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Remote IT System Support Minimizes Downtime and Maximizes Care

Saint Francis Medical Center uses IT support services to supplement internal resources, improve quality 
and upgrade clinical infrastructure for stimulus funding in 2012. 

By Dan Williams
Clinical Information Systems Administrator
Saint Francis Medical Center, Cape Girardeau, Mo.

Winter Haven Hospital Augments In-House IT to Accelerate Stimulus Readiness Efforts

Faced with a lack of local IT talent, Winter Haven Hospital engaged outside expertise for numerous 
implementations and upgrades planned to qualify for stimulus funds.

By Pat Mongoven
Administrative Director, Information Technology 
Winter Haven Hospital, Winter Haven, Fla. 

Capacity Demands and Limited Resources Require Hard IT Choices 

The transition from manual to electronic orders is huge for physicians. To ensure a successful 
conversion, organizations need to sustain substantial governance initiatives.

By Pete Mounts
Vice President/General Manager
Managed Services Organization, McKesson Corporation

EXPERT PERSPECTIVES

A New Approach to Getting IT  Done — Using Managed Services

Today’s complex technology environment demands far higher levels of technical expertise, 
experience and resources. Organizations are moving to managed services to cope. 

By Patrick McBrayer
Chief Technology Offi cer
HIMformatics, LLC

IN THIS ISSUE: 
Stimulus incentives, regulatory requirements like ICD-10, and looming healthcare reform are putting pressure on hospital IT departments. At 
the same time, they need to support the growing infrastructure needs and care delivery efforts of their business. With restrictive budgets 
and limited resources, organizations are extending their IT reach by turning to managed services. This issue features organizations that are 
accelerating and extending their IT operations.

SUCCESS STORIES

Oconee Medical Center Transforms Its Operations with IT Overhaul 

Outsourcing its IT services has enabled Oconee to revamp  its infrastructure, helping it improve daily 
workfl ow, streamline data sharing and implement a community EHR. 

Greg Scarbrough
Vice President, Finance/Chief Financial Offi cer
Oconee Medical Center, Seneca, S.C.









deployment. They train our team and end users so that we get optimum use from our applications, even providing side-by-side 
support on the nursing fl oors for 60 days after go-live. We have been pleased with the adoption of IT from these efforts.

Expertise Drives Results

Across all of our projects, the team applies the knowledge and expertise of its members to achieve success by: 

– Documenting processes to ensure that we complete all necessary actions 

– Coordinating work with members of the hospital’s clinical design, information services and nursing administration team 

– Keeping the implementation project on track via regular goal-setting meetings 

– Understanding and communicating the expected outcomes of implementation-related decisions

– Explaining the gamut of available technical options 

– Ensuring that we meet all implementation milestones on or before deadlines

Having detailed and continuous reporting gives us the confi dence that we know the current status of every project. Close 
collaboration with our caregivers and the in-house IT team also contributes to the success of the projects. 

Meeting the Acceleration Challenge

Like other healthcare organizations, we are concerned with meeting milestones for achieving meaningful use as well as 
moving forward our patient safety efforts and ongoing system upgrades. In this accelerated environment for IT, we rely on 
access to expert teams that can mesh with our own limited staff to provide the expertise to implement new technology 
quickly. McKesson has proven to be a good partner in these efforts. 

Pat Mongoven has been with Winter Haven Hospital for nine years. Previously, he was with Lakeland Regional Medical Center. 
He is a member of the Healthcare Information and Management Systems Society.

Winter Haven’s Results from  Use of Accelerated IT Services
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Remote IT System Support Minimizes Downtime and Maximizes Care

By Dan Williams
Clinical Information Systems Administrator
Saint Francis Medical Center
Cape Girardeau, Mo.

We Cannot Do it Alone

Like many other healthcare organizations around the country, Saint Francis Medical Center is 
busy converting and upgrading our information technology (IT) systems so that we can achieve 
meaningful use by 2012. The American Recovery and Reinvestment Act provides more than 
$19 billion for adoption and meaningful use of an integrated electronic health record and other 

clinical decision support systems. This means we need to manage multiple IT implementation projects to ensure we are 
ready to qualify for funds and avoid future penalties.

At the same time, our progressive, innovative regional tertiary care referral center has doubled in size over the past fi ve 
years to meet the healthcare needs of our multi-state service area — Missouri, Illinois, Kentucky, Tennessee and Arkansas. 
Stimulus funding is critical to achieving our ongoing mission to provide patients with leading-edge treatment, advanced 
technology and compassionate care. It is important we are ready. 

As we worked toward implementation and integration of our new solutions, we engaged McKesson’s dedicated SystemCare IT
support services. Initially, we thought we would keep the services for a year or two as we trained our internal staff to take 
over. But soon we realized we could not do it alone. Comprehensive operating system support is essential to supplement our 
internal resources, optimize our technology strategies, and provide safe and effi cient patient care. 

Proactive Monitoring Improves Productivity

Part of our system services is proactive monitoring. This service sends e-mail alerts if something is wrong with one of our systems. 
Potential problems are identifi ed and fi xed before they occur, enabling us to avoid downtime or a slowdown in performance. A 
slow system is almost as bad as no system at all. The services also ensure high availability of the applications and systems, and 
expedited disaster recovery if a system goes down.

For example, when McKesson’s support specialists noticed that some of our users were having performance issues, they 
sent additional memory for our servers. This solved the problem before we even experienced performance slowdown. 
Without proactive monitoring, we would have to hire outside help to fi x every glitch that occurs — after it happened. 

With less downtime and much faster response time in resolving issues, staff satisfaction is high. Our clinicians have faith in 
the system — a confi dence that carries over to their care of patients. 

Protecting Patient Safety with Reliability

Keeping the system healthy makes life easier for our clinicians as well. When databases are down, no one can work effi ciently. 
Functioning systems are vital to patient care. A computer crash causes havoc for caregivers. Suddenly, they do not have the 
tools they rely on to monitor patients. Safety mechanisms such as bar-code scanning for medication administration are not in 
place. Patients are never in any danger, but quality is hindered.

With our databases and servers at peak operating performance, we protect patients and enhance their care. Do patients make 
the direct link between this level of quality and smoothly operating IT systems? Probably not, but our patient satisfaction scores 
are always high. And we believe there is a connection. 

Getting Our Money’s Worth

Comprehensive system support has saved us money. With remote system administration, we no longer need to employ a 
database administrator. Conversions and upgrades are covered, so we do not have to hire outside consultants or buy more 
equipment. Our IT staff is freed up to work on other projects within the department and support our users. 


