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Commitment to Customer-Centric Services

For over forty years, physicians, hospitals and
laboratory testing facilities across Canada have
depended on Hospitals In-Common Laboratory
(HICL) to deliver reliable, state-of-the-art 
services and accurate, timely information. 

Like any successful relationship, ours has been 
a two-way street. Just as we have provided 
services to our customers, they in return 
have given us valuable feedback, ideas and 
experience to help us shape HICL’s future.
They’ve shown us the areas of our business 
we should be focusing on and helped direct 
us to new and better ways of doing things.

HICL has always been able to offer our 
customers quality, dependable services for 
routine laboratory tests. Important interactions
with our customers have allowed us to also 
meet short-term needs, providing pathology 
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and other health-related services to many
communities across the country. Additionally,
we continue to look for new tests that will 
be of value. 

This year, HICL formalized this feedback
process by conducting a customer-service 
survey. We were looking for input that could
help us extend and improve still further our
relationship with our customers. 

What we learned underscores just how 
intricately our respective futures are entwined.
The more we do to understand their needs 
and goals, the greater our shared strength 
and ability to build and grow together. Our
ongoing and mutual support is the best 
assurance of a bright future and continued, 
collective success. 
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The results of our customer satisfaction survey underscore that
HICL is committed to providing the best in customer service. 
As in anything, there is always room for improvement, and we
now have a starting point for beginning to make those changes
that our customers feel are most important. 

Going forward, we are encouraged that overall, our customers
value our relationship. As a growing and learning organization,
constant improvement is a corporate watchword. We will 
continue to work to find new ways to deliver better services,
manage information more effectively, and help our customers
meet the health care expectations of their communities.

Best Service, Best Value

Hospitals In-Common
Laboratory Inc.
Suite 600
18 Wynford Drive
Toronto, Ontario M3C 3S2
Telephone 
(416) 391-1499

Fax, Administration 
(416) 385-2243

Fax, Technical Inquiries 
(416) 385-1957

Visit our website at 
www.hicl.on.ca

Remembering Patrick Joseph Dunn
5 June 1947 - 16 November 2007

This year, HICL sadly honoured the
passing of one of our longest-serving
and most memorable members of the
Board of Directors. Born in Windsor
in 1947 and raised in St. Mary’s,
Ontario, Patrick Dunn passed away
in Montréal where he had lived since
1975. A graduate of the University of
Windsor, Dr. Dunn was first elected to
HICL’s Board in 1988. He became
vice-president in June, 1992 and was
elected Board chair in April, 1997, a
position he continued to occupy until
June, 2004. His years of contributions
and commitment to the success of our
organization will be fondly remem-
bered. He will be greatly missed. We
extend our condolences to Dr. Dunn’s
wife Kathleen and daughter Julie.
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Customers and partners in community hospital
laboratories face constant demands to do 
more with less. Each year, they must provide
more and better services with better use of
resources while they maintain the highest levels
of quality. HICL has a vital role to play here,
helping to maximize efficiency and introduce
new tests in a timely manner that truly enable
“one-stop-shopping”. Community hospital 
laboratories across the country save time 
and money by entrusting their testing needs 
to a full-service provider – one that offers 
state-of-the-art technology and a full range 
of delivery and testing services, from 
specimen-gathering to results-delivery. 

Technology and our use of the latest information
management tools have played an important
role in helping to provide these services. HICL
has led innovation in this area by establishing
electronic interfaces with our partners and 
customers. These systems facilitate the flow of
information between community and hospital
information systems, making test results instantly
available to those in the health care system 
who need the information. 

This kind of integration and instant 
communication has made it possible for us to
improve both quality and productivity. Samples
arrive with patient and order data already
entered and labelled according to established
protocols. There are fewer opportunities for
error, no transcription times and even cost 
savings.

New Learning; New Opportunities

Building on Results
This year, the Ministry of Health and Long-Term
Care engaged an independent consultant to
evaluate some of the community services it funds,
including diagnostic testing. Established in the
1990s, this project was created to meet the
needs of smaller communities in several areas 
of Ontario. 

Many agree the system is working. The report
recognized the effectiveness of the way in which
HICL, with our laboratory partners, provides
laboratory services to smaller communities.
Testing services in these communities allows local
physicians and hospitals to view their patients’
results, and reduces the need for duplicate testing.

While the consultant’s report is still being 
evaluated by the Ministry, HICL will continue to
work co-operatively with the government, together
finding better ways to improve laboratory services.

In 2007, 
Ron Weingust 
joined the team 
as HICL’s 
Sales & Marketing
Executive.

How Can We Help You? HICL’s Customer Satisfaction Survey
At HICL, we recognize that to continue to
grow and improve, we need feedback and
information that can help us adjust our focus
and stay on-track. So, in 2007, we went out
directly to our customers across the country,
asking them to tell us how we can better 
help them. What we learned was sometimes
surprising, often encouraging and always
appreciated. 

Over 50 customers were invited to respond 
to a written survey that asked them about the
quality of HICL’s services, the accuracy and
presentation of information, how we handle
difficulties, and more. 

The responses, which came from all across
Canada, were compiled for review by HICL’s 
management and Board of Directors. While 
overwhelmingly positive, the answers also
gave us some interesting starting points for 
further consideration and improvement. What
we learned will be used to help guide us in
the future development of our business, as 
well as to point to areas of our operations 
that need our focus and attention. 

Here’s a sampling of what our clients told us.

HICL’s quality of service meets my expectations.

Ninety percent of customers responding to our survey reported 
that they are pleased with the service HICL provides, while only 
10 percent disagreed.
This finding confirmed that our customers recognize HICL’s commitment to 
quality testing procedures, proper training for our staff members and overall
rigour in our methods. Most who replied also indicated that HICL honours its 
estimated turn-around times for tests, and when circumstances warrant, the
results are reported expeditiously and with sensitivity. The majority also indicated
that their consultations with HICL staff over the past year had been generally 
positive, helpful and timely.

HICL’s website is clear and helpful.

The vast majority of survey participants (90 percent) find HICL 
to be a reliable and responsible source of information, with only
10 percent dissenting.
Our customers tell us that our efforts to meet their information needs are 
largely successful. Many had informally conveyed to us that our website was 
a preferred reference source; some even called it their “ Bible”  for test 
information. Some confided in us that even non-clients have referred to our site
as a good source of information, something that correlates strongly with our
goal of being the “go-to”  source in laboratory testing.

HICL’s communications regarding the discontinuation 
of certain tests and the introduction of new tests are 
provided in a timely manner.

When asked about the timeliness of certain key communications, 
70 percent of those responding agreed strongly or somewhat 
that our efforts were effective. Fifteen percent neither agreed nor
disagreed, and the remaining 15 percent somewhat disagreed.
While this result was generally positive, it also indicated that some of our 
customers felt this was an area where improvements could be made. Going 
forward, HICL will be taking great care to ensure our website is regularly 
updated concerning new and discontinued tests, so that anyone needing 
information will have our best assurance of finding it there. 

As an organization, HICL’s key priority has always been our customers in the
Laboratory Referral Network, an interconnected organization we call the Grid. 
It is our responsibility to provide them with efficient, reliable testing services,
including those for unusual or rare conditions. In our commitment to finding new
and better ways to provide customer support, HICL has taken it to the next level. 

High-Calibre Staff, High-Quality Service
Ron Weingust joined HICL’s executive team this year, helping us
expand our capacity to grow our business and our relationships 
with clients and partners. With graduate degrees in both business
administration and immunology, Ron’s experience and expertise 
is a valued addition to our business. He comes to HICL having 
held progressively responsible roles in sales and marketing at 
well-respected pharmaceutical companies. Ron has interacted 
directly with many health care professionals, including physicians,
pharmacists, nurses, as well as government and private agencies 
in community and hospital settings. His progressive ideas about 
customer service and engagement have already begun to 
influence HICL’s direction and interactions. 
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