to build
personal external networks. These networks provide meaningful experiences, support, and
companionship, preventing life from being entirely confined within the service, however
comfortable it may be. Support self-determination in social relationships and emotional
choices, understanding that the knowledge and respect of social norms are best consolidated
through real-life experiences rather than mere behavioural instructions.

2. Maintain consistent and strong connections with guardians (parental or legal) to foster
the sharing of significant decisions about the individual (e.g., health conditions, important
purchases, holidays), thereby strengthening the overall service.

3. Endure constant participation in the social life of the local community (e.g., festivals,
exhibitions, theatre events, visits, trips), which are vital for group life and internal cohesion,
leveraging opportunities provided by Labirinto Cooperativa Sociale and its service network.

4. Increase integrated activities with other services to multiply opportunities for
socialisation, friendships, and mutual support in designing and achieving individual autonomy
pathways;

Experiment and support autonomous management of welcoming external visitors (e.g.,
inviting friends or family to dinner) within the Residence to strengthen a sense of belonging
and recognition.

Emotional Well-being
1. Ensuring emotional support and accompaniment in difficult phases (e.g. due to painful or
sudden events), in managing relationships with people outside the Residence (e.g. friends,
relatives, etc.). It is a common responsibility to maintain a positive emotional atmosphere at
the facility, by mitigating conflict situations and encouraging mutual understanding.

Meaningful Activities
1. Provide each person admitted with a framework of activities and experience
possibilities, identified in the context of everyday life. More specifically, each resident will be
able to:

o take care of their personal space, either independently or with the help of the
Operators;

e help in the preparation of meals;

e take care of common spaces (dining room, TV room, bathrooms, garden, etc.);

e participate and be involved in all those actions that characterise the smooth functioning
of a living community (e.g. Task assignments, sharing of decisions that affect
everyone, respect for common spaces and objects, etc.);

e receive assurance of the regularity of planned activities and adherence to schedules
and appointments;

e be involved in external relational contexts, where the facility staff members provide
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mediation, logistics and support activities.

Management System for Organisational Quality

Specifically, the LABIRINTO cooperative is certified under the UNI EN ISO 9001 standard, and the

RSSA system includes:

e Two operating procedures: PRSD0O7_Service Planning and Delivery Procedure
PRSDO06_Individualised Educational Project (IEP)
e Instructions (operating manuals) based on roles;

¢ Instructions on service management

e and related modules for the overall management of the service:

for the management of the user TAKING CHARGE process: MRSD04_taking charge
of users; MRSD13_admission observation chart; MRSD18 P.E.I. And assessments;
MRSD12_authorisation to outings outside the facility; MRSD35_communication of
voluntary departure of the user; MRSD29_users list;

for the processing of users’ HEALTH RECORDS: MRSD14_Declaration of Allergies
and Motor Conditions; MRSD22_Health Indications and Prescriptions; MRSD23_User
Psycho-Physical Journal; MRSD41_User Visit and Examination Log; MRSD15_Request for
Self-Administration of Medication; MRSD17_Self-Administration Chart; MRSD24_Specific
Medication Dosage; MRSD16_Specialty Medication List; MRSD32_Over-the-Counter
Medication List; MRSD105_SCALA CONLEY Fall Risk Assessment; MRSD106_SCALA
PAINAD Pain Assessment.

for USER ACTIVITY SCHEDULING, MONITORING, AND CONTROL of service
delivery: MRSDO05_Facility Project; MRGQ16_Service Area Control and Monitoring Form;
MRGQO06_Complaint Nonconformity Report; MRGQ32_Complaint for Just Cause
(user_client or their representative) MRB03_Log of Periodic Inspection and Annual
Maintenance Interventions; MRB0O7_List of Vehicle Interventions.

for PERSONNEL MANAGEMENT: MRRUO6_Chart of Monthly Attendance (split hours);
MRRUO7_Form for Holidays/Leaves; MRSD11_Staff Holidays; MRSD25_Annual Operators’
Shifts; MRSD104_Business Organisation Chart and Service Chart; MRFO1_Training Chart;
MRF06_Training proposal.

To highlight the work completed, the R.S.S.A. COSER GIONA annually commits to:

detect potential non-compliances and complaints occurred in the service provision

process;

e assess the level of satisfaction of Families/Guardians/Legal Representatives, using a

dedicated customer satisfaction questionnaire;

e Review and disseminate to families/guardians the results within the annual assembly of
R.S.S.A. Coser Giona through the submission of the activity reviews carried out by

communicating potential improvement actions.

Satisfaction Level Assessment

The level of satisfaction shall be measured using the following tools:
e Complaint for Just Cause (user_client or their representative) MRGQ32;
e Non-Conformity Report for Complaints MRGQO06;
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e MRSD102 Guardian/Family Satisfaction Questionnaire;
e Process Monitoring Sheet MRGQ17, as follows:

INDICATOR: FREQUENCY OBJECTIVE:
MONITORING

No. of non-conformities at the facility ((excluding those that are due EVERY SIX MONTHS <7

to client or users’ errors)

N° complaints/ Total No. of service users EVERY SIX MONTHS <1%

User satisfaction questionnaire (guardian/family/support administrator) BIENNIAL 80%

Satisfaction questionnaire services from referring entity ANNUAL 80%

Percentage of objectives met/objectives established (individualised EVERY SIX MONTHS >50%

No of initiatives developed with local associations and municipalities ANNUAL At least 1

((objective of related sector)

no. of Improvement Actions detected (objective of reference division) ANNUAL At least 1

No. of audits of the Division Manager and No. of audits of the Medical Director / IANNUAL Minimum 1 division/ 1 Facility

with positive outcomes Manager

Detection and reporting of adverse events related to users in social and MONTHLY If answer is yes: evidence of

healthcare facilities. reporting on the dedicated

ministry portal and initiation of

corrective action

Detection and management of HEALTHCARE-ASSOCIATED INFECTIONS (HAIs) MONTHLY If answer is yes, initiation of

related to users (social and healthcare facilities) corrective action

Detection and management of HEALTH EMERGENCIES relating to users (social [MONTHLY If answer is yes, initiation of

health services) corrective action

Detection and management of NEAR MISSES at the facility (both user and MONTHLY If answer is yes, initiation of

worker), also due to climatic events corrective action

Data Management System (privacy) and Documentation Management
1. With regard to data management of the people involved in the service, all personal data

received will be processed in compliance with the principles of protection of personal data
established by Legislative Decree 196/2003, as amended by Legislative Decree 101/2018, and
European regulation 679/2016 — GDPR. During the onboarding stage, an information document
on the user data management is shared, and must be signed by the family member/guardian. All
paper or digital user data are processed according to the regulations through instructions
to operators. In addition, for service projects that involve the use of data and images, family
members are asked to sign an additional consent form, with a description of the related activity.
The service uses a computerized system for the management of data, information and for the
archiving of individual guest documentation, which is also archived in paper format in compliance
with data management regulations (privacy) through the help of special cabinets. Data,
information and documents are constantly updated by our staff in charge and are managed in
such a way as to be easily available for the operators in charge of supervision and control.

Just Cause Complaint

A complaint from the user_client or their representative can be submitted verbally, in writing, or by
using the form MRGQ32_JUST USER_CLIENT or their representative available in paper format at
the managed or semi-managed services overseen by Labirinto Cooperativa Sociale. In order to
facilitate the due management of complaints at the facilities, in case of anonymity, a box is made
available for the submission of the form or of a communication in writing. Alternatively, complaints

can be submitted by e-mail to: v.galeazzi@labirinto.coop

In the case of non-conformities or complaints, the person in charge of the structure or the
coordinator will open the MRGQ06_NON-CONFORMITY/COMPLAINT FORM, notifying the competent

Manager, and in any case, the Division Manager.
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For incoming and outgoing communications, the use of the Labirinto logo and letterhead
is defined in procedure PRGQO6.

Requirement Regarding Information Flows

Labirinto has defined with the Medical Director a CLINICAL RISK MANAGEMENT PLAN (IRDP12) for
adverse events and ATTACHMENT 1 SPONTANEOUS REPORTING FORM FOR ADVERSE EVENTS.
Furthermore, Labirinto has a procedural system for the management of NON-
CONFORMITIES/COMPLAINTS and CORRECTIVE ACTIONS.

The Facility Manager is registered on the MSIS portal of the Ministry of Health - with specific
credentials - for the management of communications regarding ADVERSE EVENTS related to users.
The Facility Manager is responsible for the submission of the relevant flows to the Marche
Region, following discussions with the territorial AST contact.

| RSSA COSER GIONA’S WEB SPACE

Another essential activity of information and involvement within the RSSA project is the creation
and management of a digital page in the corporate website of Labirinto Cooperativa Sociale. The
curators of the website are the residents of the RSSA, the educators, the family members, the
members of Labirinto Cooperativa Sociale who are interested, administrators and professionals within
the social health network, trainers, artists, and the collaborators of the facility. The website aims at
offering a space where the best practices adopted and the work done can be communicated, and
where we can share the reports on the service quality, the results of satisfaction surveys, and
improvement measures.

SERVICE ORGANISATION: access to services, possible bookings and management of
waiting times, reception and stay rules, organisation and rules for the community life,
procedures and timing for accessing personal documentation, procedures for submitting
and managing complaints.

The R.S.S.A. COSER GIONA is organised as a residence, where the care for individuals with disabilities
is provided by an organisation that, while operating through the identification of specific objectives
and activities, aims at minimising “artificiality” as much as possible (e.g. the programmatic distinction
between “assistance” activities and “educational” activities, rigidity of routines, depersonalisation of
spaces, excessive functionalism in times, spaces, equipment, etc.); in order to build a daily life made
of practical actions and woven with a network of interpersonal relationships, capable of giving
meaning to events and providing appropriate support/solidarity to the individuals.

The organisation requires the submission of the family’s application to the multidisciplinary unit for
adult age (UMEA), operating within the social and health operational units (U.O.Se.S), in order to
access the service. The UMEA, in collaboration with the territorial area Commission, arranges for a
trial placement at the facility.

If needed, the management of a system that ensures timely and transparent information on waiting
list times for admission to the facility is guaranteed by the UMEA (multidisciplinary unit for adults),
the territorial assessment Unit, and the territorial area Commission.

The first three months of stay are considered a trial period. After this period, and in the absence of
events that could compromise the harmonious coexistence of the new resident and those already
living there, the person’s admission and stay are definitively confirmed. Admission to the Residence
is subject to the guardian’s signing of this Service Charter, which serves as a contract between the
parties.
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Discharge from the residence is foreseen if the service is no longer suitable for the individual. This
decision can be made by the service team or the family and is reviewed and evaluated together with
the UMEA, the Evaluation Unit, and the Territorial Commission.

The reference criteria are as follows:

a) acquisition of a high level of personal autonomy, that would make continued residence in the
service counterproductive if compared to other potential opportunities.

b) severe impairment of personal autonomy, requiring specialised nursing care.

¢) deterioration in health conditions (physical or mental);

d) incompatibility between residents, that would make daily management impossible. In the first
case (a), the person may transition to less protected arrangements available in the area. In
the event of discharge, the team will provide appropriate support for relocation to new
facilities.

In the other cases (b/c), the person will be placed, even temporarily, in more suitable residential
facilities that offer appropriate healthcare and assistance.

If issues arise due to incompatibility among residents, all efforts will be made to improve the
community atmosphere or modify the organisational setup of the Residence.

Discharges are always a “shared decision” that involves guardians, the UMEA operating within the
social and health operational units (U.0.Se.S.), the evaluation unit, the territorial Commission, the
team, the Coordinator, the General Practitioner, and the Cooperative’s Facility Manager.

For each individual, the Service establishes and plans internal organisation and external activities
to ensure a meaningful, safe, and satisfying daily life. This includes tailoring actions based on
individual needs, avoiding any automatic approaches, and supporting each person’s life through its
transformations and changes.

Community life rules are integrated as experiential knowledge into daily life and relational
environments, both within and outside the service, with the aim of enhancing individuals’ social and
communication skills. The main rules provide guidelines for interpersonal relationships in one-to-one
interactions with the Educator, interpersonal relationships within the group of residents, and
interactions with other subjects. These include: recognising the steps of a social process (joining a
group, meeting, social rules, leaving the group, social signals, etc.), identifying the verbal conventions
of a communicative process (greeting, initiating interactions, interaction turns, concluding
interactions, courtesy forms, etc.), and, more generally, the skills needed to manage/complete tasks
and mediate relationships in social groups.

Through appropriate support in the RSSA daily life, individuals are taught to diversify and personalise
their relational approaches, adopt behaviours conducive to the smooth functioning of community life,
foster a positive group atmosphere, and respect personal and shared spaces, furnishings, and
equipment.

The personal social and health documentation of each resident is maintained using both paper
and digital archives (including portable devices). This involves collecting, recording, processing in
paper form and digitally, storing, and communicating data. The processing of this documentation is
carried out by the controller, Labirinto Cooperativa Sociale, and by expressly authorised managers
and staff members. Residents and/or their family members may request access to personal data and
the related information by scheduling a specific appointment with the Coordinator of the RSSA.

Labirinto Cooperativa Sociale encourages the reporting of any deficiencies in the service delivery and
complaints. Whenever possible, direct disputes with employees should be avoided. Instead, any
incidents deemed inappropriate should be promptly reported to the Coordinator. Complaints are
recorded on a dedicated form, which includes a description of the complaint, its cause, the solution
implemented, and any actions taken at the time of the report. The solution of the issue is
communicated to the person who submitted the complaint. The response may be communicated
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either orally or in writing, depending on the severity of the issue and the appropriateness of the
communication method as assessed.

Transportation

The transportation service is organised to establish and maintain meaningful relationships with the
relevant social and healthcare networks and to promote social integration and leisure activities. To
ensure connections and accessibility to local services, the Residence is equipped with suitable
transportation means, which are accessible and adapted to meet the varying needs of individuals with
disabilities.

Waste Management
Waste management is the responsibility of all the residents of the facility and is organised through:

e separate collection, using internal containers for plastic, paper, glass/metals, and then
disposing of them in neighbourhood bins located a short distance from the facility.

e collection of non-recyclable waste, in internal containers. A company has been appointed by
the Municipality to dispose of waste collected in bins located in the neighbourhood, near the
facility.

o Special waste collection is managed through the social and healthcare service using special
containers (through a contracted specialised company) as the need arises. Collection and
disposal are activated upon request (e.g., for insulin-dependent residents) or in response to
biological risks (e.g., cases of scabies, clostridium infections, etc.).

Administration of meals prepared keeping into account the residents’ specific nutritional
and dietary needs

The facility manages the preparation, portioning, and serving of meals. Customised diets and
specific nutritional regimens are arranged upon medical prescription.

FOR THE SAFETY OF RESIDENTS WITHIN THE FACILITY:
All the operators:

e must comply with the instructions established BY THE EVACUATION PLAN;

e Shall refer to the members of the EMERGENCY UNIT;

e must read the provisions included in the manual GENERAL RULES AND PROCEDURES ON
OCCUPATIONAL SAFETY, available at the centre and delivered to each operator (with an
evaluation questionnaire);

e All operators must ensure that guests are protected on a daily basis.

Emergencies and/or situations of temporary and/or persistent discomfort of the user:
Operating procedures are reported in the PRSD07 procedure and in the operators’ manuals.

Insurance Policy
Labirinto Cooperativa Sociale has signed an insurance coverage for risks of injury or damage suffered
or caused by guests, staff or volunteers.

FUNCTIONS CHART & ORGANISATION CHART, IDENTIFYING RESPONSIBILITIES, THE
NUMBER OF OPERATORS ENGAGED AND THEIR TRAINING, THE TEAMWORK METHODS,
PERMANENT STRATEGIES FOR OPERATORS’ TRAINING

The Service Design Team is the reference point for project planning, encompassing the coordination,
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educational, and social-healthcare functions.

At a professional level, the Service Team consists of:

e 1 Coordinator (facility manager), present alternatively during morning and/or afternoon
hours, responsible for ensuring smooth organizational operations, providing technical and
logistical support for activities, building relational networks with key stakeholders in the local
community, managing the service’'s administrative and financial aspects, maintaining
relationships with guardians, organizing internships and volunteers.

e 4 Educators present during the different morning and afternoon shifts. They are responsible
for managing the individualised educational projects and overseeing the daily operations of
the service in collaboration with the O.S.S. (e.g., morning wake-up routines, meal preparation,
shopping, organising spaces, personal activities, outings, leisure activities, etc.), with
particular attention to the users’ personal experiences, coordinating and documenting the
residents’ life projects. They are also in charge of producing the necessary documentation for
the quality system and maintaining records that reflect the educational work carried out at
Coser Giona;

e 6 Social-healthcare operators, present during various shifts throughout the day to ensure
24-hour coverage. They are responsible for personal care activities in collaboration with the
educational staff, and for maintaining the living spaces of the facility (e.g., organising
wardrobes and rooms, taking care of personal belongings, etc.), overseeing the facility daily
operations in collaboration with the Educator (e.g., morning wake-up routines, meal
preparation, shopping, organising spaces, personal activities, outings, leisure activities, etc.),
and providing support for the residents’ assistance/healthcare needs.

e 1 Auxiliary operator in charge of general cleaning and organising clothing (washing,
ironing, etc.), encouraging the participation and collaboration of the community residents and
working in coordination with the on-duty staff.

e Interns, volunteers, community workers, etc. The presence of voluntary staff, which
must be supplementary and not substitutive in nature, cannot exceed 30% of the number of
paid operators. Voluntary or trainee personnel must always be accompanied by employed
staff. Volunteers are not allowed to carry out their activities during night hours (20:00-06:00).

The staff hold a weekly meeting taking two additional hours for programming purposes.
Led by the Coordinator, this is a key moment for sharing, continuous organisational review, and
discussion among staff. Its aim is to build a group perspective that synthesises individual
contributions, ensuring consistency in educational actions.

Labitinto Cooperativa Sociale is committed to guaranteeing the maximum possible continuity of
service, while recognising the possibility of staff replacements. Such transitions must be gradual and
respectful of the relationships built with the users.

Coordination activities are structured with variable daily schedules based on needs (e.g., medical
appointments, external meetings) and planned activities.

On various days, volunteers, covered by proper insurance, are involved in supporting educational
activities by carrying out specific tasks.

Each operator also participates in training and refresher courses:

o for staff training (presence of one trained operator per shift): HACCP food safety training
for kitchen activities, cooking, equipment and updates; training courses on safety at the
workplace (Legislative Decree 81/08): State-Region agreement on general training and
specific risks - fire/emergency operator and updates; Bas/eLife Support Defibrillation (BLSD)
operator course; course on data management (Legislative Decree 196/2003, as amended by
Legislative Decree 101/2018, and European regulation 679/2016 — GDPR).
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The Coordinator uses the specific module (MRFO1_candidate training and instruction) to train
and instruct candidates on the requirements of different positions.

Staff Organisation, Staff Overlap in Specific Time Slots, Shift Organisation, Presence of a
Staff Member During Night Hours in Residential Facilities

Labirinto Cooperativa Sociale, holder of the authorisation, has appointed a Manager who meets
qualifications required (educational, professional, etc.) for the Social Healthcare Residence. The
organisation of staff shifts and attendance, including night hours, is listed below.

: MORNIN : Monday Tuesday Wednesday Thursday Friday . Saturday Sunday
' G : :

11 O0SS. on:1 OSS. on:1 0OSS. on:1 0OSS. on:1 0OSS. on:i1 0OSS. on:1 0OSS. on

! shift ¢ shift ¢ shift ¢ shift ¢ shift ¢ shift ¢ shift

7:30 - 14:30 7:30 - 14:30 7:30 - 14:30 7:30 - 14:30 7:30 - 14:30 7:30 - 14:30 7:30 - 14:30

' 1 Educator ' 1 Educator ' 1 Educator ' 1 Educator ' 1 Educator ' 1 Educator ' 1 Educator !

1 08:00 - 14:00 i 08:00 - 14:00 : 08:00 - 14:00 : 08:00 - 14:00 : 08:00 - 14:00 : 08:00 - 14:00 : 08:00 - 14:00

b1 b1 b1 b1 b1 b1 b1 :

Educator/0.S. Educator/0.S. Educator/0.S. Educator/0.S. Educator/0.S. Educator/0.S. Educator/0.S.

'+ S, '+ S, '+ S, '+ S, '+ S, '+ S, '+ S, '

1 09:00 - 13:00 : 09:00 - 13:00 : 09:00 - 13:00 : 09:00 - 13:00 : 09:00 - 13:00 : 09:00 - 13:00 : 09:00 - 13:00 .

1 Auxiliary ' 1 Auxiliary ' 1 Auxiliary ' 1 Auxiliary ' 1 Auxiliary ' 1 Auxiliary ! '

1 Operator 1 Operator 1 Operator 1 Operator 1 Operator 1 Operator
____________ 1 08:00 - 14:00 : 08:00 - 14:00 _ 08:00-14:00 . 08:00-14:00_ _; 08:00-14:00 . 08:00-14:00 : _______ ____ .
[ AFTERNO | Monday | Tuesday | Wednesday  : Thursday | Friday | Saturday | Sunday :
LON___ . e ; S e [ e e i
1 0.SS. on 1 0SS. on 1 0SS. on 1 0SS. on 1 0.SS. on 1 0.SS. on
' ' shift ' ' shift ' shift ' shift ' shift ' shift '
1 14:30-21:30 ; 14:30 - 21:20 ; 14:30-21:30 ; 14:30-21:30  14:30-21:30 | 14:30-21:30 . 14:30-21:30 |
! ' 1 Educator ' 1 Educator ' 1 Educator ' 1 Educator ' 1 Educator ' 1 Educator ' 1 Educator !
1 15:00 - 21:00 ; 15:00 - 21:00 ; 15:00 - 21:00 ; 15:00 - 21:00 : 15:00 - 21:00  15:00 - 21:00 : 15:00 - 21:00
: v 1 bl rl rl 11 Pl : |
Educator/0.S. Educator/0.S. Educator/0.S. Educator/0.S. Educator/0.S. Educator/0.S.
! " S. " S, " S. " S. " S. " S. ! !
1 16:00 - 20:00 : 16:00 - 20:00 : 16:00 - 20:00 : 16:00 - 20:00 : 16:00 - 20:00 : 16:00 - 20:00
| NIGHT __{ Monday | Tuesday | Wednesday __ Thursday ____ i Friday ______ ! Saturday ___ i Sunday |

10.S.S. on 10.S.S. on 10.S.S. on 10.S.S. on 10.S.S. on » 10.S.S.on 10.S.S. on

+ shift + shift + shift + shift + shift ! shift + shift

b 21:30-7:30 ! 21:30-7:30 _: 21:30-7:30 :21:30-7:30 ! 21:30-7:30 1 21:30-7:30 ! 21:30-7:30
FEE SHARING BY RESIDENTS WITH PAYMENT METHODS AND REIMBURSEMENT

PROCEDURES

In line with current regional regulations, service costs are shared among the parties involved (Health
Service of origin, Users, and the Municipality of residence of the Users) based on the following
proportional contribution:

70% - AST Pesaro e Urbino;

30% - User and Municipality of residence (where necessary).

The monthly fee for users is calculated based on all of the user’s income, including the helplessness
allowance.

Payment of the invoice corresponding to the user’'s/municipality’s quota shall be made via bank
transfer to the account held by the Labirinto Cooperativa Sociale. For reimbursements/refunds,
Labirinto Cooperativa Sociale issues a specific credit note and simultaneously transfers the
corresponding amount to the user’s bank account to settle the credit note.
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METHODS FOR COORDINATION AND CONNECTION WITH THE NETWORK OF LOCAL
SERVICES AND RESOURCES (REFERRING ENTITIES, PUBLIC BODIES, PUBLIC AND
PRIVATE SERVICES AND AGENCIES, ETC.)

In carrying out its work, the team refers to:

e The Division Manager, appointed by Labirinto Cooperativa Sociale, who has specific
expertise in services for people with disabilities, for supervision activities;

e Multidisciplinary units for adults (UMEA) operating within the social and health
operational units (U.0.Se.S) for specific issues such as: Admissions or discharges, health
conditions, relationships with family members or their representatives, etc.

e The integrated territorial commission and territorial assessment unit (Commissione
integrata d’Ambito e Unita Valutativa d’Ambito), in which the Coordinator/Facility
Manager participates, for discussions, exchanges, and sharing territorial policies, specific
service programs, innovative projects, and social integration.

HOSPITALITY AGREEMENT MODEL “CONTRATTO DI OSPITALITA”, PROCEDURE FOR
INFORMING THE ASSISTED PERSON AND THEIR FAMILY MEMBERS OF THEIR RIGHTS
AND RESPONSIBILITIES, AND FOR INVOLVING THE ASSISTED PERSONS IN THE CARE
PROCESS

The purpose of this Service Chart is to make clear, explicit and shared the references, of rights and
duties, that are at the basis of the relationship between Labirinto Cooperativa Sociale and the citizens
to whom the residential service of the RSSA COSER GIONA is directed.

The fundamental principles that the service aims at guaranteeing are:

Equality

In full compliance with the principle of equality enshrined in the Italian Constitution, the provision of
services ensures no discrimination based on gender, race, language, religion, political opinions, social
or personal conditions.

Right to Citizenship

The R.S.S.A. residential service COSER GIONA provides a community living opportunity for people
with disabilities, ensuring their full exercise of citizenship rights. These include the right to: well-
being, personalised living spaces, ownership of personal belongings, mobility, participation in social
life in all its forms, possibility to make choices about their own lives, proximity to loved ones,
autonomy. The exercise of these rights is the cornerstone of the service planning.

Right of Access

Access criteria for R.S.S.A. COSER GIONA are governed by transparent and shared procedures, as
well as cost-sharing methods that are homogeneous and aligned with the actual income of the person
with disabilities, in accordance with current Regional Laws.

Guarantee of Continuity
The R.S.S.A. COSER GIONA service ensures the greatest possible residential continuity in supporting
persons with disabilities.

Right to Data Protection (Privacy)
The data received will be processed in compliance with the principles of protection of personal data
established by Legislative Decree 196/2003, as amended by Legislative Decree 101/2018, and
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European regulation 679/2016 — GDPR. Providing data is optional. However, failure to provide the
necessary data will prevent the proper management of activities. Photos and videos may be used,
with prior authorisation from legal guardians, exclusively for educational, cultural, or promotional
purposes related to the service itself, following the guidelines outlined in the disciplinary code
(Disciplinare) prepared by Labirinto Cooperativa Sociale, in compliance with laws in force.

Right to Well-being and Health

The health of individuals with disabilities admitted to the residence is safeguarded through constant
communication between the Facility Manager and the General Practitioner (GP) and multidisciplinary
units for adults (U.M.E.A.). The family member, guardian, or legal representative designated during
the admission process will be the main point of contact for all communications, particularly those
concerning the individual’s health. They will be responsible for communicating the information to
other family members. Family members may contact: the GP for medical or health-related
information; the Coordinator/Facility Manager for clarifications, complaints, or to report issues
concerning the overall organisation of the residence and the care provided to the person. In the event
of the need for GP access(es) for visit(s) at the facility, this (these) will be recorded on the
dedicated form (MRSS17).

Right to Participation - Information - Transparency

Collaboration with the families and legal guardians is encouraged on every occasion to ensure
participatory management, both in individual meetings and through collective gatherings known as
Forums.

Meetings and interactions with family members or legal guardians are frequent and aimed at
promoting their involvement in the life of the person they are related to or responsible for, especially
when important decisions need to be made. The availability of multilingual informational materials is
ensured, if necessary.

[FAMILIES/LEGAL GUARDIANS / SUPPORT ADMINISTRATORS |

To involve the individuals in the care process and as a criterion and method for family
participation, individual meetings play a central role in sharing the user’s educational project, as
well as meetings with family members/guardians/legal representatives, both of which are organized
at least once a year.

The meeting with family members, as a relational space, represents the fundamental setting for the
service community life, and has the institutional function of LISTENING, SHARING, ACTIVE
PARTICIPATION, COLLECTIVE ELABORATION, AND DECISION-MAKING. It involves the R.S.S.A.
residents, the staff on duty, and the family members/guardians/legal representatives.

This is the place where the rules of cohabitation, the operating regulations, and the life plan for
both the service and the residents are shared, established, and modified. It is also where initiatives
involving networks are planned, with the participation of the networks themselves. It is of crucial
importance to share data and information, stimulate self-determination, receive requests and
suggestions, as well as evaluations and outcomes.

Regarding the foundational aspects of DAILY LIFE at the RSSA, the agenda is developed by the
residents and staff, who gather topics and issues over time to be shared and decided on together.

As for the part of the process involving family members and external networks, the agenda is
developed through contacts and preparatory meetings with the concerned parties.

|VISITS FROM RESIDENTS’ RELATIVES AND FRIENDS |
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For organisational reasons and to respect the residents’ needs, it is requested to avoid or arrange
visits in advance during the following hours: before 10:00, between 14:00 and 16:00, and after
22:00. All visitors are required to behave in a respectful manner, ensuring the residents’ privacy and
the work of the staff. In this regard, it is advisable to avoid entering common areas or bedrooms
without first asking permission from the residents who are in those areas.

The residents’ outings with a family member must be reported to the Coordinator/Facility Manager,
or, in their absence, to the educational staff.

Residents are also allowed to leave with designated individuals, as long as such outings do not
interfere with the functioning and organisation of the Residence. These outings must be arranged in
accordance and comply with agreed-upon procedures, in line with regulations and with health and
educational staff, who shall assess whether the outing is appropriate.

The designated individual must be introduced to the residence staff by the family
member/guardian/legal representative.

The designated individual must communicate to the Coordinator/Facility Manager any relevant
information or occurrences regarding the resident during the outing from the facility.

Labirinto Cooperativa Sociale takes no responsibility for any outings from the Residence carried out by
individuals designated by the family member/guardian/legal representative.

Construction, Use and Dissemination of this Document (procedure)

The service charter is prepared by the facility team, in particular by the Facility Manager, the Senior
and Health Division Manager and the integrated management systems manager.
It is updated at least every 3 years and published on the company website(www.labirinto.coop).
The Service Charter does not currently need to be translated into other languages as there are no
residents from other countries at the moment, but should the need arise, the Facility Manager will
make a request to the integrated management systems office.
The Charter dissemination follows these steps:

- Website of Cooperativa Labirinto - www.labirinto.coop;

- Distribution to the residents’ relatives;

- Document made available in the Facility Manager’s office;

- Delivery of the document to public bodies: region, municipality, and area of work;
Should useful attachments become available at a later stage and therefore not be included from the
beginning in the Service Charter, they can be obtained from the Facility Manager.
The Service Charter is delivered upon any meaningful revision of its contents.

The President of Labirinto Cooperativa Sociale
Davide Mattioli

Labirinto Dml“llhrl Sdclali
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Access Procedure

The team from the multidisciplinary unit for child and/or adult development (U.M.E.E./A.) or the
department of mental health (D.S.M.), the Municipality, the social services department, the family,
the guardian, or the legal representative of the disabled individual, who requires
placement in a residence, may propose an admission to the RD3 (social healthcare
residence), deeming it necessary to continue the educational and rehabilitative intervention, as an
opportunity for maintaining personal autonomy and social inclusion.

The admission proposals must be submitted to the team of the multidisciplinary unit for
child and/or adult development (U.M.E.E./A.) of the ST Pesaro Urbino (or another relevant
health service of origin) for the disability area and must be accompanied by a brief profile of the
disabled individual. The Team (U.M.E.E./A.) will be in charge of contacting the Facility Manager of
RD3 to initiate a preliminary assessment for the admission.

The team of the multidisciplinary unit for developmental and/or adult age (U.M.E./A.) or of the
department of mental health (D.S.M.), informs the family and/or guardian about the outcome of the
proposal and supports the family in preparing the necessary health documentation in the case of
admission, including the certification of the handicap situation as per art. 4 of Law no. 104
of 5 February 1992.

Pre-Admission Period

Possible admission to RD3 includes a pre-admission period, which will be assessed by the facility team
in collaboration with the Assessment Unit. It should be noted that admission is subject to the
positive outcome of the pre-admission/observation phase of at least 90 days.

The length of stay and the criteria for discharge from the RD3 shall be closely linked to the
individualised educational plan (PEI). Discharge decisions are evaluated by the Assessment Unit team
at RSSA COSER GIONA, that includes the social services of the referring Healthcare Service and the
Facility Manager. They will jointly determine the most suitable path for the user.

Informed Consent for the Reintegration Journey in a Home Environment or in a
Care Setting

At RSSA COSER GIONA(RD3), the reintegration journey in a home environment or in a care setting
highlights the purpose of providing services for the development of the individualised project,
specifically:

e social-rehabilitation treatments for the recovery and maintenance of residual functional
abilities, provided in conjunction with care and protective services of varying intensity, in
conditions of stability.

To this end, for each individual admitted, the Service prepares an Individualised project (PEI), which
outlines the areas of intervention and the professional figures involved, taking into account the
referring Service’s plan, and is shared with the user and their guardian or legal representative.

The user’s IEP (MRSD19 or 18) is modified based on ongoing reviews, highlighting the date of the
team meeting or educator’s evaluation, and the reference to the objective being assessed. Notes are
always included in the user records (or MRSD23, user’s psycho-physical journal). If particular reasons
arise that require changes to the PEI outside the scheduled reviews (interim or final), these are also
recorded in the users’ journal. Typically, three reviews are scheduled for a PEL. The PEI can be used
over one year, two years, or a maximum of three years, depending on the team’s availability, the
severity of the user’s condition, and any requirements set by the tender specifications or relevant
laws.

In the third and final assessment, the project is reviewed: if objectives are achieved, based on the
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support provided by educational operators, the project is validated. The PEI is considered validated
once the objectives set by the team are achieved (4 out of 6 objectives established / 2 out of 4/ 1
out of 2 => 50%).

Professional educator’s technical skills within the educational/rehabilitation service are: specific
educational function, e.g. stimulation to growth, social reintegration and aid to the individual;
rehabilitation function, with reference to prevention and personal care; research, study and
documentation functions as well as project design functions.

Educator’s activities within the service system, in collaboration with the other professionals: observes,
understands, and evaluates, using specific professional tools, the individual in their objective reality,
history, and developmental needs. They analyse the needs, skills, difficulties, interests, and resources
within the family, social-environmental, and healthcare context;

Plans, designs, manages, implements, and monitors educational/rehabilitation interventions, aimed at
therapeutic and psycho-social rehabilitation goals, which are verifiable through systematic and
continuous methodologies, focused on the individual's recovery and development, to their
management of daily life and long-term planning;

Contributes to promoting and organising the clinical, social, and rehabilitation taking charge of the
individual, the social and healthcare facilities and resources in order to implement individual and
general educational projects on activities, for which the educator holds professional responsibility;
Operates within the context of primary prevention in the local area to promote the development of
networking relationships, facilitating the reception and management of at-risk situations and manifest
conditions.

Opening and Closing Hours
The RD3 is open all year round, 24/7.

Service Responsibilities (Rights)
Users have the right to:
e Participate in the various activities offered by the Residence, in line with their needs, interests,
and personal abilities;
e Safety, during their time at the Residence, with insurance coverage, and to be safeguarded
and protected in case of emergency or danger;
e To be assured that all their personal and family-related data remain confidential.

The user and their family/representatives have the right to a prompt review of any complaints
submitted by them and to be informed about the outcome by the local social services and the
Residence team.

In case of a complaint, it should be submitted in writing via email to the Facility Manager:
v.galeazzi@labirinto.coop. Anonymous complaints should be sent to: info@/abirinto.coop. To
this purpose, complaint forms are available at the facility entrance.

Responsibilities of the User and of the Family (Duties)
Users and their families/representatives are required to:

e Respect staff members;

e Promptly inform the Facility Manager of RSSA COSER GIONA (RD3) about the intention to
discontinue the individual’s attendance at the Facility, by sending an email or written letter to
the Municipality of residence and to Facility Manager (i.maletti@labirinto.coop), defining with
them the timeline for the conclusion of the educational project that was activated.

e Promptly inform the Facility Manager of the decision to withdraw from scheduled activities and
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services;

e Adhere to the Centre’s regulations;

e Collaborate to ensure that the educational project and activities are developed to their fullest
potential;

e Regularly pay the monthly fee.

Fee

For the person’s attendance at RSSA COSER GIONA (RD3), a monthly fee is charged for 12
months. A portion of the fee is covered by the user/the family (or their representative) of the
disabled person (or by the municipality based on ISEE statement), and another portion is covered by
AST Pesaro e Urbino (or other referring health service).

The user’s/family’s (or their representative’s) portion of the fee can be paid via bank transfer
(BANK: INTESA SANPAOLO SPA BCITITMM IT66U0306909606100000019314) or via
SEPA Direct Debit, not later than the “due date” as indicated at the bottom of the invoice issued by
Labirinto Cooperativa Sociale.

The fee portion to be paid by AST Pesaro e Urbino (or other referring health service) is invoiced
directly by Labirinto.

RSSA COSER GIONA(RD3) manages the fees through the accounting and administration office of
Labirinto Cooperativa Sociale.

In case of changes in the payment organisation or methods, timely and appropriate communication
will be given to the family (or their representative).

Visits from Relatives (or Representatives) of Guests

Visits from relatives/guardians must be scheduled by appointment with the Facility Manager to
guarantee the best possible organisation and to allocate a dedicated time slot, as the manager is
actively involved in both internal and external activities of RSSA COSER GIONA (RD3 for the general
functioning of the Facility.

Individual/Group Meetings

Dates and times for meetings with family members (or guardians) are agreed upon with them, while
communications on group meetings are sent by email or delivered by hand.

During meetings with family members (or their representatives), the User, the Facility Manager, and
the reference Educator (and, where possible, other members of the extended team), the
individualised educational project (PEI) is presented, to reach agreement on the objectives to be
fulfilled and the actions to be shared.

The same objectives and actions, in case of staying for periods of the year, should be pursued within
the family context to establish common methods of intervention.

A report is prepared, that is read together, signed by those present, and a copy is given to the family
members (or their representatives).

Communication Methods

In addition to the above-mentioned methods, communications are made by phone or email by the
Facility Manager or the user’s reference Educator.

Family members (or their representatives) are required to direct all communications exclusively to the
Facility Manager or the reference Educator.

Attendance/Absences
At RSSA COSEL GIONA (RD3) attendance is mandatorily recorded.
Ancillary Services
> Canteen Service: The facility has a dining room adjacent to the kitchen. Meals cooked in the
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facility kitchen (an area dedicated to meal preparation, food portioning and dish-washing) are
served in the dining room.

The activity is managed by the team in cooperation with the guests, supporting the
development of skills related to personal autonomy.

The option to select different menus and/or specific diets is guaranteed for users with diverse
dietary needs (e.g., diabetic, medical diets) upon presentation of a medical certificate.
Differentiation is also ensured upon request of the family (or legal guardian) for religious
dietary requirements.

Proposed activities
The activity plan is personalised based on an analysis of the users’ interests, skills, difficulties and

needs.

The team prepares the documentation, detailing the activities to be carried out during the year and
formulates an individualised rehabilitation educational project (PEI) for each user, consistent with the
facility’s project and the annual activity plan.

In summary, the educational and rehabilitation interventions are carried out through the following
activities:

+

Activities related to personal autonomy - Based on common daily practices: cooking and
eating, personal hygiene, care for personal laundry, belongings, living space, and one’s room.
The currently planned options include: COOKING, WELL-BEING, CARE OF SPACES AND
MATERIALS.

Activities related to community and territory life - These activities reflect the desires and
interests of the individual within the local community, fostering relationships and nearby
support in both private and public spheres. The location of the residence, in a quiet
neighbourhood protected from city traffic and midway between the city centre and suburban
areas, facilitates autonomy in movement (including public transport), personalised shopping,
and building relationships within the neighbourhood.

Activities related to employment - These activities gather aspirations and potential that may
emerge in individuals who have completed a suitable orientation period within the service.
They are co-designed with public or private partners that offer formal workspaces. Their focus
is on the application of skills needed for simple work tasks, including the ability to interact in a
work environment. The possible settings will be planned during the program, following an
assessment of the individuals” work potential.

Activities related to health and safety - These activities create and promote a context where
daily actions, such as eating, taking medications, and physical movement, are accompanied by
specific educational guidance to help individuals develop and maintain their skills and
awareness throughout their lives. The possible contexts will be planned in collaboration with
individuals and their healthcare providers as needed.

Activities related to social networks - These activities focus on personal contact situations and
outings with family and friends. The possible contexts will be planned based on the desires
expressed by the residents’ and the availability of their networks, harmonizing these activities
with the rhythm of community life, both for outings and internal meeting spaces. Residents
will also have the opportunity to expand their social and experiential network through active
collaboration with other local organisations, namely by participating in “integrated activities”
projects run by former C.S.E.R. (SRDis2) in the disability and adult mental health divisions of
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Labirinto Cooperativa Sociale.

4+ Self-determined activities and pathways - Individuals motivated to pursue self-determination,
assessed as capable of making choices and decisions while monitoring their behaviour, may,
over time, become the creators of their own areas of interest. These areas can give rise to
pathways and situations that are not immediately foreseeable.

+ There are also planned moments of information and involvement of family members (or legal
guardians) in the facility planning.

Satisfaction Survey for Family Members / Legal Guardians
Once a year, family members (or legal guardians) are asked to complete an anonymous satisfaction

survey, provided by one of the Team members.
The completed questionnaire should be returned to the facility in a collection box made available to

this purpose within the agreed time frame.

Mr./Ms. as the SIGNATORY OF THIS SERVICE CHARTER
and INTERNAL REGULATIONS on behalf of the User:

The User

Support Administrator

Legal Guardian

Family Member (pending appointment of legal
guardian)
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