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I. Purpose:


      To define the process of using the Call Management System in Soft for 


      Pre-Analytical calls.

     II.         PROCEDURAL NOTES:
A. Any pre-analytic samples as identified below (with the exception of any STAT, ED, and OR samples) can be placed on the call list between the hours of 6am-4pm Monday thru Friday. 
B. Only NON-STAT outpatient samples may be placed on the call list on Weekends (Saturday and Sunday) the call list is not available for all other calls and must be called by the Tech or LA that identified the pre-analytic sample.
C. The Call List is only effective on the following holidays: Martin Luther King, and Good Friday from 8:00am -3:30pm. All other holidays the Call list should not be used because Customer Service is not staffed. 

    III.
      Procedure:


      Pre-Analytical samples to be added to call list:

· QNS

· Clotted

· Hemolyzed

· Laboratory Accident

· Broken in transit

· Time delay

· Not on ice

· Incorrect temperature/container (***identify the type of container sent in error and the container needed for the test to be performed***)
· Not protected from light

· Missed test

· Wrong test

· ID error

· IV contamination/sample contamination

Laboratory Associate and Technologist

      A.  
Adding a call to the Call List



1.  
Cancel test in Order Entry



2.  
Add test PRE to the order and click YES to correct tube collected 



pop-up



3.  
Click on Call box



4.  
In the Call Comm line, enter reason and Soft test ID of test to be 



called




Ex. Call QNS ESR.  If adding Laboratory Accident to call list, enter 


a short comment of why test was cancelled.




5.  
Click OK and save changes 

     B.  
Adding a call to the Call List when cancelling all tests on order

1. Cancel test in Order Entry

2. Add test CANC to the order

3. Click on specimens tab  

4. Collect/Receive the test CANC (will be listed as MISC at bottom of specimens list)

5. Add test PRE to the order and click YES to correct tube collected pop-up

6. Click on Call box

7. In the Call Comm line, enter reason and Soft test ID of test to be called

8. Click OK and save changes

     C.  
Adding a second call to the Call List


1.  
Cancel test in Order Entry


2.  
Click on Call box


3.  
If Called box is checked, there is no comment in Call comm box and 


     
there is a message in the Person/Msg box(the previous call has 


been completed.



a. 
Add test PRE2 to the order and click YES to correct tube
collected pop-up



b. 
Uncheck Called box



c. 
Choose message from Person/Msg drop down: 2 - ? New test to be 


    
called



d. 
Click OK and save changes


4.  
If Called box is not checked, there is a comment in the Call comm box and 


     
there is no message in the Person/Msg box(no calls have been completed



a. 
In the Call Comm line, enter reason and Soft test ID of test to be
called after the call comment that’s already pending



   
Ex. call RETIC QNS; call ESR clotted



b. 
Click OK and save changes

     D.  
Adding a third call to the Call List


1.  
Cancel test in Order Entry


2.  
Click on Call box


3.  
If Called box is checked, there is no comment in Call comm box and 

there is a message in the Person/Msg box(the previous call has been completed.



a. 
Add test PRE3 to the order
and click YES to correct tube
collected pop-up



b. 
Uncheck Called box



c. 
Choose message from Person/Msg drop down: 2 - ?New test to be 


    
called



d. 
Click OK and save changes


4.  
If Called box is not checked, there is a comment in the Call comm box and 


     
there is no message in the Person/Msg box(no calls have been completed



a. 
In the Call Comm line, enter reason and Soft test ID of test to be 
called after the call comment that’s already pending



    
Ex. call RETIC QNS; call ESR clotted



b. 
Click OK and save changes

     E.  
Verifying that a call was made


1.  
In Order Entry, click on Called box


2.  
Click on History to see list of calls


3.  
If the call is complete, there will be a notified comment in the Person/Msg 


box with the Soft ID of the test(s) called
   IV.
Customer Service Representatives:
    A. 
How to open the Call List


1.  
Open the Call List by 1 of 3 ways:


    
a. 
From Toolbar click on Orders and choose Call List Request



b. 
Double click on Call List Request icon



c. 
From System Viewer click on Orders and then click on Call List 



    
Request

     B. 
Searching for pending samples on the Call List


1.  
From Call List main page, click on the Search button or press F12


2.  
Click on the + next to the area to search for calls to be made


3.  
Stat Outpatient orders will be under All Outpatient orders list

4.  
Routinely check Stat orders for results that are final

     C.  
Call Requests on the Call List
1.  
Calls to be made to the physician with patient results:


-All samples in the Outpatient orders category

2.  
Calls to be made to the caregiver for redraw:


-All samples in the Inpatient orders category


-ER and Medonc samples will be under Inpatient orders

3.  
Calls to be made to the patient for redraw:


-All samples in the Outpatient orders category that are not Stat orders; 
unless order is marked Stat

    D.  
Sorting Samples to be called


1.  
Samples will appear under 2 categories on the call list.  Under Pre-defined 


     
calls and by Inpatient/Outpatient

2. Samples should be called from Outpatient orders – Stats, then Inpatient 
 
orders, followed by Outpatient orders – Routine


3.  
Calls should be sorted by:



a. 
Ward – Click on Ward so the wards are listed alphabetically.  Look
for Outpatient stat wards then ER and Medonc samples to be called
first, followed by inpatient stat wards. 



b. 
Then by Order – Click on Order so the order numbers are listed 



with the lowest number at the top of the list.  Call lowest order 



numbers first. 

   E.  
Documenting a call and removing it from the Call List


1.  
Go into Call list main page and click on Search button or press F12


2.  
Open category calls are to be made on


3.  
Double click on the patient to be called and patient info will be displayed


4.  
The Call comm box will display what test needs to be called and the 


reason


     
Ex. call QNS PTPTT


5.   
If more than 1 test needs to be called, it will be listed after the first test


     
Ex. call QNS PTPTT; call hemolyzed K

6.   
In the Person/Msg box use the drop down choice 1 – ?Notified __ regarding __.  Enter who was notified in the first __ and then the Soft test ID of the test being called in the second __.  (Comment will not appear on reports.)

7.   
For completed calls, delete calls to be made in Call comm box (so box is 


blank)


8.  
Click Called box and save changes


9.  
Call will be removed from all categories on the Call List

   F.  
Documenting a second or third call and removing it from the Call List


1.  
Follow directions outlined in Documenting a call and removing it from the 


     
Call List


2.  
Calls made will be listed under the Person/Msg line.  Each call made and 
new test to be called comments will appear in the Patient Information box.
  G.  
Verifying that a call was made


1.  
In Order Entry, click on Called box


2.  
Click on History to see list of calls


3.  
If the call is complete, there will be a notified comment in the Person/Msg
box with the Soft ID of the test(s) called
   V.
  HISTORY:
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