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PRINCIPLE:

The purpose of this procedure is to bring pre-analytical attention to the specimens collected from clients that are at risk of severing their business agreement with BBPL.  Operations and Marketing Management will determine if a client is to be considered at risk and will activate the ARC procedure for those clients.

PROCEDURE:
1. A listing of all At Risk Clients (ARC) will be maintained in the PSC for all personnel to be alerted that an account is at risk.  All personnel will be advised of special expectations or needs needed to be able to remove this client from ARC list.

2. The ARC client is serviced by an assigned phlebotomist for routine draws.  Operations manager, supervisor and client support representative will meet with assigned phlebotomist and coordinator to discuss expectations.

3. Upon return to the PSC/PC the phlebotomist finishes processing the samples and places them into the QC container designated for ARC clients. 

4. A senior phlebotomist/coordinator/or supervisor will perform the QC of the ARC specimens to assure accuracy.  If any issues are discovered, the client will be called immediately, and an expeditious resolution will be determined.  

5. If the sample does not have a second person available to do the QC, the phlebotomists should QC their own sample and then walk away from the sample.  The phlebotomist will return to the sample in 5 minutes and once again QC their sample looking for errors. 
6. The QC’d ARC samples are placed in the transport container going to the Central Laboratory.  These specimens will be treated with the same amount of expediency and accuracy as all specimens are handled by the Processing department.
7. If the QC’d ARC samples are to be tested locally, then the same urgency needs to be placed on getting them to the reference hospital without delay. A following of the resulting process will be monitored by the Supervior/ Lead personnel.

8. All ARC clients’ routine and expedite clients results should be monitored by the Supervisor and/or Client Support Representative for review of turn around time. The client will be contacted immediately if any issue arises by the client support representative.

9. The client support representative will set a schedule to email and visit in person the ARC client and information will be shared with Operations and Business Development.

10. Once the client has been free of any errors or complaints for 60 days, Operations and Marketing Management will review the account for possible removal from the ARC process.
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