ADP Support Protocol

Nashville Area Division of Information Resources Management

Purpose

The purpose of this protocol is to document and clarify for users the process by which support for automated data processing (ADP) functions will be provided by the Nashville Area Division of Information Resources Management (DIRM).  The ADP functions being addressed include software support for the Indian Health Service's Resource and Patient Management System (RPMS) applications.  This protocol will also clarify the different roles and responsibilities involved in the provision of ADP support.

Levels of ADP Support and Related Roles

There are several distinct levels of ADP support, each of which is addressed by a different individual or group.  These levels are defined as follows:

1. Level 1 Support (Local)

Provided by the person identified as Site Manager for the health care facility.  ALL requests for technical support should initially be evaluated at Level 1.

2. Level 2 Support (Health Program/Operational)

Provided by the Nashville Area Office of Public Health (OPH) support staff identified for the health program/discipline in question.  Level 2 support addresses "How do I…" questions - issues concerning proper use of the application within the context of the facility's health program operation.

3. Level 3 Support (Technical)

Provided by the Nashville Area Division of Information Resources Management (DIRM) staff identified for the facility in question.  Level 2 support addresses "Why isn't it…" questions - issues of application malfunction, or requests for minor enhancement(s).

4. Level 4 Support (National)

Provided by IHS Information Technology Service Center (ITSC) staff.  Level 4 support is focused upon major enhancements and/or revision of application software.

Requesting ADP Support

1. When an issue dictates the need for an ADP support request, the first point of contact should ALWAYS be the facility's Site Manager.  The reason for this is fourfold:

a. The Site Manager may be aware of local issues (problems with the local network, for example) which have a direct bearing on the problem.

b. The opportunity for face-to-face discussion/demonstration of the issue with the affected user provides the Site Manager with an invaluable tool to achieve quicker resolution of the issue.

c. If local attempts to resolve the issue prove unsuccessful, the Site Manager's familiarity with multiple facets of the RPMS system allows more accurate determination of whether the nature of the issue dictates an operational (Level 2) or technical (Level 3) response.  The Site Manager can then route the support request accordingly, minimizing response time.

d. Should Level 2 or higher support be employed, the Site Manager may be called upon to act as the remote support staff's "hands, eyes and ears" if speedy resolution of the issue requires direct manual intervention with the equipment involved (Examples: checking cable connections, rebooting affected equipment).  In such cases, valuable time may be saved if the Site Manager is already familiar with various aspects of the support issue

e. Should Level 2 or higher support be employed, the Site Manager may provide input about local operational details that might impact upon the effectiveness of support efforts.

2. Should the Site Manager be unable to resolve the issue locally, s/he must determine whether the issue is operational or technical in nature:

a. If the issue is a question of correct use of the options currently existing within a specific software application, the problem should be considered operational (requiring Level 2 support).  The Site Manager should contact the OPH staff member designated for support of the software application in question.  A list of software applications and designated OPH support staff may be found HERE (hyperlink to be supplied).

b. If the issue is a question of error, malfunction, or enhancement of software, the problem should be considered technical (requiring Level 3 support).  The Site Manager should contact the DIRM staff member designated for support of the facility in question.  A list of facilities and designated DIRM support staff may be found HERE (hyperlink to be supplied).

c. If the Site Manager cannot make an accurate determination of whether the support issue is operational or technical in nature, s/he should initially consider it a technical (Level 3) support issue and contact the DIRM staff member designated for support of the facility in question.  A list of facilities and designated DIRM support staff may be found HERE (hyperlink to be supplied).  The DIRM staff will assist in determining the nature of the support issue.

3. Once the appropriate support staff member has been identified and contacted, s/he will work to resolve the reported issue.  Varying degrees of interaction may be required with the Site Manager and/or affected user(s) to fully address the issue.

4. DIRM staff resources are not currently sufficient to unilaterally commit to major modifications or enhancements to existing software, or development of new software applications.  If resolution of a Level 2/Level 3 support issue involves significant software modification/development, DIRM will determine if the support issue should be reclassified as a Level 4 (National) support issue.

5. If a Level 4 (National) classification is determined to be appropriate, DIRM will contact the developer of the software application in question (or the ITSC Director if the issue involves development of new software) and attempt to achieve satisfactory resolution of the support issue. Varying degrees of interaction may be required with the Site Manager and/or affected user(s).

6. When issue resolution is achieved, the Area staff (OPH and/or DIRM) involved in the support request will contact the Site Manager.  The method of resolution will be reported, and the Site Manager will be asked to provide local confirmation that the issue has been adequately addressed.
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