
IIS Helpdesk Functionality

ALL PHONES ARE IN LISTEN ONLY MODE.

How do I ask a question?

• via WebEx: type your question into the chat box on the WebEx toolbar 
and send to HOST

• questions will be noted and answered after the presentation, to 
unmute press *6

This WebEx presentation is being recorded and will be posted on the 
AIRA website.



Washington Immunization 
Information System (WAIIS)

Help Desk



Help Desk Features

Chat FeatureCustomer Relationship Management 

Help Desk member is 
available to accept a 
call from a provider or 
a patient.

Help Desk member is 
entering a ticket or 
responding to a provider 
or patient through email.

Help Desk member is on a call 
with a provider or patient.
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Customer 
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Subject Matter Experts
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Communication 
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Overview of NYC Citywide Immunization 
Registry (CIR) Frontline Services
Bureau of Immunization (BOI) Hotline Team

• Handle/route calls from providers and the public to appropriate staff

• Provide program information and issue CIR records via mail, fax, and 
walk-in

• Track hotline utilization data to improve services  

• Other supporting tasks:
• Manual vaccination data entry, updates, record merging and synchronization

• Provider enrollment and retention activities 



BOI Hotline Tracking Program



Overview of NYC Citywide Immunization 
Registry (CIR) Frontline Services
IIS-EHR Interoperability Support Team

• Assist practices and EHR vendors connect to CIR’s HL7 Web Service

• Provide Meaningful Use program support:
• communication and outreach, data remediation, and review of activities to 

ensure Meaningful Use compliance

• Identify/resolve data quality issues related to accuracy and 
completeness

• Assist in testing and implementation of Web Service enhancements 
to better align with national standards



Collaboration Between BOI Hotline and
Interoperability Teams
• Workflow ensures that IIS issues reported to Hotline staff are 

communicated to the Interoperability team:
• Issues include IIS data quality, Web Service connection requests, connectivity, 

or Meaningful Use

• Hotline staff collect key information necessary to investigate IIS 
reporting issues and assist in follow up with sites/providers

• Proximity of Interoperability and Hotline team members in the office 
helps facilitate communication and collaboration 

• Trainings and resources for Hotline staff to enable them to assist in 
triaging IIS issues reported 



Minnesota’s IIS Help Desk Experience

Angie Felt | MIIC Outreach Coordinator 

Elena Rosenberg-Carlson | MIIC Outreach and Communications Lead

June 28, 2018



Agenda

1. Minnesota Immunization Information Connection (MIIC) Help Desk History

2. MIIC Help Desk Model

3. MIIC Help Desk Manual

4. MIIC Help Desk In Practice
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MIIC Help Desk History
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IT and business staff 
on one team. 

Several provided 
coverage.

Reorganization of IT 
and business staff. 
One business staff 
assigned coverage.

Hired two staff with 
help desk duties 

written into 
positions. Three staff 
assigned coverage.

Two hired staff 
provided all 
coverage.

Two hired staff 
provide primary 

coverage. All (nine) 
staff provide some 

coverage.



MIIC Help Desk Model

12Image source: https://www.faveohelpdesk.com/

• Listening to the voice of our 
customers

• Building customer 
relationships

• Determining customers’ level 
of satisfaction

• Using customer information 
and feedback to identify and 
act on opportunities for 
improvement



MIIC Help Desk Manual: Purpose

1. Ensure consistency in help desk services

2. Act as reference for staff who infrequently cover help desk

3. Support business continuity

13



MIIC Help Desk Manual: Contents
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• Schedule

• Inbox organization

• Triage system

• Relationships with 
other help desks

• Staff training
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MIIC Help Desk
In Practice



MIIC Help Desk Challenges

• Consistency

• Response time

• No staff’s ONLY job

• Regional services transition

16Image Source: http://e3ts.com/off-season-training-challenges-are-those-good/



MIIC Help Desk: What Works Well?

• Central line

• Help desk manual

• Relationship with providers

• Less burnout

• Training mechanism

17Image Source: https://jointeamunited.wordpress.com/2013/08/31/1/



Thank you!

Angie Felt: Angela.Felt@state.mn.us

Elena Rosenberg-Carlson: Elena.Rosenberg-Carlson@state.mn.us
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IIS Helpdesk Functionality –
California’s Perspective

Cecilia Sandoval, MPH
Chief, Provider Support Supervisor

June 28, 2018



Overview

• How do we function?

• CAIR Help Desk Statistics

• Tools Used by the CAIR Help Desk

• User Training Registration

• Upcoming Model

• Training Internal Help Desk Staff

• Questions?
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How do we Function?

• 1 Supervisor
– HR Issues
– Liaison between help desk and technical team and between help desk and 

Training Coordinator
– Address issues Lead HD staff unable to address

• 1 Lead (new position as of late 2017)
– Work distribution and flow
– Address issues the agents are unable to assist with
– Answer calls
– Process email and new user account requests
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How do we Function?

• 4 Agents
– Answer calls coming in via 800 line

• Login issues
• Patient search
• Inventory and reporting questions
• Training questions
• Questions and requests from the general public

– Process email requests to CAIRHelpDesk@cdph.ca.gov
• Immunization record requests
• Merge duplicate patients
• Bug reporting and enhancement ideas

– Process Account Updates in internal CATS system
• Manually process new clinicians requested to a site (up to 10 per submission)
• Process new user requests (up to 10 per submission)
• Process user transfers from site A to site B
• Inactivate/reactivate users
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CAIR Help Desk Calls 2017

• Incoming Calls September to December 2017: 
7,462

• Please note: data prior to 09/2017 unavailable due to lack of 
features is existing telephone system at that time. 23



CAIR Help Desk Calls 2018

• Incoming Calls January 1st to June 21st 2018: 10,709
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Tickets Submitted via ZenDesk

• 2017: 8332
• 2018: 7802

• Items ticketed:
– 1 ticket daily for merged patients
– 1 ticket daily for locking/unlocking patient records
– Calls requiring work to be done by the agent

• Example – if someone calls to request website information, a ticket is not 
created

• Example – if a supervisor calls needing assistance with creating a new user 
account, a ticket is created

– Processing new user accounts via Account Update
– Training questions
– Immunization requests from parents, the general public, and non-CAIR 

regions. 
– CAIR software bugs



Tools used by the helpdesk

• Phone system: Mitel VoIP
– When users dial in they can opt to be directed to a help desk agent, the 

data exchange team, or statewide trainers.

• Ticketing system: ZenDesk
– As of July 1st we will start using AMCI

– Data exchange has been using AMCI since May 1st

– Trainers to being using by January 2019

– In the future: Resource Center for CAIR users to submit their own tickets. 
• TBD – still being built 
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Tools used by the help desk

• CATS (CAIR Administrative Tracking System)
– An internal system that allows:

• New sites to enroll in CAIR (non-data exchange sites)

• Existing sites to add/remove users, transfer users from other CAIR sites, add 
new clinicians, and update site contact information. 

• Tracks training information for all CAIR users

• Allows new CAIR users to sign up for training

• Once training completed, the trainer marks users as complete and the system 
sends them their password

• If training is not completed or failed, this is also documented here and no 
login information is sent out 
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User Training Registration
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User Training Registration 
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Upcoming Model

• One-stop shop for all!

• Will allow users to:
– Submit tickets to report bugs, login issues, enhancements, etc.

– Submit new enrollments for new sites

– Submit new account updates 

– Request further training 

• Internally, it will:
– Help keep everyone on the same page

– Allow help desk, data exchange, and trainers to see why the site has 
contacted CAIR and discover any ongoing issues that may require training. 
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Training Internal Staff

• New help desk staff is trained by the Lead Help Desk Technician

• Training typically takes 2 to 3 weeks, depending on the 
person’s learning curve

• With new software in place, we are currently working on new 
training materials and manuals 

– To be joining forces with VFC help desk staff 

• The software vendor has developed training manuals and 
videos for CAIR users, which are also used for our staff
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Questions?
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NJIIS Helpdesk 
(Online Intake Form)

PRESENTED BY:-

ALOK PATRA

NJIIS DATA COORDINATOR

VACCINE PREVENTABLE DISEASE PROGRAM

NEW JERSEY STATE DEPARTMENT OF HEALTH



Need for a Help Desk Solution

 More information about the issue upfront

 Streamline workflow and address issues/questions with limited staff resources

 Reduce reliance on phone calls/voicemails

 A secure way to share documents or screenshots of the issues

 A systematic way to track all issues

 Admin capabilities to assess productivity, outstanding issues, identify areas for 

improvement in NJIIS

 Ensure continuity of service (issue handling) when staff members are out of the 

office



Criteria

 No additional cost! 

 Leverage existing tools if possible

 All NJIIS team members can access and use the system to review/resolve issues

 Internal NJDOH staff (Coordinators, Interoperability Staff, VFC Staff)

 Field/contract staff (Trainers, Data Quality Team)

 Ability to automatically route tickets to appropriate team member based on:

 Topic area

 County



Solution

 Leverage existing tools available to NJDOH Health Information Technology 

 Survey software 

 Issue tracking application (Track-it!)



Issue 

Routing
Topic Area Topic Description Step 1

(link to URL or systematic 
routing) 

Step 2 
(systematic or manual 

routing)

I have questions about NJIIS reporting 
requirements/regulations/mandates

NJIIS_Reporting_Requirements Display Link to NJIIS FAQs If inquiry/request not 

answered, route to: Program 
on Call 

How do I enroll my practice in NJIIS? NJIIS_Practice_Enrollment Display Links to Instructions, 
Training, and Form

If inquiry/request not 

answered, route to: Trainer 
by County

How do I get a user account in NJIIS? NJIIS_User_Account Display Link to NJIIS Training 
Opportunities

If inquiry/request not 

answered, route to: Trainer 
by County

I have questions about Meaningful Use 
(MU)

NJIIS_Meaningful_Use_Question Display Link FAQs If inquiry/request not 

answered, route to: Program 
on Call

Getting Started with Interface 
Enrollment

NJIIS_Interface_Enrollment Display Links to Getting 
Started and Form

If inquiry/request not 

answered, route to: Program 
on Call

I am experiencing issues with my 
existing interfaces with NJIIS

NJIIS_Existing_Interface_Issue Display Link to Getting 
Started

If inquiry/request not 

answered, route to: Trainer 
by County

How do I enroll for training? NJIIS_Training_Enrollment Display Link to NJIIS Training 
Opportunities

If inquiry/request not 

answered, route to: Trainer 
by County

My vaccine inventory is not 
decrementing (depleting)

NJIIS_Vaccine_Inventory_Not_Decr
ementing

Display Link to VFC FAQs If inquiry/request not 

answered, route to: Trainer 
by County

I am not able to place my VFC order NJIIS_Placing_VFC_Order Display Link to VFC FAQs  VFC on Call

I have questions about VFC vaccine 
management

NJIIS_VFC_Vaccine_Management Display Link to VFC FAQs  VFC on Call

How do I run reports in NJIIS? NJIIS_Reports Trainer by County Technician on Call

How do I correct data errors? NJIIS_Data_Corrections Trainer by County

How do I report/correct duplicate 
patient records?

NJIIS_Duplicate_Patient_Records Display Link to NJIIS Form 
(IMM-40)

If inquiry/request not 

answered, route to: Patricia 
Kaiser (MCHC Trainer)

I am getting a system error NJIIS_System_Error Technician on Call

I want to request a copy of my 
immunization record from NJIIS

NJIIS_Immunization_Record_Copy Program on Call



Statistics
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Question & Answer

• Type your question into the chat box on the WebEX
toolbar and send to HOST

• Press *6 to unmute your line



THANK YOU

• Your feedback is important to us and we would 
appreciate a few minutes of your time to complete an 
evaluation for the webinar.

• An email with a link to the evaluation will be sent out 
following the webinar.


