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A shared challenge across all models of support
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The patient perspective
In the governance of institutions
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Vivalto Sante
To become an international

leader In Patient Experience
by 2027

Nuno Espafa — Group Patient EXperience Coordinator Luxembourg, October 6, 2025
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Vivalto Santé Group in Europe in 2025
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A year ago, we were here launching this initiative. Where are we a year later?

_.-- Current phase

Development
and

c implementation

___________________

Create a team

Integrated
action plan

To actively contribute to making
the Vivalto Santé Group an
international leader in Patient
Experience by 2027

Set priorities

Involve other
coordination
streams

Define a
common
action plan
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First who and then what — We have created a true international team of teams

Sponsor

Operational Team
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Entre nous, la vie

Atika Alami
“Entreprise a mission” director, responsible
for PE, prevention and mental health

Eva Bernard
Patient Experience manager
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VIVALTO SANTE

José David Zafrilla Martinez
Operations director

Maria José Soriano-Ruiz
Quality & Patient Safety Manager

VIVALTO SANTE

Eusiadas

Maria Estarreja
Mkt Director

Miguel Falgao
NPS Manager

© | Clinique CIC

VIVALTO SANTE

Julien Bernard
Operations director

Alicia Bernard
Head of Quality & PE
Sylvia R. - Head Customer services
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COMING SOON
November 2025

O VIVALTO SANTE

International Team

Zakaria Manai - International Project Manager
Nicolas Carrie — Head of International Coordination
Nuno Espaia - Group Patient Experience Coordinator
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We have set a demanding governance model but ensures alignment and focus on execution

Frequency
Every two months
Governance Model Key Components
i Monthly
@ | O
2. CO) L. g~
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Structure Oversight Talent and Infrastructure
responsibilities culture
2x Month
Weekly
No defined
periodicity
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Meetings

International Patient
Experience &
Streams
coordination Teams

Patient Experience
international
meeting

Strategic Patient
Experience
Coordination

Operational Patient

Experience
Coordination

One-to-one meeting

Initiative Project
team

CEOs & local board
members meetings




We define priorities for 2025-2027 with impact regarding the way we serve

Communications

Operations

Human resources

Infrastructures

Strategic
endorsement at local
& national level in
each country
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Measure impact,
benchmark
ourselves and
disseminate our
results

A common
Improve the awareness-raising
Experience and platform for
clinical outcomes everyone, across all
subsidiaries
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Supporting patient
and family areas
adjusted to actual
needs




And we end up with an integrated action plan to achieve our common goal focus in 7 areas

Patient Experience education & training

Harmonization of the measurement process &
Sharing results of Patient Experience

Patient Experience strategic & operational
committee

Measure and management patient’s pain

Revision of comms by patient profile across
value chain

Progressive implementation PROMs

Facilitate and adapt recreational areas
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One good example of how to get the patient into the decision-making process...

Excepted Due

Initiative # Excepted benefits

Excepted impact

Dec-25 Jun-26 Dec-26 Jun-27

Creation of a PE strategic & * Direct access to patients * By Dec 2026, the four organizations will have a
T T X * More accurate & fast action in measures taken functioning strategic committee with real patients
P * Innovative governance model * 1S 26, all units with Patient Operations Committee
TODAY
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4 Experience
sua voz para melhorar p. Committee Committee g Committee Ribera Saude
::m::se::::f& Patlent Vivalto France CIC-ipatients& LS Ribera Salud January 2026 — June 2026
Une démarche inédite aux Cliniques CIC ! A i June 2025 October 2025 November 2025 ‘ D*‘-} Qo
Nous ouvrons notre Comité Expérience Patient & nos patients de Clarens et de it &
Saxon, un espace de dialogue innovant qui place 'humain au caeur du systéme
de soins. Y I # 2025 2026
Rejoignez le Comité Expérience Patient! L ) | »
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Beside putting the patient in the center, we work in daily basis to get the patient in our side
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Patient experience in Vivalto Santé at a glance 2025

SPX TALKS

Comit_é ‘ D Ginique GC

Experience
Patient

26 de junho de 2025

»SAVE THE DATE

PEPA SORIANO
DIRECTORA CORPORATIVA, GRUPO RIBERA

1t Exparience!

e Ereuienet MARIA PILAR NAVARRO
DIRECTORA GERENTE, HOSPITAL
UNIVERSITARIO RIBERA TORREJON
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Thank you!!

nespana@yvivalto-sante.com
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