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Objectives

At the end of this presentation the audience will be able to:

1. Identify best practice for LGBTQ individuals in the   

healthcare environment.

2. Describe the Healthcare Equality Index Framework.

3. Identify 2 strategies that can be integrated into 
participant’s healthcare organizations to promote equity 
and inclusion.   
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Eskenazi Health

• Public hospital/healthcare system of Marion County

• Academic Medical Center

• 315 patient beds with all private rooms

• Adult Level 1 trauma center

• Only verified adult burn center in Indiana

• Provides treatment and services to nearly 1 million outpatient visitors annually via 
a comprehensive range of primary and specialty care services on the downtown 
campus as well as at 10 Eskenazi Health Center sites across Indianapolis

• Extensive behavioral health services delivered at multiple sites
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Mission Statement

• Advocate, Care, Teach and Serve 
with a special emphasis on the 
vulnerable population of Marion 

County.
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LGBTQ Patients and 
Healthcare Concerns

• Routine health screenings

• Depression

• Suicide

• Eating Disorders

• Substance Abuse

• Delay in seeking healthcare
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LGBTQ Patients ARE 
Vulnerable

Lambda Legal’s landmark 2010 study, When Health Care Isn’t Caring, 
identified the following:

• 73% of transgender respondents and 29% of lesbian, gay and 
bisexual respondents reported they believed they would be 
treated differently by medical personnel.

• 52% of transgender respondents and 9% of lesbian, gay and 
bisexual respondents reported they believed they would be 
refused medical services because of their LGBT status (HEI, 2018)
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LGBTQ Patients ARE 
Vulnerable

More than half of all respondents reported they had experienced at 
least one of the following from healthcare providers:

-refusal to provide needed care

-refusal to touch them

-using excessive precautions

-using harsh or abusive language

-blaming them for their health status

-using physical roughness or abuse  (HEI, 2018)
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Diversity Stats

2016 Gallup report estimated 4.1% of US population (10 million people) 
identify as LGBTQ-an increase from 3.5 % in 2012.

Millennials (1980-1996) identifying as LGBTQ increased to 7.3% in 2016 from 
5.8% in 2012.

Report also cited higher LGBTQ identification among women. 

(Lim, Jones, & Paguirigan, 2019).
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HEI as Framework

Healthcare Equality Index-review of standards in the promotion of 
equitable and inclusive care for lesbian, gay, bisexual, transgender 
and queer patients and their families.

HEI was developed by the Human Rights Campaign to meet the need 
for LGBTQ Americans to have access to equitable, knowledgeable, 
sensitive, non-discriminating and welcoming healthcare.
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In other words…to prevent 
patient experiences like these…

August 2019

(Healthcare Equality 
Index 2019)



In other words…to prevent 
patient experiences like these…
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HEI as Framework

4 Pillars:   Non-discrimination and staff training

Patient services and support

Employee benefits and policies

Patient and community engagement
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HEI as Framework

-Valuable organizational assessment tool

-Provides multiple resources

-Provides best practices for LGBTQ inclusion and equity

-Used by LGBTQ patients and their families to find healthcare that promotes 
equitable and inclusive care.

-Access to free, online, on demand staff trainings from experts (CEUs /CMEs)
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HEI as Framework

-Outcomes can positively impact patient satisfaction and patient engagement

-HEI criteria are in sync with CMS, TJC and legal requirements

-Improve quality and safety

-Reduce risk of litigation, complaints and negative PR

-Reach out to a highly loyal market segment
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Non-Discrimination and 
Staff Training

HEI criteria requires organizations to have a written 
patient non-discrimination policy that includes both 
“sexual orientation” and “gender identity” and 
provide examples of how this is communicated to 
patients and to staff. 
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Non-Discrimination Examples
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Equal Visitation

-Criteria requires a written visitation non-discrimination policy as 

well as methods to communicate this stance to patients and staff.

-Methods include posting on facility website, including in admission 
materials, or posting in patient waiting areas for patient 
communication.

-Methods for staff awareness include posting on Intranet site, 
providing info in new employee orientation or including in annual 
education.
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Visitation Examples
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Employment and Non-
Discrimination

-Criteria requires an equal employment opportunity policy that 
includes both “sexual orientation” and “gender identity.”  

-The requirement also includes methods to demonstrate the 
public and potential applicants are aware of the LGBTQ-
inclusive employment non-discrimination policy.
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EEOC Statement
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EEOC Statement in Employee 
Handbook
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Discrimination in the 
Workplace
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(Fidas & Cooper, 
2018)



Staff Training in LGBTQ Patient-
Centered Care

• During the initial year of participation, an organization must have a 
core group of executive level staff members participate in Executive 
Briefing online training.

• In subsequent years, organizations must demonstrate that they 
have provided a minimum number of 25 hours of HEI-approved 
training in LGBTQ patient-centered care.

• HRC partners with the National LGBT Health Education Center and 
The Center for Affiliated Learning (CAL) to provide 60+ online, 
interactive, and on-demand courses free of charge.
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Key Best Practices in Support of 
LGBTQ Patients

• Official plan for reducing health disparities 
that specifically includes LGBTQ patients in 
addition to race, ethnicity, and linguistic 
concerns

• Assessment of clinical services to identify 
possible LGBTQ-related gaps

August 2019



Strategy to Address Access to Gender 
Reassignment Surgeries
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Key Best Practices in Support of 
LGBTQ Patients

• Listing of LGBTQ-friendly providers

• Externally promoted LGBTQ-focused office, 
point person, or patient advocate

• Information about LGBTQ services and/or 
health concerns on public website
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Welcome Packet for Transgender Patients
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Transgender Patient Care Coordinator
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Key Best Practices in Support of 
LGBTQ Patients

• Print material or brochure to educate or 
support LGBTQ patients

• Offer LGBTQ health material published by 
other organizations
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Print Materials for Education
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Key Best Practices in Support of 
LGBTQ Patients

• Offer specific services to meet the needs of LGBTQ patients?
• -HIV/STD testing and counseling
• -Provision of pre/post-exposure prophylaxis for patients at risk of 

HIV
• -Offer HIV care and services
• -LGBTQ-focused mental health services
• -LGBTQ-focused alcohol and substance use treatment
• -LGBTQ family building assisted reproductive treatment
• -Other prevention, screening, wellness, or testing services explicitly 

focused on LGBTQ patients
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Transgender Info on Website
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Transgender Patient Services 
and Support

• Policies to cover the following practices aimed at eliminating bias and 
insensitivity and ensuring welcoming interactions:

-Recording of preferred name and pronouns in admitting/registration
-Use of preferred name and pronouns 
-Guidelines for room assignments for transgender patients
-Access to gender neutral restrooms or gender-appropriate for the patient
-Access to items that assist gender presentation
-Assistance with addressing potential problems with insurance/billing claims
-Access to hormone therapy
-Train and designate an employee to serve as a transgender patient navigator
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Transgender Patient Services 
and Support
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Transgender Resource
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Gender-Neutral Restroom
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Patient Self-Identification
-Does your EHR offer an explicit way to capture  
-patient’s sexual orientation?
-patient’s current gender identity differs from sex assigned at birth based on 
two question process? (Ask gender identity and then ask sex assigned at 
birth)
-explicit options for peds patients’ parents beyond “mother” and “father?” 
(i.e. parent, guardian) to be inclusive of same-sex and diverse families
-method to record non-marital relationships by offering choices such as 
“domestic partner” or “significant other?”
-Train staff LGBTQ status is confidential patient information
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SOGI EHR Screens
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Medical Decision-Making

The HEI supports facilities explicitly informing 
patients of their right to designate a person of 
their choice, including a same-sex partner, as 
their decision-maker.

Another component to this criteria is providing 
this education to staff.
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Medical Decision-Making
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Employee Benefits and Policies

HEI supports providing LGBTQ employees and 
their families with inclusive benefits-inclusive of 
healthcare.  

-Does insurance coverage extend to spouses of 
same sex couples?  What is the health insurance 
policy’s definition of spouse?
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Employee Benefits and Policies
-Is the same documentation required for enrollment of same-
and opposite-sex spouses
-Are healthcare benefits provided to same-sex domestic 
partners? 
-Provide at least one health plan to all employees that 
explicitly covers medically necessary health services for 
transgender people, including gender transition-related 
treatment.
-Officially recognize an LGBTQ employee resource group

August 2019



Employee Benefits and Policies

-Have option to self-identify as LGBTQ on patient 
engagement surveys

-Have explicitly LGBTQ-inclusive hiring events 
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Benefits document and ERG Notice
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Insurance Benefit Document
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Patient and Community Engagement

Recommended initiatives:
-Take part in or support LGBTQ-related events
(Pride events, LGBTQ health fairs, educational talks 
for providers)
-Marketing or advertising to LGBTQ community
-Publicly support LGBTQ initiatives by speaking at 
local, state, or national legislative sessions
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Patient and Community Engagement

Recommended initiatives:
-Have patient satisfaction surveys that allow 
patients option to identify as LGBTQ
-Meet with LGBTQ organizations
-Include LGBTQ representation on governing or 
community advisory board
-Support LGBTQ health-related research
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Sexual Identity Question Added to Patient 
Satisfaction Survey
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Pride Parade-Community Engagment
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Welcoming Environment
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Welcoming Environment
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HEI Ratings

-Rating from the HEI for each participating 
healthcare facility are published annually in the 
HEI Report, are posted on the HEI website and 
are promoted to HRC’s supporters.

August 2019



References

Fidas, D. & Cooper, L.  (2018).  A workplace divided:  understanding the climate for 
LGBTQ workers nationwide.  Human Rights Campaign.  Retrieved from:  
https://assets2.hrc.org/files/assets/resources/AWorkplaceDivided-2018.pdf  

Human Rights Campaign (2018).  Healthcare   Equality Index 2018.  Retrieved from 
Human Rights Campaign:  www.hrc.org/hei

Lim, F., Jones, P.A., & Paguirigan, M.  (2019).  A   guide to fostering an LGBTQ-inclusive 
workplace.  Nursing Management, 50 (6), 46-53.

August 2019

http://www.hrc.org/hei


QUESTIONS ?
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