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Background

The Lab Outpatient Improvement 
Project (LOIP) was initiated to address 
the long wait times to access 
outpatient lab services in Northern 
BC. The pandemic exacerbated an 
already fragile and frustrating service 
that people in the North had long 
voiced concerns over. Over a 2-year 
timespan, lab services were 
completely transformed and 
modernized across 26 sites. “I tried to get in for an 

appointment at the lab before I see 
my doctor in August, but I can’t get 

into lab until September” 
Unsolicited feedback at a hair salon in PG, July 29, 2021



Objective
The goal was to improve patient access and reduce wait 

times



Patient/Customer Voice

Patient partners represented all HSDA’s, demographics, 
socioeconomic status, including indigenous representation.
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Current State Analysis

Reduction of 40% 
of throughput from 
pre-covid levels

Clinical staff 
spending a 
minimum of 2 
hours per day 
performing clerical 
functions

Long wait times

Difficulty filling 
appointments

2 biggest lab 
challenges; 
staffing & 
managing paper 
requisitions

Access is limited 
and minimal drop-
in options

Not patient-centric



What we did:
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Including:



Results… of the 26 Outpatient Lab Sites in NH



Northern Health Contact Center



Digitized Repository
“ScanLab”





Challenges

• Absence of standardized registration
• Change management
• Contact centre phone number “scam” 
• Lack of open communication channels with 

ordering providers
• Requisition quality



Next steps/Sustaining the Gains

Continue to educate patients 
and physicians on the new 
options to access the lab 

Sustain shorter wait times 
and continue to improve the 

patient experience



Staffing Opportunities

• Support staff with training material
• New Clerk Role – define task and training 

requirement

Medical Lab 
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“Celebrate Any Progress, Don’t Wait to Get Perfect” 
Ann McGee Cooper

lisette.vienneau@northernhealth.ca

mailto:lisette.vienenau@northernhealth.ca
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