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The Summa Health System business model is based on the core 

principle of value to employees, physicians, and the region but most 

importantly to Summa’s patients
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Integrating and 

connecting the 

vision, value, and 

goals of the 

organization into 

daily decisions, 

behaviors and 

actions



Benefits of Goal Integration

1. Company goals are known and contributed 

to by all business units and administrative 

functions.

2. Functional unit and department goals fit 

together, support each other, and contribute 

to business goals.



• Summa Health System has championed comprehensive 

integration to reduce fragmentation and redundancy, 

while at the same time promote through synergy an 

even greater continuity of care. 

• The integration plan must be comprehensive at the 

outset but incrementally rolled out to maximize 

performance.



LabCare PLUS System-wide Mission

• To establish a Summa Health system-wide operation 
utilizing the expertise of the existing LabCare PLUS 
management operations and systems.  The primary  
objective was to create a Summa Health System market 
through a single point entry system eliminating the 
fragmentation that exists in the outreach laboratory 
market.

• The system-wide lab outreach consolidation has its 
core objective to improve on patient safety and client 
satisfaction and specifically evaluate and enhance the 
specimen tracking process, customer service 
performance, and meet the physician-client connectivity 

and interfacing requirements.



LabCare PLUS Integration Objectives

• Establish a Summa Health system-wide operation entity 
utilizing the expertise of the current LabCarePLUS process

• Compete with the competitive threats from the national 
outreach organizations and the regional hospital outreach 
programs in bordering periphery counties

• Create a means to redistribute outreach revenues to improve 
the net financial results to the system and its individual 
hospitals

• Consolidate services to enhance the quality of service being 
provided to our patients by meeting and exceeding 
expectations and satisfaction with timely reporting and testing 
accuracy

• Consolidate in a fashion to permit rapid expansion to other 
external locations based on strategic planning of SHS and its 
health network products

• Re-evaluate all external or referred testing for “make vs. buy” 
in concert with the economies-of-scale produced by the 
consolidation 

• Establish fee schedules competitive to other national & 
regional outreach providers



Our Goal

 To consolidate services

 Enhance the quality of service 

 Exceed physician expectations
 timely reporting

 testing accuracy

 Electronic gateway establishment



Tying it together

 Front End: Customer Service, 

Client Connectivity, Courier, 

Registration, Marketing, 

Infrastructure

 Cytology offers both liquid PAP 

technologies (Cytyc and 

SurePath).

 Sizable test menu done on site

 Back End: Reporting, Service, 

Communication  Automated and 

Flexible

 Comprehensive menu, many, 

specialized technologies esoteric 

tests available; Toxicology, Flow 

Cytometry, etc.

 Established technical skill sets 

for the above with potential to 

create more by reallocating staff 

from Core Lab, “Make vs. Buy”

 Access to PhD level Clinical 

laboratory professionals, Pathology 

Residency Program – an asset



LabCare PLUS Service Strategy

• In crafting a strategy geared to the vision, mission and 
values of the Summa Health System, LabCare PLUS 
further identified specific service strategies for our 
varied LabCarePLUS departments.

• We identified the scope and depth of our services and 
individually and collectively focused on what we do best.

1. Align and direct our services to the real priorities of the 
client and patient they serve

2. Demonstrate value to the client through consistently 
responsive services

3. Understand and operate on premise that we are 
“differently better”



LabCare PLUS Standards of Behavior

Appearance and Environment

• I will always make sure my appearance is clean 

and professional in accordance with the 

applicable dress code policy

• I will not eat, drink, chew gum during any 

customer involvement

Attitude and Courtesy

• I will treat everyone as the most important I will 

see today

• I will demonstrate respect and compassion 

in my words, my tone of voice and my body 

language



Communication

• I will promptly welcome people in a friendly manner; 

smiling warmly, maintaining eye contact and by 

introducing myself by my name and my role as 

appropriate

• I will not gossip or spread rumors

Teamwork

• I will work in collaboration with my co-workers being 

positive in finding solutions to problems and 

supporting a blame-free environment

• I will treat all other Summa team members as 

professionals and show respect and appreciation for 

what they do



Customer Service

• I will attempt to anticipate the needs of customers 

and offer assistance before being asked

• I will provide my customers with my undivided 

attention while I am with them regardless of how 

my day is going



Improving Lab and Care Process Data 

Accessibility by Standardization

Organizational Goal of Standardization

• Achieve a high degree of accountability 

for aspects of care known to positively 

impact health of individuals served 

regionally



Operational Goal of Standardization

• Accurately capture all test results or process of care 

actions that contribute to quality outcomes for high 

impact health conditions

• Move toward Accountable Care Delivery, highlighting 

the need for hospitals, providers along the care 

continuation and patients to work collaboratively to 

ensure appropriate high quality, efficient and cost-

effective delivery of healthcare



Clinical Goals of Standardized Care

Need to demonstrate care that is

• Safe

• Effective

• Patient-centered

• Timely

• Efficient

• Equitable



• Develop and publish workflows that capture all 

actions of quality providers that are already 

being performed

• Promote capturing both interfaced and non-

interfaced lab results with our physician client 

practices



Sales Strategies and Initiatives in the 

New Summa Environment

• Re-define Market and analyze growth opportunities

• Increased market awareness and visibility 

• Focus on patient/client valued services

• Leverage market by cross-selling of Summa products 

and services

• Focus on reducing of out-migration to competitive 

providers



Capability of Service and public perception 

are key elements of success

• Build and emphasize reputation and Brand 

Equity

• Sales Representative training and continued 

education

• Visibility builds comfort

• Trust of client

• Credibility

• Consistently responsive



Focus on Patient and client valued services

Description of the unique services we offer “selling proposition”

TEST RESULTS WITHIN HOURS in most cases. Being a local laboratory 
affords us the ability to pick up and immediately process specimens and provides 
for stat testing on a 24/7 basis. Physician clients are able to customize how they are 
alerted to results to best meet their practice needs. We provide comprehensive 
test and diagnostic profile offerings and the ability to modify profile components for 
each patient with add-on testing. Reflex testing is performed by physician request 
thus accelerating the diagnostic process and providing patient convenience. Our 
customized test request forms are bar-coded and provided with peel off labels and 
can include specimen requirement codes. Physician pathology consultation is 
available upon request with over 95% of the testing performed locally.

BI-DIRECTIONAL INTERFACING with your NextGen EMR and Practice 
Management systems for improved efficiencies and quality patient services. 
LabCarePLUS provides an innovative and comprehensive menu of connectivity 
options. By utilizing electronic ordering and resulting, together with an extensive 
specimen bar-coding identification process, we are able to efficiently process over 
1700 patient registrations per day with an almost non-existent error rate. We 
currently accept 45% of our orders via electronic gateway with over 70% of the 
results being reported electronically to our physician clients.

CLINICAL INFORMATION VIA THE WEB. LabCarePLUS has partnered 
with CareEvolve’s web-based application allowing physicians to retrieve results 
anytime, anywhere, via the Internet.  We will implement a complete computer 
system at our expense for your office including Internet connectivity if necessary.  
Together, we provide a state-of-the-art, point-of-care solution for lab ordering and 
resulting. 



On-site PHLEBOTOMY SERVICES are scheduled to meet your 
specific daily and hourly needs. Training of our phlebotomists is an on-
going process that emphasizes clinical skill and personal customer service 
improvement. The provision of a phlebotomist is also complemented by 
the availability of ongoing training of the office staff if desired.  

CUSTOMER SERVICE calls are answered personally by local 
representatives, 24 hours a day, 7 days a week, without the aid of an 
automated attendant. Our experienced CSR staff receives specialized 
training in handling issues for both our physician practices and our 
patients. These inquiries or requests may range from specimen collection 
and transport to varied patient result reporting and billing issues.

On-site Account Bill LABORATORY TESTING services are 
available. Ohio State law permits the practice to direct bill either the 
insurance company or the patient.  This provision may be used to improve 
upon practice revenue and/or provide indigent patients services at 
significantly discounted pricing. LabCarePLUS will assist in establishing a 
discounted set of test fees that can also be billed to insurers and managed 
care payers that permit physician fee schedules by the physician office. 
LabCarePLUS must provide these discounted fees above our costs to 
meet varied anti-kickback compliance requirements.



We accept all national and local INSURANCE PLANS. 
LabCarePLUS has the distinction of having in-network participating 
agreements with all insurance plans in the region.  This provides the 
practice with a “one stop shop” avoiding confusion for the physician 
practice and ensures its patients with the highest benefit available through 
their individual health plans.

COMPETITIVE PRICING structure. LabCarePLUS pricing has been, 
and continues to be, very competitive when compared to the national 
laboratory outreach providers. This has been achieved through a highly 
specialized and automated core laboratory and the extensive technologic 
registration and billing processes that are made available by owning the 
code to the Laboratory Information System (LIS). The pricing provides 
patients with affordable service in the face of the expanding patient 
contribution requirements for commercial and managed care health plans.

CLIA license for waived tests is available for the practice and will be 
supported by systems provided to the practice by LabCarePLUS. This 
permits the practice to increase revenues for in-office testing and provides 
for patient convenience and immediate diagnostic resulting and 
turnaround. These tests include; A1-C, Coumadin Protime levels, urine 
analysis etc.



Dedicated COURIER SYSTEM between our laboratory and your practice 
that may be modified to best meet your practice needs. Couriers utilize a 
scanning system to ensure proper specimen tracking, identification and 
order correlation following the American College of Pathologists (CAP) 
requirements. All laboratory supplies are provided upon request and 
delivered in a timely manner via courier.

Web-based DIRECTORY OF SERVICES is available either online or in 
hard copy format. The information is continually updated with regard to 
new tests and changes in test procedures together with a clinical decision 
support system providing a guide to test selection and interpretation. 

PATIENT CARE CENTERS and CO-MARKETING STRATEGIES
may be established in partnership with the office practice in mutually 
agreed upon programs and locations. The centers will provide collection 
services in close proximity to the office location and will be supplied with 
staff, equipment and furnishings by LabCarePLUS. Lease or rental of 
office space from the practice is acceptable if meeting regulatory 
requirements and is paid at fair market rates.



The advantages LabCarePLUS offers to the medical 
community are innumerable.  Sometimes it is the 
smallest detail that a physician appreciates.  Other 
benefits that are not often identified include:

• Physicians and practice will have a name at LabCarePLUS, not just 
an account number

• Our Client Services representatives will know the client by name

• One person will be managing all of your supply needs

• The account team, comprised of the sales associate, technical 
support staff, client service representatives and courier and supply 
agents, are committed to providing solutions that satisfy the 
practice’s needs. 

• The practice will recognize the partnership our team strives to 
establish in managing patient services.

• The practice will have a dedicated Information System 
representative to meet technological needs.



Revenue Cycle Management

• Fair and thoughtful Competitive pricing

• Capture Data on registration

• Coding eligibility/adjudication

• Patient flow model business office, denial management 

and payor analysis

• Negotiating contracts with relevant cost data

• Leverage through Summa Health System

• Client Billing



Leverage through Summa Health 

system





Capture data on Registration, 

coding/eligibility adjudication



Patient flow model denial management 

and analysis







Client Billing

• Offers the practice affordable lab testing to the uninsured and 
under insured indigent population as many uninsured and under 
insured patients do not qualify for the HCAP plan.  The discounted 
fee offered to the indigent patient provides the physician practice 
revenue, although less than most third party rates, that otherwise 
may never be recovered.

• Affordable discounted lab testing access for professional and 
physician office staff'

• Provides the ability to bill a fee schedule to the few commercial 
and managed care plans that continue to permit account billing 
arrangements . 

• Physician practice errors in test ordering and resulting may be 
account billed avoiding patient dissatisfaction with uncovered test 
expenses.

• Re-direction of lab specimens otherwise being sent to our national 
competitors due to lower test pricing.

• Matching benefits alignment with our national competition and 
avoiding outreach account attrition.

• Cooperatively minimizing client/patient frustration and promoting 
physician client/patient satisfaction.



Name Branding









System Management

• Duplicated the front and back end operations for lab outreach, 

permitting staff to work on specimens from the Hospital & 

Outreach without further identification

• Added multiple fee schedules and special pricing for physician 

account billing

• Couriers are utilizing a scanning system to identify orders from 

the time of pickup until the time the specimen is un-bagged for 

testing.  This was created to meet CAP requirements and 

ensures rapid identification of a potential lost specimen and 

tracking device to locate it.

• Owning our Information System & its code permits our IT&S 

staff to modify programming to meet user demands & regulatory 

changes

• More recently, the systems’ greatest attribute is its ability to 

provide physician office connectivity and interfacing capabilities.  



LabcarePLUS System Features

• Financial Accounting

• Billing and Collection

• Specimen Tracking

• Bar coding of all specimens

• Scanning documents

• Auto-faxing

• Courier dispatching

• Internet order and resulting

• EMR bi-directional interfacing











Accountable Care Organization

Key Take Aways
• Healthcare reform has highlighted the fact that our 

current healthcare system is unsustainable at present 
and certainly in the future 

• We face a national imperative around value and 
providing high quality care at a lower cost

• Clinical led Accountable Care models will move away 
from our current “sick care” system to a “well care” 
model that focuses on population health, rewarding 
prevention and wellness

• Care coordination as a result of the proper tools and 
clinical data will be required if Accountable Care is to 
be successful



Early Adopters

Fence Sitters

Old Guard



Proud to be part of the Summa team.



“People wish to be settled; but only as far as 

they are unsettled, is there any hope for them.”

Ralph Waldo Emerson


