Rev. 0
@| ANALISI SERVICE CHARTER 02/01/2026

IL TUO PERCORSO DI SALUTE

LABORATORY MEDICINE SERVICE - BIANALISI

GENERAL CLINICAL LABORATORY WITH SPECIALIST AREAS
MEDICAL GENETICS LABORATORY
ANATOMICAL PATHOLOGY LABORATORY
SAMPLE COLLECTION POINTS

VERANO BRIANZA (MB) - VIA BARZAGHI 9

Director of General Clinical Laboratory with specialist areas: Dr Cristina Lapucci
Director of Medical Genetics Laboratory: Dr Cecilia Caslini

Director of Anatomical Pathology Laboratory: Dr Maria Cristina Zoldan
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PRESENTATION

The Bianalisi Laboratory of Verano Brianza is a private, authorised facility, accredited under agreement
with the Lombardy Region, operating in the field of Laboratory Medicine.

The facility is part of the Bianalisi S.p.A. Group, that is active with numerous Laboratory and Outpatient
Clinic facilities across a large part of the national territory.

The Bianalisi Laboratory is accredited by the Lombardy Region by Resolution DGR VII/18580 of 5 August
2004 and consists of:

e General Clinical Laboratory with specialist areas:
o Clinical Biochemistry
o Haematology and Coagulation
o Microbiology and Virology
o Toxicology and drugs of abuse
¢ Medical Genetics Laboratories
e Anatomical Pathology Laboratory
INTRODUCTION

This Service Charter is intended to provide a concise description of the activities carried out by the
Bianalisi Laboratory, as well as the operational and organisational procedures through which services
are delivered.

Itis a tool for communication and transparency that represents a written agreement between Bianalisi
and its users: a formal commitment to service quality, to respect for patients’ rights and to constant
attention to their needs.

Through this Charter, users can verify the declared standards, demand compliance with the
commitments undertaken and contribute to the continuous improvement of the service by submitting
comments and suggestions.

At all Bianalisi facilities, forms are available for reports, complaints or proposals: every piece of
feedback s, for us, an opportunity for growth.

The Service Charter is updated annually to ensure alignment with regulatory and organisational
developments and with users’ needs.

CONTACTS
Bianalisi Laboratory Medicine Service
Via Barzaghi 9 - Verano Brianza

E-mail: info@bianalisi.it - Website: www.bianalisi.it
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Sample Collection Point:
See the attached list “Sample collection points and opening hours” or consult our website
www.bianalisi.it

MISSION AND OBJECTIVES

Every day, Bianalisi is committed to providing citizens with an advanced, efficient, rapid and accessible
in vitro diagnostic service. The values that guide the activity of the laboratory are excellence, widespread
presence throughout the territory and accessibility of services.

Our mission is to respond promptly and competently to the medical and healthcare needs of the
population, through a high-quality diagnostic offering, state-of-the-art technologies and a solid network
of qualified professionals.

We place the Person at the centre of our work, with attentive listening and deep respect for all
dimensions of health. Every staff member receives constant technical-scientific training, in order to
guarantee reliable, high-level analytical results.

Bianalisi works in close synergy with the healthcare system and with local organisations, in order to offer
widespread, timely and easily accessible services. The activity of the laboratory is carried out through a
territorial network of Sample Collection Points.

The Verano Brianza Laboratory is open six days a week and offers walk-in access, without prior
appointment, thereby minimising waiting times and reporting times. Critical results are promptly
communicated to the attending physicians or directly to patients, ensuring the utmost clinical attention.

FUNDAMENTAL PRINCIPLES

Equality

All citizens receive the same services, regardless of age, sex, race, language, nationality, religion,
political opinions, customs, physical conditions, psychological conditions, economic conditions or
personality traits.

Impartiality
All citizens are guaranteed objective behaviour on the part of the staff working in the facility.

Continuity
Citizens are guaranteed quantitative, qualitative and regular continuity of services.

Right of choice
Every citizen, with a request from a physician of the National Health Service on the national prescription
form, may exercise the right of free choice by directly contacting the accredited facility of their choice.

Participation
Citizens are guaranteed the right to contribute, by means of complaints, comments and suggestions, to
the provision of services and to the improvement of the services delivered by the facility.

Efficiency and effectiveness
Services are provided so as to guarantee efficiency and effectiveness, and the facility adopts
appropriate measures to achieve these objectives.
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Transparency

The Service guarantees transparency in its administrative activities by making available to the public all
information relating to the types of tests, how and where they are performed, turnaround times and the
fees applied to private patients and to those using the National Health Service (SSN).

Improvement objectives
Bianalisi considers the achievement of good quality in the services provided to users to be its primary
objective. This necessarily entails continuous adaptation to the needs and requests of citizens.

ACCESS PROCEDURES

The Sample Collection Point is accessible to all citizens both under agreement with the National Health
Service, paying only the amount of the co-payment (“ticket”) for tests performed under agreement, and
on a private basis.

The Sample Collection Point performs all laboratory tests included in the Regional Tariff Schedule and
also offers a selection of predefined check-up packages designhed to provide tailored, accessible
prevention pathways.

Access is direct during blood collection hours and no booking is required. In addition, all facilities are
equipped to ensure access for people with disabilities.

Blood samples are taken from children subject to prior assessment by nursing staff.

SERVICE CHARACTERISTICS

Before blood collection, users must present the following documents to the admissions staff:
e Health Insurance Card;

o Referral/prescription from their general practitioner on a regional prescription form, only if they
wish to use the service under agreement with the National Health Service (SSN). Any
exemptions (for pathology, income, pregnancy, accident or other conditions) must be indicated
by the attending physician in the designated section of the prescription.

The admissions staff are responsible for verifying the referral for tests performed under agreement with
the SSN.

At the first access, users are informed about the processing of sensitive data.

Urgent tests
Subject to prior agreement with the Laboratory, urgent tests may be performed on medical indication or
in particular situations (for example PT and INR for patients on anticoagulant therapy, BHCG dosage,
etc.). Urgency must be reported at the time of admission.

PAYMENT METHODS

Services performed in our centres must be paid at the time of admission, except in special and
exceptional cases of need in which payment may be deferred until the time of report collection. The
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invoice will be attached to the test report. Payments can be made in cash or by debit card and credit
card.

The SSN tariff schedule is available for consultation at the reception.
OPENING HOURS FOR THE PUBLIC

Patients may access the premises of the Sample Collection Point to have samples taken or to collect
test results, upon presentation of the collection receipt or, if delegated, with the delegation form and a
photocopy of the delegating person’s identity document, during the hours indicated in the list of Sample
Collection Points attached to this document (see the attached list “Sample collection points and
opening hours” or consult our website www.bianalisi.it).

CUSTOMER SERVICE
Customer service is available to users in order to:

e Provide information on where services are delivered and how to access them;
e Provide information on the opening hours of the Sample Collection Point and blood collection
times;

e Listthe documents required to receive services covered by the SSN and private services;

e Provide information on report turnaround times;

e Receive any feedback on the services provided.
This latter activity can be carried out through the distribution of complaint and feedback forms to
clients. Users may submit any complaints by filling in the internal COMPLAINT form, which is available
upon request.

Customer feedback is analysed in order to initiate appropriate corrective and improvement actions by
the Laboratory Management during the “Management Review” and forms the basis for any
modifications or targeted measures decided by Management itself.

INSTRUCTIONS FOR BLOOD COLLECTION AND TESTS PERFORMED

At the Sample Collection Point and on the Bianalisi website, patients can find instructions for proper
preparation for blood collection and the handbook of tests performed by the Laboratory, with
associated turnaround times. In general, a fasting period of at least 8 hours before blood collection is
recommended, unless otherwise indicated by a physician.

The Sample Collection Points take samples for tests listed in the Regional Tariff Schedule, for which they
can ensure correct procedures for collection, transport and storage.

METHODS FOR COLLECTING COMMON BIOLOGICAL SAMPLES

The admissions staff inform patients about the correct procedures for collecting biological samples. In
addition, patients can request from the Sample Collection Point or download from the Bianalisi website
the “Instructions for proper preparation for blood collection”. Healthcare staff are available to clarify
any aspects relating to the procedures to be performed.

Sterile containers for urine culture and stool collection, when required for test performance, are
distributed free of charge at the Sample Collection Points upon request to the admissions staff.
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REPORT COLLECTION

The date from which the report can be collected is given at the time of admission and is indicated on the
collection receipt.

The Laboratory may send some specialist tests or confirmatory tests to other Laboratories accredited
by the Lombardy Region and certified according to UNI EN ISO 9001. These services are listed in the
handbook and indicated on the report.

ONLINE REPORTS

Online reporting is a service that Bianalisi offers to its users (with the exception of particular situations
provided for by regional regulations).

After completing the administrative procedures, the admissions staff will print and deliver the collection
form.

The form contains the details of the website to be used to download the report and the personalised
credentials that will allow users to access the system for the first time.

All adult patients who wish to do so can view their laboratory test reports online, performed in the last
45 days and validated with a digital signature. To activate this completely free service, users must
request access to the dedicated Bianalisi portal for viewing their report at the time of admission.

The HIV report can only be delivered to the person concerned (online reporting and delegation are not
permitted). Online reporting is not available for genetic test reports.

Protection of privacy
To protect privacy, reports are delivered to the holder in a sealed envelope.

Access to computerised data is protected by specific passwords (for access, consultation and
modification).

For reports delivered to third parties, following presentation of the appropriate delegation form, a copy
of a valid identity document of both the delegating person and the delegated person must also be
provided to reception staff.

GENETIC TESTS

To request Genetic tests, it is necessary to present a copy of the informed consent form signed by the
patient and their Medical Geneticist, specialist physician in the relevant field and/or Laboratory
Geneticist.

If genetic counselling is required, patients may contact the laboratory at genetica@bianalisi.it and an
appointment will be scheduled for genetic counselling, including via digital means.
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