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1- FOREWORD

This Service Charter of the Casa di Riposo Frasassi s.r.l., is intended to set out the principles that must
inspire the provision of services, and is a tool aimed at protecƟng the needs of ciƟzens who can and
wish to make use of them in compliance with the principles dictated by Law 21/2016 and subsequent
amendments. The Service Charter is essenƟally aimed at protecƟng the rights of Guests 

2- THE HISTORY

Residenza Villa Frasassi located in Via Marconi n.33 Genga (AN), about 15 km from Fabriano and 62 km
from Ancona, is situated in the beauƟful town of Genga and was built from a former hotel, known as
"ALBERGO FRASASSI".  It  was built  in  1970 and  renovated  in  1978 by  the Marinelli  brothers,  who
obtained  permission  to  carry  out  the  building  work,  allocaƟng  the  property  to  the  tourist-hotel
business. In 1985 the hotel was purchased by the Frasassi ConsorƟum and aŌer a few years in 1998 a
project  to  renovate  the  building  was  completed  in  1999  where  87  beds,  a  conference  room,  a
restaurant room, a bar, a kitchen and a TV room were built for a total of 1607.30 square metres. In
2020, the building was purchased by the Edilcrea Company, which in 2021 presented a project to build
a Rest Home for the Elderly by making internal modificaƟons to the exisƟng building, compleƟng the
work in 2023. 

3. PRESENTATION OF THE ORGANISATION

The Rest Home is managed by a social and residenƟal facility for the elderly called FRASASSI CASA DI
RIPOSO SRL registered with the CCIAA of Ancona, established in 2021. The management of social and
health services and hotel services has been entrusted to HELIOS Coop. Soc. Assistenziale registered in
the NaƟonal Register of Type A Social CooperaƟves.

3.1- Missions and Values 

The Rest Home "Villa Frasassi" was the result of an acƟve collaboraƟon between the Municipality of
Genga and the community, on 21/04/2021 the Marche Region expressed a favourable opinion under
the aspect of regional requirements with reference to the construcƟon of the Rest Home. The structure
was authorised to operate by the Municipality of Genga with determinaƟon no. 90 on 27/02/2023. On
12/05/2023, following the favourable opinion of the Marche Region Council, with decision no. 79, the
Genga Municipality authorised the construcƟon of the Protected Residence for people with demenƟa
with 27 beds, which is currently undergoing authorisaƟon to operate. The organisaƟon of the Rest
Home and Protected Residence R3D "Villa Frasassi" undertakes to provide the social-residenƟal service
within its competence inspired by the following principles
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 Equality 
The same services are guaranteed without any discriminaƟon with regard to differences in gender,
race, religion and poliƟcal opinion.

 Solidarity 
Commitment to reciprocity, tolerance and mutual support

 ImparƟality 
The aƫtude and behaviour of staff are inspired by criteria of imparƟality and objecƟvity

 Accountability and parƟcipaƟon
The person is considered an acƟve parƟcipant in the design, sharing, verificaƟon of the service
provided

 Respect 
the needs of each individual understood in the social dimension of the group are given priority

 ConƟnuity
Care and conƟnuity of care for guests is guaranteed, as well  as informaƟon on the therapeuƟc
choices and treatments proposed

 Efficiency and effecƟveness 
In line with the fundamental principles it pursues, the Villa Frasassi Residence bases its mission on the
care and protecƟon of its guests, enabling them to maintain and expand their residual capaciƟes, trying
to overcome with dignity the problems and pathologies that can affect the elderly.
The objecƟve of the structure is to:
- welcome elderly people who cannot or do not want to stay with their families or in their own

homes
- offer medical, health and welfare assistance
- promote the psycho-physical well-being of the elderly
- encourage the  maintenance  of  family  and  friendship  relaƟons,  also  with  a  view to  a  possible

reintegraƟon into the family.
- ConƟnuous improvement of the quality of services to beƩer meet the needs of guests;
- Ensuring qualified care, resulƟng from conƟnuous staff training, to create customised intervenƟons

to meet the needs of the individual guest;
- Awareness-raising of the staff, so that they approach the elderly not as just any old person, but as

an integral part of a big family;
- Through the intervenƟon of the entertainment and socialisaƟon service, an aƩempt is made to

gather  as  much informaƟon  as  possible,  always  respecƟng  the  guest's  privacy,  to  recover  the
elderly person's life habits and past, so as to recreate a familiar  and comfortable environment
within the facility;

- Maintain communicaƟon with  guests and  family  members  by  keeping  up-to-date  on customer
saƟsfacƟon and paying aƩenƟon to any complaints or suggesƟons that arise. 
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4- DECRIPTION OF SERVICE

The "Villa Frasassi" facility for the elderly managed by Frasassi Casa di Riposo srl, located in Genga (AN)
in Via Marconi n. 33 P.Iva 02879160428 is divided into two types of residenƟal facility.

Recipients

4.1 - The Villa Frasassi Rest Home is authorised for a total of 28 beds to accommodate self-sufficient
elderly persons who have reached the age of sixty-five and who, by their own choice, prefer to have
community  services  or  who,  due  to  senility,  loneliness  or  other  reasons,  require  guarantees  of
protecƟon  throughout  the  day  and  community  and  collecƟve  services.  The  Rest  Home  provides
hospitality and assistance by offering opportuniƟes for community life and services to help with daily
acƟviƟes, sƟmulaƟon and opportuniƟes for occupaƟonal, recreaƟonal and maintenance acƟviƟes. The
facility supports the elderly in the management of daily life through qualified staff present 24 hours a
day and, as required by law, a nurse when needed.  The "Villa Frasassi" Rest Home also guarantees the
recepƟon and conƟnuity of care for the elderly who may have a parƟal reducƟon in their levels of self-
sufficiency within the limits compaƟble with the services available in the facility.

4.2  -  The Protected Residence for DemenƟa is in the process of being authorised for a total of 27
beds and is intended to accommodate, either temporarily or permanently, non-self-sufficient elderly
persons over the age of sixty-five with cogniƟve deficits but with a low level of behavioural disturbance
that cannot be treated at home and who require complex and integrated healthcare services.

4.3 - The "Villa Frasassi" facility is located in the municipality of Genga (AN), in Via Marconi no. 33 and
consists of a four-storey building plus a basement floor, fully renovated to accommodate a maximum of
55 guests: as of today, only the basement, ground floor and first floor are authorised and acƟve, for a
total  of  28  rest  home places.   Around the facility  there  is  a  dedicated  space for car  parking and
flowerbeds. There is a road leading from the car park to the rear entrance where there is a liƩer liŌ
that connects all  the floors of the facility and makes possible ambulance and emergency personnel
access to the wards.

On the basement floor: there is a doctor's/nurse's surgery, a room for opƟonal services, a large room
for guests, a pantry, a barber's/pedicure room, a cloakroom, a laundry/ironing room with a separate
clean/dirty path, two staff changing rooms with separate showers for men and women, a recreaƟon
room and a reading room for guests, a bathroom suitable for the disabled and several storage rooms
and technical rooms.
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On the ground floor: there are 5 en-suite rooms, of which 3 are double rooms and 2 are single rooms,
making a total of 8 beds in the Rest Home, the recepƟon area, a room used for administraƟon and
emergency  management,  the  kitchen  with  an  adjoining  dishwashing  area,  the  staff  room,  a
canteen/common acƟviƟes room, a bathroom for visitors and one for guests.

On the first floor: there are 11 en-suite rooms, of which 9 are doubles and 2 singles, with a total of 20
beds in the Rest Home, a storage room and a room used as a guardhouse with a kitcheneƩe.

On the second floor: there are 11 en-suite rooms, including 7 doubles and 4 singles, with a total of 18
beds in Protected Residence c / demenƟa, there is a room used as a washroom and a storeroom.

On the third floor: there are four double rooms with bathroom and one single room with bathroom,
for a total of 09 beds in a Protected Residence with demenƟa, a room for motor acƟviƟes, an assisted
bathroom and a refreshment corner.

On the outside there is a structure used as a place of worship, made accessible by a ramp suitable for
wheelchair users.

The telephone numbers are as follows:

- RecepƟon: 0732-90076
- e-mail administraƟon: direzione@villafrasassi.it
- e-mail ox and nurse: info@villafrasassi.it

How to reach us:

BY CAR: 
From FABRIANO - JESI - ANCONA
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Ancona - Fabriano highway, exit Sassoferrato/Genga, direcƟon Genga. Follow road signs 'Frasassi Casa
di Riposo'.

5- TERMS OF ADMISSION AND RESIGNATION

5.1 - Access to the Casa di Riposo Frasassi s.r.l. is subject to the submission by e-mail or directly
to  the  secretary's  office  of  the  Casa  di  Riposo  Frasassi  s.r.l,  via  Marconi  n.  33  -  Genga  (AN)  by
appointment, of the appropriate applicaƟon in the form of self-cerƟficaƟon, drawn up by the guest, or
by the person acƟng on his or her behalf, which must express the wish to be admiƩed to the facility
and must be presented accompanied by a cerƟficate issued by the aƩending physician aƩesƟng to the
guest's general state of health, condiƟon of self-sufficiency or suitability for admission to the facility. If
the person applying for admission to the Casa di Riposo Frasassi is enƟtled to supplementary fees, or to
payment of the full  amount, from various organisaƟons or associaƟons, he/she must aƩach to the
applicaƟon a full or parƟal commitment of expenditure by the organisaƟon concerned, specifying the
monthly amount to be paid by the organisaƟon.

5.2 - Access to the Protected Residence for DemenƟa is subject to the direct submission, by e-mail or
post, to the secretary's office of the Casa di Riposo Frasassi s.r.l., via Marconi n. 33 - Genga (AN), of the
appropriate applicaƟon (see aƩachment) in the form  of  self-cerƟficaƟon, drawn up by the guest, or
their legal guardian, who must express their desire to be admiƩed, and must be presented together
with a cerƟficate issued by the aƩending physician aƩesƟng to their general state of health and non-
self-sufficiency, and an assessment by the District Assessment Unit cerƟfying their suitability for the
Protected  Residence  for  DemenƟa.  If  the  District  Assessment  Unit's  assessment  is  lacking,  the
Management  of  the  Villa  Frasassi  facility  sends  the  completed  administraƟve  and  health
documentaƟon to the competent offices of the District Assessment Unit requesƟng an assessment. If
the person applying for admission to the Villa Frasassi facility has the right to an integraƟon of the fees,
or  to  payment  of  the  full  amount,  by  various  Bodies  or  AssociaƟons,  he/she  must  aƩach  to  the
applicaƟon a full or parƟal commitment of expenditure by the Body concerned, specifying the monthly
amount to be paid by the same.

At the Ɵme of admission, the facility will be presented to the paƟent and his or her family and a 12-
point hospitality contract will be signed, outlining the guest's data and degree of self-sufficiency, the
data of the family member/guarantor of reference, the rights and responsibiliƟes of the person being
cared for, the characterisƟcs of the room, the minimum length of stay and the amount of the fee. The
contract  in  detail  will  be  explained,  shared,  signed  and  handed  over  to  the  paƟents,  the  family
member/guarantor at the Ɵme of assessment and again at the Ɵme of admission. 

Documents to be brought with you on entry:

- IdenƟty document
- Health Card
- ExempƟon Code
- Specialised medical cerƟficates of any drug or food allergies.
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- Disability cerƟficaƟons, if any
 
          
   5.3 RESIGNATIONS
ResignaƟon in the event of a guest giving up, must be communicated  with at least 30 days' noƟce,
while the  administraƟon can provide for the resignaƟon of a guest on authority, in cases where the
guest does not respect the elementary rules of cohabitaƟon and/or causes disturbance and/or danger
to other guests, staff and the facility.

6 - THE WAITING LIST

6.1 - Nursing Home WaiƟng List
If applicaƟons for admission exceed the availability of places, a waiƟng list will be drawn up, taking

into account the following prioriƟes in the formaƟon of the list:

 ApplicaƟon history
 Residence in the Ambito Territoriale Sociale n. IX;
 Special social situaƟon of the user.

6.2 - WaiƟng list Protected Residence for DemenƟa

The waiƟng list for the Protected Residence for DemenƟa is made up of applicaƟons for admission
accompanied by an U.V.I. evaluaƟon and follows the following criteria:

 Date of applicaƟon;

 Requirements of social and/or health urgency.

Entry will be agreed with the U.V.I., which in cases of parƟcular urgency may arrange entry regardless
of the above criteria.
ResignaƟon in the event of the user giving up must be communicated  with at least 30 days' noƟce,
while the AdministraƟon may provide for the discharge of a guest on its own authority, in cases where
the guest does not respect the elementary rules of cohabitaƟon and/or causes disturbance and/or
danger to other guests, staff and the facility. The territorial V.I.U. may, in agreement with the manager
of the Frasassi Rest Home, arrange for possible admissions in cases of parƟcular urgency regardless of
the above criteria.
        
7 - TherapeuƟc Team
In order to guarantee a serene stay of the elderly within the "Villa Frasassi" facility, it is necessary to
put the paƟent at the centre; the physical, mental and social aspects must be enhanced for him to
make him feel at ease. The choice of the Protected Residence and Rest Home team is a fundamental
moment in the organisaƟon: it is in fact within this team that therapeuƟc rehabilitaƟon acƟviƟes for
the elderly are planned.
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A micro-team, from day one, takes charge of the Guest for the enƟre period of their stay and meets
weekly. The team as a whole meets weekly as needed, to verify and periodically reassess both the
socio-rehabilitaƟon programmes and the overall organisaƟon for running the facility.
Specifically, the professional figures envisaged are:
The  Facility  Manager  is  a  surgical  doctor  specialised  in  Oncology-Physiology  and  Diseases  of  the
Respiratory System with training and experience,  collaborates with the nursing coordinator on the
process  of  guest admission,  and on the overall  pathway,  maintains  coordinaƟon with the medical
figures involved in the treatment process.
The  Nursing  Coordinator  plans,  manages  and  evaluates  the  nursing  intervenƟon,  guarantees  the
correct applicaƟon of diagnosƟc-therapeuƟc procedures, acts both individually and in collaboraƟon
with other health and social workers in monitoring the health condiƟons of the guests; if necessary,
he/she avails him/herself of the work of support staff such as OSS, Physiotherapist He/she is in charge
of coordinaƟon between the various professional figures, with parƟcular aƩenƟon to relaƟons with
general  pracƟƟoners  and  specialists  and  with  the  guests'  families,  he/she  is  in  charge  of  the
organisaƟon and supply of medicines and health aids.
The physiotherapist: takes care of the individual rehabilitaƟon of the elderly in the gym or guest rooms
and other communal areas, in agreement with the facility's general pracƟƟoner and physiatrist.
Nurses:  are  responsible  for  health  protecƟon,  medicaƟon  procedures,  medicaƟon,  monitoring  of
parameters and work in cooperaƟon with the nursing coordinator and the doctor.
The Facility Doctors are 2 general pracƟƟoners, who have programmed access to the Facility. They are
responsible for the medical care of the elderly.
SupplemenƟng the above figures are the Social and Health Care Workers, auxiliary staff dealing with
hotel services and general services.

8- TUITION COSTS AND PAYMENT TERMS

The service fee (tuiƟon) is decided annually by the Board of Directors, and is :
- Self-sufficient nursing home residents € 50.96 per day;
- Non-self-sufficient residents Protected Residence for DemenƟa € 52.60 per day.
The fee includes: 
1. general operaƟng expenses (uƟliƟes, facility maintenance, depreciaƟon, administraƟon, hotel 
services)
2. expenses for guests (board, lodging, materials for acƟviƟes, internet connecƟon,
3. insurance costs (staff, guests)
4. personnel expenses
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The  amount  of  the  tuiƟon  fee  may  be  changed in  the  event  of  the  need  for  addiƟonal  services
idenƟfied following an assessment by the staff in charge.
Guests requesƟng to be accommodated in a single room will have a 20% surcharge on their fees.
A guest who requests individual use of a double room will be charged a surcharge on the basic fee of
50 per cent of the cost of a double room.
The start of payment of tuiƟon fees may not be delayed by more than 10 days from the date on which
the acceptance of the applicaƟon is noƟfied, even if entry, for personal reasons of the guest or family
members, takes place later.

TuiƟon must be paid in advance within the first ten days of each month, which will be increased by
the amount of  any extra expenses charged (transport, medicaƟon, addiƟonal  hairdressing services,
etc.), by payment into the current account in the name of Casa di Riposo Frasassi S.r.l. or directly to the
facility's secretary's office by appointment.
If payment is not made, the guest may be discharged. If the resident is transferred, the fees are due for
the whole month.
The terminaƟon of payment commences on the day of discharge from the rest home, subject to the
obligaƟon to give 30 days' noƟce

8.1 PreservaƟon of place
In the event of voluntary absence, the guest is entitled to keep the place, subject to payment of

the  full  rate. In the event of absence due to hospitalisation, the place will be kept until hospital
discharge, and the guest is required to pay the fee with a 20% daily reduction, based on the period
of hospitalisation. There are no refunds if the bed is vacated prematurely.
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9- ORGANISATION OF THE SERVICE

Organigram

AMMINISTRATORE UNICO

Bussoleƫ Enzo

AREA SICUREZZA E PRIVACY AREA SERVIZI GENERALI E AMMINISTRATIVI

Medico Competente Responsabile Responsabile Area Responsabile Area
(MC) Servizio prevenzione amministraƟva economico finanziaria

e protezione (RSPP) Galluccio Anna Galluccio Anna
Alessi Danilo Domenico Paolasini Alessandro

Rappresentante Data ProtecƟon Responsabile
QualitàLavoratori Sicurezza Officier (DPO)

RLS Avv. Punzo Veronica Galluccio Anna
Gelosi Ivan

Responsabile 
Formazione

Galluccio Anna
Risk Manager

Dr. Troncaneƫ Nazareno

Responsabile di struƩura

Dr. Troncaneƫ Nazareno

Responsabile AREA SERVIZI RESIDENZIALI AREA SERVIZI SANITARI E SOCIO-ASSISTENZIALI

manutenzioni

SanƟnelli Stefano

AddeƩo Servizi Responsabile Servizio 
fisioterapia

Operatori Coordinatrice 

lavanderia/pulizie HACCP Socio Sanitari (OSS) servizi infermierisƟci

Cardarelli OrieƩa Belardinelli Roberta Mancini Monica Pallante Massimiliano CinƟ Donatella

SanƟni Noemi

Addeƫ Gifuni Angela Infermieri

ristorazione SanƟnelli Stefano  Professionali

Buginovo Sabrina Gobbi Camilla Licitra Giorgia

Balzamo Loredana Fulgenzi Davide

Ilari Enrica

Tassoni Annaelena

Sforza MarƟna

 Gianfelici Lorenza

Giacomoni Giorgia

Borri David

Alessandrini Giorgia
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FuncƟonal chart

Addeƫ Infermieri

ristorazione  Professionali

Coordinatrice 

lavanderia/pulizie HACCP Socio Sanitari (OSS) servizi infermierisƟci

manutenzioni

AddeƩo Servizi Responsabile Servizio 
fisioterapia

Operatori 

RLS

Responsabile 
Formazione

Risk Manager

Responsabile di struƩura

Responsabile AREA SERVIZI RESIDENZIALI AREA SERVIZI SANITARI E SOCIO-ASSISTENZIALI

e protezione (RSPP)

Rappresentante Data ProtecƟon Responsabile
QualitàLavoratori Sicurezza Officier (DPO)

Medico Competente Responsabile Responsabile Area Responsabile Area
(MC) Servizio prevenzione amministraƟva economico finanziaria

AMMINISTRATORE UNICO

AREA SICUREZZA E PRIVACY AREA SERVIZI GENERALI E AMMINISTRATIVI

The services and faciliƟes provided by the Rest Home and the Protected Residence for DemenƟa are
aimed exclusively at the residents, in full compliance with the needs of each individual, as set out in the
Individualised Care Plan (PAI), which is drawn up by the nursing manager for the residents of the Rest
Home when they enter the facility,  and on the basis  of the care plan drawn up by the Integrated
Assessment  Unit  for  the  residents  of  the  Protected  Residence  for  DemenƟa.  The  document  is
subsequently updated by the nursing and care staff, adapƟng it to the actual needs and requirements
of the user.
All staff working within the Facility are covered by the employment insurance policy provided for by
current legislaƟon,  as well  as by the third party liability insurance policy taken out with GENERALI
ITALIA S.P.A. no. 430541220 It covers both damage caused by the operators to third parƟes and any
damage suffered by the operators in the course of performing the duƟes envisaged for their role, with
the following limits:
 Third party liability - limit per claim, per person and for property damage € 500,000.00

 Workers' compensaƟon liability - maximum per claim, per person euro 500,000.00
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The services guaranteed to the guest, included in the monthly fee, are exclusively those listed below
and broken down as follows

9.1 - ReƟrement home:

 Full food day of: breakfast, lunch, dinner, mid-morning drink and
aŌernoon snack - SaƟsfacƟon of dietary needs, with special help for semi or non-self-sufficient
guests;

 Personal hygiene and dressing of the guest;
 Scheduled and assisted bathing;
 Daily Ɵdying and cleaning of the room;
 Daily bed-making;
 Laundry service for underwear; 
 Social and medical emergency response; 
 Nursing care commensurate with actual needs;
 HydraƟon;
 InconƟnence control;
 Walking acƟviƟes;
 Religious service.

9.2 - Protected demenƟa residence:

 Full food day of: breakfast, lunch, dinner, mid-morning drink and
aŌernoon snack - SaƟsfacƟon of dietary needs;

 Personal hygiene and dressing of the guest;
 Scheduled and assisted bathing;
 Daily Ɵdying and cleaning of the room with a morning and aŌernoon pass;
 Daily bed-making with bed linen changed every 2 days;
 Laundry service for underwear;
 Social and medical emergency response;
 Nursing care;
 HydraƟon;
 InconƟnence control;
 Religious service;
 AnimaƟon acƟviƟes;
 Physiotherapy service

10- RULES OF COMMUNITY LIFE

The day of the resident guest in the facility is normally structured according to the following scheme:

 up from 06:30-7:30
 breakfast from 07:45 - 09:00
 lunch 1st shiŌ from 11:50-12:30
 lunch 2nd shiŌ from 12:30-13:30
 aŌernoon rest from 13:30 to 15:30
 dinner 1st shiŌ from 18:15 - 19:00
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 dinner 2nd shiŌ from 19:00-20:00
 night rest from 20:30

All  guests are permiƩed free access to and exit  from the facility,  subject to compleƟon of the exit
register;  return  must  normally  take  place  by  9  p.m.  and  must  in  any  case  be  agreed  with  the
administraƟon.

The use of a radio or TV in the room is only permiƩed if it does not disturb other guests.  

In  compliance with the good rules  of  coexistence in  community  faciliƟes,  the  guest  is  parƟcularly
obliged to

 to scrupulously observe the rules of hygiene in the community and personal living environment;
 to keep the accommodaƟon, faciliƟes, furniture and equipment in good condiƟon;
 to report any faults in the installaƟons, avoiding tampering with them without authorisaƟon;
 to allow service personnel and any other person authorised by the manager to enter the room of

residence to carry out cleaning, checks, repairs and other work;
 not to hang laundry on windows, balconies or over radiators;
 not to keep objects on window sills;
 not to use noisy objects that may disturb other guests;
 not to sƟck anything in the walls without authorisaƟon;
 not to throw rubbish, rubbish, liquids or various objects out of windows;
 not to throw into sinks, toilets or sanitary equipment, materials that could clog or harm the good

condiƟon of the drains;
 not to smoke outside the permiƩed premises;
 to indemnify the AdministraƟon for any damage caused to persons and/or property by its own

negligence or carelessness.

11- STAFF TRAINING AND REFRESHER COURSES
A specific  individual  and  team training  plan  is  foreseen  for  the  already  qualified staff,  as  well  as
constant updaƟng with regard to both rehabilitaƟon techniques and knowledge of health and safety
regulaƟons. Annual training hours are scheduled for all operators as per the training plan drawn up
annually. As far as individual training is concerned, individual training meeƟngs are planned for newly
recruited  staff  by  the  contact  person  or  manager,  in  which  the  service,  working  methods  and
operaƟonal tools are presented. All courses for compulsory basic training, and for specific training (first
aid, safety. BLSD, fire-fighƟng, Privacy, Haccp) are provided. PrevenƟve and periodic health surveillance
is also ensured. ConƟnuous updaƟng and sharing of internal guidelines on prevenƟon, containment
and safety measures is guaranteed.
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12. LISTENING AND PROTECTION

12.1 Rights and duƟes of guests
Rights
InformaƟon:  complete  and  comprehensible  informaƟon  is  guaranteed  for  each  person  about  the
services provided and the person's consent is required from the moment of admission to discharge.
Assistance and care: every guest in the facility has the right to receive adequate assistance and care in
the definiƟon of his or her pathway.
The guest and family members may express their opinion and/or complaints and make suggesƟons for
the improvement of the facility.
DuƟes
Co-operaƟon:  each  guest  must  provide  maximum  co-operaƟon  in  rehabilitaƟon  acƟviƟes  and
contribute to the care of individual and communal areas
  
Adhesion: respect the internal regulaƟons
Respect Ɵmetables and hygiene regulaƟons
Respect the rules of good manners towards staff and guests.

12.2 Complaints

Residents and their relaƟves may submit observaƟons, objecƟons, complaints or grievances against
acts or behaviour that deny or restrict access to social-residenƟal services, if possible within 15 days of
the event (grievance insƟtuƟon).
This right can be exercised by means of a form available in the facility, but also by means of a simple
verbal report to the facility's Coordinator, in which case a special form will be drawn up containing the
type of report received and the acquisiƟon of data for  communicaƟons on the maƩer.The  nursing
coordinator and his/her contact persons are responsible for collecƟng data and for their reproducibility,
accuracy and completeness, and they carefully and punctually check and verify it, promptly reporƟng
any anomalies or shortcomings both to the staff and to the facility's privacy contact person. The staff is
informed  and  updated  during  weekly  meeƟngs  and  meeƟngs  devoted  to  procedures  on  record
keeping.  These data  are  circulated internally  within  the  team and,  if  necessary,  externally  (family
members, doctors, sending service), an explicit request is made or, in any case, the relaƟve producƟon
in photocopy or original form is noted on the Guest's file. The data are also used for accounƟng and
administraƟve purposes
12.3 Privacy
The right to respect for everyone's privacy and its protecƟon is guaranteed in implementaƟon of the
provisions of law D.lgs n.196 of 30/06/2003 and European privacy regulaƟon GDPR 2016/79
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13- RECREATIONAL ACTIVITIES

The facility ensures recreaƟonal and animaƟon acƟviƟes in order to improve the quality of life of the
guest through the maintenance and development of residual abiliƟes and as such, to achieve this goal
one cannot disregard the observaƟon and analysis of the real abiliƟes of each guest.

RecreaƟonal acƟviƟes are organised in the facility at various Ɵmes of the day and consist of music
therapy, expressive, creaƟve and manual acƟviƟes.

13.1 - Physiotherapy Service

A rehabilitaƟon physiotherapist is present for 10 minutes per day for each resident in the Protected
Residence with demenƟa. The acƟvity of the physiotherapist is aimed at maintaining and improving the
degree of autonomy of the residents; intervenƟons are planned and carried out on a daily basis.

14 - RELIGIOUS SERVICE

The guests are guaranteed a religious service with absolute respect for each person's religious ideals.
Holy Mass is celebrated in the church outside the Frasassi Rest Home, in agreement with the local
parish priest.

15 - RELATIONS WITH THE LOCAL COMMUNITY AND TERRITORIAL SERVICES

All  forms  of  parƟcipaƟon  in  the  facility  by  voluntary  associaƟons  and  free  volunteers,  who  are
welcomed and supervised by the facility coordinator, are encouraged.  These volunteers are always
intended as a support and never as a replacement for the professional figures present in the facility.

To this end, the following objecƟves are idenƟfied:
 make the facility a place where associaƟons in the area can hold acƟviƟes, shows and parƟes;
 debunking the concepƟon and cliché that sees the residenƟal facility as a place of no return to

which one enters with resignaƟon and fear, whether as a user or as a family member or volunteer;
 make it  explicit  and  clearly  visible  that  the  experience  and professionalism gained  within  the

structure are an asset at the disposal of the territory.  
In connecƟon with the above, the facility regularly employs volunteer staff from the Camponocecchio
and Pierosara Parish Circle, run by Don Luigi Foroƫ, for small animaƟon acƟviƟes for the benefit of the
elderly.
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16. RECORD KEEPING

All documentaƟon relaƟng to the data of Guests and their therapeuƟc and rehabilitaƟon pathways is
managed in accordance with current regulaƟons. Medical records are kept in closed files in special
rooms: offices and "archives", access to which is restricted to authorised staff. A paper medical record
is available to authorised staff. The guest and/or his/her referents, who are enƟtled to do so, may
request  a copy of the socio-health record,  or part of it,  by  compleƟng form MOD-814 request for
release of socio-health record available in the AdministraƟve Office. The facility undertakes to deliver
the aforemenƟoned documentaƟon within 15 days of the request.

17- MODE OF ACCESS FOR FAMILY MEMBERS

Family  members  of  resident  guests  are  encouraged  to  make  constant  visits  so  that  the  normal
emoƟonal conƟnuity with their relaƟve is not interrupted.
Guests are allowed to receive visitors and have relaƟons with persons outside the facility in accordance
with the following:

 in the community areas of the facility, from 09:30 to 12:00 and from 16:00 to 18:00;
 in the residence rooms, if with several beds, from 10.30 a.m. to 12 noon and from 5 p.m. to 7 p.m.

In compliance with legal hygiene regulaƟons, family members or friends are not allowed access to the
refectories during mealƟmes, except in duly authorised cases.

The guest is permiƩed, for a nominal fee, to invite and entertain any visitor for lunch and/or dinner,
provided he/she requests this in good Ɵme from the facility coordinator.

18- REPRESENTATIVE BODIES OF GUESTS AND FAMILY MEMBERS

The  guests  and  their  families  contribute  to  the  quality  of  the  service  and  therefore  their
cooperaƟon is encouraged in order to make the service closer to their needs.
In order to ensure an effecƟve collaboraƟve relaƟonship, the Rest Home encourages forms of family
parƟcipaƟon in the monitoring and evaluaƟon of the service.
The manager shall take all necessary measures to avoid the persistence of any inefficiency, informing
any other services concerned.
The Offices provide an immediate response for reports and complaints that are immediately resolved
or more easily seƩled.

In more complex cases,  complaints  are  forwarded to  the Management,  which,  having gathered
informaƟon on the maƩer, takes acƟon to resolve the complaint, involving the competent corporate
funcƟons.
The resident/family member will, upon request, receive a wriƩen response to the complaint, within a
Ɵme frame that varies depending on the complexity of the facts. As a general rule, the Management
undertakes to reply within 30 days of receipt of the request.
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The AdministraƟon undertakes to guarantee guests and their families informaƟon on the management
of  the  service  and the  presence  of  a  contact  person  within  the  facility,  idenƟfied  as  the  Service
Coordinator,  who is  at  their  disposal  and collaborates  with the administraƟve services  to maintain
quality standards.

19 - SERVICE EVALUATION

For the evaluaƟon of the service, appropriate tools will be adopted, both documentary (quesƟonnaires,
survey forms, etc.) and non-documentary (verificaƟon meeƟngs, supervision, etc.).

This evaluaƟon acƟvity, on the whole, is aimed at capturing, in addiƟon to the cost/benefit raƟo, user
saƟsfacƟon and whether  or  not  the project  objecƟves underlying the service provided have been
achieved.

20. SERVICE CHARTER DISSEMINATION AND REVIEW
This Service Charter will  be periodically reviewed every three years by the Technical AdministraƟve
Support  together  with  the  facility  contact  person  and  the  team.  The  Service  Charter  will  be
disseminated through the dedicated website and in printed form, together with the informaƟon leaflet.

21. HOTEL SERVICES
Food
Meals are a fundamental therapeuƟc moment in the Facility. During meals, the OSS the nurse and
other team members are always present. 
Meals are prepared in the facility's kitchen by specialised personnel and are consumed in the dining
hall equipped for distribuƟon according to the procedures laid down by hygiene regulaƟons.
The current menu is spread over seven days for four weeks, with at least two choices for each course
and two seasonal variaƟons (spring/summer menu and autumn/winter menu)
In the case of guests who need to follow special diets related to dietary problems or specific diseases,
the menu is customised according to the indicaƟon and prescripƟon of the doctor or dieƟcian.
Meal Ɵmes are as follows:
Breakfast from 7.30 a.m.
Morning interlude (tea, juices, etc.) at 10 a.m.
Lunch with start of first shiŌ for non-self-sufficient guests 11.50 a.m.
Lunch with start of second shiŌ for self-sufficient guests 12.30 p.m.
AŌernoon snack with biscuits and tea, fruit juice, at 16:00
Dinner: with start of the first shiŌ for non-self-sufficient guests at 18:15
Dinner with start of second shiŌ for self-sufficient guests at 19:00 
For guests who cannot move from their rooms, meals including interludes will be 
served directly in the room
On  special  occasions,  such  as  holidays  and  birthdays,  the  menu  of  the  day  will  feature  different
preparaƟons from the ordinary offerings in order to give a sense of tradiƟon and celebraƟon.
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Transport
The facility provides  guests  with transport  for  all  health-related acƟviƟes to be carried  out  at  the
relevant public and private health services

 CONTACTS

Via Marconi no. 33 
60040 Genga (AN)
Tel.0732/970076
Email: direzione@villafrasassi.it
website:   www.villafrasassi.it  

- STRUCTURE CONTACT PERSONS

Owner: Enzo Bussoleƫ   
Nursing coordinator: Dr CinƟ Donatella 
AdministraƟon: Anna Galluccio
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ANNEX A

FAMILY and CAREGIVER SATISFACTION/EFFICACY QUESTIONNAIRE

Villa Frasassi Residence

This questionnaire is anonymous. We ask you to fill it in completely freely, pointing out what you feel is missing or insufficient.   We need
your suggestions to improve the way we work in favour of those needs that can only be reported by those who have them.

 

KNOWLEDGE AREA

1. Are you satisfied with the degree of information the residence offers you about the services provided?
A - Very
B - Quite
C - Little
D - No, not at all

 
2. Are you satisfied with the degree of information the residence offers you about the functioning of its services and the rules governing
access and life in it?

A - Very
B - Quite
C - Little
D - No, not at all

 
3. Are you satisfied with the psychological support service offered?

A - Very
B - Quite
C - Little
D - No, not at all

SERVICE QUALITY AREA

4. Do you feel satisfied with the services offered by the residence?
A  Very
B  Quite
C  Little
D  No, not at all

 

5. If you have specific requests, e.g. concerning moments of difficulty, do you find a satisfactory answer within the Residence?
A - Very
B - Quite
C - Little
D - No, not at all

 
6. Are you satisfied with the relationship you have with your family member's carers?

A - Very
B - Quite
C - Little
D - No, not at all
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7. Are you satisfied with the attention paid to users?
A - Very
B - Quite
C - Little
D - No, not at all

9. Do you think that the Villa Frasassi Residence takes adequate care of the spaces dedicated to users?
A - Very
B - Quite
C - Little
D - No, not at all

 
10. Do you consider the Villa Frasassi service to be a valid help to your family member's problems?

A  - Very
B - Quite
C - Little
D - No, not at all

 
AREA OF PARTICIPATION

11. Do you feel participating and involved in programmes/projects concerning your family member?
A - Very
B - Quite
C - Little
D - No, not at all

 

12. Do you consider the Villa Frasassi Residence's ability to listen to and take on board your reports or needs to be satisfactory?
A - Very
B - Quite
C - Little
D - No, not at all

 
13. Do you participate with satisfaction in meetings organised by the Residence?

A - Very
B - Quite
C - Little
D - No, not at all

 

14. How satisfied is your family member, in your opinion, with the residence?
A - Very
B - Quite
C - Little
D - No, not at all

15. What suggestions would you make to improve services in the Villa Frasassi Residence?
...............................................................................................................................................................................................................................
...............................................................................................................................................................................
Thank you for your cooperation!

FIRST NAME: ............................................. LAST NAME: .......................................

 COMPILATION DATE ...............................................................
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ANNEX B

PATIENT SATISFACTION/EFFICACY QUESTIONNAIRE   

Villa Frasassi Residence

1) How old is 
he? .........................................................................................................................................................................................

2) What is your family like?
A. Mother yes no

B. Fathe r yes no

C. Siblings yes no how many (specify age).....................................................................................

D. Sisters yes no how many (specify age).....................................................................................
E. Other family members (specify degree of relationship and 

age..................................................................................................................

3) How long have you been in residence?

A. Less than 3 months

B. 3 months to 6 months

C. 6 months to 12 months

D. For more than a year

4) Do you like this residence?

A. very

B. quite

C. not so much

D. at all

5) Do you feel you have enough space for your things?
A. yes
B. no

6) Do you feel involved in the activities of this Residence?

A. very

B. quite

C. not so much

D. at all

7) What is the best moment of your 
day? ......................................................................................................................................................................................................................
...............................................................................................................................................................................................................................
.................
 
8) Which groups, activities/workshops do you like best?
...............................................................................................................................................................................................................................
..... .........................................................................................................................................................................................................................
...........

And the ones you think are useful for 
you? ........................................................................................................................................................... 

8a) And the ones you like the least?
...............................................................................................................................................................................................................................
.....

And the ones you think are less useful for you? ..............................................................................................................................................

8b) Which groups, activities/workshops not present would interest you? ...............................................................................................
9) Do you get along well with other patients?
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A. very

B. quite

C. not so much

D. at all

10) Do you think the operators in this residence know how to listen to you and help you when you need it  

A. very

B. quite

C. not so much

D. at all

11) Do you trust the operators (doctors, nurses, physiotherapist, OSS?

A. Very

B. quite

C. not so much

D. at all

12) Does the treatment project you are following help you to improve your general health, your well-being? 

A. very

B. quite

C. not so much

D. not at all because...................................................................................................................................................................................

13) Do you enjoy hanging out with the educators/residence staff or volunteers? 

A. Very

B. quite

C. not so much

D. at all
 
14) Overall, do you feel comfortable here?

A. very

B. quite

C. not so much

D. at all
 
15) What suggestions would you make to improve the services of the 
Residence? ............................................................................................................................................................................................................
.......................

16) Do you usually also attend other services or activities during your day? (recreation, workshops...)
A. No
B. yes (specify which).....................................................................................................................................................................

17) Who did you fill in this questionnaire with?

A. Alone

B. With a parent or relative

C. With an operator of the Residence

D. Others (specify who)..............................................................................................................................................................................

FIRST NAME: ............................................. LAST NAME: .......................................

 COMPILATION DATE ...............................................................
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ANNEX C

 INEFFICIENCY / COMPLAINT FORM

Villa Frasassi Residence

With this form you can send suggestions or report a disservice/damage/complaint to the Management of
the Villa Frasassi Residence. We will reply within 15 days of the report and will endeavour to find a
solution to the reported problem.  

  Surname  and  First  Name
_______________________________________________________________

family      guest other __________

(mark with an X)
 

if family member (or other): name and surname of the relative staying at the Villa Frasassi facility
 
Indirizzo ________________________________________________________________________ 

Telefono_____________________ email ______________________________________________
 
Suggestion / inefficiency / complaint to be reported (specify date and circumstances of the inefficiency
and type of damage):

________________________________________________________________________________

_____________________________________________________________________________

_____________________________________________________________________________

_____________________________________________________________________________

____________________________________________________________________________

____________________________________________________________________________

____________________________________________________________________________

____________________________________________________________________________

____________________________________________________________________________

There _____ Signature _________________

This form can be delivered to  the secretary of  the Villa  Frasassi residence for the attention of  the
Facility Manager, or delivered or sent by post, fax, email to: direzione@villafrasassi.it

25


