PCC+ Customizable Encounter Form

Technical and User Support Triage

www.ihs.gov/CIO/pccplus

Application Background:  The basic functionality of PCC+ is to provide a comprehensive link between the PCC database and Microsoft Word®, accomplished through a Word feature called Mail Merge.  The process of generating an encounter form or health summary has four stages:

1. Patient check-in.

2. PCC data extraction

3. Data transmission to, and Mail Merge by, the Print Server

4. Document Generation

PCC+ has components that need to be installed on both the RPMS server and on the print server(s).  

PCC+ project planning documents all recommend to users that the site IT staff schedule the remote RPMS server installation with a PCC+ technical expert via the Support Center.  Print servers purchased through ILC will be delivered with software already loaded.  Sites can also purchase and install their own print servers.
Information needed from the user:

1. Contact name and telephone number and access information (passwords, ip addresses)

2. Version of PCC+ (RPMS version and print server version)

3. Description of problem, what steps have been taken to resolve the problem, precipitating factors, etc

Users should be actively discouraged from circumventing the Support Center process and contacting technical resources directly.

	Category
	Indicators, Examples and Comments
	Support Center Referral

	General application information
	· What does PCC+ do?

· When is my Area having an Orientation session?

· What sites are using PCC+?

· Do I need an ITSC team to help my site implement PCC+?

· Who at my Area Office do I contact about PCC+?
	1. www.ihs.gov/CIO/pccplus

	Bugs
	· How do I report any bugs?
	1. Greg Shorr (cc to Gary Shumway??)

	Patch (Additional functionality)
	· What is the status of the PCC+ patch?

· What does the patch do?

· When will the patch be released?

· Can our site be a beta site for the patch?
	1. Beta sites have been selected as of 12/10/01: Cherokee, Puyallup, Chinle, Warm Springs

2. Plan to have patch released by February/March

3. Patch features are described at: (TBD)

	RPMS server: Schedule software installation 
	· PCC+ planning documents suggest to users that they pre-schedule the server install with a technical expert (i.e., make an appointment at least one week prior to the actual installation)
	1. Adrian Lujan

2. Gary Shumway (?)

3. Software can be downloaded from standard RPMS web site (www.ihs.gov/CIO/RPMS)

	RPMS server: Installation or other technical problems
	· 
	1. ??

	Print servers: Purchase
	· Is there an IHS contract to group purchase print servers? 

· What are the technical specifications for print server hardware and software?

· How much do print servers cost?
	1. IIIB.  Print Server Ordering Info document on web site

2. IIIA. Technical and System Requirements document on web site

3. Kevin Cole, ILC

4. Art Gonzales, ITSC

	Print servers: Technical support
	· Setting up and troubleshooting new printers, clinics, templates

· Troubleshooting printers and print servers

· Forms not printing, or print out intermittently


	1. Kevin Cole, ILC

	Other Hardware Purchase (printers, copiers, etc.)
	· 
	1. IIIA. Technical and System Requirements document on web site

2. Art Gonzales, ITSC

	Other Software
	· PCC+ requires Office 2000 versions of MS Word and Excel
	1. IIIA. Technical and System Requirements document on web site

2.  IIIB.  Print Server Ordering Info document on web site

	Enhancement Requests
	· How do I make suggestions about additional functions and features?

· What is the status of my suggestions?

· What additional functions will the next version have?
	1. Status will be posted on web site

2. User can notify Carolyn Johnson by e-mail directly with suggestions

3. [we will also set up form on the web by 12/21/01]

	Documentation
	· The following documentation is available: Installation Manual, Technical Manual, User Manual
	1. PDF files can be downloaded from PCC+ web site (www.ihs.gov/CIO/pccplus) OR from RPMS web site (www.ihs.gov/CIO/RPMS)

	Forms Design (Word) and Templates
	· Are there standard forms (templates) available?

· How do I customize a form for our clinic?

· Are there certain fields that I’m required to include?

· What is the logic associated with a particular merge field?

· How do I recommend a new template?

· I want to share a form with other users.
	1. For existing ITSC approved templates, refer to all documents under IV. on the web site (www.ihs.gov/CIO/pccplus) 

2. Carolyn Johnson

3. Angela Tiberio

4. Ideas for new templates should be sent to the PCC+ Users group (list serv address TBD)

5. Training for form design is available (see Training below)

	Pre Implementation Visits
	· What is a site pre-implementation visit?

· How do we get ready for a pre-imp visit?

· Who at the site needs to be involved in the visit?
	1. Read documents III C, E and F, Planning Process, Site Evaluation Survey, and Project Plan Checklist (download from web site)

2. Carol Miller

	Pre Implementation Visit: Scheduling
	· Scheduling pre-implementation visits 
	1. Site should fill out IIIE. Site Evaluation Survey (download from web site

2. e-mail to Carol Miller and to Area PCC+ coordinator

3. Carol will contact site directly to schedule

	Metrics (i.e., measuring the impact of PCC+ with baseline and post implementation data)
	· What kind of data should we measure?

· How do I get data out of RPMS?

· How will I know if we increase our billing from using PCC+?

· What is a metric and why should we measure?
	1. See III G. Metrics Planning on the web site for discussion, suggestions for specific metrics, and “how to” Qman queries.

2. Carolyn Johnson

3. Carol Miller

	Workflow questions: administrative and clinical business process evaluation and reengineering
	· Will our clinic have to change any procedures to use PCC+?

· Workflow issues & questions

· Implementation questions/ideas

· Planning for PCC+
	4. To find out what other sites are doing, send out question to the PCC+ List server (pccplus@hqt.ihs.gov)

5. Carol Miller

6. Carolyn Johnson

	PCC/Business Office Questions
	· Zero dependent entry list is lengthy

· Duplicate visits are being created

· Interfacing with scheduling package

· Coding and Compliance questions

· PCC data entry procedures
	1. Sandra Lahi

2. Carolyn Johnson

3. Carol Miller

	Clinical Questions
	· [Examples??]
	1. To find out what other sites are doing, send out question to the PCC+ List server (pccplus@hqt.ihs.gov)

2. 

	User preferences (ICD and CPT codes)
	· Assistance with data mining

· What’s the best way to clean up our codes
	1. Carolyn Johnson

2. Angela Tiberio

	Training
	· Hands on training for the following activities is available:  Form Design (Word); Data Extract and Review (Excel); and Site Manager Technical
	1. Site should contact Area PCC+ rep first for Area-specific training opportunities

2. Quarterly trainings will be scheduled for ABQ after all Areas have received Orientations


Resources

Area PCC+ points of contact: refer to IIB. Area Orientation Schedule on web site for names and contact info for Area POCs.

Kevin Cole; kcole@informatixcorp.com; 801-474-1600

Theresa Cullen; tcullen@hqt.ihs.gov; 520-670-4872

Art Gonzales; Arthur.Gonzales@mail.ihs.gov; 505-248-4192

Carolyn Johnson; cjohnson@wsp.portland.ihs.gov; 541-553-1196

Sandra Lahi; Sandra.lahi@mail.ihs.gov; 505-248-4206

Adrian Lujan; Adrian.lujan@mail.ihs.gov; 505-248-4349

Carol Miller; carol.miller@mail.ihs.gov; 703-610-2458

Greg Shorr; gshorr@full-circle-software.com; 435-645-8740 or 505-232-8480
Gary Shumway; gary.shumway@mail.ihs.gov; 505-248-8000

Angela Tiberio; atiberio@full-circle-software.com; 616-682-9498
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