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Proc. #4840-G-415

TITLE    Laboratory Telephone Protocol and Etiquette

PRINCIPLE

Courteous and efficient telephone communication skills must always be used.
PERSONNEL

All Laboratory Personnel

STEPWISE PROCEDURE

1. All telephone calls shall be screened before transferring them to departmental areas of the laboratory.

2. The telephone shall be answered on the second or third ring whenever possible.

3. Always answer PROFESSIONALLY and WARMLY.  Use the following greeting:

“Laboratory, (your name), how may I help you?”

4. LISTEN carefully to the caller and write down key information. Record on appropriate forms any referral laboratory testing results.  

If the caller is requesting test results the following information will be necessary:

-patient’s full name

-names of the test results they are seeking

-date/time of testing

5. Query the results in the LIS.  If unable to locate results immediately, place the caller on hold.  If locating the results will require several minutes, request the caller’s name and phone number and tell them you will have to return the call and when.  Update the caller if unable to meet the goal you established.

6. When more than one line is ringing, answer the first call, ask them if they can “Please Hold” (be certain to listen to their answer before placing them on hold).  Answer the second call and ask them to also “Hold Please”.  Return to the original call and process it, then move on to the next call.  

7. Always remember to be calm and professional when talking to the caller.  Do not respond to the caller’s anxieties or pressures.  Never argue with the caller.  Write down the key information and reassure the caller you will follow through on the matter and, if necessary, will call him/her back.

8. Always have the caller read test results back to you for accuracy.  Record this as “RBTO” as per lab policy.

9. Notify the Senior Technologist or Manager of any problems.

10. End all conversations with, “Is there anything else I can do for you?  I have the time.”

REFERENCES

N/A
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