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Intensive Care Unit
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Service
— Change of workflow
— Dedicated team

— Co-ordinate with other parties

Security

— Confidentiality

— Integrity

— Availability
Information Technology

— Infrastructure and upgrades
Software
Hardware

— Rapid development

-

lenges.

* Human factors
— Reaction related to change
— New technology
— Human error
Teamwork
— Acquire new knowledge and skill
— Balance concern of stakeholders
— Training
— Handle feedback and incident
— Change of configuration
Maintenance & Development
— User account
— Database
— New program application
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ITIL (IT Infrastructure Library)
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PROCESSES

Strategy
Generatgton

Financial
Management

Service Portfolio
Management

Demand
Management

Service Service Service
Design Transition Operation

Designing the services Moving services into production Ongoing management of services

Service Service Level Capacity Transition Change Service Asset Event Incident Request
Catalog Management Management Planning Management & Configuration © Management Management Fulfillment
Management & Support Management

e ?

@00

Availability IT Service Information Release Service Evaluation Problem Access
Management  Continuity Security & Deployment  Validation Management Management
Management Management Management & Testing
. FUNCTIONS
Supplier Knowledge .
Management Management
Service Desk Technical
Function Management
Function
LEGEND:
@ @@
Process - New to ITIL' V3
@ IT Operations  Application
Management  Management

Process - From ITIL' V2 Function Function
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Continual

Service
Improvement

Ongoing improvement
of services

7 Step
lmprovement
Process

Service
Reporting

Service
Measurement
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®

Incident Identification
Logging

®

setsol | = e © Incident Categorization
“ © Impact and Urgency
: —— © Incident Prioritization
T e “?“— L and Escalation
T F%L e |- ® Investigation & Diagnosis
Jﬁ. © Resolution & recovery
e © Incident Closure




“Problem” is defined as the cause of one or more incidents

User

Vendor HAHO



© Change Management

© Software upgrade

© Change of HAHO security policy

© Workflow change e.g. Clinical round
© Service Validation & Testing

© Drill

© Configuration
© Knowledge Management

©E.g SQL reporting service, ITSM



Remote Vendor Support




Frontline user experienced CIS related problem

il @

Frontline user report to Nurse IC




1.
Nf\ rseIn-Charge 2.
n: 1. Yes 3.

2. draegersupport

Nurse IC contact Vendor to solve the problem

Should we activate remote vendor
support account through HAHO?
What is the username of the account?
What is the estimate duration of the
remote vendor support service?

‘ 3. One hour
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Nurse IC contact CIS administrator to provide
Information for activation of remote vendor support




CIS administrator contact 25152653 to
provide information for activation of account
and receive verification from HAHO

er

Vendor remote access to solve the problem

imistrator

p Desk



Identify
¢ Vision
e Strate
e Tactica Goals

» Operational Goals

1. Define what you
should measure

)

R

7. Implement
corrective action

3 @

6. Present and use the
information, assessment
summary, action plans, etc.

|

Goals

1 |

5. Analyse the data
Relations? Trends?
According to plan?
Targets met?
Corrective action?

2. Define what you
can measure

13

3. Gather the data
Who? How? When?
Integrity of data?

e

4. Process the data
Frequency? Format?
System? Accuracy

N
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Business vision,

What & the vision? rmssg)g\ s and

Where do we want
to be?

How do we get
there?

Measurements
& metrics

Did we get there?



© Purpose

©® Continual evaluation and improvement of
quality of service

® Overall maturity of ITSM service lifecycle and
processes

© Processes
© 7-step Improvement Process
©® Service Measurement
©® Service Reporting
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C@ntinual Sgnnce Improvement
CSI

Present

Past Future



Continuous Quality Improvement

QI
Hospital Accreditation “
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© Increasing Clinical data integration

© To improve data quality and interoperability of
electronic medical record

© Advice for IT system management

OIT technical support
® e.g. SQL reporting service

© CIS configuration enhancement
© Decision support application



© PMH/YCH ICU staff and CIS Team
© HAHO Health Informatics and ITD
OKWCITD

©® Vendor

© CIS seminar coordination

Thank you



