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The UBC Program Office for Laboratory Quality Management (POLQM) is a 

structure within the UBC Department of Pathology and Laboratory Medicine that is 

committed to assisting medical and research laboratories achieve their best 

performance through guidance and education on Quality Management systems that 

address quality management both in general terms and in some situations specific to 

the laboratory environment. 

POLQM is a small unit, with one chair (Michael Noble), one full time Coordinator 

(Maggie Ma), two part time employees (Alan Dore -IT and Veronica Restelli- Web 

Master), and 5 module mentor staff (Janice Bittante, Phillip Morehouse, Kim Nicolson, 

Rachelle O’Keefe, and Baljit Singh).  POLQM’s primary function is to provide 

education, but also to contribute with research activities and other quality activities 

including information sharing.   

This program is highly dependent on all the staff and mentors, and their contributions 

and commitment of Quality are much appreciated. 

POLQM’s principle activity is the provision of the UBC Certificate Course in Laboratory 

Quality Management which is provided under the accreditation by the UBC Faculty of 

Medicine Continuing Professional Development Office.  Other activities include: Small 

conferences, Large conferences, and Research.   

All conferences have been held in abeyance since October 2019 as a result of COVID-

19.  In 2020-2021, because of the ongoing outbreak of COVID-19, no conferences 

were held or planned. 

An ongoing research into laboratory errors as measured by on-line recording is 

underway. 



Management Review 

A. Quality Management System 
Because the Program Office is a small program while it adheres to the principles of 

ISO9001:2015, its quality management system has not been independently audited 

by an external certification body.  That being said, we are committed to maintaining a 

quality managed program.   

B. Course Modules. 
This was a both exciting and challenging year for our course.  During the last 2 years 

we have had a complete change-over of mentors (with the exception of self).  This 

was the first year all mentors did their own modules revisions completely 

independently. While the essential topics remained the same, updates in information 

was seen in all modules. 

a. The number of course weeks (22) remained the same, but the Modules 

were redesigned to include 8 independent modules each with its own 

theme. 

b. Module 3 was redesigned to include Organizational Culture Assessment 

Instrument.   

c. Module 4 (Quality Tools) was revised.  Instead of having all activities 

within the module as voluntary, the activities within the topic of Visual 

Management Boards were made as strongly recommended.  The other 

topics (crosswords, surveys, cartoons, web-sites) remained as optional. 

d. More video and audio content were incorporated in all module 

information.   

C. Participation 

In addition to our anticipated 30 participants, we were also joined by an 

additional 21 participants, all Laboratory Managers from Botswana, who were 

sponsored under the Botswana-University of Maryland School of Medicine 

Health Initiative (Bummhi).  The contributions to the course and our mainly 



Canadian participants were greatly appreciated.  

A new approach to course participation was developed this year.   For the first 

time we offered an opportunity for people who had not taken the course for at 

least seven years to consider returning to refresh their quality management 

knowledge.  This year we had two people return with strongly positive 

comments.  We will continue to encourage participants to re-new their 

information and certificates. 

D. Quality Objectives 
The objectives of the course are the same as the mission and vision values of 

POLQM:   Knowledge, Education, Innovation, Quality Improvement.   

It is a goal of the program to provide current and relevant information to provoke 

conversation and discussion about laboratory quality foundations, and challenges, 

solutions, and improvement by our participants. We can only measure their response 

through the satisfaction surveys which were strongly positive. 

E. Revisions 2021 

Changes in external and internal issues that are relevant to the quality 

management system. 

a. The annual proposal for course continuation was submitted to Continuing 

Professional Development and approved (accreditation) 

b. An opportunity to work with the Botswana University of Maryland Medical 

School Healthcare Initiative (Bummhi) was introduced, as a follow-up to the 

Ministry of Health Cambodia.  A decision was made to integrate the 

participants from Botswana into the online course, as opposed to the on-site 

teaching in Cambodia. This created some logistic challenges in meeting the 

needs of 51 online participants. 

c. The process of replacing the chair was actively pursued, with thanks to the Rix 

Family Foundation who provided a gift of $1.5M (matched by UBC) to create a 

new Rix Professorship in Laboratory Quality.   



F. Adequacy of resources 

As POLQM is self-funded, the resources from regular registration plus residual 

funds from Cambodia (University of Washington) contract plus the supplemental 

invoice from Bummhi ensured sufficient resources to support activities. 

a. The principle of Quality as a Team Activity demands that we continue 

with the small group format.  Students are strongly encouraged to 

participate. 

b. Participants who ignore notices are advised that non-participation results 

in loss of participation points (grades) and can jeopardize their successful 

certification.   

c. Participants who miss participation because of illness or work demands 

can be offered an opportunity to make up their grades through a late 

submission.   

d. No complaints were raised in the final course review for 2021 

G. Course Ratings 

Ratings for each of the Modules were measured in the respective End-of-

Module survey.  Surveys had a minimum participation of 20% and a high of 

63%.  Modules were individually rated from 79 to 91 (mean 86).  The overall 

course was measured by opinion in the End-of-Course review as 94 percent. 

H. Complaints 
Each year we have some group members not participating in small group 

discussion and assignments.  Each year we receive complaints from 

participants.  This year we received 2 such complaints.  Upon consideration we 

have concluded: 

 

 

 



I. Compliments 

The following comments were made within the final course review for 2021 

a) The course was great and very relevant and the concepts very practical 

b) Excellent course! I learned so much from my small group and from the 

whole class as well. As someone who's just starting on his career, I 

doubted the utility of this course in my day-to-day bench work. But as the 

course progressed, I learned so much about the bigger picture. I now have 

an appreciation of the little yet impactful role I play in the workplace.  

c) Kudos to the faculty for designing highly interactive modules and to my 

colleagues who unselfishly shared their expertise in the field of laboratory 

quality.  

d) I recommend that this be enrolled to the other laboratory staff members so 

that they can have first hand information and appreciate the efforts made 

to improve laboratory services  

e) This course should be part of most medical training certification programs 

which will mandate quality to be a topic of instruction at national wide 

training facilities.  

 

J. Risk Analysis 

a. The curriculum was originally and predominantly intended for Canada 

and the United States and other developed countries such as Saudi 

Arabia.  This belief has now been challenged first by accepting 

participants from Cambodia (2019-2020) and Botswana (2021).  While 

the countries may be considered as not the primary target, based on 

pass scores, students have performed equally well.  

These two groups were both supported by programs from US university 

global programs, which may be an indicator of their commitment to 

quality and the degree of underlying support.  

The experience indicates that POLQM should be encouraged to seek 

opportunities to extend its education services to a broader audience, 



provided that groups provide evidence of a strong support base.  

b. 2021 was the largest group of participants since the inception of the 

course (52).  There was concern that this would swamp the mentors and 

staff and overwhelm the ability to provide a quality service.  Satisfaction 

was monitored by its annual post module surveys.  Each survey had a 

response greater than 20%.  No evidence was seen, such as increase in 

complaints or deterioration of module ratings.   

This is interpreted that the potential negative risk did not materialize. 

 

K. Goals 2022 

a. Annual revisions of the course will be undertaken, driven by (a) mentor 

review of comments from the annual course satisfaction survey and (b) 

mentor focus. 

b. Reintroduction of a text book to support on-line teaching material -  

ASQ Certified Manager of Quality/Organizational Excellence Handbook.  

(2020) While it is not focused on medical laboratories, it is easy to read, 

and relevant to the content of the course.  It is reasonable costed and 

available as an electronic copy.  Will get electronic copies for mentors for 

review. 

c. The course will continue with the small group format.  It will be made 

clear from the start of the course that participation in small groups is 

mandatory unless prior notice is provided.   

d. The course will look to continue its relationship with the Botswana-

University of Maryland School of Medicine Health Initiative. 

e.  The course is pursuing the development of a capstone program to 

supplement the current course and give participants to undertake a 

Quality Management program supervised by POLQM.  We anticipate this 

should be possible by June 2022. 



f. In 2022 POLQM will undertake an external review of its quality system.  

The review will be undertaken by a Quality knowledgeable person, but 

not under the authority of an official certification body. 

g. The POLQM will continue to pursue the formal development of a new 

UBC Master’s in Laboratory Quality Management, with the primary focus 

being interested parties from outside Canada. 

h. It is anticipated the new Professor in Laboratory Quality will be identified 

with a take-over of responsibilities in 2022 

L. Summary 

The Laboratory Quality Management program continues to have strong support 

from the Department of Pathology and Laboratory Management, from the 

Module Mentors, from the staff, Maggie Ma, and the participants.   

This is strong evidence of a program with continuing success, now and into the 

future. 

 

 

 

 


