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Meeting Highlights

Six CDEMS users in WA participated in the July 14, 2009 CDEMS User Support web meeting.  Participants were: Tammie Bigelow (Physicians of Southwest WA IPA), Elena Robb (Yakima Valley Farmworkers Clinic – Toppenish), Teri Carpentier (Moses Lake Community Health Center), Anna Kidder, (Providence Everett Health Care Clinic), Colleen Marenakos (Mattawa Community Medical Clinic), Francisco Arias-Reyes (WA Department of Health), Jackie Gianunzio (CDEMS Support Consultant). 

The discussion focused on CDEMS self-support resources and transition issues. 

Agenda

· Introductions

· Self-Support Resources

· Fee-Based Support

· Troubleshooting tips

· Challenges & Strategies

CDEMS “Support Transitions” Presentation

Francisco Arias-Reyes provided background information about the recent WA Department of Health (DOH) policy change for CDEMS support.  Starting July 1, 2009, CDEMS technical support is no longer free except for limited free support for participants in the current WA Medical Home Collaborative.  Budget deficits and a shrinking State budget have driven the support change.

Francisco is now the DOH manager for CDEMS and is available for questions about DOH policy or high-level CDEMS questions.  Francisco was very involved with CDEMS for many years as the Chronic Care Coordinator at SeaMar Community Health Centers.  His CDEMS role is no longer “hands-on”, and most questions will be referred to Jackie Gianunzio, DOH contractor providing CDEMS support for the past 7 years.  

Jackie’s “Support Transitions” presentation covered self-support resources, fee-based support, troubleshooting tips for resolving technical issues and for minimizing support needs and kicked off discussion of challenges and strategies for future tech support needs.

Self-Support Resources.  Jackie provided a brief tour of self-support resources available on the www.cdems.com web site.

· User Guides and an assortment of other useful documents can be found in the Documentation section of the “Download Files” page.

· The “Newsletter” page contains newsletters and shared resources from CDEMS User Meetings in WA since 2003.

· Minutes, presentations, and resources from National Support teleconferences since 2007 are shared on the “Self-Support” page.

· Training and User Meeting schedules are posted on the “Training” page.  WA CDEMS users are invited to participate in training webinars and user meetings without charge.

· The User Forum is a repository of 750+ technical questions/answers about CDEMS.  Anyone can read Forum postings, but registration is required to post questions to prevent spammers from inundating the discussion board with unwanted and inappropriate messages.  Registration consists of simply registering your name and e-mail address.  Jackie explained the organization of discussion topics on the Forum and how to use the search engine to research specific topics (e.g. run time error 2010).

· Users are also encouraged to rely on and develop resources internally.  Get IT staff involved.  Find and develop clinical staff with technical skills within your organization.

· Collaborate with other CDEMS users

In discussing collaborations with other users, Tammie pointed out that while she helps providers and teams get setup with CDEMS and run their reports for an internal collaborative, she can answer only basic questions about CDEMS.  More complicated technical questions are referred to Jackie.  Elena asked whether there are other technical support folks supporting CDEMS.  Francisco explained that the Department of Health had searched for other experts to list as CDEMS support resources but found none.  While other technical experts are out there providing CDEMS support, they are not available to provide extensive support outside their own organizations.  Elena commented that some of the issues with collaboration are that it is time consuming and staff is already stretched.  Also, not having knowledge of the technical expertise of staff at other clinics makes providing support to others difficult.  Elena often provides one-on-one support to users she’s familiar with within the Yakima Valley Farmworkers system.  Without GoToMeeting web conferencing, it’s extremely difficult to talk through issues without actually seeing the user’s computer – like finding a needle in a haystack blindfolded!  The group concluded that it can be helpful for users to share experiences and lessons learned, but collaboration has limited effectiveness in resolving more complex, clinic-specific technical issues.

Fee-Based Support.  Jackie and Dusty Knobel (CDEMS Developer/Programmer) work together as consultants to offer fee-based CDEMS support to users nationwide.  Fee-for-service options are described at www.support.cdems.com.  Basically the rate is $100/hr.  In WA fee-based support includes technical issues; there is no cost for web training and user meetings.  Pre-approval is often needed within most organizations before using fee-based support, and it’s important to get that authorization and invoicing information before making a support call.  Pre-paying for support hours is an option that can help reduce costs.  A bonus hour of free support is available for each prepaid 5-hour block.  Jackie informed that she has good records on levels of past support to help clinics estimate future needs.

Teri asked about fees for correction of program bugs.  Francisco reassured that DOH would cover the cost of troubleshooting and fixing these types of problems that would impact all users.

Troubleshooting Tips & Strategies

Jackie discussed strategies for troubleshooting issues and for minimizing the need for tech support:

· Prevent bad data.  Ongoing staff training and cheat sheets can improve the quality of data going into the system and create better overall understanding of results expected in CDEMS.  Remember that new staff must be trained.  Cheat sheets document appropriate entries for your clinic and ensure more consistent results in CDEMS.  


· Data cleanup.  Review data regularly checking for future dates in lab/services/visits tables, zeros entered in the height field, invalid lab results (e.g. HbA1c result = “70” rather than “7.0”), simultaneous DM-1 and DM-2 diagnoses, and duplicate active/inactive patient records.  Jackie demonstrated the use of the Create-a-List template in the Reports program to discover data issues.  Elena shared that once data has been cleaned up, only the most recent data entries need to be reviewed.  Regular maintenance is less time consuming than massive maintenance when problems arise.


· Database maintenance.  Compact & repair the data file and program files on a regular basis.  This keeps the program running efficiently.  No one can be using the data file while the compact/repair is being conducted.


· Data file back up.  Jackie emphasized the importance of making backup copies of the data file to insure against the worst case disaster of a deleted or damaged data file.  For larger systems, verify that the CDEMS data file is included in system backups.


· Lab interface maintenance.  Clean out all but the most recent temp files from the lab interface for maximum processing efficiency.  Also, be sure to archive lab files that have been posted so that only new lab files are processed each time.


· Develop expertise.  Jackie reviewed working with tables (tblDemo, tblLab, tblServices, etc.) and demonstrated the use of the same filtering and sorting tools used for fine tuning Create-a-List reports.  Use extreme caution when working in CDEMS tables – changes made are immediately saved and cannot be undone.  Be especially careful when working in tblDemo as deleting a patient here results in the deletion of all records related to that patient.  Irreversible damage to a table or form can be prevented by simply making a backup copy of the table or form before beginning any significant cleanup or change.  Always give yourself a back door to revert back to your starting point.
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