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SNUG Exec Board Meeting

SNUG MISSION  
Collaborate with SCC Soft Computer to enhance and promote relationship, education, process improvement, and networking opportunities


	Date: November 17, 2021
	
	Time:  12:30 PM EST
	Location:  
Remote Webex Conference


	Chair:  Andrea Hawk
	

	Recorder:  Lok Tse for Scott Hansen
	

	SNUG Member Name:
	Attended
	SNUG Member Name:
	Attended
	SNUG Member Name:
	Attended

	Sonal Pandey (Past President)
Penn Medicine Lancaster Gen Hospital – PA
	X
	Andrea Hawk (President)
Michigan Medicine – MI
	X
	Donna Passante (Treasurer)
Mayo Clinic - AZ
	X

	Scott Hansen (Secretary)
Mayo Clinic – MN
	    
	Robert Gentry (Customer Service Chair/Vendor)
Genova Diagnostics - NC
	X
	Becky Schran (Social Media Coordinator/Asst. Secretary)
Olmsted Medical - MN
	X

	Jeff Hughes (Asst. Treasurer/SIG Coordinator) 
University Hospitals - OH
	    
	Brenda Duff (Auxiliary Board Member)
Orange Regional Medical Center - NY
	X
	Tawni Schmeling
GHC South Central Wisconsin

	X

	Tyla Adams
Houston Methodist

	X
	Lok Tse
Cape Cod Hospital

	X
	
	

	
	
	

	· Welcome-Roll Call
	Complete
	


	· Announcement of Recording

	Complete
	


	· Review of previous meeting minutes
	Approved
	

	· President’s Report – Andrea (5 - 10 mins)
	Current Discussion Topics
· Sheraton working on the 2024/2025 contracts, Andrea planning to sign in December. 
· Andrea will visit and sign the contract on-site in December.
· Soft working on electronic payment system so we can open registration by December 1st.
· Review Soft’s new client SLA agreement – attachment from Andrea.
· Reviewed and Approved by the board for sign off.


· Do we continue with plaques to recognize board members?
· The board would like to move away from giving plaques to recognize board members.
· If not, what other type of recognition do we do?  How much should we spend?
· Something to display and use. Certificate and gift card? Andrea will come up with a list of potential items (up to 5 items to pick from).  We will decide in the January meeting.

· Andrea is completing the Cancellation policy, it will be ready for review soon.
· Andrea is still working on this.

Past Discussion Topics
Recycling theme/swag from the cancelled September conference
Same keynote speaker from cancelled September conference
We dropped HCT Global – they had previously assisted with conference hotel selection; we will work directly with the Sheraton
Sunday May 8, will be the first day of the 2022 conference

Need to figure out cancellation policy dates
  - Cancel with full refund up to March 31, 2022.  After that refund minus $100, and at some date, no refund for cancelling. 
  - Andrea will draft cancellation policy and send out to board members for review
Registration for the 2022 conference will open December 1, 2021






Updated Board Membership:

	Role
	Board Member
	Organization
	Phone
	Email

	Past President
	Sonal Pandey
	Lancaster General
	717-544-4229
	sonal.pandey@pennmedicine.upenn.edu

	President
	Andrea Hawk
	Michigan Medicine
	734-763-3141
	ahawk@med.umich.edu

	Vice President
	Brenda Duff
	Garnet Health Medical Center
	845-333-0155
	bduff@ghvhs.org

	Treasurer
	Donna Passante
	Mayo Clinic
	480-342-0148
	Passante.Donna@mayo.edu

	Asst. Treasurer
	Tyla Adams
	Houston Methodist Hospital
	832-239-7915
	tadams2@houstonmethodist.org

	Secretary
	Scott Hansen
	Mayo Clinic
	507-284-9139
	hansen.scott@mayo.edu

	Asst. Secretary
	Lok Tse
	Cape Cod Healthcare
	508-862-5448
	Chiu.Tse@CapeCodHealth.org

	SIG Coordinator
	Tawni Schmeling
	Group Health Cooperative of South Central Wisconsin
	608-831-1766 ext. 5281
	tschmeling@ghcscw.com

	Social Media Coordinator
	Becky Schran
	Olmstead Medical
	507-529-6668
	sschran@olmmed.org

	Customer Service
	Robert Gentry
	Genova Diagnostics
	828-210-7402
	rgentry@gdx.net




SIG Modifier Roles:

	Product
	Board Member
	Organization
	Phone
	Email

	Soft Lab 4.5
	Tyla Adams
	Houston Methodist Hospital
	832-239-7915
	tadams2@houstonmethodist.org

	AR
	Robert Gentry
	Genova Diagnostics
	828-210-7402
	rgentry@gdx.net

	Bank/Donor/Tx
	Brenda Duff
	Garnet Health Medical Center
	845-333-0155
	bduff@ghvhs.org

	Customer Service (CS)
	Donna Passante
	Mayo Clinic
	480-342-0148
	Passante.Donna@mayo.edu

	Sec/Commons/SoftID
	Andrea Hawk
Brenda Duff
	Michigan Medicine
Garnet Health Medical Center
	734-763-3141
845-333-0155
	ahawk@med.umich.edu
bduff@ghvhs.org

	Outreach/Web
	Andrea Hawk
Brenda Duff
	Michigan Medicine
Garnet Health Medical Center
	734-763-3141
845-333-0155
	ahawk@med.umich.edu
bduff@ghvhs.org

	SoftExpress
	Andrea Hawk
Brenda Duff
	Michigan Medicine
Garnet Health Medical Center
	734-763-3141
845-333-0155
	ahawk@med.umich.edu
bduff@ghvhs.org

	Lab 4.0/QC
	Becky Schran
	Olmstead Medical
	507-529-6668
	sschran@olmmed.org

	Micro
	Robert Gentry
	Genova Diagnostics
	828-210-7402
	rgentry@gdx.net

	SoftPath/PathDx
	Tyla Adams
	Houston Methodist Hospital
	832-239-7915
	tadams2@houstonmethodist.org

	Genetics
	Robert Gentry
	Genova Diagnostics
	828-210-7402
	rgentry@gdx.net

	Workload
	Robert Gentry
	Genova Diagnostics
	828-210-7402
	rgentry@gdx.net

	SIG Coordinator
	Tawni Schmeling
	Group Health Cooperative of South Central Wisconsin
	608-831-1766 ext. 5281
	tschmeling@ghcscw.com

	SoftReports/BI
	Robert Gentry
	Genova Diagnostics
	828-210-7402
	rgentry@gdx.net

	Total QC
	Donna Passante
	Mayo Clinic
	480-342-0148
	Passante.Donna@mayo.edu

	SoftMedia
	Brenda Duff
	Garnet Health Medical Center
	845-333-0155
	bduff@ghvhs.org




	· Treasurer Report – Donna (5 mins)



	
· Yearly budget comment from Accountant.
· Creating an annual budget is not helpful this year. Will revisit next year.
· Speaker and hotel reservation fees still need to be paid.
	

October 2021 Checking
	

	Beginning balance 
	 $54,992.60 

	Deposits
	$             -   

	Payments
	 

	Bank Fee
	$      (37.89)

	Moore Promotions (Swag) 
	 $ (6,810.12)

	Accountant
	$ (1,200.00)

	US Treasury Taxes
	$ (2,440.00)

	Refunds 
	 $ (2,500.00)

	Ending Balance
	$42,004.59 

	
	

	October 2021 Savings
	

	Beginning Balance
	$83,342.54 

	Deposits
	 

	Payments
	 

	Interest
	$         2.83 

	Ending Balance
	$83,345.37 




	· Customer Service Report – Robert (5 mins)
	Robert sent email to SCC. Waiting for response.
· Interfaces – Jeff Marr figuring out where this stands on testing 
· Talked with Chung He about 
· Shawna’s institution did this in the past. She did a presentation at the last SNUG 
· Motivate SCC to move their ticketing system to a parent/child format
· What does SoftReports provide?  Still waiting for information
· Issue with IE. 
· Any plans to expand data directory within SoftReports for Micro, Path, Gene, Bloodbank, etc.?
· Webinar occurred on January 19 to provide more information


	· Sig Coordinator – Tawni (5mins)
	Currently working on next voting cycle.

	· Social Media Chair – Becky (10 mins)
	Are sites updated sites with 2022 conference information?
· New board members added to social media sites
· No save the date email sent?

	· Vendor – Robert/Donna          (10 mins)
	Vendor plans for 2022?
· Previous info - Most vendors on board to join us in May  
· Need to send vendors the Save the Date.  Vendor registration can open on December 1st, the same date as users.
· Lanyard and mugs sent previously

	Adjournment:
	· Meeting adjourned at 1:15 pm EST
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ATTACHMENT 7 


SERVICE LEVEL AGREEMENT 


 


Scope  


This Service Level Agreement establishes the performance a client can expect when requesting services from the Technical Support 


Centers (TSC). This SLA is an important communication tool in setting customer expectations and establishing the escalation 


requirements. It applies to all Requests for Service (RFS) from Post Live Clients received through SCC’s Website service tool called 


Service Tracking and Response (STAR) System. 


 


This SLA was developed in collaboration with the SNUG Executive Committee and the Customer Service Special Interest Group 


representing the general user community. The SNUG Board and the SCC Client Services ITIL Manager, as the designate to the Director 


of Client Services, will reauthorize this SLA from time to time. This SLA shall change periodically, where all updates shall be posted 


in the STAR system. 


 


General Communication  


Communications related to technical issues need to be documented in STAR in order for SCC Soft Computer to meet regulatory 


requirements.  


 


General Business communications can be conducted either through voice mail, email or through actions in STAR.  


 


Global Support and Implementation personnel are expected to respond to client requests by  


• Replying to E-mail within one business day, Monday through Friday, excluding holidays. 


• Returning Voice messages by the close of business for all messages received before 12 noon EST, messages received after 


12 noon EST will be returned by mid-day of the next business day. 


• Entering viewable actions in STAR based upon task urgency. 


 


Clients can also request a technical call back on any issue during finalization of an Event Survey. 


 


Request for Service Assignment and Acknowledgement  


The LIS Support Staff should place a phone call into the Technical Support Center (24 X 7) for an immediate TSS assignment for all 


Emergency and Urgent issues. All other request for service (non-emergency or urgent) can be created through STAR and will be 


evaluated for assignment within 2 hours of creation during normal business hours (7AM to 5 PM (EST), Monday – Friday).  


 


Key Satisfaction Performance Indicators 


The Technical Support Centers monitor many performance metrics. However, it has been determined that the following Key 


Performance Indicators (KPI) are essential in maintaining high client satisfaction: 


• Assignment – measuring how quickly the task is assigned to a Technical Support Specialist 


• Turn Around Time – measuring how quickly tasks are returned to clients with a possible solution 


• View actions and periodic updates – keeping client aware of the progress of the task toward a solution 


Key Performance Indicators performance will be reported in the Quarterly Support Newsletter. 


 


Technical Support Specialist Assignment 


Technical Support Specialists (TSS) will be specifically assigned to each client. This assignment improves the quality of technical 


support by: 


• Allowing the TSS and LIS Support Staff to develop a relationship and establish preferred working processes.  


• Allowing the TSS to develop detailed knowledge of the clients set up and workflow. 


 


In the event that the client’s TSS is unavailable or is unable to respond to the client request for service, the Technical Support Manager 


may assign tasks to other staff members to ensure meeting the SLA performance requirements.  


  


Telephone Response  


The Technical Support Centers will maintain a single level call tree routing plan to allow clients to reach a Technical Support Specialists 


easily. The call tree is: 


Thank you for calling SCC’s Technical Support Service Line. Your call may be monitored or recorded for quality assurance. If you 


know your party’s extension you may dial it at any time during this message.  


For assistance with Systems or Hardware   press 1 


For assistance with Soft Lab Soft Mic   press 2 


For Interfaces      press 3  


For Soft Path      press 4 


For Soft Bank      press 5 







 


 


For Soft AR     press 6 


For all other products please remain on the line and your call will be answered by the next available support specialist. 


The call tree with be monitored to keep:  


• Total hold time under 1 minute 


• Calls will be routed to a support analyst within 2 minutes 


 


Establishing Severity Level  


During the course of investigation into an issue or incident, the Technical Support Specialist and the LIS Support Staff mutually assign 


a priority to the issue based on its urgency.  


 


An Incident is the unplanned interruption of a client’s service which may result in partial system unavailability, reduced performance or 


system down (complete system unavailability). If a recommended resolution is suggested as a work-around, the incident may transition 


to a service request particularly in the case of a software change. 


 


A service request is defined as a request from a user or a user's authorized representative that initiates a service action, which 


has been agreed to be a normal part of service delivery. Service requests are not used in response to a failure or degradation of service 


(which are handled as incidents). Some examples of Service Requests that may not be included under this SLA include requests for 


enhancements, requests for information, educational requests, and routine system monitoring.  Generally, enhancements are not included 


in this SLA but may be funded by the client or appear in future releases at the discretion of the vendor.  


 


 


Emergency and Urgent Severity should be reserved only for issues requiring rapid resolution. When the LIS Support Staff selects 


Emergency or Urgent as the severity level for an issue, they will be asked to classify the nature of the issue from a drop down menu and 


provide a contact phone number (preferably cell phone) so the TSS and LIS Admin can remain in contact and facilitate rapid resolution. 


 


In the event that the LIS Support Staff has requested a higher urgency level than is normally applied, the TSS may ask for clarification 


on why a higher urgency level is needed but the LIS Support Staffs decision will override the normal protocol.  


 


Material defect is a specific issue with a system or component that may have a significant adverse impact on production which 


impairs the ability of the system to perform as designed or poses an unreasonable risk to patients. A STAR task may be excluded from 


the SLA Calculation if a material defect does not exist. 


Recommended Resolution is the proposed resolution from the point of task creation until the same proposed resolution is provided to 


the customer. The expected minimum goal is to meet or exceed any metrics provided by 85%.  


The SLA measurement is calculated from the time the ticket is entered until the recommended resolution is proposed to client. The 


closure of tickets may follow weeks after the recommended resolution due to 1) System configuration required, 2) Testing, 3) waiting 


for change management, or 4) software change if required.  
 


Task Performance Metrics  


Requests for Service that cannot be resolved by the Technical Support Centers are escalated to Tier III Programming Support for 


resolution. The following performance standards apply to all support tasks: 


 
Severity Service 


Provided 


Acknowledgement Assignment 


 


Status 


Update 


Target Turn 


Around Time 


Target Resolution Time 


Emergency 24 X 7 Phone Call Required 15 Minutes 30 


Minutes 


45 Minutes 2 Hours 


Urgent 24 X 7 Phone Call Required 30 Minutes 2 Hours 90 Minutes 1 Day (24 hours) 


 


Priority Normal 


Business Hours 


and Days 


2 Hours 2 Hours Every 2 


Days 


1 Day 4 Days 


2 day additional for tasks sent to 


programming 
 


Routine Normal 


Business Hours 


and Days 


2 Hours 1 Day Weekly 2 Days 5 Days 


5 day additional for tasks sent to 


programming 
 


 


 


 


 







 


 


Proposed Changes to Standard SLA 


• Combined Acknowledgement & Assignment to 1 Measurement (which will be automated upon approval) 


• Remove “Turn Around Time” and use only “Status Update” 


• Updated language of “Target Resolution Time” to “Target Recommended Resolution Time” 


 


 
Severity Service 


Provided 


Acknowledgement & Assignment Status Update Target Recommended Resolution Time 


Emergency 24 X 7 Phone Call Required – 15 Minutes 30 Minutes 2 Hours 


Urgent 24 X 7 Phone Call Required – 30 Minutes 2 Hours 1 Day (24 hours) 
 


Priority Normal Business 


Hours and Days 


2 Hours Every 2 Days 5 Days 


 


Routine Normal Business 


Hours and Days 


1 Business Day Weekly 10 Days 


 


 


 


 


Emergency tasks are treated as “NOW” issues and are worked continuously 24 X 7 with a target resolution time of 2 hours. Urgent tasks 


are treated as “TODAY” issues and are worked continuously with a target resolution time of 24 hours. Priority, Routine and Scheduled 


tasks are worked 8 AM to 5 PM (EST), Monday through Friday, in accordance with Maintenance Service Agreement.   


 


For Emergency Tasks - A voice mail notification is sent to all Executive and Operational Managers advising them of the status of the 


client’s system. 


 


Tasks exceeding these performance criteria will be escalated to the Support Team Leader, Technical Support Services Manager and 


Director as necessary to expedite their resolution. 


 


Periodic Updates  


It is important to keep the LIS Support Staff informed of progress being made to resolve the issue so they can keep their organization 


informed. Unless otherwise requested, the LIS Support Staff can expect to receive periodic updates on open support tasks in accordance 


with the schedule in this SLA. The status update will include: 


• Current status of the task – which department is working on the issue 


• Description of work in process or anticipated work to be performed  


 


For emergency and urgent tasks, the LIS Support Staff is expected to make themselves readily available preferably via cell phone for 


continuous updates from the Technical Support Specialists and programmers. The client can request that SCC establish an open 


conference call that will allow multiple parties to collaborate real time throughout the problem investigation and resolution phase.  


 


For priority, routine and scheduled tasks the LIS Support Staff will receive updates through viewable actions in STAR unless they 


request a phone update from the Technical Support Specialist. 


 


Viewable Actions  


All steps taken to resolve an issue must be documented in STAR, which is the Request for Service system. This documentation in STAR 


enables SCC Soft Computer to meet regulatory requirements. Yet it is occasionally necessary to enter non-viewable sensitive technical 


or other information into a task that needs to be kept confidential.  


 


However, making actions non-viewable should rarely be used as it is important to share as much information as possible with the LIS 


Administrator. Viewable action will be controlled through 2 systems functions:  


• Certain actions related to client testing, validation and requests for information will default to viewable 


• Whenever any other action is entered in STAR, the system will prompt whether the action can be shared with the client. 


 


Task Closing  


SCC’s relationship with the client is a partnership. Therefore, collaboration on troubleshooting issues may require additional details. 


There is an understanding on these occasions that customer’s business needs may not allow immediate response to SCC. The Technical 


Support Center will make multiple attempts to reach out to the customer to request additional information for troubleshooting or confirm 


that the information and proposed solution is satisfactory. If satisfactory, confirmation for closure is requested. The task will be closed 







 


 


if no response is received from the customer after four contact attempts over a period of twenty working days. The Technical Support 


Center will not close the task if the client requests the task is to remain open.  


 


Business Deliverables  


• The support staff will respond to client requests for contractual deliverables according to the following guidelines: 


• Software Change Request:  


o Report, Labels and Interface Changes – quote delivered within 4 weeks 


o Product Functionality Changes - quote delivered within 8 weeks 


• Requests for Quotes for – quote delivered within: 


o Instrument interfaces (actual delivery as a scheduled request) 


▪ 2 weeks for currently available interfaces 


▪ 6 weeks for interfaces to be developed 


o Foreign System Interfaces (actual delivery as a scheduled request) 


▪ 4 weeks for currently available interfaces 


▪ 8 weeks after receipt of vendor specifications for interfaces to be developed 


o New CPU configuration and evaluations - 4 weeks after receipt of questionnaire 


o Add-on software modules - 4 weeks after receipt of questionnaire 


 
 


 






image2.png




