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Background

The Lab Outpatient Improvement variable Processes Pq |) er
Project (LOIP) was initiated to address "+ P2 - v

the long wait times to access \ (2 [ I l ”.H. \ |“” | ‘lﬂ(' S
outpatient lab services in Northern ( '“1 ( ) \f’ [ I ) l ()
BC. The pandemic exacerbated an y f ‘ |
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.

Vlanual Processes

“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
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Objective

The goal was to improve patient access and reduce wait

IMPROVEMENT PROJECT novatone

WHY

The purpose of the project is to improve lab outpatient services by taking a person and family-centered
approach to acsess and service delivery. The goal is to improve patient access and to reduce wait times.

REQUISITION SCHEDULING REGISTRATION

WHAT

Northern Health will meet this goal by offering a blended service model of scheduled and unscheduled

Iab appaintments, whersby STREAMLINING THE IMPROVE OPTIMIZE
Patients will have access to new and modern tools that offer REQUISITION PROCESS SERVICE EXPERIENCE
- the ability to self-schedule either online using the HealthELife portal or by phons
- the ability to drop-in whille aveiding long line-ups using NH Check In for queusing
- the flesibifty to bring in a requisition or have i sent straight to NH
Labs will be able to focus on appropriate clinical and clerical tasks, thanks to the /“

- digitization of requisitions
- development of necessary policies and processes

+ expansion of clerical functions to ensure clinical staff are free to see patients
- standardization of the lab schedule (Camer Scheduling)

+ improved patient fiow management for drop-ing
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I 4} (pending approval)

Paper or faxed requisition -.‘:‘:(. HealthELife

o SELF-SCHEDULING

REQUISITION SCHEDULING REGISTRATION

STREAMLINING THE IMPROVE OPTIMIZE
REGURSITION PROCESS BERVICE EXPERIENCE

BENERITS
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Paper or taxad rsquicition
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Cerner Scheduling
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Patient/Customer Voice

Q Phones to be

Answered

Have
confidence
all orders
completed in
1 visit

Get :
: : Steering
confirmation L Committee A
requisition

\was received)

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




Current State Analysis

Reduction of 40%

—~—  of throughput from [ej
pre-covid levels

Difficulty filling o 0
appointments o

Clinical staff

spending a

minimum of 2

hours per day
performing clerical
functions

2 biggest lab
challenges;

staffing & /

managing paper
requisitions

Not patient-centric

Long wait times

Access is limited
and minimal drop-
in options
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What we did:

Pre-COVID-19 During COVID-19

TODAY

CENTRAL BOOKING ONLINE BOOKING DROP IN

by

by by
%(- Contact Centre + %(- HealthELife + %(’ NH Check In

EXPANDED CLERICAL STANDARD REQUISITION
FUNCTIONS & SUPPORT PROCESSES DIGITIZATION

T
l—'-.-l < Cerner ===




Results... of the 26 Outpatient Lab Sites in NH
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Northern Health Contact Center
N

Contact Centre)
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igitized Repository
“ScanlLab”

D

48

hours

requisitions at Northern

Is the time to process
Heaith and LifeLabs

current version

standard lab
Northern Health

information requirements

of requisitions are
missing key heaith
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Incomplete Fields - NHA
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Challenges

« Absence of standardized registration
« Change management
« Contact centre phone number “scam”

« Lack of open communication channels with
ordering providers

« Requisition quality
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Next steps/Sustaining the Gains

Northern Health
February 22 - Q&

We're working to make it easier for you to book a lab appointment in Fort St
You can now call a dedicated booking line to book, cancel, or reschedule an
appointment.

Call 1-888-223-1530 to book a lab appointment in Fort St. John.

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

Regional Lab Call Centre

ow open in Fort St. John

Let Us Know How We’re Doing!

2/
Call 1-888-223-1530 to book a lab appointment today! N "(’rtl]fﬂ'[! he“)"h

Share your feedback through our
Northern Health Laboratory Services
Patient Experience Survey.

We value your opinion

I : northern health oriher Hasth Gorporate O¥ise
participate in an anonym #000.200 Victoria Sreat, Prico George. BC VL 558
with our laboratory servid 7. Howiong ain
i kit Northern Health Corporate Office
voluntary and will take | Slessthana northern health ez viewna sieer imee aeose s var 565

@

° . )
. . . How did you . .
ThIS is an opportunlty to F 3 The waiting INH Laboratory Services Patient Experience Survey
; O The waiting| e value your opinion. Northern Healln invites you to participate in an anonymous survey about
Your feedback will be | O The waiting|  your experience with our Iaboratory services. Participation in this survey is voluntary and will take
- less than 5 minutes to complete

Im

“©

Wereallthe ff 7 i an opportunity to provide us with detailed feedback. Your feedback will be used to identify

OYes O opporiunities for improvement. To protect the privacy of individuals, please do not include any

° .
information that identifies you, staff, patients, or families in your answers. h
To CorgpllEEtel?hE .S?Wey m“ge‘:'””" ';" This survey can also be completed onfine at: http: w calNHLAB2023 a I I d CO I l tl I l l I ‘ : tO 1 I I I rO ‘/ ‘ : t ‘ :
2I0W IINK INTO Yo s

1 Yes, were y . Which laboratory provided the service?

1.In general, di

~

How did you access the service?
O Drop-in 0 Online Scheduling O Phone Scheduling

° °
. What is your preferred option to access lab service? a ' 1‘ I l ' ‘ x ‘ I 1‘ I l ‘ ‘
O Dropin 0 Online Scheduling O Phone Scheduling 0 No Preference

Explained the pi
Were profession)

3
https:if Were courieous|
12. Did you know 4. Ifyou used any of the below digital tools offered by Northern Health for this
B ¥ appointment, how would you rate your satisfaction with the tool?
OYes ¥ T
H i fid not use
O No —Pleasg] | Excellent Good Average | Not Satisfactory this tool
Paper copies of the suny 1. wnatcou — = = = =
p p g Please share any comments or feedback on yoUT eXperience using HealthEiie:
requested
Should you have any qu ! Jaid not use
\ | Excetent  Goou Average | Mot Satstactory this oot
following sul WHCheckin | O e oo E E
. . Please share any comments or feedback on your experience using NH Check In.
LabServicesQualityRe
Complid 5.

Did you have to travel outside of your home community for access to lab service?
e e e I n ea
Overall, how would you rate the service you received?

O Excellent D Good Ol Average O Not Salisiactory the northern way Of caring

Bl

Survey continued on back. Please fumn over.




Staffing Opportunities

@l

« Support staff with training material

« New Clerk Role - define task and training
Lab Staff requirement

& £ 2 i

Lab Clerk  Medical Lab ~ Medical Lab ~ Lab Operation
Assistant Technologist Lead
(MLA) (ML & CLXT)




lisette.vienneau@northernhealth.ca
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