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Foreword

It has been nearly fifty years since Sir Robert Edwards and his team
achieved the first successful in vitro fertilization (IVF) — a moment that
forever transformed the possibilities of reproductive medicine. Since then,
IVF and other fertility treatments have brought the joy of parenthood to
millions across the globe. In Europe alone, close to one million treatment
cycles are carried out each year. Yet, despite this remarkable progress, the
path to parenthood remains, for many, filled with uncertainty, emotional
strain, and complexity.

This is why patient care is at the heart of what we do.

The aim of modern fertility care is not only to deliver clinical results, but to
support every individual and couple through a compassionate, informed,
and respectful journey. Achieving this requires dedication, continuous
learning, and collaboration between clinics, clinicians, and care staff.

The Patient-Centred Care Clinic Assessment Programme reflects our
commitment to developing patient-centred fertility care. It is designed to
guide, inspire and support fertility professionals in shaping truly holistic
care. At its core, it is a practical tool - offering not only the Certificate itself,
which is animportant signpost for patients, but both the insight (self-
assessment option)and the practical recommendations contained in the
Final Report.

We believe that excellent patient care is not an ideal — it is a standard.
A standard that every patient deserves. Through the Patient-Centred
Care Clinic Assessment Programme, we not only help clinics to create
environments where learning and empathy go hand in hand, but most
importantly we support patients in making their important decisions.

Because every patient’s fertility journey matters.
Because we care.

% (L ek

— Jakub Dejewski
Chair
EFS




Introduction

In fertility care, where medical complexity intersects with emotional
vulnerability, patient-centred care is not just a best practice; itis
essential, and the importance of personalized, compassionate, and
ethically grounded reproductive care has never been greater.

This certification program is based on the “EFS Fertility
Patient Care Guidance”, designed to award reproductive
care clinics for their efforts in delivering truly patient-
centred care in the field of reproductive health.

By focusing on communication, shared decision-making, cultural
sensitivity, emotional support, and clinical excellence, this programme
fosters a holistic approach that respects each patient’s values, needs, and
preferences.

Whether you are a clinician, nurse, counsellor, or administrative staff
member, this certification will empower you to enhance patient trust,
improve care outcomes, and promote dignity and respect in every
interaction.

Join us in advancing a model of reproductive care where the patient is
truly at the center at every step of the way.

C,Qﬂudxlo\ Ra
— Dr Claudia Mika

Chair
Certification Committee
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The Value of Patient Care

Patient care is a cornerstone of effective fertility
treatment, playing a vital role not only in clinical
outcomes but also in the emotional and psychological
well-being of individuals and couples seeking to build
a family. Fertility care is uniquely sensitive, involving
deeply personal hopes, complex medical procedures,
and often significant emotional strain. As such,
compassionate, patient-centred care is essential

to ensure a supportive and empowering treatment
experience.

At fertility clinics, the value of patient care extends
beyond the medical procedures themselves. It
encompasses empathy, transparency, trust, and clear
communication at every stage of the journey. From
the initial consultation through diagnosis, treatment
planning, and follow-up, patients benefit from
arespectful and personalized approach. Clinicians
and support staff who listen carefully, respond
honestly, and adapt care to each patient’s individual
needs help reduce anxiety and foster confidence in
the process.
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Emotional support is another key element. Many
patients undergo repeated cycles of treatment,
sometimes with disappointing results, and may
struggle with feelings of loss, frustration, or isolation.
A clinic that integrates psychological support
services—such as counselling, support groups, or
access to mental health professionals—demonstrates
a commitment to holistic care. This type of support
can greatly enhance patients’resilience and coping
skills during what is often a challenging time.

Moreover, fertility care requires a high level of
coordination and continuity. Clear explanations of
medical options, realistic expectations regarding
outcomes, and consistent communication help
patients make informed decisions. When patients
feel involved and well-informed, they are more likely
to trust their care team and stay engaged in their
treatment, which can ultimately improve results.

In a field where science and emotion intersect so
deeply, the human touch matters. High-quality patient
care builds a sense of safety, dignity, and partnership.
It acknowledges that every patient’s fertility journey

is unique, and that providing excellent care means
addressing the whole person—not just the medical
condition. For fertility clinics, investing in patient

care is not just an ethical imperative; it is essential to
delivering truly effective treatment.
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Patient-Centred Care Clinic

Patient-Centred Care Clinic Programme (PCCCP)

The PCCCP, or Patient-Centred Care Clinic Programme, is an initiative by the European Fertility Society (EFS)
aimed at promoting high standards of patient-centred care in fertility clinics. It provides a structured framework
for clinics to assess, improve, and demonstrate their commitment to patient experience and well-being

throughout the fertility journey.

Why to participate in Patient-Centred Care Clinic Programme?

Participating in the Patient-Centred Care Clinic Programme (PCCCP) offers several strategic and practical
benefits for the fertility clinic. Here’s why it can be a strong move for the clinic:

Demonstrates
Commitment to Patient-
Centred Excellence

Gains Recognition from
a Respected European
Body

Attracts and Retains
Patients

Supports Quality
Improvement

Empowers
Your Team

Boosts International
Visibility

Certification signals to patients that your clinic prioritises their
emotional, informational, and personal needs—not just clinical
outcomes. This builds trust and strengthens your reputation.

Being certified by the European Fertility Society (EFS)lends authority
and credibility. It positions your clinic among the leaders in quality
patient care in reproductive health.

Today's fertility patients actively seek clinics that offer
compassionate, transparent, and individualised care. PCCCP
certification can differentiate your clinic in a competitive market.

The certification process includes a structured review that helps
you identify gaps, strengthen communication strategies, and
refine patient engagement practices. It's a roadmap for continuous
improvement.

Working toward certification fosters a culture of empathy and
collaboration. Staff become more aware of patient perspectives,
leading to more motivated, aligned teams.

As EFSis apan-European organisation, certified clinics may benefit
from visibility in international directories, publications, and at
professional events.
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Six steps to make your clinic Patient-oriented

Step 1.
Trustful communication

Step 2.
Facilities

Step 3.
Emotional support

Step 4.
Diversity

Step 5.
Positive experience

Step 6.
Qualified team

Ensure clear, honest, and empathetic communication
with patients. Your website is your window to the
world—make sure it reflects your commitment

to patients, accurate success rates, and clear
expectations. In today’s digital age, virtual
communication is an essential part of the fertility
journey.

Fertility patients should feel comfortable in your clinic.
They will appreciate a separate waiting area—away
from pregnant women, donors, or other patient groups.
A calm environment and an organized, supportive
medical team make a significant difference.

Emotional support should be a responsibility shared
by the entire team. Train your staff to provide holistic
care that meets not just medical but emotional needs
as well.

Fertility patients have diverse backgrounds and
needs. Whether they are foreign or local, single orin
arelationship—heterosexual or LGBTQ+—each patient
deserves care tailored to their unique situation. Make
sure everyone feels equally respected and supported.

While quick results may be ideal, they cannot be
guaranteed. What can be ensured is a positive patient
experience. Support their emotional and practical
needs, give them time to make informed decisions, and
always show that you genuinely care.

A well-trained, up-to-date, and scientifically
knowledgeable medical team is essential to building
trust and confidence among patients.
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Eligible Criteria. Process

The applying organization must confirm that it operates in accordance with the following:

« Aninternationally recognized code of ethics, such as the WMA International Code of Medical Ethics

« AQuality Management System (OMS), such as the IS0 9001 standards of the International Organization for
Standardization or a similar internal or externally certified QMS
« Adocumented Patient Care Policy (PCP)

The Process

The Patient-Centred Care Clinic Certificate is available exclusively to EFS Clinical Members. Clinical Membership
is free of charge and can be applied for online at:
https://www.europeanfertilitysociety.com/register-clinics/

The first stage of the assessment process is conducted online. Each EFS Clinical Member, once registered and
approved by the Executive Committee, will receive access to the Assessment Form through their online account

on the EFS website.

Step 1.
Self-Assessment

Step 2.
Submission
(Online Form)

Step 3.
Quote and Invoice

Before submitting an official application, EFS offers a free
self-assessment tool. Clinics scoring 85% or higherin

the self-assessment are eligible to apply for the Patient-
Centred Care Clinic Certificate. Clinics scoring below 85%
are not eligible to proceed with the application.

Clinics achieving 85% or more can formally apply by
submitting the online form—simply by clicking the SUBMIT
button.

Upon submission, the EFS Central Office will issue a quote.

Once the quote is accepted, an invoice will be sent.
Payment must be completed within 14 days to initiate the
official assessment and validation by two EFS Assessors.
Failure to pay within the deadline will result in automatic
cancellation of the application process, which must then
be restarted.




Step 4.
Validation

Step b.
Your feedback
matters

Step 6.
Final Assessment
Report (FAR)

Step 7.
Certificate

Step 8.
Benefit Programme
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The final stage of the assessment process is validation,
which consists of two parts:

1. Online interview with two EFS Assessors
2. Submission of supporting evidence as requested

The clinic will receive the official outcome of the validation
process within 14 days.

If both stages are passed successfully, the clinic will be
awarded the Patient-Centred Care Clinic Certificate.

If concerns are identified, the clinic will be asked to
implement corrective actions within 30 days, after which
a follow-up interview will be conducted.

If the follow-up is successful, the certificate will be
granted. If the outcome is negative, the clinic will receive
detailed feedback and the process will end. The clinic may
reapply after three months, once the recommendations in
the Final Assessment Report (FAR) have been addressed.

We highly value feedback on our process. Therefore, each
clinicisrequired to complete a short feedback survey.
Alink to the survey will be sent by the EFS Central Office.
Providing feedback is a mandatory step prior to the
issuance of the certificate.

The FAR will include feedback from two EFS Assessors,
outlining both strengths and areas for improvement.

Certificates are issued electronically. Physical certificate
presentations occur once a year at the Fertility Patient-
Centred Care Gala, held during the ESHRE Conference.

Following the issuance of the certificate, a representative
of the EFS Central Office will contact the clinic to initiate
the Benefit Programme. This includes a discussion of

the Benefit Implementation Plan, which outlines the
advantages and support available to certified clinics.

Full details of the programme can be found in Chapter 4.
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Certified clinics receive the following benefits as part of the Patient-Centred Care Clinic Programme:

1. Ongoing support from the EFS Central Office
throughout the entire certification process.

2. Accesstoasecure, personalized online EFS
member account.

3. Technical review of the submitted application
prior to the online interview.

4. Atwo-hour online interview conducted by two
EFS Certified Assessors.

5. Comprehensive assessment and a written
report (Final Assessment Report) following
the interview.

6. Issuance of the official Patient-Centred Care

Clinic Certificate (upon successful completion).

7. Provision of the EFS Patient-Centred
Care Quality Seal for use in marketing and
communications (upon certification).

8. Inclusioninthe EFS Clinics Directory, featured
on all seven EFS websites, with a do-follow link
and clinic presentation:

« europeanfertilitysociety.com
« myivfanswers.com

« kinderwunschfragen.de

« myfertilityanswers.eu

« mesreponsessurlafertilite.fr
« lemierispostesullafertilita.it

« misrespuestasdefertilidad.es

10.

1.

12.

13.
14.

Promotion across all EFS social media channels.
Email campaign to all EFS subscribers.

Inclusion in a dedicated publication on Patient-
Centred Care Clinics, published across ten IVF
Media websites, with links:

« eggdonationfriends.com

« fertilityclinicsabroad.com

» fertilityroad.com

+ eizellspendefreunde.de

+ kinderwunsch-im-ausland.de

« ovodonazioneallestero.it

« clinichefivallestero.it

+ lesamisdudondovocytes.fr

« cliniquesdefertilitealetranger.fr

« www.clinichefecondazioneeterologa.it

Promotion through all IVF Media social media
channels.

Email campaign to IVF Media's subscriber base.

Arecorded video interview with the clinic's CEO/
General Manager/Head of Patient Care.
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Recommendations

The Patient-Centred Care Clinic Programme (PCCCP) has received strong support from organisations,
institutions, and professionals across the fertility field who believe that patient care should be at the heart of
reproductive medicine. We proudly present the growing list of PCCCP supporters.

mis mes m

respuestas réponses moLvE kinderwunsch

fipewe 4§ IVFMEDIA  FERTILITYROAD @ uhereivf.com

EggDonation Eizellspende Ovodonazione Les Amis du Don
Friends.com Freundede Allestero.it D'ovocytes.fr
. o . o . e ¢ Cliniques
7 Fertility Clinics Abroad ~ # Sliniche @ Kinderwunsch 5 a(Fertilicd
a L'etranger

Cliniche Fec@ndazione Eterologa CAPTCHAT

I Am Human
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