CARS Committee

Memo

To:
NWC EMSS Chiefs/Administrators
From:
Richard Nosek, Committee Chair

Date:
January 18, 2011
Re:  
Troubleshooting Procedures for Imagetrend Issues

Purpose: To clarify procedures for reporting issues regarding the FieldBridge and ServiceBridge issues. 

During the last regular meeting of the committee, it became apparent that there was a need to clarify the procedures for reporting issues with regard to the patient care reporting software.  As we complete the transition to an all FieldBridge EMS system, there will be operational questions and technical issues that cannot be resolved at the local agency.  

There may be features that users and agencies would like to see enabled quickly.  There may be enhancements to the program that agencies would like to see added.  And there may be issues that prevent the users from entering patient care reports and/or printing them out in a timely manner.  While many routine, daily issues, result from users being unsure of how to do something within the program (something that is usually resolved with some additional training), there will be times where the program does not operate properly.  Sometimes this will manifest after an update of the program, where there may be a conflict with the local computer.  Other times there may be global issues that impact all users.  It is important to distinguish the difference and to act accordingly.

The GoodSam EMS System (the master license holder) and the vendor (Imagetrend) have processes in place to assist with resolving issues.  At the vendor level, they have Imagetrend University, which is a worthwhile education area, including users manuals and a video help library.  They also have highly trained troubleshooters available by telephone and through the “trouble ticket” system.  It is this second topic that I would like to clarify.

When an agency is having an issue that is not directly related to a particular computer being able to work the program, it is important that the system leadership be made aware of this.  Issues that impact a single agency might impact all of the agencies.  If the users (or agency) contact Image Trend directly, they might get their issue resolved immediately.  But if it is a problem impacting many, or all, agencies, and we all contact the company, we might end up having several technicians working on the same issue at the same time.  Furthermore, the system as a whole should know about these global issues.  There was some confusion initiated by the ServiceBridge (GoodSam) site.  There it instructs users to generate a trouble ticket rather than just calling Imagetrend with issues.  This is good advice, but not complete enough.  Neither Connie nor I see these trouble tickets.  We might be given some information later, but usually not.  We would like to know there are issues before the trouble ticket is initiated, unless this is an issue that is preventing a user from completing a patient care report.  We have reminded the committee members that there needs to be communication among member agencies.  Unfortunately, not every agency attends the meetings and sometimes the message gets lost even among those attending.  As a result there has been occasional confusion. Image Trend contacts the local administrator at GoodSam (Patrick Stennett), who in turn contacts Connie or me to to follow-up.  Since we are unaware of the issue, it causes delay.

Therefore, I am asking the chiefs and administrators have their personnel notify Connie and me via email, or phone call, or pager (Connie -if urgent) when a trouble ticket is going to be initiated.  If this is a request for a program enhancement or a validation question, it can usually wait a little time for a response.  Requests for changes to the look or operation of the program (including templates) need to go through the system CARS committee, and sometimes only after agreement by the other Systems tied to the GoodSam site.  The CARS committee and the System have been working diligently to get enhancements finished.  We have been making progress on issues such as our refusal of service being incorporated into the program.  We have been working on getting an improved default printed report and as we finish the migration to FieldBridge, I anticipate these enhancements being in place.

If system members have suggestions for way to improve the feel of the program, I request that this be brought up at our regular meetings, so the ideas can gain concurrence.
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