Reporting and monitoring
of Suomen Terveystalo Oy's
self-monitoring plan

Report for the period 5-8/2024
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Terveystalo's Quality Scorecard

Our quality dashboard is a tool to assess the
quality and effectiveness of our operations

We monitor and measure our activities and
continuously compare the care we provide with,
for example, Current Care Recommendations,
principles of good occupational health practice,
other players in the field and average values.

You can find out more about the contents of the
Terveystalo Quality Metrics on our website

Laatuindeksi Hoidon jatkuvuus Kekemuksellinen laatu Hoitosuositukset Leikkaustoiminta Tybterveys Suunterveys

Petilasturvallisuus Toiminnallinen laatu Julkiset palvelut Etapalvelut Kaikki mittarit

Laatuindelsi

Laatuindeksi — mittaa ldsketieteellists ja kokemuksellista laatua

Mittarin tarkoitus on yhdells luvullz kuvata laatua ja sen kehitystd.

Wuonna 2020 otimme kdyttédmme uuden Laatuindeksin, joka koostuu neljistd osa-alueesta: korkeasta ddketieteellisests laadusta, hoidon saatavuudesta,
ennaltachksisevasta hoidosta ja kokemuksellisesta laadusta niin ammattilaisen kuin asiakkaan nakikulmasta. Laatuindeksimme koostuu seitsemastd avainmittarista:
WHO:n tarkistuslistan kéytts leikkauksissa, PKV-lagkereseptien maars suhteutettuna ladkarikaynteihin, leikkauspaivina kirjoitetun sairausloman pituus olkanivelen
kiertdjikalvosimen ja polven eturistisiteen korjausleikkauksissa, ennaltachkaisevin tydn osuus tydterveyden vastaanotoista, hoidon saatavuutta mittaava T3 (kolmas

vapaa aika), vastaancttojen nettosuositteluindeksi MPS ja osaajasucsitteluindeksi eMPS. Joidenkin mittareiden lukuarvot paivittyvat viiveelld, mika johtaa
laatuindeksin arvojen paivittymiseen takautuvasti.
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https://www.terveystalo.com/fi/yhtio/laatu-ja-vastuullisuus/laatumittaristo
https://www.terveystalo.com/fi/yhtio/laatu-ja-vastuullisuus/laatumittaristo

Patient Safety Index



Leading with the Patient Safety Index

NATIONAL INDICES

Meter Index

Percentage of near misses ‘
* allincidents (not including data protection)

* aseptic behaviour incidents

* incidents involving medical devices and .
equipment

Ratio of incident reports made/visits

Percentage of serious adverse events (national
indicator/year) ‘

Each indicator in the index has a target level,
the achievement of which is symbolised by
traffic lights.

If the traffic light is other than green, the
regions/regions and the Group should consider
measures to achieve the objective.

ACTIONS TAKEN

e trained incident handlers in handling
laboratory, radiation and medical incidents
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Focus on safety of medicines

Self-audit of unit medication safety is carried out annually in all units providing medication therapy
* This has been raised as a priority for Patient Safety in 2024 for the safety of medicines.

The self-inspection is carried out according to a separate instruction and documented in a separate
system. This will allow monitoring and review of the findings, including immediate corrective actions and

corrective measures.

» Self-inspections are progressing as planned and the progress of the priority is monitored quarterly,
for Q3/2024 the situation is that self-inspections have already increased by a good 30% vs. Q3/2023

Self-inspections on medication safety support and ensure the use of consistent approaches

» Self-auditing of medication safety can also help to promote a culture of patient safety
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Quality and customer
experience




Customer testimonials (NPS$)

* NPS results, feedback and key drivers are analysed unit by unit in
each region and reported to the region's quality management team.
To support the analysis, we use Al-based text analysis to quickly Suosittelu-
identify themes and factors that have positively and negatively indeksi NPS
impacted NPS performance. 09/2024

* Based on site and regional strengths and areas for development,
measures to strengthen the customer experience are agreed where
necessary, and the impact of the measures is regularly monitored in
the regions/offices, for example as part of the Quality Management
Team.

* In addition, results are also monitored at national level, for example
by function, and reported on a monthly basis. These are used as a
basis for identifying areas for further development and for organising
training courses, for example, according to the need that has arisen.
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Continuity and effectiveness of treatment

* The Continuity of Care Index (COCI) will !;I“c”igl‘(’s'i‘égléf“““"
be developed by providing information 09/2024 04

on continuity of care and making it
easier for clients to find people who
have previously treated them for an
appointment.

* The Treatment Effectiveness Index PEI Hoidon vaikuttavuus-
is continuously developed, including (')';g:;" PEI 63,5

through training, providing up-to-date
information on its results, including at
individual level, and maintaining
awareness through communication.
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Customer feedback from private customers

Terveystalo has a uniform way of handling and monitoring
customer feedback. Feedback is handled with care at all
locations and customers are always answered when they
request a response.

* In the period May-August 2024, the topics of the feedback
have highlighted billing and pricing, with reasons such as
an incorrectly billed visit, unclear invoice content,
misinterpreted contract or incorrect appointment booking.
Corrective action is targeted at those where the root
causes have been identified.

* The category "other" includes feedback related to service
provision, information accessibility, marketing and
communication.

Reports on customer feedback are regularly collected and
monitored, and are used in internal and external quality audits
to assess the measures taken and their impact.

In this way, we ensure that customer feedback is a powerful
tool for improving operations and increasing customer
satisfaction.
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Customer feedback from personal
customers

. . . FEEDBACK RESOLUTION TIME
* We monitor the resolution time of the feedback we process

so that we know how quickly the customer receives a 3000 6

solution to their feedback.
2500

e During the summer months, the resolution time is affected 5000 4,8 1
by holiday periods, which may mean a slightly longer wait 4,
for comments from the feedback specialist, for example. 1500
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* During the summer months our average resolution time for
feedback has been 4.8 days and in August we have managed
to reduce the resolution time by an average of 2 days.

500

=

0
2024-05 2024-06 2024-07 2024-08

mmm Resolved feedback

Resolution time in days

10 Terveystalo



Terveystalo

TARKEIN ENSIN

terveystalo.com



	Dia 1:  Reporting and monitoring of Suomen Terveystalo Oy's self-monitoring plan
	Dia 2: Terveystalo´s Quality Scorecard
	Dia 3: Patient Safety Index
	Dia 4: Leading with the Patient Safety Index
	Dia 5: Focus on safety of medicines
	Dia 6: Quality and customer experience
	Dia 7: Customer testimonials (NPS)
	Dia 8: Continuity and effectiveness of treatment
	Dia 9: Customer feedback from private customers
	Dia 10: Customer feedback from personal customers
	Dia 11

