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By upgrading their Orchard Software support 
level, the IT team at In-Common Laboratories (ICL) 
has learned how to maximize use of Orchard’s 
laboratory information system (LIS) solutions to 
help meet organizational goals. Having a dedicated 
system administration analyst for their Orchard 
products who fully understands the intricacies and 
uniqueness of their business, has helped the team 
members improve the efficiency and affordability of the referral testing process that ICL provides for 
the benefit of patient care.

In-Common Laboratories Offers Sophisticated Referral Routing
Located in Ontario, Canada, ICL has been facilitating laboratory testing across Canada since 1967. 
Its unique business model involves the routing and timely reporting of referral tests to meet a 
specific need within the industry. ICL offers a sophisticated laboratory referral network, providing 
the infrastructure and transportation for lab testing for client sites that do not perform certain tests 
within their own labs. Clients send samples and orders to ICL, and requests are then routed to a lab 
that can perform the necessary testing. ICL is affiliated with hundreds of world-class, accredited 
laboratories in Canada, the United States and Europe.  This enables them to provide a vast catalog 
of tests with timely, high-quality results, plus interpretive and billing support options.

Since 2015, ICL has also provided integrative laboratory services (ILS) to help ensure that 
integrative medicine practitioners, such 
as naturopathic doctors, have access to 
diagnostic testing, sample logistics, and 
consultative support. ICL also provides 
services for specialty laboratories, 
government agencies, and research 
facilities, in addition to COVID-19 testing.

Helping Labs Manage the MLS 
Shortage
With the scarcity of new medical 
laboratory scientist (MLS) graduates 
and more retirees within the industry, 
many laboratories face serious personnel 
shortages. As such, laboratories must 
make sagacious decisions about their test 
menus. ICL steps in and helps its laboratory clients easily manage the referral side of lab testing and 
reporting.
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Orchard & ICL Partnered in 2015
ICL partnered with Orchard Software in 2015, 
using Orchard Outreach to receive and route 
testing through HL7 interfaces, and the Orchard 
Harvest LIS for reporting of tests performed by its 
manual supplier laboratories. ICL is also currently 
implementing Orchard’s patient portal.

With a rapidly growing business, the challenge of 
COVID-19 testing, and the loss of an integral inter-
face specialist, the company’s IT department of 
four decided they could use some extra support. 
In April 2020, ICL decided to upgrade its Orchard 
service to include a system administration (SA) 
agreement alongside its platinum support. 

System Administration Agreement 
Adds Proactive Oversight
By leveraging Orchard’s advanced system 
administration services, ICL can more easily 
support its 37 interfaces, address any other 
system issues, and easily track its support 
tickets. The SA agreement includes weekly 
meetings to ensure everything is on track. 
“Orchard’s advanced support team is 
approachable and very easy to work with. All 
of our questions are welcome, and our system 

Orchard’s 
advanced 
support team is 
approachable 
and very easy 
to work with.

administration analyst is always happy to help,” shares Shelley Owen, Information Specialist. 

Dedicated System Administration Analyst Works “Magic”
What ICL has found most beneficial about the additional support is the knowledge transfer and 
collaborative troubleshooting. “You can talk through a problem and collaboratively work through any 
issues. With the SA agreement, it is more personal. Rather than being passed around, you have a 
direct line to someone who can help,” says Owen.

“Having that dedicated person is very helpful. Because our business model is so unique, it is 
beneficial to have someone who knows our system and is able to rapidly escalate issues when we 
need it,” explains Owen. For example, for COVID-19 reporting, ICL’s system administration analyst 
helped implement an automated process for QR-coding of COVID reports that verifies that the test 
was performed in an accredited laboratory and that the result was not altered. “To implement an 
automated process for QR coding of our COVID-19 reports, [our dedicated system administration 

Shelley Owen
ICL Information Specialist
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analyst] worked her ‘magic.’ Her help and explanation of the logic behind the process also allowed us 
to work with our contractors to automate other COVID work,” says Owen.

ICL Gains Greater LIS Insights & Ownership
ICL has leveraged the additional Orchard support through the advanced system administration 
agreement to help support its dedication to ensuring client access to an international laboratory 
test referral network. Owen would recommend the SA support level to other laboratories, 
particularly those with an IT group that could use a hand with ongoing maintenance and 
management of projects or issues. 
“With the SA agreement, I feel a 
greater sense of ownership and I 
believe that we better understand 
how our system works. This 
understanding helps us proactively 
manage our system, rather than just 
figuring out each issue as we go,” 
explains Owen.



A “Must Read” for 
Healthcare Leaders
As a laboratory industry thought leader, 
Orchard offers a white paper series featuring 
the latest industry related topics to keep 
our readers up to date.

Download our informative white papers at 
www.orchardsoft.com/resources/white-papers.
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