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Epic Tip Sheet:

Epic Self Service Issue
Reporting via lvanti

Self Service Overview
For non-critical issues, it is preferred that users submit tickets via Ivanti Self Service. Doing so

will allow you to appropriately find the right category of workflow area and issue and
automatically have tickets routed to an appropriate team. This method can be done in a quick
fashion via a simple form. These steps describe how you can launch to submit Ivanti issues from
within Epic and complete submissions.

Launching Ivanti from Epic
All users have 3 ways within Epic you can access to launch Ivanti.

1. Onthe upper right portion of your screen you can select the E icon and then launch

Ivanti from there.

E - RS 3 Log Out -

| ﬁ Ivanti Epic Ticket Submission :)\
W Chart Correction Request

2. Fromthe —] button you can go to the Help menu and select the

| E Ivanti Epic Ticket Submission button

3. You can chart search Ivanti and launch the window.

Ivanti Epic Ticket Submission

THIS ONLY WORKS WHEN LOGGED INTO THE SUMMA NETWORK. YOU MUST
ACCESS IVANTI VIA CITRIX DIRECTLY IF NOT ON A NETWORKED DEVICE.
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Accessing lvanti from Summa @Work
1. From the Summa @Work home page, select the Applications page

;g;f:.' S
Lo Summaework

BTNl @ Leadership Blog ~

2. Scroll down the page to the link for IT&S Self Service Portal, which will launch Ivanti

IT&S Self Service Training Documents
Porta

3. Select the Service Catalog within Ivanti

A Summa .
W Health. | T&S Self Service Portal

Filter Options &«

Service Catalog 383 v

Muost popular

4. Utilize the saved filters for Epic incident forms on the left, or type ‘Epic’ in the search bar
to narrow your list

Epic o

Access/Security Incident

Clinical Incident

Equipment & Device Incident

Grand Central Incident

Interfaces Incident

MyChart Incident

Population Health & Care Manageme
Revenue Cycle Incident

Access Request

Epic is a trademark of Epic Systems Corporation.



Summa Epic

\)V Health..

Submitting Issue Tickets
Once Ivanti launches, you may have to log in. Upon doing so, you will be brought to the various

Epic services by default.

Filter Options « Service Cata|og = -

d Filter

Popular Items
Most popular

Favorites

. ©) jzi Epic ple

@ Epic

Claims/Remittance Clinician Communication Epic Access Incident Epic Access Request Epic Ambulatory
and On Call Finder -

u %
awson o@o
soarian v r—

Clinical Access

Epic Cupid (Cardiology) Epic Emergency Dept (ASAP) Epic Inpatient Pharmacy Epic Interfaces Epic Laboratory (Beaker)

Hardware/Software Services
(Willow) i Incident

Incident

IT&S Requests

These are broken down mostly by Epic Application Team. If you know the team you want to
submit a ticket to, you can select the card from the view. Alternatively, you can search for an
general keyword and may limit your request:

Service Catalog =

Popular Items

S

Epic Cupid (Cardiology)
Incident

Issue within Epic Cupid Applicati..

For teams you commonly may work with, you can favorite catalog items by selecting the
icon and they will be moved to the top of the list

Select the card for the area/team you want to submit a ticket to and follow the prompts on the

form.
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Different services may have different items to populate. In general, provide appropriate details

that will help teams troubleshoot issues in a quick fashion. By being more descriptive you will

help teams to minimize questions related to the issue and come back with a fix in a quicker

fashion.

Related To:

| EHIG - Hospital -

Status:
Lopged

Summary (Do not inclede PHI)
Brief descripgdion of issue.

Select the category from the drop down
list

EWEG result not fing |

Description (Do not include PHI)
Flease provide a5 much derail as possible on the issue you are having.

EHIG was completed bt result did not finalize in chart.

Enter a relevant title of the issue and

description. The more details the better.

This section is NOT for PHI

Person Experiencing |ssue

Warstler, Joe i

Current Phone (Mandztory 10 digit)

| 555-055-0555

Current Location

| NECCS 05 Arch |

Computer Mame (enter MIA if not device related)

| COMPUTERLABELMAME |

The below fields may conzin PHI. This informadon will available for Support
and will not be visibée or available 1o you sfer submission.

Patient MRN#
|J 00000000000 |
AccountiOrdr #

|' 12345572 |
C;therﬂelevam PHI Information

Epic is a trademark of Epic Systems Corporation.

Update if the person reporting the issue
is different than who is logging the issue

Add PHI related information as is
relevant for the issue. This information
is typically critical for troubleshooting
issues if related to workflows and
problems when charting.




