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	RECS

	
	Support Activities



Below are steps for addressing the following RECS support activities:
1.) Reporting an issue

2.) Requesting a template

3.) New department requesting RECS

4.) Adding an individual to the RECS User Group

1.) Reporting an issue:
NextMed Technologies (RECS Vendor) will provide technical support to IT&S personnel only for issues related to configuration, bugs, and critical RECS software application problems.  NextMed Technologies is not responsible for application unavailability due to hardware (server, hard disk, etc…), network, or database issues (see below).  Technical support will be divided into critical and non-critical issues.  
Critical issues are defined as issues that result in unavailability of the RECS application due to RECS software issues.

Non-critical issues - All other issues are or will be defined as non-critical.  
Service level support is as follows: 
i. For critical RECS issues, from 7am – 7pm EST on normal business days, initial callback will be less than 1 hour.

ii. For critical RECS issues, from 7pm – 7am EST on normal business days or weekends and holidays, initial callback will be less than 2 hours.

iii. For non-critical RECS issues, from 7am – 7pm EST on normal business days, initial callback will be less than 4 hours.

iv. For non-critical RECS issues, from 7pm – 7am EST on normal business days or weekends and holidays, initial callback will be the next business day.

If a user reports an issue to the UH Help Desk, the UH Help Desk goes to http://recs.helpserve.com and fill out a trouble ticket.   ALL problems with RECS should be submitted through http://recs.helpserve.com and notify the Application Analyst (7/20/06 - Audrey Grantham Desk: 216-983-1408 or e-mail: Audrey.grantham@uhhs.com) concerning the issue.  If the first visit to the site, the Help Desk person will have to register on the site. 
2.) Requesting a template:
In the contract, there are 50 hrs annually for template development.  Any development exceeding the 50 hrs will be billed at a rate of $95 per hour.  Typically, template development takes 10 hrs.  That equates to 5 new templates a year.
Steps:

A. A department wants a new template prepared and makes a request.  Dr. Armitage approves the development of the template.

B. The request, which includes a Department Contact and a mockup of the desired template, is funneled through the Application Analyst (Audrey Grantham).

C. The Application Analyst submits the template request via http://recs.helpserve.com with the mockup.
D. The Application Analyst will stay in contact with NextMed Technologies to monitor development and coordinate implementation.
3.) New Department requesting RECS:
8/25/06 – Administration screens are under development.  Until available, requests to add new departments should go through the NextMed Support Center (http://recs.helpserve.com).  There is no charge for the department (UH has acquired a site license).  

I.  Obtain Department Specifics

Steps:

A. A department requests RECS via Dr. Armitage or the Clinical Council.

B. The request which includes a Department Contact is passed along to the Application Analyst (Audrey Grantham) who collects the required information:
I. A list of the “Teams”, just like how Peds have Blue, Red, Orange, PICU, NICU, etc… 

II. A list of the “Services”, (Ex. Cardiology, Nephrology, etc..) 

III. Will the OB Residents be sharing a common sign-out (like FP and Medicine) or will they want separate intern/senior versions? 

IV. A list of ALL their Residents (just their names) who will need RECS access.  (This list is forwarded to the Security Group – Marta Sanchez & Peggy Hlavka)

C. The Application Analyst submits the new department request via http://recs.helpserve.com with the required information.
D. The Application Analyst will stay in contact with NextMed Technologies to monitor development and coordinate implementation.
II.  Notify Department \ Training
Steps:

E. The Application Analyst receives notification from NextMed Technologies and the Security Group that their respective efforts have been completed.

F. The Application Analyst notifies the Department Contact with the address:  recs.uhhs.com.
G. If RECS training is desired, the Application Analyst works with Dr. Armitage to identify a Resident to conduct the training.
H. The Resident receives the guideline training documentation.  This outlines elements that should be covered in RECS training.

I. The Application Analyst works with the Department Contact to schedule the training session.

J. Training session held.

4.) Adding an individual to RECS User Group:

Steps:

A. To gain access to RECS, an individual must belong to the RECS User Group.  To get added to the RECS User Group, the Network Access Form needs to be filled out.  The Network Access Form can be found on the UH intranet.
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B. To be added to the RECS User Group, the individual circles the RECS option in the Application Access section of the form.

C. Once completed, the form should be submitted (specific instructions are on the form) to the Security Group.

D. The individual will receive notification once added.  It typically takes a day or two.
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