


Stages of Transition



At the Elbow Support (ATE)

 First line of support

 There to assist users with HealthONE functionality and issue reporting

 ATE Support is delineated by area and HealthONE application

 We will have support for each HealthONE application/area going live, including Orders
(CPOE), ClinDoc (Nursing), ASAP (ED), OpTime (OR), Radiant (Radiology), Willow (Pharmacy),
Cadence (scheduling), Rev Cycle

 Generally scheduled for 2 shifts, 6AM – 6PM and 6PM – 6AM

 Will follow practice/unit hours for those areas that aren't staffed 24 hours (OR, Outpatient,
Radiology)

 Will be responsible for first level triage of issues onsite by phone

What is At the Elbow Support (ATE) and what can they help with?



Issue Supporting & Resolution (User Perspective)



Tier 1- Call Center



Before you call the Service Desk…

Service Desk will be collecting the following information each call:
 Caller’s Name and Number

 End User’s Name and Number
 End User’s Department/Clinic
 Problem, question or reason for call

 The machine name/workstation ID
 If problem is "system wide" (affecting multiple users), single individual or

workstation.
 The "physical location" of the machine/room number/floor (in the hospital)

and/or  building (any extra tips to assist the Tech in locating the machine).



2 Main Goals of the Call Center



Command Center



Common Go-Live Issues

 Password Resets

 Security

 Printing

 Workflow changes



Paper tickets

 All paper tickets must be called into Command Center to
be entered into HelpONE.

 Paper tickets are to help notate and track issues on the
floor.



Priority



Notifications

 Each Command Center ticket will 
start with HCC-

 Each submitted ticket will send a 
receipt via email back to the 
user for reference. 

 Command Center tickets do NOT 
allow for email communications. 

 Any ticket with a Critical priority 
will send a high priority email 
message to the staff listed within 
the ‘Critical Notification Team’.



Remote Access



CAB, CAB & More CAB

 Where: Command Center CT4

 When: 3am, 9am, 4pm

 Leads: Alka, Neelam



HealthONE Meeting Cycle

• Dedicated huddle for each application (Ambulatory, Radiology, Lab, etc…)
• Lead – application director and/or point of contact

• Participants – operational leads, application analysts, key stakeholders, Epic AC/AM

• Integrated Area Huddles (Patient Movement, Patient Safety. Etc…)
• Lead - application director and/or area point of contact

• Participants – operational stakeholders, application analysts, Epic AC/AM

• Rev Cycle huddles (Rev tracker call, workqueue huddles)
• Lead - application director and/or area point of contact

• Participants – Revenue area owner, operational stakeholders, application analysts, Epic 
AC/AM



Resolving

We are asking for 3 attempts to be made to reach the end-user, 2 by phone 
and 1 email. One attempt each day. If on the 4th day you have not heard 
from the user, the ticket can be Resolved. 



Setting Expectations

 The HealthONE team will be working hundreds of tickets each day.

 If you have an issue, first, look for an at the elbow support (ATEs in black vest)

 Every issue requires a ticket through x4400…

 Please note, the HealthONE team members will be working varied hours and days. The 
most efficient and effective way of getting your issue resolved is to call x4400.



Major Activities

GL WK-5 GL WK-4 GL WK-3 GL WK-2 GL WK-1 GL WK+1 GL WK+2

Super User Recruitment , Preparation & Deployment

Scheduling Backload Charge Conversion

IH-PB In-House Patient 
Backload

End User Preparation

Device Readiness

Technical 
Cutover

Command Center & Change Control

Ongoing Support Structure

Go-Live



Pre Go-live Checklist



Post Go-Live Checklist



Cutover Night

 6AM- Start of backload of current in-house patients

 9PM- Lab systems go down. All lab orders go on downtime slips.

 12MN- LCR goes down. Pyxis on Critical Override. (Downtime)

 Will receive banner communications on workstations

 12MN- Begin arm-banding patients with new Epic wristband

 Approx. 3AM- HealthONE go-live instant

 Will receive banner communications on workstations
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