Job Aid 1: Customer Communication Guidelines901
	PURPOSE
	To standardize laboratory communications in order to provide excellent customer service to all customers

	SCOPE
	Applies to all staff members in the laboratory and all communications with external customers (physicians, residents, nurses, patients, visitors)


	Situation
	How to respond

	Standard greeting for all customers
	“Good morning/afternoon, how may I help you?”

“Hello Dr. ________, how may I help you?”



	Standard greeting to patient with explanation of phlebotomy procedure
	For outpatients:

“Good morning (afternoon) Mr. or Mrs. _______. My name is ________________.  I need to draw some blood from you for the lab tests your doctor had ordered.  I will try to be as painless as possible.  If at anytime during the procedure, you feel pain or discomfort, please let me know.”

For inpatients:  

Knock first before entering any patient room.  Respect patient privacy.  If a patient is busy or has guests, greet them as above and ask “May I draw your blood now?”  If the answer is no, ask the patient “When may I return to draw your blood?”



	Patient asks, “What tests are being ordered?  Why is my doctor ordering these tests?”
	Answer:  “There are a variety of reasons for a doctor to order any laboratory test.  Your doctor can explain exactly why he/she is ordering tests on you.”



	Patient complains about a long wait or poor customer service
	Let the patient vent first then listen carefully to the problem.  

Offer a sincere blameless apology like “I am sorry you had that experience.  What can I do to help you?”  

If follow-up is required, state: “I will speak with the appropriate parties and we will get back to you.  Thank you for bringing this to our attention.”  (Make no inference that someone failed to do their job or should have done it differently.)

	You miss the vein or fail to obtain blood
	Explain to the patient, “I had some difficulty in obtaining your blood.  I will need to make a second attempt to draw it.  Please bear with me as I try again.”  (No excuses or comments on veins are difficult, rolling veins, etc.)

	Patient states doctor did not order these tests
	Answer: “I will recheck your order with the doctor/nurse.”  (Confirm with nurse the orders on the patient.)  

On return, advise the patient “I have verified your orders with the doctor/nurse and I do need to draw blood based on your doctor orders.”



	Physician calls to complain about delay in testing

For example, “Where are the results? I ordered them yesterday and they are still not available! This lab service is awful!”
	Answer: “I am sorry you had that experience/ for the delay. I will locate your results right away. May I place you on hold?” 

If results are not in the files, state that you are having difficulty locating the results and will investigate and get right back to the physician. Ask for the call-back number. 

If results are available, provide results and ask the physician to read them back. 

	Physician complains about results not on the chart

For example, “I ordered a CD4 count yesterday. The results are not on the chart. When will the results be ready?”
	Answer: “I am sorry for the delay. I am working on it and it will be ready in _______minutes (give a good time estimate).  

If instrument problem exists, call the physician back and explain the reason for the delay and what you will do to obtain results.


	Avoid the following statements in all communications with customers:

	
	· There is nothing I can do about it.

· I am too busy.

· Nursing did not order the test; it is not the lab’s fault.

· I don’t know.

· I will get to it later.

· No, I cannot help you.

· It is not my job.

· Why didn’t you look it up in the patient chart?

· I will draw the patient when I get to it.
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