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Note from PCB Management

Parc Cientific de Barcelona (PCB) Management would like to thank all those who answered the 2024
satisfaction survey. Thanks to your feedback, we can improve the services and infrastructures that are
important to us.

In response to some of your comments, in this document we would like to share with you the
improvement actions we have recently undertaken and which will be useful to you.
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SATISFACTION BAROMETER 2024: COMMUNAL SCIENTIFIC SERVICES (SCC-
PCB)

Type of user who answered the survey and their building

The satisfaction survey was sent to 1,309 users, 16% of whom responded. Thus the report was
produced from the 210 responses, corresponding proportionally to the percentage of laboratory
occupancy by type and also proportionally by building.

Empresa
privada;
35%

Claster I;
45%

Claster 11; 29%

Institut Pablic (IRB
Barcelona, IBEC, IBMB-
CSIC, etc.); 61%

Helix; 23%

Altres entitats Publid¥
(UB, Clinic, Vall d'Hebron,
etc.); 4%

Customer service/service and operating model

With an average score of 3.97 out of 5, the most highly rated aspects of the service are unrestricted
access to equipment and workspaces and maintaining ISO 9001 accreditation in service provision.

Franja d'accés als equips | 432
valoracié acreditacié 1SO 9001 [N 47
Funcionament en autoservei [ NRREREEE o7
aplicacio de reserves on line [ NRMEEEEE <3

Espais de treball | s
Flexibilitat a demandes especifiques [ INRNRNR I 5

0 1 2 3 4 5

In the overall service assessment, very good results were obtained in terms of access to equipment
without time restrictions and 1SO 9001 accreditation.
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SCC-PCB personnel

Users (>80%) considered the skills, knowledge and responsiveness of SCC-PCB personnel to be
good or very good. The average score was 3.99 out of 5.

0 1 2 3 4 5

Very good results were also obtained for the questions on the SCC-PCB technical personnel, technical
knowledge and attention to users and response time.

SCC-PCB equipment and installations

All services included in the SCC were highly rated and have generally maintained their 2023 rating
(above 3.5 out of 5).

The centrifuge services, cold storage (ultrafreezers and nitrogen), the histology room and the Drosophila
area were rated below 4 out of 5, as in 2023.

The worst-rated activity was the protein purification room, whose score has steadily dropped over the
last 4 years, to 2.64 out of 5 in 2024.

Neteja i esterilitzacic | IEEEE_—_M——— N 2,67

Altre equipament I 4,11

Espectroscopia I 4,1

Microscopia | —— 4,08

Cultius cel-lulars  IEG—— 4,02
Centrifugues I 3,78
Drosofila [N 3,76
Histologia I 3,76

Ultracongeladors i nitrogen [ R 3,53
Purificacio de proteines (Aktas) [ NN 2 4

0 1 2 3 4 5

In reference to activities, the services included in the SCC were rated positively, although in general
terms, we obtained a lower score than in 2023.

The laboratory material cleaning and sterilisation, general equipment and spectroscopy were the most

highly rated, while three areas, Drosophila, cold storage and histology, were less well rated, but above
3.5 out of 5.
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Particular mention should be made of the protein purification service, which was the worst-rated activity
and which has lost points over the last 4 years. The repeat complaint is the lack of attention in the service
due to the lack of a support technician for the maintenance of the space and equipment. Operations in
this area are self-service, as with the rest of the SCC services, but this has not been fully understood by
researchers using the service.

Over the year, we reviewed the procedures and actions in this room to include it in the ISO 9001 quality
system and improve the quality of customer services in the SCC-PCB self-service operating model. We
will be convening users to answer questions or clarify service content so we can find possible solutions
to improve this situation.

The rating for the Drosophila area remained low (3.76 out of 5) but within the limits we consider
acceptable (3.5 out of 5). We will also address this situation directly with users by convening
representatives of the laboratories to work on possible improvements to service performance.

In relation to the number of equipment breakdowns, some users asked for more equipment and/or
alternative installations in the event of scheduled preventive maintenance or breakdowns. The
perception of equipment down times or the time taken for maintenance by service personnel or external
services does not coincided with the actual availability of the reserve equipment available as an
alternative. Breakdowns and maintenance are always reported through the booking app and in the
logbook of the affected equipment on site, indicating the available alternatives. We stress to users that
they can contact us by email or telephone (working days, 9 a.m. — 5 p.m.) and the service will answer
their queries and provide alternatives. During 2024 we will promote and inform users of the existence of
the SCC bookings mobile app to encourage usage and facilitate access to bookings from wherever
users are.

In relation to requirements in some laboratories that need more space in freezers and nitrogen due to
the nature of the research, the PCB has a rental service for space for -80°C freezers and a cryogenic
room for nitrogen containers. There are plans to expand the capacity of the nitrogen container room for
rental nitrogen containers by 2025, in anticipation of a possible growth in demand.

Some users ask the survey for more training sessions on the use of the SCC equipment. The equipment
installed in the service areas does not require specialised training; laboratory technical staff’s training
and experience, together with consulting the user manual for each piece of equipment, is sufficient, in
accordance with the 24/7 self-service model.

However, in order to prevent accidents due to misuse in the case of centrifuges, SCC-PCB is preparing
training videos which will be posted on the PCB website. These videos, which are always available, are
to reinforce users’ training and knowledge and in no way replace the necessary monitoring and
supervision for new recruits from more senior lab members. Links to training videos distributed by the
equipment manufacturers have also been posted in the spectroscopy booking app.

In relation to the demand for the option to book equipment by the minute, not in the obligatory 30-minute
slots, and to cancel a booking once started by the users themselves (cancellation currently has to be in
writing to the SCC, as administrator permissions are required), we plan, together with the IT service, to
study booking options in the current app and apply them whenever the booking and cancellation, when
it occurs, are traceable.

To renew the equipment, we are continuing a gradual renewal programme, which we report on every
year in the T’interessa publication. Each year, we prioritise the incorporation of new equipment to
improve the quality of service. Planned for 2024 are the replacement of the fluorescence and
chemiluminescence equipment (Odyssey M), a major investment for the service, a high-speed
centrifuge and rotors, a nitrogen container and a routine inverted microscope, and the acquisition of
tabletop centrifuges and cell counters for cultures, agitators for bacteria, and Eppendorf centrifuges for
cold rooms.
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SCC-PCB overall assessment

More than 84% of users rated the SCC-PCB as good or very good overall (3.88 out of 5), clearly lower
than in the previous survey (4.04).

Insatisfactoria;
[ 1,04%

Poc satisfactoria;
Molt bona; 13,5
20,65%

Finally, we would like to stress once again that with self-service equipment it is very important users
understand how the equipment is operated to avoid disruption to experiments and/or equipment
breakdowns. Every day, service technicians report that users are not always well trained and not always
monitored by their supervisors/tutors. Monitoring of the regulations for the use of the installations,
obligatory reading of the equipment manuals and prior training from the user laboratories themselves
are essential to guarantee proper operation of the equipment and the safety of personnel and users,
among other things.

Finally, we would like to thank you for all the comments you have sent us through the survey, which
provide us with additional ideas to continue improving our service. We also encourage you to contact
us for any enquiries, requests, questions, complaints, etc. at the address scc-pcb@pcb.ub.cat. We
gather all individual or specific needs and answer them all, resolving most cases with alternatives
provided by SCC-PCB. These are well received by users, although sometimes a request or demand
cannot be met as the service is designed for a large majority, in which available resources must be
organised for the common good.

Rosa Debén
Head of Communal Scientific Services
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SATISFACTION BAROMETER 2024: ANIMAL FACILITY-PCB

Type of user who answered the survey and their building

We received 97 responses from the 429 surveys sent out for a response rate of 22%. Out of these
answers, 58% were from public clients and 42% from private companies, 93% of which are located in
PCB spaces.

Extern; 7%

Empresa Institut Pdblic (IRB
privada; Barcelona, IBEC, IBMH
42% CSIC, etc.); 44%

Cluster I; 47%

Cluster II; 35%

Altres entitats Publiques
(UB, Clinic, Vall
d'Hebron, etc.); 13%

Animal facility personnel

The respondents considered the support capacities and services offered to be very good, above 4.3
in all cases.
Coneixements tecnics i atencio als usuaris _ 4,54
Temps de resposta | -
Assessorament per l'autoservei i accesibilitat per a consultes _ 4,36

0 1 2 3 4 5
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Customer service/service and operating model

With an average of 4.4, all aspects were rated over 4.3 out of a maximum of 5. As in previous years,
the most highly rated aspects of the service were ease of contact with the animal facility personnel
and monitoring of animal welfare.

Facilitat i vies de contacte amb el personal de I'Estabulari PCB [ IIINNINEGEGgGEEEEEEE 466
Supervisi6 i seguiment de la salut i benestar dels animals estabulats [ NI 265
Projecte d'obtencié de I'acreditacid AAALAC per part de l'estabulari. [ INNRNREEEEE 261

Servei externalitzat de cura (cuidadors) I 4,60
Horari d'accés als equips, laboratoris i sales de la zona de barrera I /49
(8:00h-20:00h) '
Flexibilitat per adaptar-se a demandes especifiques [ININININININININIGEEEE 4,45
Serveis de suport a la recerca de valor afegit [ NI 4,38
Laboratori de punt final (necropsies), disponibilitat i funcionament . £ 30
(8:00h-20:00h) ,
0 1 2 3 4 5
Also highly rated were value-added services, user care and facility personnel skills, as were those of

outsourced care personnel. In all cases, the animal facility continuously strives to guarantee the quality
and stability of this service, which is essential to the functioning of many of our processes.

Concerning certain comments on the ANIBIO. The monitoring and control of all information relating to
housed animals must, by regulation, be managed using specific software. Every year, the animal facility
makes every effort to improve the application, based on contributions from users, outsourced care
personnel and our own personnel. Information inputs into the system are an important part of our activity
and we therefore ask you to make an effort to provide it clearly and in real time. Aware that this can be
time-consuming, the PCB is exploring options to improve the digitisation of the process, such as
replacing manual completion of certain logs. We are confident that moving in this direction will optimise
the effort required for this type of task.
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Animal facility equipment and installations

With an average score of 4.16 out of 5, users rated the animal facility equipment and installations
very similarly to 2023 (4.36 out of 5).

Adequiacid dels equips técnics i experimentals a les necessitats de la _ 422
recerca !

Funcionalitat de les instal-lacions (sales estabulacid, laboratoris, etc) _ 4,19
Disponibilitat de I'equipament técnic i experimental _ 4,06

0 1 2 3 4 5

One concern was the availability and functioning of some of the shared areas in the barrier zone. The
shared laboratories cannot be used by different groups at the same time. This is to minimise risks related
to assuring the health of the different animal models and quality assurance for experiments, minimising
interferences between tests as far as possible.

In this sense, it should be borne in mind that these spaces can be booked from 8 a.m. until approximately
7 p.m. Working hours cannot be extended, to ensure the necessary photoperiod for the animals.

With reference to managing space bookings, we received comments regarding the match between
booking times and actual use made of each space. We remind you that it is the responsibility of each
user to make good use of the system. In case of special requirements, if you contact our staff, we can
help you find an option that is compatible with your needs. It is precisely for this reason that, although
we are aware that we need to be able to meet specific unforeseen events through extraordinary
requests, as provided for in our operating protocol, the established advance deadlines for all requests
must be respected. We are a community of more than 350 users who must work in coordination to make
the best use of the available resources. We thank you for your efforts and collaboration in successfully
meeting this challenge.

As you know, the animal house also provides users with the basic materials necessary for working in
these shared spaces (animal facility rooms and laboratories). A list of these materials can be found in
each space. Each week, our staff check supplies in rooms and laboratories and replaces stocks of the
necessary materials. We remind you that you can contact the care staff inside the facilities or animal
facility staff by phone, so we can immediately provide you with any materials from the list that may be
lacking.

With regard to the supply of scientific equipment available to users, the staff of the animal facility can
provide information and training on the operation and capabilities of the equipment on request. In
addition, as part of the animal facility equipment renovation programme, in 2023 more than 200,000
euros were invested in acquiring a new liquid nitrogen tank, a binocular magnifying glass for surgery,
equipment for stabling and handling animals in the barrier zone, and maintenance and improvements
to the animal facility management software (ANIBIO).
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Animal facility overall assessment

The overall rating for the animal facility users surveyed was 4.35 out of 5.

Poc s

Molt bé; 50,00%

Research activity with laboratory animals in an environment such as ours is complex and involves very
diverse areas of action. If at any time you have doubts about a process or request, please remember
you can contact our staff in advance by email or telephone to help meet your needs. These are the
established channels of communication. Outsourced care personnel can give you an initial orientation
and refer you to our staff. By using these channels, the person responsible for each area of activity in
the facility will be able to assist you in the best possible way.

Finally, we would like to thank you for the comments received through the survey, which are essential
to the continuous improvement of the service. We remind you that for any doubts, queries, requests,
suggestions or complaints, you can contact us at the following address estabulario-pcb@pcb.ub.cat
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SATISFACTION BAROMETER 2024: RADIOACTIVE FACILITY (IR-PCB)

Type of user who answered the survey and their building

We received 32 responses out of the 121 surveys sent out, 26% of the total, representing 72% public
clients and 19% private companies, most of which are in the PCB Cluster building.

Extern

3% |

P I “

Customer service/service and operating model

With an average score of 4.46 out of 5, more than 90% of respondents consider the customer service
and operating model to be good or very good. The most highly rated aspects of the service were the
unrestricted access to the equipment and maintaining the ISO 9001 accreditation for providing the
service.

Horari d'accés als equips i laboratoris | NEEEEEE 468
Funcionament en autoservei (sense técnic de suport) [ NREB-REBEEEEEEE -

150 9001 per Factviat IR-pce I s

Curs Formaci6 Online de la IR-PCB [ NNNENEGEGEGEGEEEEEE 4,44

Flexibilitat per adaptar-se a demandes especifiques [ N1l /o4
Espais de treball i sales IR-PCB [ INNINININEGEGEGEGEEEl ;s
Sistema de reserves on-line de I'equipament de la IR-PCE [ NN ;6
Sistema d'accés restringit mitjancant targeta electronica || N NNl -5
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IR-PCB personnel

Users considered the skills and responsiveness of IR-PCB personnel to be very good (4.68 out of 5),
in line with last year’s score.

Assessorament per als usuaris en autoservei [ 4,76
Coneixements tecnics i atenci6 als usuaris I RGN -.76
Temps de resposta I NEEGGGNNNNNN 452

0 1 2 3 4 5

IR-PCB equipment and facilities

Users’ perception of the equipment was good, in line with previous years.

Disponibilitat dels grans equipaments (comptadors) [ 4,52
Phosphoimager Typhoon I 4,43
Comptador Gamma Hidex [ 4,38
Comptador Beta de vials TriCarb I 4,33
Irradiador de RX Yxion . 4.3
Adequacio dels equips a les necessitats de larecerca T 4,29
Actualitat dels equips I 4,21

Disponibilitat de petits equips de laboratori (centrifugues,
assecadors, etc...)

Comptador Beta de microplaques TopCount I 3,86
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IR-PCB overall assessment

In 94% of cases, users’ overall assessment of the IR-PCB was good or very good.

The IR-PCB was highly rated by the people who participated in the survey and regularly use its services,
equipment and facilities, maintaining the high ratings obtained in previous years.

With regard to the need for fluorescence equipment, in January this year the SCC incorporated an
Odyssey M, with the required fluorescence performance.

If you have any questions, doubts or suggestions, please do not hesitate to visit us at our office, phone
us or contact us by email (ir-pcb@pcb.ub.cat).
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SATISFACTION BAROMETER 2024: SPECIAL REACTIONS SERVICE (SRE-
PCB)

Type of user who answered the survey and their building

We received 4 responses to the 44 surveys sent out (9%). SRE users include both public bodies and
private companies located on the PCB.

Emp0 0

Customer service/service and operating model

With an average of 3.89 out of 5, the service received a worse rating than in the previous year, in
particular for the workspaces and rooms and the self-service model.

Facilitat i vies de contacte amb el personal de la SRE _ 4,25
Horari d'accés als equips i laboratoris (dilluns a divendres de 8-20h) _ 4,20
Valoracié acreditacié 1SO 9001 per lactivitat SRE [ NNl 400
Flexibilitat per adaptar-se a demandes especifiques _ 4,00
Model de funcionament en autoservei (sense tecnic de suport) _ 3,50
Espais de treball i sales SRE _ 3,40
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SRE-PCB personnel

Similarly, the service staff received a good rating for response times, although this was lower than for
2023 (3.42 out of 5), as technical knowledge and advice to users were rated as unsatisfactory in 50%
of the answers.

Temps de resposta I /25
Assessorament per als usuaris en autoservei i accessibilitat per _ 3.00
consultes ’
Coneixement técnics i atencié als usuaris _ 3,00

0 1 2 3 4 5

Overall assessment

Three users responded to the overall assessment, one considering the service poor and two as good.

Insuficient;
33,33%

Bé; 66,67%

The SRE is constantly reducing the number of groups and users. Part of the SCC since 2021, it
continues to offer a service to a small number of users.

The service also has 1ISO 9001 certification and it is expected to maintain the level of attention while the
service is active; therefore the review of spaces, waste collection and tidiness will be intensified.

We would like to thank everyone for their participation and remind you that we are always at your
disposal if you have any questions, comments or suggestions (sre-pcb@pcb.ub.es).
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