	IDXrad/PACS Issues Management Process

Priorities and Turn-around Times

	Request Category
	Definition
	When can you expect to hear from us?
	When can you expect the request to be completed?
	How often will we notify you?
	Who should you escalate to if your call is not confirmed or resolved in the stated guidelines?
	Examples of this type of request

	Priority #1 - Emergency
	Emergency situation with no workaround for the system
	· Confirmation of call within 15 minutes to end user placing the call.

· Alpha-page to mgrs, team leads and supvs (if system-wide impact)

· Within the same day an update will be provided every 2 hours.

· If it takes longer than one day to resolve, updates will be provided as significant status changes occur.
	Issue will be resolved as soon as possible.  Coordination with external vendors may be necessary.
	Upon completion, the user will receive a phone call and email stating the request has been completed and description of the resolution.  

The hospital site manager will also be copied on the email.
	· 2nd Escalation – Page RIS/PACS Mgr at 312-7949.  You should be contacted within 15 minutes.(assuming he/she is within pager range, etc.)

· 3rd Escalation – If you are not contacted by the RIS/PACS Mgr please page your hospital site manager.
	· No orders and/or ADT/Reg transactions being received; 

· No access to IDXrad or PACS applications on any workstations.

· IDXrad not printing anywhere

· IDXrad bar code readers not responding anywhere

· Locked patient record

· Report not found on IDXrad for patient (physician waiting)

	Priority #2 - Severe
	Limited functionality or degradation of service, but user can use other machine as a workaround
	Confirmation of call within 60 minutes
	Issue should be resolved within four (4) business hours from the time the call was placed.
	Upon completion, the user will receive a phone call and email stating resolution and a request for end-user verification. The hospital site manager will also be copied on the email.
	· 2ndst Escalation – Page RIS/PACS Mgr at 312-7949.  You should be contacted within 30 minutes.(assuming he/she is within pager range, etc.)

· 3rd Escalation – If you are not contacted by the RIS/PACS Mgr please page your hospital site manager.


	· One IDXrad web server is down

· DICOM modality worklist service not functioning.

	Priority #3 - Limited
	System problem but resolution not needed immediately and not severely impacting job capacity
	Normal business hours, 7-5p M-F you will receive a confirmation call within one hour.  Outside of that timeframe you will receive a confirmation the morning of the next regular business day.
	Issue should be resolved within eight (8) business hours from the time the call was placed during normal business hours.   If placed outside of normal business hours will it should be resolved by the end of the next regular business day.
	Upon completion, the user will receive a phone call and email stating the resolution and a request for end-user verification.
	· 2ndst Escalation – Page RIS/PACS Mgr at 312-7949.  You should be contacted within 60 minutes (assuming he/she is within pager range, normal business hours, etc.)

· 3rd Escalation – If you are not contacted by the RIS/PACS Mgr please page your hospital site manager.


	Single barcode reader or single barcode label printer is down.


