Health Product Support National Support Coverage
Guide
[image: image1.png]



Updated: February 2011
V.1.1
This Page Intentionally Left Blank

Table of Contents

11.
PURPOSE


12.
RESPONSIBILITIES


13.
STEPS


34.
REFERENCES AND RELATED LINKS


35.
FOLLOW UP RESPONSIBILITY AND FOLLOW UP DATE




Revision History

	Date
	Version
	Description
	Author

	2/25/09
	1.0
	Initial Version
	Product Support

	2/15/11
	1.1
	Replace references to Product Support with Health Product Support
	Health Product Support


This Page Intentionally Left Blank

Health Product Support National Support Coverage
1. PURPOSE
The purpose of this document is to define Health Product Support (PS) policies, procedures and responsibilities relating to areas of coverage, hours of service, minimum staffing levels, or other requirements necessary to provide adequate coverage to Veterans Health Administration (VHA) facilities nationally.
2. RESPONSIBILITIES
a. Health Product Support Division Directors 
The Health Product Support Division Directors are responsible for the content and update of this Guidance Document.

b. Health Product Support Team Managers

The Health Product Support Team Managers are responsible for ensuring the policy and operating procedures set forth in this document are enforced within their respective teams.  The Team Manager must provide the VA Service Desk (VASD) with a contact list of their team members and applications supported. 
c. Health Systems Technical Support and Infrastructure Team Director

The Health Systems Technical Support (HSTS) and Infrastructure Team Director is responsible for ensuring the policy and operating procedures set forth in this document are enforced within the teams.  The Director must provide the VA Service Desk (VASD) with a contact list of the team members and correct support assignments.

d. Health Product Support Team

The Health Product Support Team members will provide quality customer service for the VistA and HeV products assigned to their respective teams in support of veteran’s health care as described in this document. 
e. VA Service Desk (VASD)
The VA Service Desk is responsible for contacting the staff according to the listing provided by the PS Team Managers and HSTS Team Director. In the event they are not able to contact a member of the team, they are to contact the team members Manager/Director or send an email to the team mail group.  
3. STEPS
a. Tours of Duty – PS Team Managers and HSTS Director will determine tours of duty for their team members to ensure coverage in each time zone for the continental United States.

b. Leave Usage – PS Team Managers and HSTS Director will monitor leave usage to ensure sufficient coverage nationally.
c. After Hours Coverage – PS Team Managers and HSTS Director will determine the means to ensure after hours coverage for mission critical support of VHA facilities.
d. Health Product Support Teams Coverage/Response Time

(1) Areas of Coverage – Health Product Support provides support to VHA medical facilities nationally, and other entities such as Consolidated Mail Outpatient Pharmacy (CMOP), Department of Defense (DoD), Health Eligibility Center (HEC), Health Administration Center (HAC), Facilities covered by MOU, i.e. Indian Health Services (IHS), Oklahoma State Homes, etc.

(2) Normal Business Hours – Health Product Support normal business hours are between 8:00am and 7:30pm (Eastern).
(a) Routine calls received during normal business hours for Health Product support will be entered into Remedy and responded to by the appropriate team within two hours.
(b) Urgent calls during normal business hours will be responded to immediately.  The VASD analyst will locate a member of the appropriate team to respond to the call.  Urgent calls will take precedence over other support activities.

(3) After Hours – Health Product Support provides support for urgent requests categorized as mission critical (systems down, patient care in jeopardy) outside of normal business hours, so that coverage is available 24 hours per day, 7 days per week.
(a) After hours coverage for emergency application problems will be activated at 7:30pm (Eastern).
(b) The VASD analyst will locate a member of the appropriate team to respond to the call based on contact lists provided by the Team Manager.

(c) After hours support for scheduled applications support, such as nationwide or VISN-wide software installations, will typically be provided via telephone coverage and will be arranged in advance by the responsible Team Manager.

(4) Minimum Staffing Levels – Staffing levels will be determined on a per-team basis by each Team Manager to ensure adequate coverage.  A minimum of one member per team is required to be available for each time zone during normal business hours.
e.  Health Systems Technical Support (HSTS) and Infrastructure Team Coverage
(1) Normal Business Hours – HSTS and Infrastructure team normal business hours are between 8:00am and 7:30pm (Eastern).
(a) Routine calls received during normal business hours for HSTS or the Infrastructure teams will be entered into Remedy and responded to by the appropriate team within two hours.

(b) Urgent calls during normal business hours will be responded to immediately.  The VASD analyst will locate a member of the HSTS or Infrastructure Team to respond to the call.  Urgent calls will take precedence over other activities.

(2) After Hours – HSTS and Infrastructure team provides support for urgent requests categorized as mission critical (systems down, patient care in jeopardy) outside of normal business hours, so that coverage is available 24 hours per day, 7 days per week.

(a) After hours coverage for emergency system problems will be activated at 7:30pm (Eastern).

(b) The VASD analyst will locate a member of the appropriate team to respond to the call based on the On Call list located on the HSTS Customer Service website.
(c) In the event of an emergency requiring assistance from multiple HSTS or Infrastructure staff members or Vendors, the VANTS (800-767-1950) pass code 1901 will be utilized to work with the affected facility. If VistA or HeV application assistance is needed, the appropriate Health Product Support team will be notified to join the call. This line is available 24x7 for emergency and critical coverage only.
(d) Scheduled after hours technical support may be provided via telephone but more typically will be delivered on-site. 

4. REFERENCES AND RELATED LINKS
· SOP 193-003 National Support Coverage

· http://sharepoint.vista.med.va.gov/sites/EPG/PAL/Standard%20Operating%20Procedures%20SOPs/193-003%20National%20Support%20Coverage.doc
· HSTS Customer Service Website http://vaww.va.gov/custsvc/cssupp/axp/default.asp
5. FOLLOW UP RESPONSIBILITY AND FOLLOW UP DATE
Health Product Support Managers
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