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There are immediate and long-term elements of an application implementation that are beyond the scope, interest and control of the IS Department; these include for example: the customer’s financial responsibilities in maintaining the application, specific or unique business or clinical workflow requirements that must be met, application functionality, ease of use, how the application’s introduction and use impacts the productivity of the department, as well as those responsibilities associated with managing a vendor relationship.  Some of these responsibilities may be assumed by the customer’s management staff while others may be assumed by a staff member who possesses the depth of knowledge or expertise associated with running the customer’s daily operation.  This person is usually referred to as the “Subject Matter Expert” or “SME”.

Because the new application is being implemented for use within the customer’s department, the SME is very important to not only assisting in the application’s development and implementation but to also maintaining the long-term use and effectiveness of the application.

The responsibilities outlined below are those that require ownership by the customer.  They are specific to financial management, vendor relationship management or non-technical maintenance and support requirements that can be most effectively handled by the SME.  To clarify the use of the term “non-technical”:  there is no requirement or expectation that the SME will possess either knowledge or understanding about the computer workstation’s operating system, hardware or configuration or the programming, support or configuration of the software application. 
	A.  Solution / Application Financial Management

	1
	Budgeting and procurement of funds associated with the ongoing management and maintenance the Solution/Application throughout its lifecycle, which may include but may not be limited to: hardware, software, licensing, maintenance and support contacts, and other equipment and/or services/agreements that may be required.

	2
	Budgeting and procurement of funds that may be required to secure the services of a third-party vendor(s) for any solution component (hardware or software) that is not supported by the IS Department.  The sponsor/ owner is responsible for all expenses and liability associated with any agreement(s) or service(s) contracted between them and the vendor.


	 B.  Vendor Relationship Management

	3
	Manage vendor relationship and maintain current vendor-related information; i.e., Account Manager and contact information

	4
	Maintain product line awareness through routine communications with the vendor or your Sales Account Manager.

	5
	Manage application licensing requirements (identify/forecast needs) and communicate expenses or requirements to your department’s financial resource.


	C.  Subject Matter Expert (SME) and Use Management

	6
	Possess an understanding of the department’s business or clinical workflow requirements.

	7
	Identify how critical the application is to the provision of services and the department’s productivity in order to determine the application’s downtime Classification (A, AA, AAA, AAAA).  If it is determined that the solution/application is classified as either an “AAA” or “AAAA”, a back up Subject Matter Expert must be identified.

	8
	Maintain awareness of vendor version updates that may impact the department’s workflow, productivity or application’s (end-user’s) functionality.

	9
	The Primary contact for Vendor and the recipient of media related to application upgrades, updates, patches or other application related materials or information.  

	10
	Participate with IT staff and vendor representatives in discussions that involve the implementation of application (version) changes that may have an impact the department’s workflow, productivity or the application’s (end-user’s) functionality.

	11
	Work with IS to coordinate/facilitate required software upgrades that may impact departmental/user productivity.

	12
	Maintain (working) knowledge of the application user interface; i.e., the ways in which the product is designed to interact with the user in terms of text menus, checkboxes, text or graphical information and keystrokes, mouse movements required to control the application; as well as, report creation/generation and other information about the use of the application that is essential to the day-to-day operation and productivity of the department.

	13
	Facilitate departmental user training to ensure efficiency and optimal productivity by providing on-the-job training or working with the vendor to arrange for third-party training.

	14
	Author application specific policies and/or procedures related to appropriate use and functionality.

	15
	Perform any routine vendor-recommended or -required user-related performance or integrity checks.

	16
	Provide application-level account management responsibilities that may include: Defining user access rights or authorizing user accounts.

	17
	Serve as the contact person to whom any HIPAA or compliance issues may be directed, specifically related to the data being entered into the application. 

	18
	Provide on-site first response for end-user issues related to end-user application performance or functionality issues.

	19
	Serve as the department’s liaison to the IS Help Desk to facilitate IS involvement in basic troubleshooting, problem identification and escalation paths to technical experts or the vendor.

	20
	Identify, establish and maintain downtime procedures to deal with IT outages that may negatively impact the application’s availability and potentially the department’s productivity or ability to provide critical services.

	21
	Maintain availability as the primary contact to whom the IS department can communicate outages or technology issues that may impact the area’s productivity or ability to provide critical services.


The responsibilities listed above will be discussed in further detail throughout the implementation project by IS Support Services Managers as well as during finalization of the support service level agreement.  If at any time during these discussions there are items that are unclear, ambiguous or that cannot be adequately managed or maintained by a resource within the customer’s department, they should be immediately identified and an IS Support Services Manager will provide further explanation, discussion and will work with the customer toward resolution.
Important Note:  If, during the implementation project or subsequent support discussions, it is determined that the solution/application is classified as either an “AAA” or “AAAA”, a back up Subject Matter Expert must be identified.

This information will be included in the final Solution/Application Service Level Agreement and other support and downtime documentation.
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