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How to build a patient-centric
organisation — and why is it worth it?

Dear Readers,

We are delighted to share with
you the first report on Patient
experiences within the LUX MED
Group. We hope this report con-
tributes to the development of a
healthcare model where treatment
is inseparably linked with care for
the overall experience. Such an
approach benefits everyone — both
Patients and healthcare providers
alike.

How, then, can we build a Patient-
centred organisation?

Creating a Patient-centric orga-
nisational culture requires active
involvement from the CEO and the
Management Board, who must
convincingly shape and support
solutions focused on delivering
excellent experiences. Only then
can care become ingrained in the
consciousness of all Employees,
and satisfaction metrics become
strategic indicators that inspire the
company’s growth.

Since the beginning of 2018, the
LUX MED Group has adopted a
growth strategy centred on deli-
vering increasingly better expe-
riences. As part of this strategy,
we have implemented a range of

innovative solutions integrated
into a cohesive system designed
to adapt services to the needs of
our Patients at every stage of their
interaction with the company.

Anna Rulkiewicz
CEO, LUX MED Group

The first step was to assign clear
responsibilities for Patient expe-
riences to specific organisational
units, enabling more effective ma-
nagement and efficient responses to
Patient needs. Another element was
adjusting service standards to the
mapped Patient journeys and conti-
nuously monitoring and responding
to feedback through surveys.

Patient Journey Mapping allows us
to understand how Patients navigate
the various stages of their interaction
with our company and to implement
improvements where they are most
needed. Meanwhile, surveys enable
us to collect, analyse, and respond
to feedback in real time, which is
crucial for continuously improving
our services and managing feedback
effectively.

With these solutions, we can base
our growth strategy on the Patient
and their positive experiences,
which, in the long term, helps us
build lasting trust and loyalty.

Raport Customer Experience 2024~ 3



The philosophy of Patient
Experience at the LUX MED Group

We listen, we draw conclusions, we act

Patient Experience Analysis at
the LUX MED Group is not just dry
statistics but a way of thinking
and guiding all our actions, as
defined by our vision:

‘We listen to our
Patients’ and care for
each one of them.’

To embed this philosophy into our
organisational culture, a clear
growth strategy was needed, esta-
blished by the Management Board
in 2018, with a full focus on listening
to the Patients’ voices, followed by
consistent action.

Thanks to our research platform,
Medallia, Employees have constant
access to Patient feedback and
ratings, allowing us to respond
to comments almost instantly.
For years, this responsiveness has
delighted our Patients — not only
because we truly listen to them, but
also because we act on their fe-
edback. Our responses, phone calls,
and conversations demonstrate to

4 Raport Customer Experience 2024

Patients that we genuinely which is
why they are so eager to complete
surveys. In 2023, over one million
surveys were submitted, half of
which included comments that
inspire us to act and improve our
processes, medical centres, hospi-
tals, and staff. This is the foundation
of our philosophy — to engage Pa-
tients in dialogue and ensure they
want to communicate with us, which
can only happen if they feel that we
truly value what they say.

It is particularly important in cases of
complaints or negative comments to
humbly learn from situations where
something went wrong — as can
happen in services and interpersonal
interactions.

Today, most comments and fe-
edback are positive, reflected in our
NPS of 68.4 for 2024, up from 65.4
in 2023! Nothing is as motivating
for LUX MED Group Employees as
warm words of gratitude from Pa-
tients — it’s a true encouragement in
fulfilling our mission.

Of course, every strategy must be
well-defined and structured. At the
central level, within the Patient
Experience Structure, results are
analysed across three dimensions:

+ Survey results via the Medallia
system,

» Muystery Patient audits,

« Complaints.

These analyses enable us to develop
organisation-wide recommendations
and implement strategic projects.
They also inspire small local initiatives
that contribute to creating better
Patient experiences, which can serve
as best practices for others.

Believing in our mission to care
for Patients, we have taken on the
responsibility and commitment to
serve them in a challenging market
environment marked by a shortage
of medical professionals. By listening
to Patients’ needs, we can take
actions that bring us closer to our
goal of becoming the most valued
healthcare provider in Poland.

Iwona Radko-Jarosinska
Director of Patient
Experience Department




A satisfied Patient is a healthier

Patient

Caring for the quality of the Pa-
tient’s experience in medical care is
more important than it might seem.
It is not merely an effort to build
customer relationships.

Positive Patient
experiences have a

direct impact on the
effectiveness of treatment.

For over 30 years, studies have con-
sistently shown a positive relationship
between satisfaction with medical
care and the effectiveness of treat-
ment processes. Satisfied Patients
report not only a greater subjective
improvement in their health but also
demonstrate objectively better health
parameters compared to Patients
who have had difficult experiences
during treatment. Greater improve-
ments in objective health indicators
among satisfied Patients have been
observed in conditions such as peptic
ulcers, hypertension, and breast
cancer. For cardiology Patients,
positive experiences during treatment
can increase survival rates and im-
prove rehabilitation outcomes after
a heart attack?. Both for improving
prognosis and for the well-being of

patients, it is extremely important
to communicate in a clear and
empathetic manner during consul-
tations and to convey information in
a way that fosters the most positive,
yet realistic expectations possible.
Research indicates that Patients who
are more satisfied with their care and
communication with staff are less
likely to return to the hospital shortly
after discharge*®, experience fewer
complications®’, and have lower
mortality rates. Recognising and re-
specting Patients’ feelings also signi-
ficantly helps in managing both acute
and chronic pain — studies show that
an empathetic approach can reduce
perceived pain by approximately 1- 2
points on a 10-point scale’.

Moreover, Patients with better
experiences of medical care not
only recover more quickly but are
also less likely to require medical
attention in the future. Satisfied
Patients are more likely to follow
medical recommendations and
participate in preventive screenings,
which accelerates treatment pro-
cesses and increases the likelihood
of detecting serious illnesses at an
early stage.

Patients who have positive experien-
ces during medical care are also more
likely to get vaccinated. As a result,
they are less likely to require hospita-
lisation or outpatient medical care'°",

Providing patients with
positive experiences during -
their care should not be -
seen merely as an addition
to the treatment process
but rather as an essential,
integral part of it - one

that benefits not only the

Katarzyna Gugnowska
Quality Research
Development Coordinator

That is why, at the LUX MED Group,

. we make every effort to thoroughly
patients themselves but understand our Patients’ experien-

also the entire healthcare ces and respond to their reported
system. needs.

PATIENT TESTIMONIALS

‘Very professional, practical, and to the point. The doctor inspires
trust and motivates me to begin treatment!’

‘The doctor is competent and very kind; her questions helped identify
the problem, and | believe we will resolve it by following her recom-
mendations.’

‘A very competent doctor, calmly explains what’s happening and the
treatment we are undertaking, ensures follow-up appointments are
scheduled. | have complete trust in this doctor.’

Raport Customer Experience 2024 5
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The Patient Experience research
system at LUX MED Group

When analysing Patient expe-
riences at the LUX MED Group, we
use a variety of techniques — both
quantitative and qualitative.

These two approaches complement
each other perfectly: qualitative re-
search allows us to see the LUX MED
Group through the Patients’ eyes,
understand their points of delight
and pain, and identify their needs.
On the other hand, quantitative
studies allow us to gauge the preva-
lence of observed phenomena and
measure how Patient satisfaction
evolves over time.

Quantitative studies
conducted at the

LUX MED Group

can be divided into

four categories:
transactional, relational,
ad hoc, and comparative.

Transactional studies are used
for ongoing monitoring of Patient
experiences. These are conducted
through very short surveys sent after

key moments of Patient contact with
our company (see infographic ‘Tran-
sactional Research in the LUX MED
Group’, p. 9). In every survey the Pa-
tient is asked about their willingness
to recommend the LUX MED Group,
which is then used to calculate the
NPS® indicator, as well as for a com-
ment regarding their medical care
experience at the LUX MED Group.
Patient comments provide valuable
context for interpreting results and
guiding changes.

Justyna Moscicka-Wieczorek
Director of Service Quality
and NPS® Research

Relational studies delve into how
Patients perceive the LUX MED
Group in the context of their overall
experience (see ‘When a Patient is
ill and seeking help,” p. 20). These
surveys ask Patients about their
satisfaction with various aspects of
the LUX MED Group’s medical care.
One-off ad hoc studies are used
to explore the causes of sudden
changes in the NPS trend or to test
Patients’ opinions on new solutions.
To ensure surveys remain a positive
experience for Patients, we limit their
frequency. However, Patients who
wish to leave feedback can always
do so via the Patient Portal.

Comparative studies are designed
to compare the experiences of our
Patients with those of Patients at
competing companies. They are
regularly conducted for us by an
external research firm.

Qualitative studies
include activities such
as Patient journey
mapping and focus
groups.

Patient journey mapping (see
‘Patient Journey Mapping at the
LUX MED Group,’ p. 12) is conducted
either once for a specific group of
services or Patients or repeated every
few years. This is an in-depth study
that provides a multifaceted view
of the strengths and weaknesses in
the processes Patients go through.
A completed Patient Journey Map
helps identify key touchpoints with
the LUX MED Group for ongoing
monitoring through quantitative
studies.

Focus studies are conducted to
gain a deeper understanding of new
or existing solutions to develop them
in line with Patient needs.

All these studies form a cohe-
sive system that gives us a
comprehensive picture of the
Patient experience at the LUX MED
Group — a picture that serves as
a guide for every decision we make.

Net Promoter®, NPS®, NPS Prism®, and rela-
ted emoticons are registered trademarks of
Bain & Company, Inc., NICE Systems, Inc.,
and Fred Reichheld.

Net Promoter Score SM and Net Pro-
moter System SM are service marks of
Bain & Company, Inc., NICE Systems, Inc.,
and Fred Reichheld.

Raport Customer Experience 2024~ 7



Quantitative studies at LUX MED Group

8

Transactional studies

What does the Patient think and feel
immediately after interacting with the
LUX MED Group?

Transactional studies are conducted con-
tinuously across 22 touchpoints for all
facilities and services across different bu-
siness lines.

We use a comprehensive research and
analytics tool that collects and analyses
one million pieces of Patient feedback
annually. This enables each organisational
unit to access valuable insights for
improving services and motivating teams.

Relational studies

What does the Patient think about the
LUX MED Group over time and through
various experiences?

Relational studies are conducted twice
a year. They measure overall Patient sa-
tisfaction without the context of a speci-
fic experience. They allow us to compare
satisfaction levels across different stages
of the Patient Journey and identify which
stages have the greatest impact on overall
satisfaction.

Raport Customer Experience 2024

Comparative studies

What do Patients of the LUX MED Group
and our competitors think about their
healthcare providers?

Comparative studies are commissioned
from external research firms to assess how
Patient satisfaction with LUX MED Group’s
medical care compares to the satisfaction
of Patients using other healthcare provi-
ders in Poland.

We started with 10 touchpoints in 200 facilities...

200

«.NOW?
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 We study 22 touchpoints across 29U facilities, including 12 hospitals

* We utilise 5 channels to distribute Patient surveys

« We currently collect over one million surveys annually, in which
Patients leave us more than 400,000 comments



Touchpoints in transactional studies
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Net Promoter Score
— a measure of Patient satisfaction

At the LUX MED Group, we typi-
cally use the Net Promoter Score
(NPS) as a key metric in quantitative
studies. NPS, introduced in 2003 by
Fred Reichheld®, has since been ad-
opted by leading companies across
diverse industries to monitor custo-
mer satisfaction on a daily basis.

NPS is a highly practical indicator
- the level of customer satisfaction
is assessed based on their willin-
gness to recommend the company’s
products or services to family and
friends. It is typically measured by
asking the question:

‘Would you recommend
[Company X] to your
family and friends?’ on
a scale from 0 to 10 (0 -
Definitely not... 10 —
Definitely yes)

Based on their responses, customers
are divided into three groups: Pro-
moters, Detractors, and Passives. The
NPS methodology assumes that very
satisfied customers (Promoters) are
the most valuable for a company, as
they drive repeat business and refer-
rals. Moderately satisfied (Passives) —
they will neither speak positively nor
negatively about the company and
will not feel strongly attached to it.

To calculate the NPS, we subtract the percentage of
Detractors from the percentage of Promoters:

NPS:

10  Raport Customer Experience 2024

% ©

Promoters

- % ©

Detractors

On the other hand, critical custo-
mers (Detractors) will not only refra-
in from returning but may also warn
others about their negative expe-
riences. Therefore, the primary goal
of every company’s actions should

be to ensure excellent experiences
in order to maximise the number of
Promoters and prevent situations
that would make customers view the
company critically.




Why do Promoters recommend, while Detractors discourage?

The key may lie in the emotions
experienced by Patients. These
emotions translate into loyalty to
the company and a willingness to
recommend its services. In our latest
relational study, we asked a portion of
respondents to select all the emotions
they feel towards the LUX MED Group
from a set of 10 example emotions (five
positive and five negative) that they
associate with the LUX MED Group.

The results indicate that Detractors —
Patients who, due to negative experien-
ces, not only stop using the company’s
services but also warn others against
it12 — experience almost exclusively
negative emotions toward the com-
pany. Among Patients who rated their
experience between 5 and 6, some po-
sitive emotions begin to appear; ho-
wever, the majority of their feelings
remain negative. While a score of 6 on
the 0—10 scale might not seem very low,
the dominance of negative emotions in
this group justifies their inclusion in the
Detractor category under the NPS me-
thodology.

Green bars represent positive emotions. Red
bars represent negative emotions. Grey bars in-
dicate emotions that account for less than 5% of
responses in the given group. Responses catego-
rised as ‘Other — please specify’ were excluded
from the analysis due to their low number and
the high proportion of non-emotional feedback.

DETRACTORS

Scores 0-6.

They are likely to stop using the
company’s services and discourage
others from engaging with it.

NPS 0-2

disappointment
frustration
dissatisfaction
helplessness
anxiety
security
satisfaction
trust

gratitude
relief

N =287

NPS 3-4

disappointment
frustration
dissatisfaction
helplessness
anxiety
security

trust

relief
satisfaction
gratitude

N =139

NPS 5-6

frustration
disappointment
helplessness
satisfaction
security

trust
dissatisfaction
anxiety

relief
gratitude

N =199

I 25%
I 26%
20%
16%
8%
1%
1%
... 0%
. 0%

29%
 25%
L. 21%
13%
6%
.. 2%
1%
1%
1%
. 0%

... 18%
L 18%

13%
.............. 12%

|
|
|

. 9%

. 8%
7%
4%
4%

PASSIVES

Answers 7 or 8.

They are moderately satisfied and are
unlikely to actively recommend or di-
scourage others from using the com-
pany’s services.

NPS 7-8

satisfaction I 29%
security [ [ 20%
trust . 16%
frustration _— 9%

disappointment 7%

anxiety .. 5%

|

| SRRSO
relief B D%
gratitude | e O%
helplessness u o 3%
dissatisfaction 1 . 3%

N =303

Among Passive Patients (scores
of 7-8), positive emotions tend
to dominate, although ne-
gative emotions still appear.
According to the creator of the NPS
methodology, Fred Reichheld, Pas-
sive Clients neither exhibit full loyal-
ty to the company nor demonstrate
a clear inclination to recommend
its services — whether in a positi-
ve or negative way. The ambivalen-
ce of emotions within this group of
respondents may be one of the re-
asons for such behaviour.

PROMOTERS

Answers 9 or 10.

These are loyal customers who are
likely to recommend the company to
others.

NPS 9-10

satisfaction
security

trust

gratitude
relief
frustration
disappointment
anxiety
helplessness
dissatisfaction
N =738

I 29%
. 26%
. 23%
. 10%
1%
L. 0%
. 0%
0%

In contrast, Promoters — Patients
who are loyal to the company and
eager to recommend its services —
associate almost exclusively po-
sitive emotions with the LUX MED
Group. This result demonstrates
that only a rating as high as 9-10
aligns with entirely positive feelings
towards the company.

Raport Customer Experience 2024 11
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With the Patient on their journey

Creating positive patient expe-
riences requires a thorough
analysis of Patient Journeys to
develop Patient-friendly solu-
tions based on data and provide
targeted support.

When a Patient seeks help, they need
assurance of care from start to finish.
They need a healthcare provider that
offers immediate assistance when a
Patient simply feels unwell, but also
ensures that if they face a more se-
rious medical issue, they will always
be ‘advised on the best solution.’

To structure processes effectively
for Patients, we undertake Patient
Journey Mapping projects, allo-
wing us to gain detailed insights
into their needs. Since 2018, we
have developed 22 Patient Journey
Maps in collaboration with GCE
Consulting, our partner in this area.
These maps cover various areas that
we need to understand better. They
included aspects related to paedia-
tric and gynaecological Patients,
Patients in our hospitals, as well as
the Emergency Department and the
Mobile Unit, which provides urgent
care and home visits.

‘Within the LUX MED Group, we have
numerous opportunities to act as a
reliable partner for Patients facing
diverse health challenges. On the
one hand, we offer outpatient servi-
ces, diagnostics, and partnerships
with a network of subcontracted and
affiliated facilities. On the other, we
have a robust hospital infrastructure
that effectively supports the conti-
nuity of outpatient care.’

Aneta Skibinska

Director of the Standardisation,

Quality of Service and NPS Department

Act to make every situation easier for the Patient. We prioritise:

C/“ Patient The foundation of the relationship between LUX MED staff and Patients is good, effective communication built on trust,
“’3 Relationships empathy, active listening, and appropriate responses. We ensure no Patient is left without a solution.

E/J Safety Patient safety involves adherence to LUX MED’s established guidelines and striving to avoid errors during care delivery.
Building a sense of safety among Patients correlates with better treatment outcomes.
o

Q R NIT We take, and will continue to take, responsibility for our Patients’ health. To ensure the highest safety standards, we are
esponsibility . C o o ; :
@9 committed to maintaining full continuity of care and delivering services at the highest level.

Raport Customer Experience 2024 13



Patient Journey Mapping at
the LUX MED Group

Why do we create
Patient Journey Maps?

Patient Journey Maps provide us
with insights into our Patients’
experiences and expectations,
organised along the so-called
Patient Journey — a comprehensive
view of all their interactions with our
organisation. Additionally, these
maps highlight the actions taken
by LUX MED Group that impact
Patient experiences and how they
do so. This allows us to identify the
moments along the Patient Journey
where we perform well, as well as
those that require better solutions.

The key outcome of mapping is
information about areas needing
enhancement, along with recom-
mendations for improvements.
These are highly actionable insights
into changes we should implement in
processes, standards, and systems
to enhance Patients’ experiences
with our organisation and us as a
team.

14 Raport Customer Experience 2024

What is required to
create an effective
Patient Journey Map?

The mapping project typically takes
around three months. It begins with
conducting a qualitative study
with Patients, which serves as the
foundation for creating a detailed
Patient Persona. Based on the in-
formation from this study, we also
formulate hypotheses and topics
for further exploratory research.
Concurrently, we collect data on
the service being analysed, for-
ming what is known as a Service
Blueprint.

The next stage involves Patient Jo-
urney Mapping workshops. During
these sessions, we develop the
journey map and brainstorm initial
ideas for improvements. Following
this, GCE Consulting conducts a qu-
antitative study to measure Patient
satisfaction at various touchpoints,
effectively quantifying the map. All
data collected during the project
is consolidated into the Patient
Journey Map, from which we
draw conclusions and formulate
recommendations for improve-
ments — forming a comprehensive
Patient Experience Strategy.

CONSULTING

Journey mapping workshops
provide an excellent opportu-
nity for collaboration between
various teams whose actions,
whether directly or indirectly,
influence Patient experiences.
The shared goal of these
workshops is to enhance
Patient Experience. It is a va-
luable opportunity for internal
knowledge-sharing within the
company and gaining insight
into colleagues’ perspectives
on various Patient-company
touchpoints.

Joanna Hirsz

Patient Experience Consultant,
GCE Consulting




How is the Patient Journey

Map created?
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Ensuring the Patient’s journey
is as simple as possible

What to use the Patient
Journey Map for?

A completed, electronically visu-
alised Patient Journey Map is an
invaluable tool for analysing the
entire Patient care process. By
highlighting areas for improve-
ment, it acts as a catalyst for
change within the organisation,
providing an opportunity to refine
processes and communication,
thereby enhancing Patient expe-
riences.

The map can also be used during
the onboarding of new Employ-
ees or in the training of current
staff. It serves as a reference point,
offering a consistent perspective on
Patient experiences and helping to
standardise knowledge levels across
the organisation.

Moreover, the Patient Journey Map
fosters innovation by uncove-
ring new opportunities, hidden
potential in services, and areas for
enhancing the Patient experience.
It identifies processes that need ad-
justment to meet (or even exceed!)

16 Raport Customer Experience 2024

Patient expectations. Thanks to the
map, the management team can
verify to what extent the current
service process, as visualised in
the maps, aligns with the compa-
ny’s strategy, values, and brand
promises.

When mapping the Patient’s jo-
urney, the LUX MED team must
fully ‘step into the Patient’s sho-
es,” setting aside their daily ta-
sks and processes. What hap-
pens behind the scenes in the
company, beyond the Patient’s
view, ultimately doesn’t matter
to them. Patients only see and
feel the results of the organisa-
tion within the company.

Joanna Hirsz

Patient Experience Consultant,
GCE Consulting




Service standards and audits
by Mystery Patients

At LUX MED Group, service stan-
dards* define the Patient care
process from the moment of their
first contact with a helpline re-
presentative or receptionist to
their departure from the facility
after a completed visit.*

These service standards are a set of
documents developed by our spe-
cialists based on interviews with Pa-
tients, ensuring the highest and
most consistent level of care
across all facilities.

The standards define,
for example: methods
of communication

with Patients, legally
required procedures,
guidelines for handling
unusual situations, so
that both Patients and
Staff feel comfortable
and safe.

To keep the standards aligned
with Patient needs and realistic for
daily operations, they are regularly
updated.

The extent to which LUX MED Group
facilities meet these standards is re-
gularly monitored through Myste-
ry Patient audits. An ongoing view
of service quality is also provided by
our transactional Patient satis-
faction research system.

*The term ‘service standards’ here refers to both operational service standards and medicalope-
rational standards.
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Mystery Patient audits are stu-
dies that allow us to assess com-
pliance with service quality
standards in our facilities. These
audits are conducted by indepen-
dent auditors.

During the audit, auditors go thro-
ugh all the necessary steps to use a
given service, exactly as real Pa-
tients would. At each stage, they
evaluate the degree of compliance
with LUX MED Group’s service stan-
dards and assess the engagement
of Employees.

Audits are targeted. We select
topics or facilities for research
based on, among other factors,
Patient ratings and comments in
the Medallia system or compla-
ints submitted by Patients.

After the audit, recommendations
for improvements are formulated.
Their implementation is reassessed
after a certain period.

All these actions serve
to monitor the quality
of Patient care and
effectively implement
corrective measures.

How do we select an area for audit?

4
D NPS results

|
pr— u Complaints
(-]

18  Raport Customer Experience 2024

Comments left by
Patients in the
Medallia system

A

O Previous results of the
Mystery Patient audit







When a Patient is ill
and seeking help

what matters most to a Patient in a health crisis?

To examine the overall impres-
sion our care leaves on Patients,
we conduct relational studies.
Each year, in two rounds, we col-
lect approximately 5,000 surveys
from a representative group of Pa-
tients, taking a closer look at all the
key experiences along the Patient
Journey.

1) Which Patient experiences along
the journey have the strongest
impact on the ease of using
LUX MED Group services

2) Which Patient experiences along
the journey most strongly in-
fluence their willingness to re-
commend our services (NPS
result).

This research strategy allows us to
compare Patient satisfaction levels
at different points of contact with
LUX MED Group services. Additio-
nally, it helps us determine how
satisfaction ratings at various
stages of the journey influence
a Patient’s willingness to recom-
mend LUX MED services.

What is most important for a Pa-
tient in need of medical attention?
To answer this question, we develo-
ped two linear regression models,
which reveal:
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Key factors significantly impacting NPS (ranked by influence)

&

Q
S

B

Ease of use

Quality of in-person consultations
Attitude and communication of
medical staff

Use of modern equipment and
treatment methods

N =2053
adjusted R? = 0,72

Key factors significantly impacting the ease of using LUX MED Group
services (ranked by influence)

Availability of appointment slots

Efficient functioning of the Patient Portal ‘27
Ability to continue treatment with a chosen doctor
Reception and helpline service efficiency

Assistance in serious and urgent cases

Quality of telemedical consultations

Service in procedure rooms and during

diagnostic examinations

N =1357
adjusted R?2 = 0,58

‘27 0,21***
0,21%**

0,15***

0,13***

0,10%**

0,09%**

0,05*

The chart and list present standardised beta coefficients. Significance levels: ***p<0.001; **p<0,.01;
*p<0.1. Non-statistically significant predictors have been omitted for clarity. For further details,
please refer to the analysis appendix on page 68. If you have any questions, please contact us at
ankiety.nps@luxmed.pl.



The NPS score of the

LUX MED Group is most
strongly influenced by the
perception that using its
services is easy.

To ensure that Patients find it
easy to use LUX MED services,
several factors must be met. The
two most important are good ap-
pointment availability and an
efficiently functioning Patient
Portal. Almost equally important
and closely linked to availabili-
ty were the posibility of continuing
tratment with a chosen doctor and
receiving assistance in serious and
urgent cases. Patients also value
convenient access to medical care
from home, which means high qu-
ality of telemedical consultations
as well as good service from recep-
tion and the helpline. The quality
of service in treatment rooms and
during diagnostic tests proved to
be significant at the trend level.

Patient satisfaction with all the
mentioned factors explains 58% of
the perception that using LUX MED
Group’s services is easy.

Ease of use is not the only
factor affecting NPS —
service quality matters
too.

Patients place particular impor-
tance on the quality of in-person
consultations as well as the attitu-
de and communication of medical
staff. Slightly less significant (at the
trend level) is the use of modern equip-
ment and treatment methods.

These factors, combined with the per-
ception that LUX MED Group services
are easy to use, contribute to 72% of
Patients being satisfied with the servi-
ces.

On the following pages of this report,
we will demonstrate how we strive to
improve Patient experiences across
each of these factors.

Raport Customer Experience 2024
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What is our situation as Patients?

The major challenge of low availability

of medical staff in Poland

Good access to medical servi-
ces is one of the most important
needs for Patients.

Ensuring adequate access
to healthcare services
requires a sufficient
number of specialists, yet
the shortage of medical
professionals remains

a significant issue in

both public and private
healthcare sectors.

In terms of the number of doctors
per 1,000 Patients, Poland is in one
of the most challenging positions
in Europe. According to OECD*
data™®"%1¢ between 2014 and 2018,
Poland ranked last among 28 survey-
ed EU countries for the number of
doctors per 1,000 residents (UE-28;
2.2-2X4 doctors per 1,000 Patients).
By 2020, Poland had moved five
places from the bottom, reaching 3.3
doctors per 1,000 residents”. While
the average frequency of doctor
visits in Poland is slightly higher

than the European ave-
o) rage, this only adds

::\/
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Available
appointments

to the pressure on medical personnel.
In 2018, Polish doctors conducted
the highest number of consultations
per year among all surveyed Europe-
an'® countries. By 2021, Poland had
the third-highest number of consul-
tations per doctor per year®.

Although the number of doctors per
1,000 Patients in Poland has slightly
increased over the past three years
(from 3.31 to 3.51)", according to the
latest GUS* data, this has not signi-
ficantly improved access to heal-
thcare. Factors such as an ageing
population and an increase in chro-
nic illnesses continue to strain medi-
cal services™®.

All these challenges
make time and attention
from medical staff
increasingly scarce
resources. Therefore,

it is crucial to ensure
that Patients receive
the necessary care
while managing these
resources efficiently.

A high-quality medical service will
always be the most important factor
for Patients. However, year after year,
expectations continue to grow. Pa-
tients now seek the same level of servi-
ce they experience in other industries
— customer care like in a premium
hotel, a digital platform as seamless
as a top online store, and more.

We embrace these expectations and
actively seek solutions by following
our motto: ‘We never leave a Patient
without a solution.” This approach
proves effective across all touchpo-
ints — from the Patient Portal to the
doctor’s office, the procedure room,
and the reception desk.

Michat Rybak

Vice-President of the Management Board
for Operations of LUX MED Sp. z o.0.

*OECD - The Organisation for Economic Co-operation and Development
*GUS - pl. Gtéwny Urzgd Statystyczny, Central Statistical Office
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At LUX MED Group, we implement vo-
rious strategies to provide Patients with
high-quality care while making the
most of limited medical staff time, inc-
luding:

1. Referring Patients to the right spe-
cialists by guiding them along the
appropriate  treatment  pathway
when their medical needs can be met
by healthcare professionals other
than a doctor (Patient Need Mana-
gement).

2. Optimising appointment availabi-
lity by ensuring that every available
slot is utilised (Queue Management
System).

3. Enhancing treatment quality and
communication to increase Pa-
tient trust in medical recommenda-
tions, improve the treatment process,
and reduce the need for second
opinions  (Training for Doctors
at LUX MED Group).

L. Facilitating continuity of care
through our Follow-Up Visit
System, allowing Patients to con-
tinue treatment with a specialist
who is already familiar with their
case.

5. Making the booking process
simple and convenient through an
intuitive Patient Portal and three bo-
oking channels.

6. Creating internship and residen-
cy opportunities for young doc-

tors.

o
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Number of doctors per
1,000 residents in 2020

Poland EU-27 average

In Poland, the number of doctors
per 1,000 residents remains one of
the lowest in the EU. In 2020, Poland
ranked 5th from the bottom, ahead
of only Hungary and Luxembourg.

Number of medical consultations
per year per Patient in 2021

9,2

Poland OECD-20 average

In 2021, Poles attended an in-person
or telephone consultation an avera-
ge of 9.2 times per year, making it
the third-highest among the survey-
ed OECD countries, slightly above
the average. The citizens of Sweden,
Finland, and Norway visit doctors
the least frequently, attending fewer
than five consultations per year.

Average number of medical
consultations per doctor in 2021

2209

Poland OECD-32 average

All these factors make Polish doctors
among the most overburdened in the
EU. In 2021, a Polish doctor conduc-
ted an average of 2,209 consulta-
tions per year, ranking: 3rd highest
among European countries 6th hi-
ghest among OECD-32 countries.
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Coordinating medical needs —
when you don’t know which doctor
to book an appointment with...

In a healthcare system facing a
shortage of medical professionals,
ensuring that Patients are direc-
ted to the appropriate specialist
is crucial for the efficient manage-
ment of healthcare availability.

Choosing the wrong consultation
can have serious consequences. The
Patient not only does not receive
the necessary assistance during the
visit and has to book another ap-
pointment with a different specia-
list, but also another Patient — who
could have benefited from that con-
sultation — is left without care.

The issue of proper coor-
dination of needs is par-
ticularly important for
healthcare service pro-
viders, where the Patient
independently decides
which specidalist to visit.

fma)
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Deciding which specialist to see
— especially in cases of unclear
symptoms — can be a challenge for
Patients.

At LUX MED Group, we have imple-
mented a solution that helps patients
choose the most appropriate con-
sultation for their medical needs -
Patient Need Management (PNM).

PNM is a short survey about the Pa-
tient’s symptoms. The PNM survey is
displayed in the Patient Portal or con-
ducted by a helpline representative
just before booking an appointment.
Based on the Patient’s responses, PNM
suggests the most suitable consulta-
tion for their symptoms.

PNM broadens the range of availa-
ble healthcare services, directing
Patients to less commonly chosen
specialists, such as: optometrists,
dental hygienists, or dermatology
nurses. In many cases, these profes-
sionals can address the Patient’s con-
cerns without the need for a doctor’s
appointment.

Additionally, thanks to PNM, the
Patient also receives a sugge-
stion regarding the most suitable
appointment type for their case
— telephone, in-person, or chat with
a doctor, with the option to send
photos.

After booking an appointment, PNM
also provides guidance on how to pre-
pare for the visit and automatically
directs Patients to relevant tests
that should be performed before
seeing a specific specialist, ensuring
the consultation is as effective as
possible. If necessary, it also allows
Patients to request prescriptions.

Thanks to PNM, we can
provide Patients with
the assistance they
need faster and more
effectively.
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Queue Management System

Despite our best efforts, there are
occasions when a Patient is unable
to secure the appointment they
need. To make the booking process
easier in such cases, we have intro-
duced a waiting list option.

When an appointment becomes ava-
ilable, the system sends an SMS noti-
fication, allowing the Patient to book
the visit. This provides an additional
opportunity to schedule a consultation
without the need for repeated manual
searches.

26  Raport Customer Experience 2024

We recognise that we cannot always
offer an appointment that perfectly
matches the Patient’s expectations.
Therefore, to avoid putting Patients
through unnecessary waiting, we offer
the waiting list only for services where
we are confident that we can help the
Patient find an available appointment.

This approach ensures
a high success rate,
with approximately 95%
of Patients receiving a
notification about an
available appointment.

R

PATIENT TESTIMONIAL

Easy appointment booking, and in case of unavailability, the option
to receive notifications about the nearest available slots, is the per-

fect solution.

I:E\/

Available
appointments
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Follow-up visits and continuity
of the treatment process

After a specialist consultation,
there is often a need to moni-
tor the effects of treatment. Na-
turally, Patients expect to be able
to easily return for a follow-up visit
with the same specialist — after all,
they are best equipped to assess the
progress of the Patient’s health con-
dition.

Our research results confirm that
the ability to return to the same
doctor is important in making it
easy for Patients to use our servi-
ces. Therefore, processes that facili-
tate returning to the same specialist
are a priority in our operations. A so-
lution that allows Patients to easily
return to their doctor is the Follow-up
Visit system.

Sty

Continuation
of treatment

A Follow-up Visit functions as a type
of referral that a LUX MED Patient can
receive after an appointment from
their doctor or other medical spe-
cialist (such as a psychotherapist,
dietitian, etc.). This referral prioritises
the Patient when booking a follow-up
appointment with the same specialist
who initiated the treatment and re-
commended further tests.

At the moment the referral is issued,
the system pre-reserves a follow-up
appointment in the doctor’s calendar,
scheduling it around the expected fol-
low-up date.

If pre-reservation is not possible (e.g.,
the doctor’s schedule is not available
for that period), the Patient is offered
alternative appointments with other
specialists in the same field under
preferential conditions.

Patients are significantly more satisfied with a follow-up
medical or specialist consultation when it is conducted
by the same specialist who performed the initial visit.

Satisfaction with follow-up visits

12.7 NPS points

B with the same doctor B with a different doctor

N =15 680

The chart presents NPS results from transactional studies at the consultation
touchpoint in Q1 202L4.

PATIENT TESTIMONIAL

| was examined, received a clear diagnosis of my condition, and was
prescribed the appropriate medication. The doctor also scheduled a
follow-up appointment, ensuring that | remain under care.
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Patient Portal

A well-functioning Patient Portal
is one of the two most impor-
tant factors in ensuring the ease
of using LUX MED Group servi-
ces. With this in mind, we are con-
tinuously working to improve and
develop our application.

28 Raport Customer Experience 2024

To ensure that changes or new func-
tionalities best meet Patients’ needs,
they are introduced based on: infor-
mation from Patient surveys and
our internal qualitative research, as
well as data from Apple and Google
stores and other digital sources

of feedback.
| | .

]

—————

We listen to Patients — and take action:

~15k
~800
+100
+25

Individual survey responses on the Patient Portal
analysed so far

Pieces of feedback related to user experience of the
Patient Portal

Topics identified for detailed analysis

Topics selected for practical implementation
in 2023/2024

PATIENT TESTIMONIALS

Excellent app experience. Fast, easy, and convenient.

The app shows available appointment dates and times. It’s easy to re-
schedule or cancel an appointment. There’s no need to call, confirm,
or queue at reception. All appointment details are available in the app
and via SMS. | believe this is one of the best appointment booking so-
lutions on the market.

Lp

Patient
Portal




Patient Portal — Your assistant
in maintaining health

The Patient Portal is a multifunc-
tional application — beyond appo-
intment booking, the Patient Portal
allows Patients to remotely access test
results, manage referrals, order e-pre-
scriptions, and reserve medications at
a pharmacy. It also enables Patients
to complete a medical questionnaire
before a visit, conduct online consul-
tations, and ask follow-up questions to
a doctor after a visit.

In short, the Patient
Portal is a tool that
allows Patients to easily
and comprehensively
manage their medical
care within LUX MED
Group. Most importantly,
the Patient Portal is
continuously evolving
and improving — thanks
to the valuable feedback
from our Patients.

Below, we present some of the

new solutions introduced in 2023
in response to Patient needs.

v Iy

Ease Patient
of use Portal

PATIENT
TESTIMONIALS

The app definitely makes
it easier to book appoint-
ments, check test results,
and issue prescriptions.
Highly recommended!

It allows for instant assis-
tance via chat, and book-
ing appointments online
is a fantastic feature. Cli-
nics and doctors are of a
high standard, and having
the entire medical history in
one place is incredibly con-
venient.

Notifications o about
important events

Video/chat
teleconsultations

Appointment
management

Medication reservations

with ApteGo

Online prescription
renewals

R

48 Badsmie dna o

CVLERT ik A Py

' Inbmmenta
o, el Bpsia R Lrenid

i P el

[a Chebin
e ] o
FepRaa i a
[

Online access to test
results, checking Sub-
scription coverage

N

Pre-visit medical
questionnaire

N

N

Online e-referrals

N

Post-visit doctor
chat/Ask a Doctor

Preventive care plans,
online care plans

N
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We listen to Patients

simplifying teleconsultation booking

Teleconsultations are a popu-
lar and practical form of medical
consultation. They provide Pa-
tients with a convenient way to
address many important health-
care needs.

Our research has identified several
common Patient needs related to te-
leconsultations. Some Patients need
to contact a specific doctor as part of
a follow-up visit. Others prefer tele-
consultations with specialists in their
local area, allowing them to visit the
same doctor in person if necessary.

Some Patients seek quick, immedia-
te advice, such as for extending treat-
ment or assessing their current health
status. Survey responses indica-
ted that in such cases, availability
is more important than the doctor’s
physical location.

In response, we have
expanded teleconsultation
booking options, removing

the need for Patients to
select a specific city when
searching for an available
appointment.
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This change allows Patients to access
a wider selection of appointment slots
at times that are more convenient
for them — which is particularly im-
portant when urgent contact with a
doctor is needed.

So far, this solution has benefited
1 million Patients. The ultimate
goal is to extend it to all Patients
and include all services available
via teleconsultation.

PATIENT FEEDBACK

| opened the app, selected
the service | needed, and
was able to choose a time
that suited me, view different
options, and select the most
convenient one. The best
part is that now telephone
consultations are shown
from across the country, so |
no longer have to click thro-
ugh different cities.
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We listen to Patients

enabling appointment bookings with partner facilities via the Patient Portal

To ensure our Patients have the
best possible access to medical
care across Poland, in addition to
continuously expanding our port-
folio of own facilities, LUX MED
Group has been offering its servi-
ces in partner facilities for many
years.

This solution helps provide care
to Patients in all locations across
Poland. However, due to techni-
cal limitations, it was previously not
possible to book appointments at
partner clinics via the Patient Portal.

Since 2023, LUX MED Group has
been systematically integrating

Ease Patient
of use Portal

partner facilities into its booking
system. By the first half of 2024,
130 partner facilities have been
added, allowing Patients to book
appointments quickly and easily via
the app, with more facilities conti-
nuously joining the system.

By the end of 2024, we
aim to complete the
integration of 250 partner
facilities, ensuring that
every Patient in Poland
has a local facilities
where they can schedule
appointments directly
through the app.

INTEGRATION OF PARTNER
FACILITIES INTO THE SYSTEM
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First 130 partner facilities
now available online
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We listen to Patients

booking individual rehabilitation sessions

via the Patient Portal

32
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When developing new functiona-
lities, we focus on ensuring they
are as effective as possible in ad-
dressing the Patient’s medical
needs while also considering non-
-medical preferences.

An example of how we modify our
solutions to address both of these
needs is the new method for booking
recurring rehabilitation treatments.

In an effort to make it easier for pa-
tients to undergo treatments at spe-
cific time intervals, which is medically
beneficial, we have previously offe-
red the option to book an entire cycle
of rehabilitation treatments at once.
However, we found that this system
lacked sufficient flexibility.

Survey feedback showed that Pa-
tients frequently needed to modify
their appointment schedule or add
new sessions, but doing so was
technically difficult and required
contacting the helpline. To address
this, we introduced a new booking
system that allows each rehabilita-
tion session to be scheduled individu-
ally.

This solution enables quick and easy
appointment changes — whether mo-
difying the date or selecting a dif-
ferent specialist — all through the
Patient Portal.

PATIENT
FEEDBACK

Simplify the rehabilitation
booking system. Allow Pa-
tients to schedule individu-
al sessions instead of the
entire package.

In this way, we not only
address the medical
needs of Patients but also
enhance their comfort

in using our services

by responding directly

to their feedback and
suggestions.

v L[]

Ease Patient
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LUX MED Group actively supports
the education of doctors

Medical Internships and Residency Programmes

Both Polish and European rese-
arch studies strongly highlight
the conclusion that the shortage
of general practitioners (GPs) is
one of the most pressing deficits
in the medical workforce.

According to CBOS*
data, the percentage of
Patients who responded

positively to the

[z

Available
appointments

statement: ‘It is easy to
get an appointment with
a Primary Care Physician
(POZ)’ has declined from
74% to 59%2° over the
past 10 years.

The authors of the OECD’s biennial
report ‘Health at a Glance™"
also highlighted this issue.
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Although the number of doctors per
1,000 inhabitants is improving in
most European countries, the pro-
portion of general practitioners (GPs)
continues to decline, which is parti-
cularly problematic in less urbanised
areas.

At LUX MED, we are aware of this
challenge, which is why we have
decided to take an active role in
training young physicians, with a
particular focus on the speciali-
sation of family medicine.

Thanks to our highly qualified me-
dical staff and outstanding infra-
structure, which includes a network
of 16 specialist and multiprofile hos-
pitals, we have obtained accredita-

tion from the Postgraduate Medical
Education Centre to establish in-
ternship and residency placements.

Young doctors can train at LUX MED
in the following specialisations:
family medicine, occupational
medicine, oncology, oncological
surgery, orthopaedics, and radio-
logy. We currently offer over 120
residency placements.

Additionally, our training opportunities
extend to nursing staff. Currently,
nearly 1,000 nursing students are
undergoing practical training in our
hospital and outpatient facilities.

*CBOS - pl. Centrum Badania Opinii Spotecz-
nej, Centre for Public Opinion Research

Interns during robotic surgeries,
St. Elizabeth Hospital, LUX MED Group
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It is easy to get an appointment with a Primary Care Physician (POZ) — positive responses

74%

o 68%
65% 50%
57%

2023

2014

Source: CBOS, 20232°

The study was conducted on a representative sample of adult residents of Poland, including
those using both public and private healthcare services.

Doctors undergoing specialisation have the opportunity to participate in the LUX MED Residency Programme.
As part of the Residency Programme, residents and interns participatein workshops with experts, develop prac-
tical skills, and share clinical cases they encounter. Additionally, we have prepared a series of soft skills training
sessions, covering topics such as handling difficult situations, time management, working in interdisciplinary
teams, and communicating with Patients and their families. At the same time, programme participants build a
supportive community, which is invaluable during their first steps in medical practice.

Aleksandra Michatek

Manager for Medical Team Competency Development, Outpatient Care Medical Department
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Patients care begins O evpLovee comments
with wonderful people A

At LUX MED Group, people are at the heart of everything we do, going above
and beyond to care for our Patients. No matter where they are within the orga-

nisation, we are guided by our core principle, our vision: . . . . .
Why did | choose nursing? Above all, | enjoy working with people and

. . caring for them. Both in the past and now, my work is guided by two
We listen to our Patients simple principles. The first is to care for every Patient exactly as | would
and care for each one of them. want to be cared for. And the second, even simpler, is that if you are
going to do something, do it well and with commitment.
We are proud of the incredible people who work among us. We share common
values and are genuinely committed to fulfilling our mission:

Ewa Jung

We help people live Ionger, heqlthier’ and ha ppier Nurse, Winner of the Perta Czynu Award — recognition for
. . . outstanding commitment to Patients, LUX MED Group, Warsaw
lives while making the world a better place.

Our primary goal is to create a level of care where the Patient, upon
visiting the medical centre, feels like part of our family.” Whenever
possible, we strive to remember our regular Patients and the concerns
they bring to us.

This personal approach often builds greater trust in us and, combined
with the principle followed by Grupa LUX MED—'we do not leave the
Patient without a solution’—ensures that Patients feel calm and more
satisfied, even in situations where, for various reasons, we are unable
to fully meet their initial expectations.

Barttomiej Gemborys

Kierownik Dziatu Obstugi Pacjenta, Grupa LUX MED Elblgg
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The human element of care

is priceless

Service at Reception and via Helpline

Sometimes, using an app is not
enough - what the Patient truly
needs is a conversation and perso-
nal support in resolving their issue.

The results of our
relational study confirm
this: the efficient
operation of the
reception and helpline

Reception
and Helpline

significantly facilitates
Patients’ use of LUX MED
Group services.

Patients highly value direct contact
with our staff. In 2023, 80% of Pa-
tients who booked appointments
through the reception and 79% who
booked via the helpline became our
Promoters.

PATIENT TESTIMONIALS

After booking through reception,
83% of Patients recommend us

A

The reception team consists of professionals who organise everything
quickly and efficiently. They are incredibly kind, communicative,
polite, and helpful.

After booking through the helpline,
80% of Patients recommend us

d )

Very kind, patient, and polite approach. The consultant arranged
a convenient appointment for me. The conversation was pleasant,
and | would 100% recommend LUX MED services.

Data: Share of Promoters in Q1 2024 during micro-moments: Booking via Reception and Booking
via Call Centre.
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Direct contact is important not dress them. Through personal inte-
PATIENT FEEDBACK

only for the Patient but also inval- raction, it becomes easier to support
uable for the Staff. It is through the Patient, empathise with their si-
direct conversations with Patients tuation, and find the best possible
that we can truly understand the solution.

challenges they face and how to ad-

The lady who handled my booking was fantastic. She managed to or-
ganise my preventive care programme appointments into very effi-
cient time slots. I’'m very grateful for her help.

OE/) EMPLOYEE COMMENT

M

Direct contact with the Patient offers numerous benefits. First and fo-
remost, we get to know each other. It allows us to view the problem
from a different perspective— | see it through the Patient’s eyes, and
they see it through mine. This mutual understanding makes it much
easier to find a solution.

Engaging the Patient in identifying the cause of the issue and sear-
ching for the right resolution is often rewarding for both sides. Patients
are usually very grateful that we take the time to listen to them and ge-
nuinely try to help. They openly express how important that is to them.

Adam Kwiatkowski

Dyrektor Centrum Medycznego,
Grupa LUX MED Olsztyn

38 Raport Customer Experience 2024 Reception
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Every Patient should be treated as a welcomed guest and placed at the centre of attention by every
Employee, regardless of their role. This is particularly important in dentistry, as for most Patients,
a visit to the dentist can be stressful. Our task is to ensure that the Patient experiences comfort at
every stage of service delivery — from the atmosphere in the medical facility and the adaptation of
the interior to the attentive care of the staff, who remain focused on the Patient throughout their
daily duties. Even when our Employees are busy, we always make sure to establish eye contact and
greet every new Patient entering the facility.

Aleksandra Teslak

Head of Dentistry, LUX MED Dentistry, Gdarsk

| always tell my Employees: ‘Treat the Patient the way you would like to be treated yourself.” | strive

to ensure that everyone has the same high level of knowledge about patient care, processes, and key
issues — the highest standard possible.

| firmly believe that there is no situation without a solution, and | aim to instil this mindset in my Em-
ployees, along with the necessary knowledge and skills. We provide our Consultants with numerous
training sessions, workshops, and coaching — both individual and team-based. Thanks to this sup-
port, our Employees feel confident when speaking with Patients. And positive feedback from sa-
tisfied Patients is a great source of motivation.

Joanna Goliat

Head of Patient Service and Sales Team, Call Centre Dentistry, LUX MED Group

P

Reception
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The perception of consultation quality

significantly impacts experience ratings

Ensuring that Patients receive
state-of-the-art, top-quality care
requires the continuous develop-
ment of our medical personnel.
That is why at LUX MED Group,
we support our Employees from
the very first days of their coope-
ration with us.

o

EMPLOYEE COMMENT

Over the past eight years,
our Doctor Relations Team
has trained 3,500 newly
hired Physicians, offe-
ring them various
development opportu-
nities, including induction
training, medical skills
enhancement courses,
and operational training.

An essential part of the onboar-
ding process is training in Pa-
tient communication, designed to
deepen understanding of the Pa-
tient’s perspective and needs at
every stage of treatment. During

these sessions, doctors learn practi-
cal strategies for handling challen-
ging situations in Patient care. All of
this aims to ensure that doctor-Pa-
tient communication is clear, empa-
thetic, and satisfying for both sides.

A

From my experience, a Patient who feels well cared for is one who clear-
ly understands what is happening at each stage of their treatment. It
is crucial to explain in detail which procedures will be performed and
why, ensuring that the Patient fully understands the treatment pro-
cess. Equally important is communicating in a way that is clear and
accessible, using language that the Patient can easily comprehend.
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Patrycja Floryszczyk

Head of Dentistry,
LUX MED Dentistry, Gdarsk

The key elements in building strong relationships with a Patient are
adapting to their needs and expectations, demonstrating understan-
ding and care, and clearly explaining each stage of the procedure to
be performed. All these factors contribute to establishing mutual trust.

Marta Swidniak-Wasilewska

Head of the Nursing Department,
LUX MED Group, Warsaw
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Additionally, we regularly orga-
nise webinars on medical topics
of interest. This year, among the
most popular webinars were those
covering the treatment of common
health issues in pregnant women,
diabetes and obesity, as well as tra-
ining on eyelid ptosis and Horner’s
Syndrome.

Thanks to online training,
our doctors can regularly
expand and update their
knowledge in an easy
and convenient way.

In-person Phone Friendly
consultations consultations staff

el 16 kwietnia
Gliptyny, Flozyny, o godz. 20:30
Analegi GLP-1, Cukrzyca,

Otytosé — jak poruszaé Prot,d heb. n. med.
sie w tym labiryncie? i e

An invitation to a training webinar: A lecture by Professor Leszek Czupryniak, MD, PhD, on civilisation diseases -
diabetes and obesity - was highly popular, attracting nearly 540 doctors.
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To make it as easy as possible for
our Employees to keep pace with
modern medical advancements,
LUX MED Group has developed a
comprehensive educational of-
fering available to professionals
across all medical fields.

Those wishing to enhance their
practical skills can take advanta-
ge of our training centre, the Medi-
cal Education Centre. This facility
is uniquely equipped to replicate re-
al-life conditions found in surgical
rooms and operating theatres.

The Medical Educa-

tion Centre’s offering is
available to all specia-
lists, including doctors,
nurses, paramedics, phy-
siotherapists, and stu-
dents, who each year can
choose from over 200
courses and training ses-
sions, delivered either
practically or in lecture
form.
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Additionally, every year, LUX MED
organises an educational event for
representatives of all medical pro-
fessions — the LUX MED Medical
Academy. During the Academy, a
series of lectures and discussions
take place, covering topics related
to the healthcare system and the
latest medical advancements.

Each year,

more than 6,500

professionals benefit from the
training programmes provided
by the Medical Education Centre

The Centre’s training staff
conduct courses across

38 medical
specialisations
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Patients greatly appreciate the work of our medical staff across all specialisations. In each of these areas,
over 90% of our Patients give our specialists the highest rating.

Recommendation of the Service Provider After:
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The infographic shows the service contractor’s NPS for transactional studies sent after a medical consultation, medical specialist consultation or service performed in a procedure room from 01.01.202% until 31.03.2024.

r%g) PATIENT TESTIMONIALS

The doctor is an outstanding specialist. Not only does

she have great knowledge and experience, but also a
wonderful approach to the little Patient. She managed
to build a relationship with her based on empathy and
respect. As for the treatment itself, she never gives up —
she seeks new solutions and keeps her knowledge up to

A professional and individual approach to every Pa-
tient. The rehabilitation specialists are kind and help-
ful, not only during the rehabilitation sessions but also
in advising Patients on how to function in everyday life
after surgery.

A wonderful nurse. She helped ease the stress asso-
ciated with the examination with great dedication and
a smile. She explained everything in detail. We need
more people like her — those with such empathy
for Patients!

date. | would recommend her to any other parent.

%‘1“’ EMPLOYEE COMMENTS

As a physiotherapist, | interact with Patients in the clinic. For each of them, the rehabilitation
process often means something different. Over the years | have learnt how to read Patients’
needs expressed verbally and non-verbally. Having direct feedback from Patients makes it
easier for me to structure the physiotherapy process in a way that is both organisationally
optimal and ensures that Patients have the best possible experience when using our services.

( Maciej Lagédka

Head of Physiotherapy, LUX MED Group

In the work of a nurse, midwife, or paramedic, empathy and a holistic, individual approach to
the Patient are crucial. These are precisely the qualities and skills | develop within my team.

( Katarzyna Sciubidio

Head of the Nursing Department, LUX MED Group Katowice
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Why do we ask so many questions?

Preliminary Medical Interview

For effective treatment, it is crucial
that the Patient accurately com-
municates their symptoms to the
doctor. However, some information
may be difficult for Patients to recall
or might be overlooked during the visit.
To address such situations, LUX MED
Group has introduced the Preliminary
Medical Interview.

The Preliminary Medical Interview
consists of a few questions about the
symptoms experienced by the Patient,

as well as general information about
their health, such as allergies, past
procedures, or regular medication use.
By completing the Preliminary Medical
Interview at home, the Patient can take
their time to provide all essential infor-
mation and ensure it is accurate and
complete. This preliminary interview
helps the doctor prepare for the con-
sultation, allowing more time during
the visit for discussion with the Patient.
Additionally, it updates the Patient’s
medical records, thereby enhancing
overall medical safety.

Wb wrvlippery wywss meedye oy
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In-person Phone
consultations consultations

PATIENT TESTIMONIALS

The specialist was well-prepared — he reviewed the medical question-
naire before the visit. During the visit, he provided me with detailed
and precise information and was able to answer all my questions tho-
roughly, referencing professional literature and research. My ques-
tions were not only about the main issue | came in with but also co-
vered additional topics, such as supplementation. | also consulted
the specialist regarding recommendations from another doctor | am
seeing (a psychiatrist). The specialist discussed the matter compre-
hensively, provided useful guidance, and carefully recorded every-
thing in the visit summary on the Patient Portal. Additionally, he gave
a precise response to a follow-up question | asked via the Patient
Portal. An excellent specialist.

Every time | use LUX MED services, | am treated with kindness and
professionalism. In addition to that, the waiting time for tests is short,
and the app is fantastic — it allows me to book appointments at my
convenience, without any rush. The questionnaires required for the
medical interview can also be filled out at home, so stress and time
pressure do not affect my ability to think clearly. | can always check
my medicine cabinet to see the exact names of the medications |
take, and | don’t have to worry about forgetting something that could
impact my health.

Raport Customer Experience 2024
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Teleconsultations —
when are they most needed?

High-quality telephone consulta-
tions are one of the key factors
making it easier for Patients to
access LUX MED Group services.
However, observations of Patient
feedback over the past few years
have shown that the relationship be-
tween satisfaction with teleconsul-
tations and overall satisfaction with
LUX MED Group services is more com-
plex than it may seem at first glance.

It turned out that the key
to Patient satisfaction

is maintaining the right
balance between the
availability of telephone
and in-person services.

During the pandemic, telephone
services were rated very highly. In
many cases, they were the only way
for Patients to contact a doctor. Ho-
wever, as pandemic-related restric-
tions eased, we observed a decline
in Patient satisfaction with telephone
services, while satisfaction with in-
-person consultations increased.
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This was a clear signal that Pa-
tient needs were changing, and
for some services, telephone con-
sultations were no longer the pre-
ferred option. In response to this
shift, we decided to transfer some
consultations back to an in-per-
son format.

To continue ensuring the conve-
nience of telephone services for
Patients, we introduced two key
solutions. First, we ensured that
asufficientnumberof telephone con-
sultation slots remained available
to Patients. Secondly, we have de-
cided that in certain specialisations,
teleconsultations will only be offe-
red to Patients of the doctor issues a
referral for such a service as part of
a follow-up visit.

This approach reassures
Patients that a telephone
consultation is sufficient
for their medical needs
while allowing them to
enjoy the convenience

change
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and time-saving benefits
of remote consultations.

These changes were a significant un-
dertaking, both from a business and
a technical perspective. However,
their implementation has led to a sig-
nificant improvement in Patient sa-
tisfaction.

On one hand, we have been able to
offer more in-person services, which
are often highly valued and prefer-
red by Patients. On the other hand,
we have improved Patient satisfac-
tion with teleconsultations by en-
suring that our specific approach to
managing them remains both conve-
nient and safe for our Patients.

—_

Available Phone
appointments consultations



Quick assistance through online

consultations

Sometimes, feeling unwell strikes
when a visit to a medical facility is
simply not possible.

Severe symptoms, caregiving re-
sponsibilities, or late hours can all
make it difficult to seek inperson
care. However, we may still need to
contact a doctor to assess our con-
dition.

In such moments, an
online consultation via
chat can be invaluable,
allowing Patients to

PATIENT TESTIMONIAL

conveniently access
medical support from
their homes.

Online consultations are availa-
ble until midnight, allowing Patients
to receive the necessary assistan-
ce even outside the regular opening
hours of medical facilities. At the
same time, the online format ena-
bles Patients to show problematic
symptoms to the doctor by sen-
ding photos, which increases the
effectiveness of this type of con-
sultation.

| really appreciate LUX MED - the availability of doctors, but most of
all, I love the online chat. Things usually happen in the evening, espe-
cially on Friday nights. Having chat support available until midnight

is an invaluable help. Thank you.

Iy

Patient
Portal
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Ask the doctor

It sometimes happens that after
returning from a consultation, a
Patient has additional questions
or concerns. Whether they relate
to recommendations, an alarming
reaction to treatment, or substitutes
for prescribed medications, the abi-
lity to ask a doctor a question after
the visit can be very important.

To provide Patients with
this possibility, we have
equipped the Patient
Portal with the ‘Ask the
Doctor’ feature.

PATIENT TESTIMONIAL

This tool allows Patients to ask the
specialist who provided their service
between three and five questions.

A great option for asking questions after a visit, with prescriptions
available in the app and all necessary information accessible in one

place (Patient Portal).
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Designing facilities
with Patient needs
in mind



Patient-centric facility design

caring for the comfort of our Patients

The most common reason
for visiting a doctor is
feeling unwell, which

is why it is essential to
ensure the most comfor-
table conditions for Pa-
tients during their visits to
medical facilities.

At LUX MED Group, we prioritise a
pleasant atmosphere and comfort
in our facilities — not only in con-
sultation rooms but also in Pa-
tient Zones, where Patients wait
for their appointments. We employ
various strategies to enhance their
experience.

To ensure Patients feel comforta-
ble, Patient Zones are equipped with
soft seating, and the space is par-
tially divided by openwork wooden
partitions.

The furniture colour scheme is desi-
gned to be inviting and calming.
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Ceiling and floor lamps emit warm,
soft light, which has a positive
effect on the well-being of Patients
waiting for their consultations.

Decorative elements such as plants,
stylish tissue dispensers, and
trays with vials emitting pleasant,
soothing scents help Patients relax
before their visit.

Patient Zones are also equipped
with water dispensers and ven-
ding machines, allowing Patients to
stay hydrated or purchase a snack if
needed.

In this spirit, we are not only deve-
loping new facilities but also revi-
talising some of our longstanding
facilities each year to continue
serving our Patients.

An interesting colour scheme, decorative elements, and warm lighting create a pleasant
atmosphere in the Patient Zones.

We strive to ensure that the functional elements in our facilities are both practical and aestheti-
cally pleasing.



Patient-centric facility design

making things easier, offering help

The interiors of our facilities are
also practical and functional, de-
signed to serve every Patient.

To achieve this, we focus on optimal
location, layout, and signage, which
we continuously monitor and impro-
ve.

We implement solutions
that enable people with
disabilities and those
with other specific needs
to access our facilities
comfortably.

These amenities are installed both in
public areas and in dedicated con-
sultation rooms, which include pre-
paration booths for Patients. Our re-
habilitation zones are also equipped
with adapted changing rooms and
sanitary facilities.

In the near future, we also plan to
open a specialised dental facility,
designed to accommodate Pa-
tients with mobility impairments
as well as those with obesity-
-related needs.
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Patient-centric facility design

caring for particularly vulnerable Patients

At LUX MED Group, we care for
our youngest and most vulnerable
Patients.

Many of our facilities are equipped
with Parent and Child Rooms, where
children can enjoy their time while
waiting for an appointment, and pa-
rents can comfortably change or
feed their youngest ones.

Parent and Child Rooms and Children’s Cor-
ners are equipped with essential facilities for
baby care, as well as colouring books and an
interactive toy to make the waiting time more
enjoyable for older children.

For the convenience of our female
Patients, including those during
pregnancy, we have dedicated
Women’s Health Zones within our
facilities. These pastel-coloured
spaces allow for a comprehensive ap-
proach, where Patients can receive
related services such as ultrasound
scans, cytology, gynaecological con-
sultations, and obstetric care.

In specially designated Women’s Health
Zones, Patients can undergo related exa-
minations and gynaecological or obstetric
consultations.
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We also provide special care for
Patients in need of psychologi-
cal or psychiatric consultations.
Mental health consultation rooms are
furnished with comfortable chairs,
tables, blankets, and decorative ele-

ments, distinguishing them from other
rooms. Wall murals depicting forests,
seas, and meadows create a sense of
spaciousness and help reduce stress
related to the visit.

We ensure comfort and a welcoming design in psychological and psychiatric consultation rooms.

Image Supervisors oversee the
adherence to visual and environ-
mental standards in LUX MED
Group facilities and hospitals.
They regularly visit these locations
to assess their signage and overall
functionality.

During these visits, the Image Su-
pervisor advises the management
team on improvements related to
aesthetics, functionality and Patient
comfort within the facilities. They

assist in setting up children’s areas,
ensure the green spaces around fa-
cilities are wellmaintained, and
manage Employee-submitted
ideas for facility enhancements
- implementing them whenever
possible (more on this in the sec-
tion ‘The Entire LUX MED Commu-
nity Listens to Patients’).



Ensuring Patients feel special

with us...

It is extremely important to us that
our Patients feel not only comfor-
table and well cared for in terms
of health but also truly valued in
our facilities.

That’s why we regularly
organise special events
to thank our Patients for
their presence and ce-
lebrate their small joys
with them!

For Children’s Day, we prepare
competitions with exciting prizes for
our youngest Patients.

Additionally, to make daily visits
more enjoyable for children, we
launched an awareness campa-
ign informing parents and child-
ren about the option to bring their
favourite toy to the appointment.
This initiative helps reduce fear and
stress associated with medical visits
and builds trust in medical staff. In
the past year, we also celebrated In-
ternational Women’s Day with our
female Patients.

Every Patient visiting us on this spe-
cial day received a gift of herbal tea
as a token of appreciation.

We also strive to make our elder-
ly Patients feel valued. In autumn
2023, we organised a charity auc-
tion for residents of our Tabita Care
and Rehabilitation Centre, show-
casing artworks created by the Pa-
tients themselves.

The beautiful pieces were auctio-
ned by LUX MED Group Employees,
and the event was combined with
a professional photoshoot, brin-
ging immense joy to the Patients
and making the day truly special for
them.

To ensure our youngest Patients feel safe during their visits, they are encouraged to bring their
favourite toy with them.

An artwork created by the residents of the Tabita Care and Rehabilitation Centre.
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We care for Patients even

after their visit

Patient care does not end once they
have received medical assistance from
us — after the visit, we continue wor-
king to ensure that Patients have the
best possible experience. After each
completed stage of the Patient Jour-
ney, Patients have the opportunity
to share their experiences through
dedicated transactional surveys.

\

If Patients have not opted out of
receiving surveys, they receive an
invitation to a short transactional
study via email or SMS. To avoid
overwhelming Patients with invi-
tations, surveys are sent random-
ly to a portion of Patients.

For the same reason, we apply a
cooldown period for survey invi-
tations — Patients will only receive
another invitation after a sufficient
amount of time has passed since the
previous one.

It is important to us that every Pa-
tient who wishes to share their
opinion has the opportunity to do
so. If a Patient does not receive a
survey invitation, they can still provi-
de feedback at their convenience in
two ways.

Firstly, they can use the dedica-
ted buttons visible in the Patient
Portal immediately after a medical
consultation, a specialist consulta-
tion, or an examination in the treat-
ment room.

However, if the feedback does not
relate to a specific consultation but
rather to general aspects of servi-
ce, Patients can use the ‘Rate Us’
button, which is always available
in the Patient Portal.

-
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Closing the feedback loop

Thanks to the surveys completed
by Patients after their interaction
with LUX MED Group — or at any
time through the Patient Portal —
we can respond to Patient needs
both in real time and over the long
term.

This process, based on the Bain
& Company method, is called
Closing the Feedback Loop and
consists of two key elements:

1) Internal Loop which involves direc-
tly contacting Patients to discuss
their survey responses and expe-
riences. Based on these conversa-
tions, actions are taken to address
Patient needs and implement im-
provements at the facility level.

oM
M

EMPLOYEE COMMENT

The feedback loop process in Medallia helps managers identify areas that need attention
while reassuring Patients that their concerns are taken seriously. | often encounter surprise
when | call a Patient to discuss their feedback. The key elements are empathy and active

listening, especially when a Patient expresses negative emotions. This helps us understand

2) External loop which focuses on
company-wide improvements,
using a comprehensive analysis of
Patient ratings and comments to
drive changes across all facilities.

INTERNAL LOOP

Action
and changes

FACILITY
HOSPITAL

Contact
+ understanding

Celebrate

Patient

Service
+ survey
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IMPLEMENTED ACTIONS CIRCLE BACK TO PATIENTS

their needs and tailor our care accordingly. Many times, | am able to assist the Patient imme-
diately, and | often hear the question: ‘Can | withdraw my survey response...?’

:

EXTERNAL LOOP

Edyta Motyl
Medical Centre Director, LUX MED Group Elblgg

Which
projects?

MANAGEMENT
HEAD OFFICE

Celebrate
and inform



Internal loop

After completing the survey, if
the Patient has given consent to
be contacted regarding their re-
sponse, an alert is generated
indicating a possible need for Pa-
tient follow-up.

This alert is sent to the facility’s
management team (e.g., Medical
Centre Director, Patient Service Ma-
nager) or to the Medical Supervisor
if the patient’s comment pertains to
medical matters. Within 48 hours,
an assigned representative re-
aches out to the Patient.

At LUX MED Group, we
make every effort to
ensure that Patients are
not left alone with their
negative experiences.
That is why we engage
in conversations with
all willing patients have
provided critical feedback
and strive to offer them
the necessary support.

We also reach out to some Pa-
tients who have left positive re-
views, thanking them for their time
and feedback.

This allows us to better understand
what contributed to their excellent
experience.

Engaging directly with Patients
brings significant benefits both
for them and for our organisation.
Above all, this process allows us to
provide care for Patients whose
needs, for various reasons, were not
met within the standard pathway.
It is a direct action towards fulfil-
ling our principle: ‘We never leave
a Patient without a solution’.

Moreover, we can personally listen
to Patients, which is extremely im-
portant for both Patients and Em-
ployees. Such genuine, direct
contact with the Patient allows us
to take an individual approach to
each case and serves as an inva-
luable source of insight into what
we could improve.

What does our management team say
about the feedback loop process?

erC“’ EMPLOYEE COMMENTS

The main benefit of direct contact with the Patient is the opportunity to better understand
their expectations and quickly identify areas that our Medical Centre Team should focus on
improving. Our Patients are often pleasantly surprised by a direct phone or email contact
aimed at resolving, clarifying, and explaining the concerns they have raised. This approach
makes Patients feel valued and reassures them that their feedback matters to us.

( Elzbieta Kubiak-tatko

Medical Centre Director, LUX MED Group Poznan

Patients feel reassured when they sense that they are valued, that their opinions matter to
us, and that we effectively resolve their issues. If we are unable to do so, we communicate this
honestly. They also highly value our gratitude for positive feedback — especially those who
leave heartfelt comments. This helps strengthen relationships with our facility’s Promoters.

( Elzbieta Jabtoniska
Medical Centre Director, LUX MED Group Warszawa

| recall a situation where | personally called a Patient regarding a negative review. We had
a long conversation in which | calmly explained that some of the procedures she was dissa-
tisfied with were necessary for medical safety. In response to her needs, | proposed a slightly
different approach to her case. She accepted my proposal, and from a critic, she became
a true advocate of our MAVIT Medical Centre.

( Karol Tondera
Operations Director, MAVIT Medical Centre, LUX MED Group
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External loop

Data collected at the
level of facilities, regions,
or medical areas is also
analysed at the head
office.

Discussions about patient feedback,
and team meetings at both the fa-
cility and head office levels, provide

rOjE” EMPLOYEE COMMENTS

ideas and solutions on how we can
improve Patient service and enhance
the quality of their experience.

All these processes help develop
recommendations and strategic
projects that support the goal
of building better Patient
experiences.

Daily facility reports are generated based on Patient feedback collected in the Medallia
system, as well as insights from the direct Patient service team. These reports form the
basis of team meetings between department managers, facilitating the exchange of in-
formation and the planning of improvement initiatives.

;

Beata Krochmal
Patient Service Manager, LUX MED Group Radom

| discuss every positive and negative review with the coordinator and the Employee direc-
tly involved. This allows us to immediately implement a corrective plan if there were any
service shortcomings, or to give recognition when we handled a situation professional-
ly or went the extra mile to ensure Patient satisfaction. This reinforces the correct service
approach, and when combined with a genuine willingness to help and sensitivity to Pa-
tient needs, it significantly increases Patient satisfaction.

.

58 Raport Customer Experience 2024

Krzysztof Czepulonis
Patient Service Manager, LUX MED Group Szczecin




The key to effective complaints
resolution is dialogue with the Patient

Today, the importance of com-
plaints in shaping positive experien-
ces no longer needs explanation. Any
company that values customer satis-
faction ensures that its complaints
process is well-structured. However,
what differentiates these processes
are the goals and methods an orga-
nisation uses to achieve them.

At LUX MED Group, we recognised
that the traditional approach — fo-
cused solely on response time and
the number of resolved cases — is
not enough to create the best pos-
sible experience for our Patients.
A quick response and a well-reaso-
ned answer mean little if, from the
Patient’s perspective, their problem
remains unresolved.

Healthcare is a unique industry whe-
re service perception is highly perso-
nal.

When submitting a
complaint, most of

our Patients are not
asking for explanations,
decisions, or formal

statements. In most
cases, they are simply
seeking help because, at
some point during their
Patient journey, they did
not receive the expected
support.

Since health and life — both their
own and their loved ones’ — are at
stake, the emotional weight of medi-
cal complaints is much higher than in
other service industries.

The method of contact also plays
a key role. Direct interactions help
build relationships differently than
formal, written communication.

Given the expectations regarding
both the complaints process and the
Employees handling it, we decided to
move away from the traditional ap-
proach to ensure the best possible
experience for Patients submitting
complaints.

The three pillars of the LUX MED GROUP complaints process:
1. DE-ESCALATION OF DISSATISFACTION

Strong focus on the reported issue and finding all possible solutions to resolve
it. Moving away from the traditional approach of strictly assessing whether
a complaint is ‘justified’.

2. REBUILDING RELATIONSHIPS AND TRUST

Immediate response through direct phone contact to address concerns. Brid-
ging communication gaps, fostering openness, and engaging the entire orga-
nisation in supporting the Patient.

3. DUAL-TRACK HANDLING

Communication with the Patient and internal investigations are carried out si-
multaneously but independently. The Patient receives help as quickly as pos-
sible, without having to wait for the conclusion of the internal review process.

At LUX MED Group, we actively measure Patient satisfaction after the
complaints process is completed. Since launching a pilot programme
for our new complaints-handling model, we have increased Patient
satisfaction by 94 %.

Raport Customer Experience 2024 59



LUXMED 2y
_ :tans

1

Together | oroenrin.

Environment

We Create



The entire LUX MED Group commu-
nity listens to the Patient’s voice

LUX MED Group’s Mission
‘We listen to our Patients
and care for each one

of them.’

These words are a commitment,
and at the same time, they attract
people who genuinely care about
Patients to collaborate with us.

Our Employees who interact direct-
ly with Patients listen attentively
every day, understand their needs,
and strive to meet them. From these
interactions and conversations, new
ideas continuously emerge, helping

O EMPLOYEE COMMENT
M

make the LUX MED Group environ-
ment even more Patientfriendly.

To ensure that every valuable
idea from our Employees receives
proper attention, we have esta-
blished several ways to collect,
analyse, discuss, and implement
them. Being mindful of Employ-
ee initiatives not only enhances our
services but also empowers idea cre-
ators, making them feel that they
have an impact on their profes-
sional environment, help others,
and ultimately — make the world
a better place.

| strive to select staff who are positive, come to work with a smile and a good attitude,

take initiative, and engage fully in their work.

(

Wojciech Andrychowski
Patient Service Manager, LUX MED Group Poznai

Our values:

Courage

Seize opportunities and
create new solutions

Responsibility

Be accountable for your
decisions and actions

Care

Act with empathy
and respect
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LUXcreation — YOU can make

a difference too

Employees can submit their ideas
through a dedicated platform
called LUXcreation. Each sub-
mitted idea undergoes a thorough
analysis to assess its potential be-
nefits for Patients, required invest-
ment, safety considerations, and
alignment with company standards.
Once positively evaluated, the idea
is approved for implementation and
put into practice.

To inspire idea creators and en-
courage mutual inspiration, we
have established a dedicated
space within LUXcreation for sha-
ring initiatives implemented lo-
cally in our facilities. Smaller
initiatives often require little invest-
ment, yet by directly addressing Pa-
tients’ needs, they can significantly
enhance the comfort of accessing

medical care at the facility. That is
why sharing such ideas is highly en-
couraged.

Employee initiatives cover a wide
range of areas in medical care
and administration. Proposed im-
provements may relate to Patient
service processes, facility equip-
ment and design, the functionali-
ty of the Patient Portal, the website,
or internal systems that support ef-
ficient administration. All of these
efforts aim to ensure that Patients
receive the best possible care while
enabling Employees to work more
comfortably and efficiently.

Each month, our Employees pro-
pose around 60 Patient-focused
improvements!

O EMPLOYEE COMMENTS

Building a Patient-centred culture is my main task within our organisation.
Every day, LUXcreation helps me achieve this goal. It serves as a platform
for sharing information about Patient-focused initiatives, both at the idea
stage and during implementation. The high level of Employee engagement
on the platform clearly demonstrates how much they care about Patients.
Thanks to their dedication, we can continuously respond to Patient needs
by developing new, tailored solutions.

Oliwia Sitkiewicz

Coordinator of Patient-Centred Initiatives, LUX MED Group Warszawa

Three times a week, as a Patient Service Manager, | meet with a few Employees from each shift. We discuss everything happening in the clinic and within LUX
MED Group, share our ideas and observations, and then implement our innovations. | encourage my team to be attentive to Patient needs and expectations. It
is essential that we address Patient concerns holistically, rather than just following service procedures. The Patient must feel confident that our staff will take

care of them in the best possible way.
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Iwona Jakubowska

Patient Service Manager, LUX MED Group Warszawa




Patient-centred ideas from our Employees

Patients reported that waiting in long queues at hospital registra-
tion desks was stressful and exhausting. In response, LUX MED On-
cology hospitals introduced special infokiosks that issue queue
numbers for the appropriate registration desks. Thanks to this so-
lution, the registration process is now more organised, and Patients
can wait comfortably in the waiting area until their turn.

During autumn and winter, illnesses become more common. Ho-
wever, Patients don’t always remember to bring essential hygiene
items and often ask for face masks or tissues upon arrival at the fa-
cility. To ensure Patient comfort and safety in such situations, staff
at the Tischnera 8 facility in Krakéw created an infection preven-
tion corner. These areas provide Patients with hand sanitiser, tissu-
es, disinfectant wipes, and gloves. The idea was so well received by
Patients that similar infection prevention corners have now been in-
troduced in many other LUX MED facilities across Poland.

Wiaiting for an appointment can be stressful for children. Parents
frequently asked staff for ways to distract their little ones from
the upcoming medical procedure. To meet this need, we have
enabled the screening of cartoons for our youngest Patients in
many of our facilities. Watching adventures of their favourite
characters helps children pass the time more pleasantly, while
giving parents the space to calmly schedule future appointments
or attend to other matters.

)
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Dentists frequently need to refer to X-rays, CT scans, or dental diagrams
during procedures, which are displayed on a computer screen. However, the
automatic screen timeout previously set in the facility disrupted their work-
flow, making it difficult to access critical images during treatment. To ad-
dress this issue, the staff at LUX MED Stomatology, Aleja Grunwaldzka 347
in Gdansk, extended the screen timeout to 40 minutes. This simple adjust-
ment significantly improved the efficiency of dental visits, reducing the time
Patients need to spend in the dental chair.

In response to Patient requests, the LUX MED facility at Sokolskiej 29 in Kato-
wice has expanded its services to include an obstetric consultation aimed at
providing prenatal and postnatal education. During these consultations, Pa-
tients can discuss pregnancy, childbirth, and the postpartum period with a
midwife experienced in running antenatal classes.
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Due to the lack of other LUX MED facilities nearby, the staff at the treatment
room of the facility at Aleja Stanéw Zjednoczonych 72 in Warsaw faced the
challenge of exceptionally high demand for blood collection services. To ad-
dress this need, the facility decided to purchase a mobile blood collection
chair. This solution allowed additional appointment slots for blood draws to
be opened in consultation rooms when doctors were not present.




Day-to-day contact with Patients

In developing a Patient-centered
organisation, it is crucial for every
Employee to have the opportu-
nity to interact with Patients, as
this fosters attentiveness to their
needs.

Such direct contact naturally en-
hances understanding and aware-
ness of Patient expectations.

However, not everyone has the
opportunity to interact with Patients
in their daily work. With these Em-
ployees in mind, LUX MED Group
implements a range of projects to
enable them to experience dialogue
with Patients. One of the most si-
gnificant of these projects is ‘Li-
stening and Resolving.’

As part of this initiative, we organise
quarterly meetings for our Manage-
ment Team.

We also encourage the entire LUX
MED community to take part in
similar activities by recognising
and rewarding the best Patientfocu-
sed solutions.

We are convinced that
such activities raise
awareness across our
community and help
make business decisions
driven by Patient
wellbeing.
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Sharing success stories —
The LUX MED Group Patient Forum

After intensive work, it is im-
portant to celebrate successes.
At LUX MED Group, the Patient
Forum - a regular meeting of all
Employees - provides an opportu-
nity for this.

Since 2018, at least three major
events of this kind have been held an-
nually. Each time, more than 1,000
Employees participate online, inc-
luding staff from the head office as
well as various medical and diagno-
stic centres, hospitals, and dental cli-
nics across Poland.

During these events, we
present and discuss im-
plementations introduced
based on Patient fe-
edback across the entire
organisation. The Forum
also features upcoming
initiatives and large-sca-
le system change pro-
jects, designed to support
Employees in providing
Patient care.
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Meetings within the Patient
Forum are an important factor in
supporting a Patient-centred or-
ganisational culture. They allow
Employees to see the vast scale of
engagement across the entire LUX
MED Group community in improving
Patient care.

Equally important, each Patient
Forum provides a space to share
achievements, recognise them,
and celebrate together, fostering
motivation for further growth.

FOW@ EMPLOYEE COMMENT

From personal experience, | know that it is essential for medical facility ma-
nagement to create an environment where Employees feel valued and un-
derstand that their work matters. Only when Staff feel properly supported
can they provide the best possible care for Patients.

Bartiomiej Gemborys

Patient Service Manager, LUX MED Group Elblgg




Conclusion

In summary, at LUX MED Group, we
strongly believe that high-quality
medical care is built on two pillars:
effective treatment and a positive
Patient experience. Research con-
sistently shows that, despite appearing
independent, these two areas reinforce
each other. Highquality medical con-
sultations are a key factor in Patient
satisfaction. At the same time, a positi-
ve Patient experience in non-medical
aspects of care can enhance treatment
effectiveness. Satisfied Patients trust
their specidalists, follow medical re-
commendations, and simply recover
faster. As a result, they require fewer
additional consultations, benefiting not
only the Patient but also reducing the
burden on the entire healthcare system.
That is why it is essential to focus on
both key areas in the treatment process
— the medical aspect and the Patient
experience.

Recognising this inter-
connection, at LUX MED
Group, we have made
Patient experience the
guiding principle of our
company’s development.

We have developed a comprehen-
sive research system that enables
us to continuously monitor Patient
satisfaction and assess the struc-
ture of their needs. Thanks to the
structure of our research system, we
can address emerging issues in real
time and implement long-term, targe-
ted projects in response to feedback
from Patients.

A1

However, even the best research
system is useless if insights do
not lead to practical action. To
meet Patients’ needs at the highest
level, LUX MED Group undertakes a
wide range of initiatives — from daily
efforts to improve service accessi-
bility, to providing professional and
personal support for our medical
and administrative Staff, and conti-
nuously enhancing our facility and
IT infrastructure.

It is equally important that at
every stage of problem resolu-
tion, we prioritise direct contact
with the Patient. Whether in the
feedback loop process or handling
complaints, we strive to listen to and
understand every Patient.

Our motto is: ‘We
never leave a Patient
without a solution’.

In our Patientcentred
organisation, the
entire LUX MED Group
community is engaged
in creatively seeking
everbetter solutions.

Striving for excellence in Patient
experience is our mission. By inve-
sting in the quality of consultations,
enhancing staff communication
skills, and adopting modern treat-
ment methods, we create an environ-
ment where Patients feel comfortable
and safe. Through easy access to
our services and comprehensive sup-
port for our staff, we ensure care of
the highest standard. Our goal is
that every Patient leaves our fa-
cilities feeling satisfied and con-
fident that their health is in the
best hands.
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If you have any questions or comments regarding the report, please direct
them to: ankiety.nps@luxmed.pl

We declare that the anonymised Patient comments used in this publication are
genuine, cited in full and unchanged. Due to the nature of this publication, only
positive comments have been selected.

This report has been printed with respect for natural resources, using
ecofriendly materials.
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Linear regression analysis — detailed information

Model 1: Whic.h P?tient exF.)eriences Unstandardised Standardised Multicollinearity

along the entire journey influence Coefficients Coefficients Statistics

the perception that using LUX MED o aem_

Group services is easy? SHemlen Beta t S M Tolerance | VIF
P Y Error cance

Dependent variable: ease of using (Constant) = 0512 edss ] e
LUX MED Group services o .
Availability of appointment slots 0,176 0,024 0,212 7213 0,000 o470 2,126
N =1357 .. . .
Efficient functioning of the Patient Portal 0,251 0,029 0,207 8,606 0,000 0,352 2,81
istical signifi f th I:
Statistical significance of the mode Ability to continue treatment 0,136 0,026 0152 5247 0,000 0525 1904
F(11, 1857) = 175,5; p<0,001 "
with a chosen doctor
Adjusted R2 = 0,58 Reception and helpline service efficiency 0,162 0,031 0,134 5,275 0,000 0,383 2,611
Support in serious and urgent cases 0,103 0,029 0,099 3,515 0,000 0,331 3,023

For both models (1and 2 — on the next

page), the following assumptions
were confirmed: independence of Quality of telemedical consultations 0,112 0,035 0,087 3,239 0,001 o417 2,398

observations, normal distribution of

the dependent variable, no outliers, Service in procedure rooms 0,084 0,048 0,050 1,742 0,082 0,268 3,736
constant error variance, normal and during diagnostic examinations
distribution of errors, no excessive Attitude and communication 0,011 0,045 0,030 0926 0,355 0,299 3,34k
multicollinearity. of medical staff

Infrastructure and cleanliness of the clinic 0,045 0,044 0,024 1,013 0,311 0,367 2,727
The data comes from the relational
study round conducted in March Quality of in-person consultations -0,008 0,047 -0,006 -0,169 0,866 0,527 1,898
2024.

Use of modern equipment -0,037 0,043 -0,026 -0,860 0,390 0,361 2,768

and treatment methods

Blue Highlight: Predictors that are statistically significant in explaining the ease of using LUX MED Group services (including those at a trend level). These pre-
dictors were not used in Model 2 due to collinearity with the variable ‘Ease of using LUX MED Group services’.

Grey Highlight: Statistically non-significant predictors, which were used in Model 2 as predictors separate from the variable ‘Ease of using LUX MED Group
services’.
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Model 2: How do the ease of using
LUX MED Group Services and other
Patient experiences influence NPS?

Dependent variable:
LUX MED Group NPS
N = 2053

Statistical significance of the model:
F(5, 2053) = 1062,0; p<0,001

Adjusted R2 = 0,72

To avoid multicollinearity, Model 2
includes, as predictors, only those
variables that did not significantly
explain the ease of using LUX MED
Group services in Model 1, in ad-
dition to the ease of using LUX MED
Group services itself.

The data comes from the relational
study conducted in March 202L4.

(Constant)

Ease of using LUX MED Group
services

Quality of in-person consultations

Attitude and communication
of medical staff

Use of modern equipment
and treatment methods

Infrastructure and cleanliness
of the clinic

Unstandardised Standardised
Coefficients Coefficients

e
Error
-2,072 0,222
0,691 0,016 0,647
0,260 0,031 0,174
0,144 0,030 0,095
0,048 0,027 0,032
0,031 0,030 0,015

Blue Highlight: Statistically significant predictors, including those at the trend level (p < 0.1).

Grey Highlight: Statistically non-significant predictor.

Statistics

-9,330 0,000

44,219 0,000 0,635
8,312 0,000 0,311
4,857 0,000 0,354
1,770 0,077 o422
0926 0,306 0,617
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Multicollinearity

1,575

3,217

2,826

2,370

1,621
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