The University of Texas at Austin

&/ UT Health Austin

Ticketing Systems

Service Now

Scope

IT Equipment issues
IT System issues
Clinical Operations Change Requests
(ex. workflow changes)
Requests requiring leadership review

Access

Call 512-495-5888 or email UTHA-
Help@austin.utexas.edu

When logged, you will receive an emalil
from UT Services. You can respond
directly to these emails to continue
communication regarding the issue.

Lincoln Harris

Scope

Broken Equipment
Leaks or Breaks in the Building
Temperature Issues

Access

Contact a nurse manager or the
identified team member in your IPU to
submit the ticket. If you are unsure of
who can log issues, please reach out

for a list.

Qualtrics Event Reporting

Scope

Injury to patient or associate
Potential safety/security event
Near misses
Patient Complaints

Access

Follow “UTHA Event Reporting” Icon
on Bullpen Desktops or type bit.ly/
UTHAeventreport into your browser
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hat's the
appropriate

ticketing
system?

Identify issue or
change request

notified

Appropriate
response team is

Action is taken on

request and Regular reporting
requester is on ticket statuses -
notified through and cycle times

system or by email

- Broken equipment
- Leaks or breaks in building
- Temperature issues

Is it a HTB facilities
issue?

Yes—

Submit to Lincoln
Harris ticketing
system by
notifying your
nurse manger. If
they aren’t

Point persons are
identified in each
IPU and
department in
addition to nurse

/

Point Persons: Amy Esqueda, Anthony Ramirez, /

/ Baldemar Soto, Belinda Ramirez, Beth Hyman, Brenda |
/

\

Bustamante, Cristina Chavez, Daniel Heath, Francesca |
Damiano, Heather Mendez, Jennifer Harrison, Bex |
Vasugex, Joshua Pearson, Karen Barton, Linda |
Breining, Lisa Jones, Marie Dunham, Monica \

) /// — available, contact managers Verastegui, Raquel Gonzales, Ricardo Puemape, \
I your |PU/dept o Sabrina Holguin, Soraya Dayud, Gio Alanis-Vega \
point person. -
I
No

If urgent (with patient)

. call IT, and IT will call

Scope: Clinical Apps urgent #

- IT equipment issues
- IT system issues
- Clinical Ops Change
Requests (ex: workflow
changes)

Isitan IT issue or

change reguest? Yesy

Submit through Service
Now by emailing UTHA-
Help@austin.utexas.ed —

u or calling 512-495-

-

You will receive
communication by email
from “UT Services.” You

Access to backend: IT Operations, LAITS, Clinical “‘
Applications Analyst, Clinical Operations \‘

- Requests requiring 5888
leadership review can respond directly to \\
J— these emails to
/ communicate regarding
T the issue.
i —
Scope: Report through
-Injury to patient or Qualtrics form by / /
associate following “UTHA Event [

- Potential safety/
security event
- Near misses
- Patient complaints

D

7

Is it an eventreport or
patient complaint?

Reporting” Icon on
Bullpen Desktops or
type bit.ly/
UTHAeventreport into
your browser

Access to backend: Jennifer Harrison, Amy Esqueda,

Francesca Damiano-Hammond, Bex Vasquez |
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