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	Laboratory Escalation Policy


	Purpose
	This policy documents and provides guidance for critical situations that need to escalate to a Supervisor, Charge Tech, Lead or Manager in a timely manner. 



	Policy

	The following critical situations have been defined to ensure that laboratory staff escalates issues to a Supervisor, Lead or Manager. In the absence of a Supervisor, Lead or Manager, the scheduled Charge Tech or on-call management should be notified.  A list of problem solving solutions to critical situations has been defined as a resource for Charge Techs. 

Escalating to Leadership

The following critical situations require escalation to a Supervisor, Lead, Manager or Charge Tech:
Personnel
Critical Situation                                                
Notification
Call ins, scheduling

Immediately - May need to notify other campus

Bench assignments, departmental needs including phlebotomy support

Required if staff are unable to define

Leaving early

Immediately

Inappropriate behavior  

Immediately

Lab employee health concern, reasonable suspicion
Immediately

Patient Care
Critical Situation                                                
Notification
Adverse reactions

Immediately

Code Blues and Traumas

Immediately

Customer complaint (patient, family, provider)

Before escalation occurs

Difficult phlebotomy situations

Immediately 

Bone marrow issues

Immediately

Heart transplant

Immediately

Irretrievable specimen without orders

After 20 minutes if unable to resolve

Callback of critical values

After 20 minutes if unable to notify

Problems with specimens or orders

Immediately

Analyzer and computer downtimes

After 60 minutes if unable to resolve - May need to notify floors



	
	Environment
Critical Situation                                                
Notification
Courier delays or issues

After 20 minutes if unable to resolve

Disaster / Code Orange

Immediately

Tube station downtime

30 minutes after downtime

Unanswered Smart temp alerts or issues

Immediately if unable to resolve

Charge Tech Solutions

Minneapolis and Saint Paul Lab
Staff overwhelmed for an extended period of time

· Call in additional staff, start with next shift

· Call Operations Supervisor , Days (0300-1500), Nights (1500–0300) and On Call Management (Weekends)

Dissatisfied provider or patient

· Take down name and contact number 

· Kids first - Provide service required for situation

· Call Operation Supervisor if unable to resolve situation

· Notify Technical Specialist if support is needed

· Contact provider or patient at later date with resolution or solutions to original problem

Call ins, Scheduling

· Write name and date on board

· Verify (count) staffing numbers versus the schedule for both campuses

· Call and shift staff

· Call in additional staff

· Call Operations Supervisor if needed, Days (0300-1500), Nights (1500–0300), & On Call (Weekends)

ABL Downtime

· Call respiratory for Assistance with POCT gases in STP , x66350

· MPLS has back up in OR



	
	Main Chemistry analyzers down

· Run specimen on backup instrument

· Call service

· Notify opposite lab of situation and send specimens if needed with manual tracker

· Notify floors of delay

· Send specimens “Routine” or call “Stat” courier

· POCT testing may be an option

· Last resort; With Pathology approval specimen may be sent to outside lab.

Massive Transfusions (MTP)

· Call Blood Bank Technical Specialist and on Call Blood Bank Pathologist

· Call Operations Supervisor

ADT Errors #1031 and #2019 that are not resolvable

· Call LIS if unable to resolve

Interface Monitoring - Providers not seeing results

· Notify LIS

Verbal Orders

· Document order on verbal request form

· Inform provider orders must be placed in 30 days 

Phlebotomy delays outside “STAT” and “ASAP” requests

· Communicate delays with floor

· Prioritize and reschedule draw times

· Technical staff assist

· Call in additional staff

· Check to see if POCT is an option (i.e. iSTAT)
Phlebotomy phone tree not working 0800-1630

· Activate Holiday Status on phone located in Auto cell in STP, x66567

· Activate Holiday Status on phone located in Auto cell in Mpls, x56755
Minneapolis Lab 

5 current ECMOS and 6th one being added

· Call Blood Bank Technical Specialist and/or on Call Blood Bank Pathologist

3 current ECMOS and a 4th one is to be added

· Call in additional staff

· If unable to bring in additional staff, call technical Specialist for Support 



	
	Saint Paul Lab

Lab overheating (Instrument alarms going off)

· Call Facilities: 651-241-8728

· Call engineering hot line: 612-654-5311

· Contact engineer in person, location:  United L-304, towards green ramp

· Open door and place EVS floor fans in walkway not pointing at instrumentation

Tube station down

· After ½ hour, call engineering hot line: 612-654-5311

· After 1 hour, contact engineer in person: United L-304, towards green ramp

· Notify floors of major down time

Specimen lost in tube station

· Ask floor to contact Engineering

· Go to originating tube station, Select “Features”, Select “View Send History” 

· Write work order with originating station, time sent, call engineering hot line, 612-654-5311 with information. Looking for stations outside of #221

· Write SLR



	Responsibility


	This policy applies to all laboratory staff
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