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Make Money for Your Organization by
Bringing the Release of Information
Process (ROI) In-House

By Erin Ussery
ROI Director of Sales
Spectrum Information Services NW, Inc.

There have been Release of Infor-
mation (ROI) requests as long as
there have been medical records.
Fulfilling ROI requests is expen-
sive, inefficient, and frequently,
intimidating due to the many rules
and regulations regarding the re-
lease of patient information as well
as the time, cost and effort needed
to maintain the process. Faced with
these issues, many providers out-
source the ROI process to third-par-
ty vendors.

There are many vendors that pro-
vide ROI management services.
The business model used by many
of these vendors is not advanta-
geous to the provider because:

* Many of their processes are
manually done by low wage
workers resulting in high error
rates. Ultimately, these errors
reflect on the provider.

* A large portion of ROI requests
are chargeable and the revenue
accrues to the vendor rather than
the provider.

Healthcare providers should recon-
sider their ability to manage the
ROI process because there are solu-
tions available now that assure com-
pliance, quality and offer the ability
to charge ROI fees. Some of these
solutions include the ability to au-
tomate payment collection for ROI
requests, manage all aspects of the
ROI process, offer audit capabili-
ties and provide low cost and secure
electronic delivery.

Here are features that a well de-
signed in-house ROI program
should include.

Requester database. A requester
database consists of contact data
for frequent requesters of medical
records. It’s important to audit the
database on a regular basis and con-
tact data should be specifically au-
dited. A breach of patient informa-
tion could occur if records are sent
to an invalid contact address or fax
number.

Requester verification and au-
thentication. Legitimate request-
ers of medical records should be
verified and authenticated prior
to releasing records. The patient
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signed authorization needs to clear-
ly indicate who the records are to be
released to and the requester must
have a reasonable care or business
need to receive the information.

Invoicing. Invoicing is very im-
portant to a successful release of
information process and invoiced
amounts should be calculated
quickly and accurately.

Rate schedules. States have differ-
ent rate schedules for allowed charg-
es. In addition, certain requesters
have specialized rates within their
respective states. Charging cor-
rectly for a request for patient infor-
mation is an integral part of a well
managed ROI process and reduces
the need for rework.

Secure retrieval that eliminates
fax and postal mail. Delivering in-
formation via the postal service or
by fax is not secure, cost effective
and there’s no reliable way to track
receipt. Information sent through
a secure portal with validation pa-
rameters and an audit trail is a best
practice.

Page deletion capability. It’s a le-



gal requirement to choose only the
exact pages released to the requester
and it should be able to be done eas-
ily and quickly.

Audit logs. HIPAA requires that a
healthcare provider maintain a dis-
closure log of all instances where a
patient’s PHI has been released. The

easiest and most cost-effective way
to maintain this disclosure log is via
a comprehensive ROI solution.

There are significant challenges fac-
ing health care providers today and
all opportunities to reduce expenses
and increase revenues should be ex-
plored. Managing an in-house ROI

process might be the best place to
begin.

Erin Ussery is the ROI Director of
Sales for Spectrum Information Ser-
vices NW, Inc. Spectrum provides
cost effective imaging and consult-
ing services. Erin can be reached
at eussery@sisnwinc.com.
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