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 Background 

• The Reference Laboratory in the new Health Care Space 

• Hospital Joint venture labs an example of need and opportunity 

• Hospital -Reference Laboratories  JV – PAML as an example 

• Informatics in the Reference Laboratory –Pre and Post Analytics  

• Client Relations Management Outreach Advantage (CRM) 

• Automated Logistics Outreach Advantage 

• Physician Connectivity Outreach Advantage 

• Order Entry Next Generation 

• Informatics in the Reference Laboratory – Analytical 

• Creating Value in the new healthcare space 

• Patient Focused Testing 

• Pathology IT Enablers 

• Benefits of  Hospital Outreach Reference Laboratories 

 

 

 

 

Today’s Agenda 



The Reference Laboratory in the New Healthcare 

Space is: 

 Experiencing Lower reimbursements from all payers 

 Required to improve efficiency and lower cost in all areas 

 Required to have excellent client services, sales and marketing 

 Competing with National Laboratories to provide connectivity 

to physician EMRs for orders in and results back 

 Required to connect to regional health information exchanges 

 Required to compete with National Labs on price and service 

 Required to have excellent revenue cycle management 

 Required to place more focus on patient and outcomes 

 Moving to a Pay for Performance Space 

 

 

 

The Reference lab and the New Healthcare Norm 

Information Technology tool sets and services 

are needed to provide value and  ensure the 

success of the reference laboratory  



 Before our joint venture hospital partners 

experienced: 

 High fixed costs, limited investment capital for lab outreach 

 Lack of technology tools – interfacing was problematic 

 Failure to leverage inpatient data 

 Billing of small ambulatory claims was problematic 

 Sales, marketing and client service of ambulatory doctors was 

immature or non-existent 

 However they had strong community brand, physician and payer 

relationships 

 

Hospital Lab Partners Experience  

As Managing Partner, PAML needed to develop a 

set of Information Technology tools and services 

to ensure the success of our Partnerships and to 

be competitive in the new Healthcare Space 



The Challenge for Lab Execs  
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Pathology Associates Medical Laboratories 

 
• Several Successful Hospital Joint Ventures 
• 520,000+ calls per year handled by central client 

services 
• 3.9 million miles driven per year 

• 170+ logistics routes 
•  148+ fleet cars 

• 200+ Patient Service locations 

To be successful in the reference laboratory business 
today and in the future, Labs need to develop or acquire 
a set of Information Technology Tools to provide 
exceptional laboratory services and value to their clients 



PACLAB  LLC – Example of a Successful 

Hospital Joint Venture Lab 

Processing & 

Accessioning 

CHI St Joseph Med Center 
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CHI St. Clare Hospital 
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PH&S St. Peters 

Hospital 

Overlake Hospital 

Evergreen Hospital 

PH&S Everett Pacific  

& Colby Campus 

Valley Medical 
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St Anthony’s Gig 

Harbor 



1. OA MOBILE:  Automated logistics and tracking systems for specimen 

integrity and logistics services 

2. OA CONNECT:  Connectivity solutions including EMR integration and 

EMPI 

3. OA CRM:  Client Services support through client relationship 

management software (CRM), quality assurance support and sales & 

marketing support  

4. Financial, operational systems and management services 

5. Billing clean claims that optimize receivable performance and cash 

flow: (National Labs at 50 DSO or better ) 

6. Optimized Order Entry System:  

PAML Developed Outreach Advantage (OA) Mobile, OA CONNECT and 

Worked with Microsoft and consultants to Develop OA CRM to standardize 

operations at PAML and Partner Outreach Lab JV’s. PAML sold the OA 

technology to Sunquest but retained license to use in Joint Ventures 

To Operate a successful Outreach Reference Laboratory 
Key Pre-Post Analytical systems must be in place 



PAML & Partners IT Connectivity 

 Over 100 FTE’s in the IT department 

 14 different LIS systems representing 100+ hospitals 

 Working with 50 different EMR Vendors  

 1,000+ EMR interfaces completed and growing at a rate of 
more than 300 per year. 

 5 web products servicing thousands of providers 

 13 million patients in Enterprise Master Patient Index (EMPI) – 
represents 40% of core service area population 

 Over 280 million test results in PAML’s data base 

This is not the norm for most regional and hospital based 
reference laboratories to have this level of IT expertise.  Labs need 
to look to Cloud Computing and SaaS services for IT solutions. 

What Vendors can you go to for IT solutions? 
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Key IT Tools and Products for a Successful 
Outreach Reference Laboratory 

Connect to Physicians 

Outreach Advantage® Connect 

Sunquest Physician Portal™ 

Transport & Track 

Specimens 
Outreach Advantage® Mobile 

Process & Test 

Specimens 
Advanced Accessioning 

Acquire New Business 

Outreach Advantage® CRM for Sales Growth 

Manage the Business 
Sunquest Diagnostic 

Intelligence™ 
 

Get Paid 
Sunquest Clinical 

Financial™ 

Provide Excellent 

Customer Service 
Outreach Advantage® CRM 

for Customer Support 
 



Win More Clients. Serve Them for Life. 



The Solution – 360 Client View 



 Client Relations Management 

Pre and Post-Analytical Information Technology 

As Managing Partner, PAML needed to develop a 

set of Information Technology products and services 

to ensure the success of our Partnerships 



Chi Solutions National Laboratory Outreach Survey, 2011 

Widespread Pain 

66% LACK  

THE MANAGEMENT REPORTS  

REQUIRED TO DO THEIR JOBS 



Client Relations Management CRM 

 What is it: end to end workflow and business analytics tool that 

documents client activities and patterns 

 Value: intimate client relationships and business intelligence that 

assists management with the appropriate monitoring and analysis 

of operational trends and client issues 
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  A laboratory specific Client Relationship Management 

solution providing a single enterprise wide view of the 

outreach client. The lab delivers a higher level of 

customer service to its clients by: 

– Real Time Client interaction 

– Providing Service Reports to Clients 

– Improving the level and quality of service 

– Immediate Access to specimen and courier 

information 

– Streamlining workflows and improving 

productivity through business intelligence 

– Making more knowledgeable decisions 

– Increasing client and patient satisfaction 

– Automating Sales Management and Marketing 

 

 

Effective Client Service through OA CRM 
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OA CRM Client Outcomes 

Measurable outcomes from a current client 

CASE STUDY: 

 Client: PAML 

 Phone response time reduced from 3 days to just 

minutes 

 Easily handled a 15% increase in call volume without 

adding staff 

 Paper based communications virtually eliminated, 

saving $50 - $75K per year in paper, printing, toner, 

postage and mailing supplies 

 Time spent on manual entry reduced by 10-30% 

 

Enable Extraordinary Customer Service 

Through 

Outreach Advantage® CRM  

for Customer Support 

“By implementing OA CRM, we 
have gained an enterprise-wide 
view of client information, 
allowing us to react quicker to 
service failures, deliver timely 
response to client issues and 
respond to emerging trends that 
needed our attention.”  

-PAML 



 

 

 

Lab-Specific Healthcare CRM and BI 



© 2011 Sunquest Information Systems, Inc. 

 Measure the effectiveness of sales 

activity 

 Eliminate non-value sales steps 

 Improve sales outcomes by up to 25% 

 CAPABILITIES: 

 Focus sales activity by providing databases and reports to 

track, share and act upon the needs of potential clients 

 Based upon a Microsoft® platform, the solution is 

recognizable and staff is easily trained 

 Create transparent sales activity throughout your 

organization 

 

Enable Extraordinary Customer Service 

Outreach Advantage® CRM for Sales Growth 



 Automated Logistics  

Pre-Analytical Information Technology 

As Managing Partner, PAML needed to develop a 

set of Information Technology products and services 

to ensure the success of our Partnerships 
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OA Mobile 

 What is it: Integrated route planning, scheduling, dispatch 

and specimen tracking system 

 Value: improved efficiency in logistics combined with 

specimen integrity process.  When paired with OAConnect, 

laboratories can reconcile ordered tests to specimens 

received. 
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 A lab-specific logistics solution integrating 

route optimization, scheduling, dispatch, 

courier management and specimen tracking. 

The lab delivers a higher level of customer 

service to its clients by: 

● Tracking specimens from the point of pick-up and dramatically 

reducing the number of lost specimens 

● Monitoring courier availability 

● Targeting the appropriate courier for stat or missed pickups 

● Tracking supplies delivered to clients and managing costs 

● Optimizing routes for efficiency and cost savings 

Highly Efficient and Automated Logistics 

through OA Mobile 
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Outreach Advantage® Mobile 

 Reduce average STAT TAT to 1 hour  

or less 

 Lost specimens occurrence reduced by  

over 75% 

 Diminish missed pick-ups by 80% 

 Reduce courier miles driven by up to 30% 

annually 

 CAPABILITIES: 

 Create and monitor courier routes that improve TAT, lower fuels costs and 

more efficiently use staff hours 

 Easily arrange for STAT pick ups in both OA Mobile and OA CRM 

 Track specimens, supplies and packages to enhance customer confidence 

in your services 

Enabling Extraordinary Customer Service 
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OA Mobile Client Outcomes 

Measurable outcomes from a current client 

CASE STUDY: 

 Client: PAML 

 Missed pickups are kept to 0.1% since 

implementing OA Mobile 

 Lost specimens went from 8.1 per 100,000 down to 

1.8 per 100,000 over 3 years  

 2-3 hours to find lost specimens eliminated 

Enable Extraordinary Customer Service 

Through 

Outreach Advantage® Mobile 

 Reduced mileage by 1.5 million (30%) miles in one year 

 STAT TAT was reduced to 1 hour 8 min based on 30,000 STAT stops 

 Saved $40K/yr by eliminating need to outsource 800 STATs; contractor use 

went from 14.8% to 13.6% in 6 months 

 Employee satisfaction scores increased nearly 8% 

 

 



 Physician Connectivity 

Pre and Post-Analytical Information Technology 

As Managing Partner, PAML needed to develop a 

set of Information Technology products and services 

to ensure the success of our Partnerships 



OAConnect 

 What is it: An integration toolset that enables rapid deployment of 

EMR interfaces and expert daily management of those connections.  

 Value: flexible branded products and integration suite that includes 

EMPI support and robust EMR interfaces, greatly improves outreach 

program effectiveness and competitive positioning 

 

http://www.initiatesystems.com/


Billing 

Edits 

Connectivity workflow and process with EMRs 

1. Client orders 
in EMR 

Interface 

Engine 

2. Order goes 
to JavaCAPS 

LMRPs 

EMPI 

MCDB 

UMCT 
3. JavaCAPS validates order 

using web services 

Exceptions 

4. Exceptions are 
returned to the 
EMR, if applicable 

5. Test codes and 
message structure 
are denormalized 

6. Orders go to LIS systems in 
native format 

 Testing Partner LIS 

Test Order              

7. Testing is performed 
and results entered 

Test 

Results 

8. Results go to 
JavaCAPS 

9. JavaCAPS translates and 
normalizes results 

10.Normalized results go 
to client EMR 
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Quickly connect the lab to Physician 

Office EMR systems, eliminating order 

entry and test resulting delays. The lab 

delivers a higher level of customer service 

to its clients by: 

 Rapidly deploying interfaces 

 Managing the set up and implementing  EMR interfaces 

 Monitoring and tracking activity 

 Ensuring incoming orders are clean 

 Establishing a hub that enables integration between Sunquest 

solutions 

 Improve the Sales dollar in que/time to connect ratio 

 

 

Extraordinary Service through OA Connect 

Enable Extraordinary Customer Service 
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OA Connect Client Outcomes 

Measurable outcomes from a current client 

CASE STUDY: 

 Client: Nationwide Children’s Hospital 

 Creation of EMR interfaces reduced from days to 

minutes 

 Deployment of EMR interfaces reduced from months 

to days 

 EMR interface costs reduced by nearly 50% 

 Interface troubleshooting improved 

 Interface downtime reduced 

 Inclusion of HIS-assigned patient number expected 

to improve billables 

 

 

Enable Extraordinary Customer Service 

Through 

Outreach Advantage® Connect 



The Patient Focused Integration of Pathology 
Focus Now on Analysis 

Cytology* 

Molecular 

Anatomic Clinical 

Genetics 

Hematology 

Microbiology 

Immunology 

Chemistry 
Histology* 

Flow Cytometry* 

. 

Next gen sequencing 

Cytogenetics FISH etc 

Personalized 

Medicine 

Immunohistochemistry 

Proteomics – Mass Spec 



Major Disruptive Forces Driving Labs Toward 
Value Driven Strategies 

  Source: G2 Intelligence Eleanor Harriman MD Creating  a Value Driven Clinical Laboratory 

     

Precision medicine > 
need for new services 

Healthcare 
market reforms 

Lab 
reimbursement 

declining 

Lab 
Value 

Models 



   Example Value-driven Laboratory Offerings 

  Source: G2 Intelligence 

     

 

•Status quo – lists of tests with descriptions 

•New e.g. – Introduce new, higher value tests 

•New e.g. – Evidence base regarding test value 

Test Menu 

•Status quo – test menu only, electronic but without 
algorithmic guidance  

•New e.g. – Test optimization tool for clinicians – 
recommends optimal tests in different settings 

•New e.g. – Services – proactive consult services to educate 

Test Ordering 

•Status quo – report with data and analytics 

•New e.g. – reports with interpretation of results and 
suggestion of diagnoses; reports with suggestions for 
treatment 

•New e.g. – patient consulting services 

Test Results 



   Transition of Test Results from Data to Knowledge 

  Source: G2 Intelligence 

     

Test Information 
• Interpretation of 

results in context of 
patient info/ clinical 
setting 

• Recommendations 
regarding other 
tests/diagnoses 

Test Data 
• Analytical Results 

 

Test Knowledge 
• Tools and diagnostic 

solutions 
• Integration with other 

patient tests- 
Pathology consultative 
report 

• Evidence based 
diagnostic probability 

• Evidence based 
treatment algorithms 

Dr. Laposata Vanderbilt 

Geisinger Health System 

PAML 



Pathology Strategy – IT Enablers  
Integrated Reporting (Pathologist Consultative 
Report) Key Requirements: 

 Ability to integrate information from various sources (AP, CP 
& other key repositories) and provide for a integrated 
summary report 

 Capability to work in a data repository model  

 Ability to leverage Enterprise Master Patient (EMPI) 
Information  infrastructure for data assimilation  

 Template based report creation and distribution capabilities 

 Ability to accept and incorporate digital images – auto 
configurable 

 Ability to work within and leverage Physician and Hospital 
connectivity infrastructure 

 

 
 



Pathology Strategy – IT Enablers  
Anatomic Pathology Information System – Key 
Requirements(>3000 pathology practices in the 
US with 60% with 4 or less pathologists): 

 Solution for 2-8 Pathologist practices 

 provide for: 

 standardization of software 

 development and deployment of Pathology Website  

 connectivity and interfacing 

 Cost efficient 

 Strong pathology workflow capabilities 

 Web based (supports Virtual lab /  Cloud based computing) 

and Pathologist Consults 

 Supports digital pathology, tumor boards and Pathologist 

Consultative reports 

 



Pathology Strategy – IT Enablers  

Digital Pathology & TelePathology – Key Requirements: 
 Easy to use, feature rich and adoption friendly viewer 

 Ability to incorporate image capturing device into the 

workflow of the laboratory – e.g., specimen tracking 

 Ability to support different image formats 

 Speed of capture and interfacing with PACS system 

 Integration w/ workflow software 

 Ability to store and tag whole and partial images 

 Vendor agnostic hardware storage 

 Support for digital microscope image capturing and 

integration with PACS 

 Cost efficient solution that can be offered to aligned 

pathology groups 

 

 
 



Outreach lab Benefits to Hospital 

Systems 
1. Growth of revenues by a targeted amount based upon 

market studies and business plan. 

2. Improved profitability by expanding  market in ancillaries. 

3. Improved laboratory testing acumen  benefiting hospitals 

physicians and patients; improve Days Stay Stats 

4. Significant reduction of inpatient testing costs through 

economies of scale. 

5. More full use of capital investments in lab testing facilities 

by using excess testing capacity. 

6. Enhance hospital revenues through test reimbursement and 

outreach testing cash contributions. 

7. Improved patient care and physician service through 

integrated laboratory information and knowledge. 



Thank you  

Questions 



How Lab Ventures Help  
One PACLAB Member’s Growth 

Volume Growth vs. FTE 

Billable Tests 
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•  11 FTE Gain 

• test vol: + 1 M.   

 


