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General Questions

1. How can | contact LifeLabs from my physician office?
You can call 604-431-7206.

2. How can | send a fax to LifeLabs?

The central fax line to LifeLabs is 1-888-674-0370 to fax
requisitions. It takes about 24 hours to be deposited. If you
experience any challenges, please call Client Services at 604-
507-5040.

3. What is the turnaround time for faxed requisitions
sent to Central Intake and the LifeLabs stat line?

The turnaround time for the regular Central Intake (1-888-
674-0370) should be 24 hours or less. The LifeLabs stat line is
for urgent faxes only on weekdays from approximately 7am-
3pm, for patient requisitions that are coming in the same
day (604-931-1284) and should take less than 30 minutes to

be deposited. The best thing to do would be to give your
patients the requisition, as the Central line sorting by the
bots is not always successful.

4, How can | send a fax to the mobile lab?

Mobile lab service is a free service provided by LifeLabs for
only those that really need it. The mobile lab has been
having issues with their fax (604-939-4257), but they are
aware of this and have been looking at getting additional
servers. Their turnaround time is 1-2 weeks for new patients.

If you are allowed to, you can email the requisition
MLSREQS@lifelabs.com.

Do not use mailmyreqgsb@lifelabs.com (this is for patients to
use if you emailed/handed them the requisition) or
patientsreqsBC@lifelabs.com (for patients going into the
patient service centre).

MOA Frequently Asked Questions on

5. Do we need to indicate any patient information when
collecting patient swabs?

Yes, most importantly, please put the patients first and last
name and PHN on the swab. If it can fit on the swab, please
include the date of sample collection, and the site of
sample collection, but if not, please ensure it's on the
requisition.

6. Did the Culture & Sensitivity (C&S) and Ova & Parasites
(O&P) stool kits change?

Yes, they did, but the O&P is still the same. For C&S, please
ensure patients have the co-pan fecal swab which is a
collection for culture and sensitivity PCR testing, and has an
orange cap and a swab.
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Patient-Related Questions

7. For My Care Compass sign up, does the patient need
the lab ID number?

Yes, for My Care Compass (formerly known as myEhealth
and myResults), a lab ID number is needed. To obtain this,
patients should ask for the lab ID number during their visit.
If it is after the visit, they can call into the Client Information
Centre (604-431-7206) to ask for the lab ID number. They
will be asked a couple of questions, including their name,
their PHN, the name of the doctor and the day they visited
to verify that it is the correct patient phoning in.

8. For Out Of Province (OOP) or private pay patients, is
Client Services still the only way to get results?

LifeLabs now offers OOP patient results on My Care
Compass. They will need their lab visit number. When
prompted to enter the health card, there is a box to check
off for “Out of province health card”. For a copy of their
results if they are out of country, with a medical number,
you can phone Client Services, and they will mail the patient
a copy of your results, but this could take about 2 weeks.

9. Can parents use My Care Compass to access their
children's records?

Not yet, because it is a privacy concern for children 15 years
old and under. If the child is 16 years or older, they can
register.

10. Once we fax the requisition to urgent fax, can the
patient go to any LifeLabs location?

Yes, from the urgent fax line, it will go the repository for
any LifeLabs location to use.

11. Are there any LifeLabs locations that patients can
walk-in without an appointment?

Yes, there are walk-in centres and appointment centres. If
you go on the LifeLabs website and look up "find location”,
you can enter the address where you live, and it will pull up
locations near you. If it doesn't say appointment centre, it is
a walk-in centre.

12. Sometimes patients with Interim Federal Health
Program (IFHP) coverage have been turned away with
the fee of the test on their lab requisition. Do you have an
account set up for IFHP identifiers?

There is an account for these patients, and they need to

bring all their paperwork. If they are being turned away,
call Client Services, they should not be charged a fee for
tests as most of these are covered. LifeLabs should be
calling the Resource department for guidance and not turn
patients away.

13. If a patient is dropping off their urine or stool
sample, do they still need to line up/make an
appointment?

Yes, an appointment must be booked for the first visit when
patients receive the FIT kit, or container, and the blue or
white T-FAD (To Follow Another Day) form.This is to ensure
that they have received correct instructions and to

confirm that the staff have labelled it correctly. To drop off
samples, it will be a short wait, as staff have to review patient
information and ensure that the container is not leaking and
to make sure date/time of collection is on the form.

14. Sometimes the patient is at the service centre for
blood tests and ask to fax the requisition to that
location. Does it help?

No, it doesn't help, because all the fax numbers for individual
service centres were all re-routed to the Central Fax Line
during COVID, because the individual service centres could
not keep up with all the requisitions coming in daily. Fax it to
the urgent fax line and it will be available in 30 minutes.

15. When would MSP cover non-invasive prenatal
testing (NIPT)?

There isn't an eligibility criteria, but there is a SIPS test which
is covered by MSP, which has two parts. If something shows
up in SIPS test, there is a “Harmony” test, which is also NIPT,
but a different brand. It is covered but only for specific
reasons and not done by LifeLabs.

16. We had a situation wherethe lab missed a test.
Usually patients are called back and fit in, but they still
had to sit in line. What should be done in this case? The
patient is frail.

If the lab misses a test, there is a recall process where the
patient should be fit in very quickly. The patient needs to tell
us “I've been recalled and I've been told | don't have to wait
due to lab error.” If the patient is waiting too long, they
should remind the LifeLabs staff and advocate for themselves.
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Physician-Related Questions

17. What is the maximum amount of time that youcan  19. Are there any plans to have doctors directly upload
contact labs to add on additional tests? lab requisitions to LifeLabs?

If we missed entering a test, or if the patient forgot to bring Yes, and they are still working on this; at present, there is a
in one of the requisitions, or if the doctor says we should pilot project going on testing this.

have added on an additional test, you have three days to
add on these additional tests, unless the TSH which is also
ordered. LifeLabs holds the TSH tube of bloodfor 7 days, if
free T4 or free T3 was also ordered, because a lot of times
doctors want to add on the free T4 or a free T3 even 21.How can a doctor be removed from circulation with
though the TSH was normal. former patients?

Usually the problem arises from a standing order, or when a
specialist cc's the previous family physician in the
requisition. Email ClientService@lifelabs.com and tell them
you don’t want to receive results for the patient. If it is a
specialist, call the specialist and let them know that you no
longer want to receive any more follow up reports because
you are no longer supporting that patient’s care.

20. How do we prevent the lab reports going to the
wrong doctor?
Call LifeLabs, they will create an error report and will follow up.

18. My doctors complain that they are not being
notified on critical results for some patients after

hours?

LifeLabs is supposed to send out critical results — if this is
not happening, please contact LifeLabs Client Services with
some examples of when this did not take place.

Acronyms
C&S = Culture and Sensitivity PHN = Personal Health Number
FIT kit = Fecal Inmunochemical Test SIPS = Serum Integrated Prenatal Screening
IFHP = Interim Federal Health Program T3 =Triiodothyronine
MSP = Medical Services Plan for B.C. residents T4 =Thyroxine
NIPT = Non-invasive prenatal testing T-FAD =To Follow Another Day
O&P = Ova and Parasites TSH = Thyroid Stimulating Hormone

OOP = Out Of Province
Useful Links

For LifeLabs location finder, please visit https://locations.lifelabs.com/locationfinder

For patient resources in English, Farsi, Simplified Chinese and Tigrinya developed
through this project, please visit www.burnabypcn.ca/visiting-the-lab-fags

Funded by Shared Care. Produced as part of the Burnaby Division of Family Practice project,
“Pathology Decision Support Initiative”.
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