Patient Satisfaction, Data
Security, and HIPAA Compliance

in the Laboratory

A comprehensive guide for maintaining CAP accreditation and building
patient trust through effective satisfaction measurement and data protection.

& by Fertility Guidance Technologies




Course Overview

O Purpose Target Audience O Tools Covered
Maintain CAP accreditation and Lab Directors and IVF staff ART Compass for satisfaction
build patient trust through responsible for quality assurance surveys, real-time feedback, and
satisfaction measurement and and data protection documentation of improvement
HIPAA compliance efforts

This course integrates practical tools and introduces audit strategies for CAP readiness



Learning Objectives

Design & Administer Surveys

Create meaningful patient and provider satisfaction surveys that meet CAP requirements

Interpret & Act on Data

Use satisfaction data to improve IVF laboratory services and clinical outcomes

Understand HIPAA

Comprehend the purpose and scope of HIPAA as it applies to laboratory data handling

Implement Safequards

Protect patient data, especially when using cloud-based services

Conduct Audits

Document annual audits to verify compliance with HIPAA and CAP requirements

Utilize ART Compass

Leverage tools for real-time feedback, service recovery, and continuous improvement



\Da’i\er\’&%a{\s‘ia@on

Qb 2024

CAP Requirements for Client Satisfaction

"The laboratory must evaluate the satisfaction of its clients (patients, providers, staff, referral labs) at least every two years."

CAP Checklist Requirement GEN.20377

Best Practice: Use ART Compass patient and provider surveys to automate this process and ensure consistent documentation



Key Elements of a Compliant Survey

Anonymous D Open-Ended
Surveys must be conducted anonymously to encourage Allow for open-ended comments to capture qualitative
honest feedback without fear of identification feedback beyond numeric ratings

UUU Numeric Scale 8 Sample Size

Use a numeric satisfaction scale for statistical analysis and Ensure a sufficient sample size to make the results
trend identification statistically meaningful



Survey Challenges in IVF Clinics

Traditional Paper Surveys

Difficult to administer and track
Low response rates

*  Minimal real-time insight
Common Pitfalls

* Inaccessible surveys
*  Surveys that are too long or impersonal

* Lack of follow-up after poor feedback

Ric<lk: | o<ina even 3 <inale natient diie to noor <ervice can <ianificantlv impact



Modern Survey Solutions

HealthFirst

Your Voice Matters

Mobile-Enabled Surveys ART Compass Platform

Administer at intake and post-treatment for higher completion rates Streamline intake, capture metrics, facilitate shared decision-
making, and promote service excellence

Digital solutions provide real-time insights and higher response rates than traditional methods



HIPAA Overview

The Health Insurance Portability and Accountability Act (HIPAA) was enacted in 1996 with several key goals:

O Protect Patient Information Simplify Administration

Safeguard Protected Health Information (PHI) from Streamline health insurance administration processes
unauthorized access or disclosure

O Combat Fraud O Ensure Coverage

Prevent fraud and abuse in healthcare delivery and insurance Promote medical savings accounts and ensure coverage
portability for pre-existing conditions



HIPAA Components for IVF Labs

Privacy Rule Security Rule
Controls use and disclosure of Protected O (5 Protects electronic PHI (ePHI) through
Health Information (PHI) technical and physical safeguards
Enforcement Rule Breach Notification
& At

Describes penalties for noncompliance Requires reporting of unauthorized

with HIPAA regulations disclosures to patients and HHS

IVF Labs are considered Covered Entities under HIPAA regulations



Business Associate Agreements

IVF labs must have Business Associate Agreements (BAAs) with any vendors who
process PHI, including:

* Laboratory Information Management Systems (LIMS)
* Cloud application providers

*  Third-party billing services

* IT support companies with access to systems

g Electronic medical record vendors

RAA< leaallv bhind vendor< to HIPAA combliance and define re<spon<ibilities for data



Required HIPAA Policies for IVF Labs
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Data Management

Policies for how PHI is stored, accessed, shared, and deleted
throughout its lifecycle
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Access Controls

Role-based access controls limiting PHI access to only

necessary personnel
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Security Standards

Encryption and password protection standards that meet
current industry requirements

Data Transfer

Written procedures for secure data transfer, especially for

external cloud-based platforms
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Staff Training

Annual staff training on HIPAA requirements and

documentation of completion
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Incident Response

Comprehensive plan for responding to potential data breaches
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Annual HIPAA Audit
Requirements

O Training Verification

Confirm all staff have completed required annual HIPAA training

O Access Review

Review of access logs and data transfers to identify potential
unauthorized access

O BAA Confirmation

Verification that all Business Associate Agreements are current and
complete

Q Complaint Review

Examination of any patient complaints related to privacy or data security




Transfer

Protecting Confidentiality
During Data Transfers

Written Standard Operating Procedures (SOPs) must include:

Protocols for when and how
patient data is transferred to
referral labs

Specific security measures used
during external communication

Procedures for using secure
platforms (e.qg., encrypted cloud
services)

Guidelines for secure storage of
physical records

Methods for using anonymized
codes when applicable

Documentation requirements
for all data transfers



Patient-Centered + HIPAA-Compliant Approach

© %

Listen to Patients Act on Feedback

Implement real-time feedback tools to capture patient Document service recovery efforts when dissatisfaction is reported
experiences and concerns

=
Audit Compliance Train Staff
Conduct annual internal audits of HIPAA compliance and Provide ongoing education on privacy, professionalism, and
satisfaction metrics emotional intelligence

This integrated approach builds trust while preventing compliance risks



ART Compass Tools for Compliance

Key Features:

Digital patient satisfaction surveys with automated delivery
* PHI compliance documentation tracking

* Flagging system for staff education opportunities

* Documentation of corrective actions after poor reviews

* Secure patient communication channels

Assign "HIPAA Compliance for Lab Teams" in ARTC for training and
documentation




Internal Metrics for IVF Lab Review

Metric Tool Frequency
Client satisfaction score ART Compass Biannually
Survey response rate ART Compass Biannually
HIPAA training compliance ARTC Annually
PHI breach incidents Internal audit Quarterly
Policy update log Shared SOP database As needed

Regular review of these metrics ensures ongoing compliance and service improvement

Owner

Lab Director

QA Officer
Supervisor
Compliance Officer

Lab Admin



Case Study: Improving Response Rates

Challenge: Results:

An IVF clinic was struggling with low survey response rates (15%) using traditional paper methods, y Response rate increased to 68%

making CAP compliance difficult. *  Identified previously unknown issues with lab result delivery timing
Solution: y Implemented changes that improved overall satisfaction by 22%

. Implemented ART Compass mobile surveys y Easily documented compliance for CAP inspection

y Sent automated reminders at key touchpoints
' Shortened survey length to essential questions

' Added QR codes in waiting areas

Survey Response

P

Unlock higher
response rates




HIPAA Breach Response Protocol
Discovery (Day 1) —@

Document breach details, contain the incident, and notify
Privacy Officer immediately

2 Investigation (Days 2-5)

Determine scope of breach, identify affected patients,

assess risk level
Notification (Days 6-30) —@

Notify affected patients in writing, contact HHS if more

than 500 patients affected
@7 Remediation (Days 30-60)

Implement corrective action plan, update policies,

conduct additional training
Documentation (Ongoing) 4@

Maintain breach log for minimum of 6 years, document
all response actions



Staff Meeting Discussion Questions

@ CAP Requirements

How often must you evaluate patient/provider satisfaction under CAP guidelines?

2) Email Security

What are the risks of using unsecured email to send patient results?

Survey Design

What makes a satisfaction survey useful and compliant?

Business Associates

What is a BAA, and who must sign one?

Feedback Benefits

© ©® ©

Name two benefits of real-time satisfaction feedback in IVF clinics.

Use these questions to facilitate team discussions and assess understanding
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Patient Satisfaction HIPAA Compliance

CAP requires client satisfaction
evaluation every two years

Surveys must be anonymous,
allow open comments, and use
numeric scales

Digital tools like ART Compass
improve response rates and
insights

IVF labs are Covered Entities
with strict PHI protection

ERAMHEID R4 ciate Agreements

are required for all vendors
handling PHI

Annual audits and staff training
are essential compliance
elements
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