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Privacy - MODEL Facility Policy 
 
POLICY NAME:  Privacy Complaint Process  
  
DATE:   (facility to insert date here) 
  
Number:   (facility to insert number here) 
 

 
Purpose:  To facilitate compliance with the Health Insurance Portability and Accountability Act 
(HIPAA) Standards for Privacy of Individually Identifiable Health Information (Privacy 
Standards), 45 CFR Parts 160 and 164, Administrative Requirements, the Health Information 
Technology for Economic and Clinical Health Act (HITECH), Subtitle D – Privacy, and 45 CFR 
Parts 160 and 164, Breach Notification for Unsecured Protected Health Information; Interim 
Final Rule. 
  

Policy:  Under the Privacy Standards, a patient may file a complaint with the facility, as well as 
with the Secretary of the U.S. Department of Health and Human Services.  The facility should 
use their standard patient complaint/grievance process to capture privacy related complaints; 
however, the Facility Privacy Official (FPO) or his or her designee must be involved in all 
privacy related complaints. 
 
Procedure: 

 
1. The contact person or office which handles privacy complaints is: 

___________________ [facility to insert information] 
 
2. The information gathered should include, at a minimum, the following: 

 Name of the complainant 
 Name of the patient 
 Complainant’s relationship to the patient 
 Date the complaint was filed 
 Date and time of the incident (if applicable) 
 Location 
 Names of any members of the workforce who were involved 
 Names of any physicians that were involved 
 Names of any business associates involved 
 Short summary of the dispute. 

 
3. Receipt of a privacy complaint must be acknowledged to the complainant by the FPO or 

designee (e.g., a return telephone call, a written acknowledgment).  Written documentation of 
the acknowledgment must be maintained (e.g., copy of the written acknowledgment, 
documentation of the phone call). 
 

4. Protected Health Information (PHI) may not be shared with a complainant unless the 
complainant is also the patient or the patient’s legal representative. 
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5. The FPO or designee will develop and maintain a complaint process that includes an intake 

form, an investigation form, a HITECH risk assessment, and a disposition report that 
identifies any privacy deficiencies discovered in the investigation and the remedial steps to 
be taken.  This process must be followed for all privacy complaints.  IP.PRI.011 must be 
followed if the breach requires notification under HITECH.  The FPO or designee must 
develop and maintain a log of privacy complaints. 

 
6. All privacy complaint documentation must be retained for a minimum of six (6) years. 
 
7. Should a complaint against a workforce member or physician be found to be valid, the 

disposition of such complaint will be consistent with the facility’s Sanctions for Privacy 
Violations Policy. 

 
References:  
Health Insurance Portability and Accountability Act (HIPAA), Standards for Privacy of 
Individually Identifiable Health Information 45 CFR Part 164 
American Recovery and Reinvestment Act of 2009, Title XIII, Subtitle D 
Patient Privacy Program Requirements Policy, IP.PRI.001 
Facility Privacy Official Policy, IP.PRI.002 
Facility Model Sanctions for Privacy and Information Security Violations Policy 
Facility General Patient Complaint Policy 
Records Management Policy, EC.014 
Protected Health Information Breach Notification Policy, IP.PRI.011 
 


	Privacy Complaint Process
	Purpose:
	Policy:
	Procedure:
	References:





Accessibility Report





		Filename: 

		508_Privacy-Complaint-Process-Facility-Model.pdf









		Report created by: 

		



		Organization: 

		







[Enter personal and organization information through the Preferences > Identity dialog.]



Summary



The checker found no problems in this document.





		Needs manual check: 2



		Passed manually: 0



		Failed manually: 0



		Skipped: 1



		Passed: 29



		Failed: 0







Detailed Report





		Document





		Rule Name		Status		Description



		Accessibility permission flag		Passed		Accessibility permission flag must be set



		Image-only PDF		Passed		Document is not image-only PDF



		Tagged PDF		Passed		Document is tagged PDF



		Logical Reading Order		Needs manual check		Document structure provides a logical reading order



		Primary language		Passed		Text language is specified



		Title		Passed		Document title is showing in title bar



		Bookmarks		Passed		Bookmarks are present in large documents



		Color contrast		Needs manual check		Document has appropriate color contrast



		Page Content





		Rule Name		Status		Description



		Tagged content		Passed		All page content is tagged



		Tagged annotations		Passed		All annotations are tagged



		Tab order		Passed		Tab order is consistent with structure order



		Character encoding		Passed		Reliable character encoding is provided



		Tagged multimedia		Passed		All multimedia objects are tagged



		Screen flicker		Passed		Page will not cause screen flicker



		Scripts		Passed		No inaccessible scripts



		Timed responses		Passed		Page does not require timed responses



		Navigation links		Passed		Navigation links are not repetitive



		Forms





		Rule Name		Status		Description



		Tagged form fields		Passed		All form fields are tagged



		Field descriptions		Passed		All form fields have description



		Alternate Text





		Rule Name		Status		Description



		Figures alternate text		Passed		Figures require alternate text



		Nested alternate text		Passed		Alternate text that will never be read



		Associated with content		Passed		Alternate text must be associated with some content



		Hides annotation		Passed		Alternate text should not hide annotation



		Other elements alternate text		Passed		Other elements that require alternate text



		Tables





		Rule Name		Status		Description



		Rows		Passed		TR must be a child of Table, THead, TBody, or TFoot



		TH and TD		Passed		TH and TD must be children of TR



		Headers		Passed		Tables should have headers



		Regularity		Passed		Tables must contain the same number of columns in each row and rows in each column



		Summary		Skipped		Tables must have a summary



		Lists





		Rule Name		Status		Description



		List items		Passed		LI must be a child of L



		Lbl and LBody		Passed		Lbl and LBody must be children of LI



		Headings





		Rule Name		Status		Description



		Appropriate nesting		Passed		Appropriate nesting










Back to Top

