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Contacting CliniSync Support
Please reference the contact information and hours below to report any issues or submit requests. Providing as much
information as possible when contacting CliniSync Support will assist CliniSync Support Analysts resolve your ticket.

CliniSync Business Hours:
8a.m.—5p.m. ET, M-F

Support Line:
Addressed 24/7*

1-800-645-8192
*Critical issues are addressed outside of business hours; non-critical issues are addressed during business hours.

Support Web Portal:
Addressed during business hours only
www.support.clinisync.org

Navigating within the CliniSync Support Portal

Logging into the Support Web Portal

On your web browser, go to www.support.clinisync.org to reach the CliniSync Support Information Page. If you do not
already have a username and password to submit tickets, you can call Support at 1-800-645-8192 or submit a form for
button below the login button.

Support Portal credentials by clicking the
If you have a username and password already but forgot your Support Portal Password, you can request a reset by

Forgot Your Support Portal Password? Request A Reset Here

clicking the button.

ANNOUNCEMENTS

18 - The Community Health Recon

Log Into Your Support Portal

Forgot Your Support Portal Password? Request A Reset Here

oubles when searching for a patient

If you have a username and password already, click the button to be brought to the Support Portal
login.
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Log in to CliniSync's Support Portal

Email

Powered by 4p Jira Service Management

You will be prompted to enter your Email before clicking the Next button _ Once you

have entered the correct email, the Password box will pop up and allow you to finish entering in your login credentials.

Upon logging in, you will land on the Support Portal home page where you can submit a new ticket or request, view your
previously submitted requests, and search for any additional ticket types.

CliniSync's Support Portal

Find help and services Q

Visit the CliniSync Statuspage to check the status of all CliniSync live solutions at:

https://status.clinisync.org/

Welcome! You can raise a CliniSync Support Portal request from the options provided.

Y Contact us about

CCD Publish and Query

€CD Publish and Query - Certificate Msintenance, CCD Publish and Query - Display Issue, CCD Publish and Query - CCD
Removal, CCD Publish and Query - Unable to Query CCD/Error When Querying CCD, CCD Publish and Query - Unable to
‘Submit CCD/Error When Submitting CCD

Qinical Dispatcher
Clinical Dispatcher - Missing Alerts, Clinical Dispatcher - SFTP Upload

Community Health Record
CHR - Access and Password Issues, CHR - Account Creation, CHR - Incorrect Data/Display

Creating and Tracking Incidents
On the Support Portal home page, you will find a list of all available ticket and request types.
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CliniSync's Support Portal

Find help and services Q

Visit the Clinisync Statuspage to check the status of all Clinisync live solutions at:

https://status.dlinisync.org

Welcome! You can raise a CliniSync Support Portal request from the options provided.

W Contact us about

CCD Publish and Query
€CD Pullish 2nd Query - Cerfficate Maintenance, CCD Publish 2nd Query - Disply lssus. CCB Pubish and Query - CCD.
Removal CCD Pubiish 2nd Query - Unable to Query CCD/Error When Querying CCD, £CB Publish and Query - Unsble
0 Submit CCD/Error When Submiting CCD

Clinical Dispatcher
Clnical Dispatcher - Mising Alets, Cinical Dispatcher - SFTP Upioad

Community Health Record
CHR - Access and Password lssues, CHR - Account Crestion, €HR - Incorrest Data/ Displzy

Direct Messaging

Diect Messaging - Fatied/Missing Messages Direct Messaging - Webmai &ccount / Domin Msintenance Direct
Messaging - Weomai Account Request Direct Messaging - Webmai Appication lssuss. Direct Messaging - Webmai
Password Reset Diect Messaging - XDR Connection lssue

You can select the correct ticket type for your issue or request. Each ticket type has sub-categories to pick from.
o For example: If you select Community Health Record from the home screen, you will then be able to further
identify the issue or request.

CliniSync's Support Portal f CliniSync Support Portal

CliniSync Support Portal

Welcome! You can raise a Clinisync Support Portal request from the options provided.

Contact us about

Community Health Record w

What can we help you with?

ﬁ CHR - Aocess and Password lssues

'!‘1'!‘ CHR - Account Creation

m CHR - Incorrect Data/Display

After selecting the correct sub-category for your ticket, you will be prompted to fill out the details of the ticket you are
submitting. You can fill in the required fields and other available information. You can also upload an attachment if
necessary. **Please note that you can NOT attach any patient health information.
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CliniSync Support Portal

‘Welcome! You can raise a CliniSync Support Portal request from the options provided.

Contact us about

Community Health Record v

What canwe help you with?

fa

[+ v
Raise this request on behalf of*
] 2
Your Organization (Required)*

Summary*®

Details (required)*

Attachment

Drag and drop files, paste screenshots, or browse

Browse

Send Cancel

Attachment

Drag and drop files, paste screenshots, or browse

Browse

d .
After you have completed the form, select the =19 button located at the bottom left of the page, and your request will
be submitted. For any ticket that is opened, you will receive an email containing the ticket number to the email address
provided with your username.
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e Please note that you can turn off notifications for this ticket by selecting “Turn off this request’s notifications”
button.
CSP-22 Test

% Reply All Forward

CliniSync Support Portal < c.atlassian.net>

5 To Fri2f

i If there are problems with how this message is displayed, dlick here to view it in a web browser,

JN: This email originated from outside of the organization. Do not click links or open attachments unless you recognize the sender and know th

Hello

Clinisync Support has received your ticket, and we are working on it

t - Tum o

After your ticket is submitted, you will see the details of your ticket displayed. You will also be able to share by inviting
any additional team members via email.

Test

Status

© S :i::c this on Today 3:37 PM OPEN

Your Organization (Required)

OHIP

W Notifications on

Details (required) Request type

CHR - Access and Password

Test.
n Issues
Shared with
Activity + share

@ Add a comment

After your ticket has been submitted, you will see an adjustment to the number that appears in the top toolbar next to
the “Requests” button to include your new ticket count. Users will also be able to see the other active ticket that were
submitted from their organization and be able to search for other users within their organizations to share the ticket
with.

Q i Requests

Created by me 1

All
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Now that your ticket has been submitted, you can also view the timeline of the ticket activity and add any additional
information or attachments.

To add information to your incident, use the “Add a comment” box.

Activity

@ Add a comment

To upload an attachment, add a link, or any other embedded coding, select an item from the @ B+~ tool barin the

comment box.
This will prompt you to choose an attachment from the files on your computer.

e Please note that you can NOT attach any patient health information.

.'II .'Il

Test

© i onTodey 33T PN

Your Organization (Required)

OHIP

Details (required)
Test.

Activity

@ Ad~ B I -- lﬂv

Tesﬂ

& A+~

i
<

Save

Once you have finished adding the necessary information, click to complete.
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Resetting Your Password
If you forget your login credentials for the Support Web Portal, you can reset your password by clicking the “Forgot your
password?” button on the login screen which will show up after you include the email address tied to your account.

Log in to CliniSync's Support Portal

clinisyncsupport@ohiponline.org
Password

Login

After choosing to reset your password, you will receive a notice letting you know that a link has been sent to your email
address with instructions on how to reset your password.

A reset password link has been sent to
clinisyncsupport@ohiponline.org

Follow the link to select a new password.

The email that you will receive will contain a link to follow where you will reset your password.

Reset your password

1 minute ago at 4:23 PM &
Create new password

From “CliniSync's Support Portal”

€ [ jsd-conten...db66107555 274.21 KB [ ]
Hi,
You requested a new password for—

e [fyou are unable to reset your password, please contact CliniSync Support at 1-800-645-8192
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Statuspage: System Monitoring

Statuspage is a web-based application used by the CliniSync Support Team in their incident and maintenance
management processes. Statuspage provides all clients the opportunity to monitor and receive updates on the current

performance of all CliniSync live solutions.

To access the Statuspage, users can click on the link at the top of the Support Web Portal, or go to

https://status.clinisync.org/

CliniSync's Support Portal

Find help and services Q

Visit the CliniSync Statuspage to check the status of all CliniSync live solutions at:

https://status.clinisync.org/

The Statuspage homepage displays the current status of all CliniSync live solutions. When all solutions are running

properly, clients will see “Operational” listed

&

Ohio Health Information Partnership

Community Health Record (CHR) ?

Notify

HL7 Processing Infrastructure

Datamart Services

Direct Messaging (HISP)

Clinical Dispatcher

Continuity of Care Document (CCD) - Contribution

Continuity of Care Document (CCD) - Query

All Systems Operational

SUBSCRIBE TO UPDATES

Operationa
Operationa
Operationa
Operationa
Operationa
Operationa
Operationa

Operationa
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Each solution has its own subscription list. Once an organization is live on a new solution, contacts within that
organization are automatically added to that solution’s subscription. Therefore, no separate request is required to be
added to the subscription once your organization is live on a new CliniSync solution. Users attached to the subscription
list of any given solution is referred to as a “subscriber”. When a given solution has any status this is not “Operational”,
an email notification may be sent to that solution’s subscribers. (Please note that subscribers may receive an email to
confirm his/her subscription).

If you are not already a subscriber, there are two options to be added as a subscriber

To be added to specific solution subscriptions, you may contact the CliniSync Support team at 1-800-645-8192 or
www.support.clinisync.org to detail which solutions you wish to subscribe to

To be added as a subscriber to all solutions, you may contact the CliniSync Support team or click “Subscribe to
Updates” in the top right corner of the Statuspage and input your information.

If you wish to unsubscribe, please do so by contacting the CliniSync Support team at 1-800-645-8192 or
www.support.clinisync.org. Although Statuspage presents an option to unsubscribe, your removal will not be finalized

without contacting CliniSync Support. Finalizing your removal with CliniSync Support ensures that your subscription is
not re-enabled without your explicit request to do so.

If you are NOT a subscriber, you may alternatively elect to subscribe to a specific incident or maintenance event to
receive updates for that single event; or simply monitor the Statuspage web portal; which is available to non-
subscribers.

Statuspage provides notifications for both scheduled maintenance and unexpected incidents such as downtimes.
Information regarding scheduled maintenance events will be found on the Statuspage web portal. Subscribers will also
receive email notifications at the following intervals

1.

2.
3.
4

One week prior (or earliest possible time once maintenance has been scheduled)
One-hour prior

At the beginning of the scheduled maintenance time

At the conclusion of the scheduled maintenance time
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CliniSync - Scheduled Downtime for
Server Update

SURSCRIBE TO UPDATES

Update Ng schadubed maintensncs
Update We w ¢ ) schaduled maintona

Scheduled o

Information regarding an Incident, such as an unexpected downtime, will be found on the Statuspage web portal.
Subscribers will also receive email notifications at the time of discovery, including the expected impact to each solution.
For critical issues, updates can be expected on an hourly basis during business hours until resolution has been met or
scheduled. For all incidents, a final notification will be sent once the incident has been resolved.
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Web Portal: www.support.clinisync.org

SONTRLLT G
Hello,

Fieate note that we are ity exp g an o Dunng this
Time you may see 3 Queue In your outhound tervers as well as disrupted connectivity
10 all Ive salutions.

We have not been given a time yet a3 Lo when this will be resolved, but are working
with our technology vendor Lo invest the problem in ordes to tesolve it. We
Quze for any

Community Health Record (CHR): Webtite 11 down

Notity: Notifications delayed

C ity Intesch CCD Inbound and Outbound to ClniSyne cutrently
unavailsble

Chinics! Dispat 1

Results Delivery: Messages are currently quewing

DataMart: Currently unavalable in PROD

You are receming this email because you are listed as contact for your organization in
our system, if you have any questions, please contact ChniSync Support at
1.800.645.0192 or place a ticket Into our web portal at hitp://clnisync org/cinisyne.
tuppornt

ClniSync HIE Technical Suppont

The Ohio Health Information Parinership
CliniSync 24/7 Support Line: 1.600.645.8192
. Clinisync.org | www.support.cinisyncorg

© Notity @ Community Health Record (CHR) @ HLT Processing Infrastructure
© Datamart Services @ Direct Messaging (ISP @ Clinical Dispatcher
© Commundy Interchange (CCD) - CCD Dats Inbound

© Communty Interchange (CLD) - CLD Query

RESOLVED
Hello,

Qur technology vendor, HC, has alerted us that the disrupted connection that
contributed to yesterday's unexpected downtime has been addressed and resolved.
All web applications should now be functioning as expected. Please note that HCl is
still in the process of fixing the CCD query functionality completely.

© Notify @ Community Health Record (CHR) @ HL7 Processing Infrastructure
© Datamart Services @ Direct Messaging (HISP) @ Clinical Dispatcher
@ Community Interchange (CCD) - CCD Data Inbound

© Community Interchange (CCD) - CCD Query
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