[image: image1.jpg]‘ DOQ-IT

Doctor's Office Quality - Information Technology



Issues Log
During EHR implementation, many issues will arise – both with the vendor and internally. Issues may be large or small, critical or not critical. All need to be resolved, however, and an issues log helps track status and resolution. Be aware that the vendor will maintain an issues log, but it is in the customer’s best interest to keep a log as well. In this way, you can track internal issues both in general and in relationship to vendor-related issues, and, most importantly, you determine when an issue is resolved to your satisfaction. It is a good idea to start keeping an issues log as soon as actual implementation begins, if not earlier:

1. Assign a sequential reference number to each issue. Keep a file of documentation in support of the issue, and label each item with the reference number from the issues log. Some customers also keep a more detailed journal, or use a spreadsheet to track the issues and keep their journal notes in a separate column.

2. Write a brief description of the issue – sufficient for you to recognize the issue without referring to detailed documentation. 

3. Identify who reported the issue and date, to whom resolution of issue was assigned and date, and date you expect to follow up. Follow up may occur at a regular meeting with the vendor’s project manager or another date as determined by the nature of the issue. An additional column may be added to reflect priority or level of risk associated with the issue. A high risk/priority issue is one which would cause the project to be significantly delayed, incur cost overruns, or result in not having critical functionality. Level of risk/priority may also be inferred by the follow up timing. Periodically review the issues log to determine if there are any patterns that need to be addressed from a management standpoint. For example, there may be regular problems with one of the vendor’s staff and not others, or there may be more problems at a certain clinic site than others. An issues log allows the project manager to spot potentially larger issues before they get too big.

4. If upon follow up the issue has not been resolved as expected, determine if more time is needed or if the issue needs to be escalated to someone else. Before the project begins, determine how issues are to be escalated internally and with vendor. List specific individuals’ names, telephone numbers, and email addresses:

	Internal Escalation Path
	Vendor Escalation Path

	Executive:
	Account Executive:

	Administrator:
	Account Manager:

	Project Manager:
	Project Manager:

	Team Leader:
	Team Leader:


5. Once an issue is resolved, write a brief description of the resolution and the date it was resolved. Whoever is required to sign off on issues in your organization should sign off that the issue has been resolved in order to avoid any further issues in the future. All issues associated with a payment milestone should be resolved prior to making the payment. 

	Ref #
	Description
	Risk:

H-M-L
	Reported by
	Date Reported
	Assigned to
	Date Assigned
	Date of Follow up
	Escalation
	Resolution
	Date Resolved
	Sign off
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