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Purpose:

This policy will describe guidelines for handling complaints @d customer service issues.

Policy:

aPoratory about things such as slow
ice. The Toxicology Laboratory

t a documented response to all written
externally, for complaints coming in from

From time to time, complaints may be received @gai
turnaround times, questioned accuracy or poofgu
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complaints. This opportunity to improve g !g I
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our customers, as well as internally, viagug s for improvement by laboratory personnel. All
Improvement Forms should be revi nd e¥aluated within 5 working days by the Chief
Toxicologist. When necessary, cc‘)& tion must be taken and documented.

Any staff member receiving afiexternial verbal complaint (e.g. customer call) can resolve the
complaint if within their (] ithout documentation. An appropriate senior staff member
should be notified if the ot resolved. An effort will be made to get all pertinent details
from the complaina t Gomid assist in the investigation of the situation. If directed by senior
staff, the incident cagbe ddcumented in writing using the Toxicology Laboratory Improvement

.

Form. Q
The laboratofy’s QC program and testing data support laboratory reported results. Any
1 ing laboratory results will be addressed by the Chief Toxicologist by performing

data and if the complaint has merit, by performing a repeat analysis followed by a
corrected toxicology report if necessary.

Written complaints will be addressed as part of the QA/QC program and all completed Laboratory
Improvement Forms and supporting documents will be reviewed on an annual basis.

Procedures and/or Forms:

Toxicology Laboratory Improvement Form






