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Presenter Notes
Presentation Notes
Good afternoon and welcome to our session “So you think you can upgrade”. If you have been dancing around the topic of should you or should you not keep up with Epic’s recommendation of quartlery upgrades. Then you are in the right place. Before I introduce myself I want to direct your attention to the qr code on screen; we are mostly trainers here right? So you know what to do. Scan the qr code so you can engage with us in an upcoming poll. I’ll leave this up for a minute, but don’t worry if you miss it now it’ll show up once more!
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Presenter Notes
Presentation Notes
Construct a successful upgrade training roll-out strategy.
Prepare end users prior to an upcoming upgrade and address post-upgrade questions and issues.
Tackle frequent upgrades with a framework for ongoing changes.
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UTHealth Houston is an academic university that includes McGovern Medical 
School, a behavioral health campus, and the clinical practice of UT Physicians 

(UTPhysicians.com). Founded in 1972, the university focuses on education, 
patient care for the whole family, and research.   

Presenter Notes
Presentation Notes
Let’s take a look at UTHealth Houston at a Glance. 
Before I share our fast facts, can anyone tell me why people from Texas shouldn’t be allowed to drive? Because we are always Texan and driving.
We ae known to be one of the nation's most comprehensive academic health centers.
UTHealth is proud to have 2 Behavioral Health Hospitals which have 538+ behavioral health beds. Our clinical practice: known as Ut Physicians offers 100+ Clinics across Houston and surround areas, and we currently have 2million outpatient visits. We have 2000+ Clinicians in 80+ specialties. Founded in 1972, the university focuses on education, patient care and research.
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Audience Poll

⮞How frequently do you participate in Epic quarterly 
upgrades?
✦ Every quarter as Epic recommends

✦ Every 6 months

✦ Once a year

✦ We don’t have time for upgrades!

✦ Would love to do Upgrades but have limited resources.



Presenter Notes
Presentation Notes
Today we will be sharing with you the UTHealth’s Upgrade Training Roll-out Strategy ​
Since go live of May 2021, UTHealth has participated in 4 Epic related upgrades/updates:​
August 2021 (Version May 2021)​
Double Upgrade (version June 2022 and February 2022)​
September 2022 (Version May 2022)​
Hyperdrive 




Taking the good, the bad, the ugly and converting to 
a new version.

Presenter Notes
Presentation Notes
Up·grade
verb
3rd person present: upgrades
/ˈəpˌɡrād,ˌəpˈɡrād/
Technical upgrade definition: As you probably know, a technical upgrade means taking what you already have, the good, the bad, and the ugly, and then converting it all, as is, to a new version. This includes the existing custom coding, processes, system settings, and all of the existing landscape.






UTHealth’s Training Upgrade Roll-out 
Strategy

ASSESS USER
IMPACT

IDENTIFY GOALS

FORECASTING

COMMUNICATION
& MARKETING

GO LIVE SUPPORT

Presenter Notes
Presentation Notes
Assess User Impact: Planning for user Impact by accessing the Epic Upgrade Resource Hub
Identify # of end users 
Impact on types of users
2. Goals: Identify Training goals for each upgrade. 
3. Communication & Marketing Plan: for Upgrade
Consider stakeholders, operational forums
Coordinate and lead sneak peeks, training sessions
4. Go Live support: Deliver at the elbow support and resources for go-live




There is no one-size fits 
all approach for an 
upgrade.
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Presentation Notes
This Photo by Unknown Author is licensed under CC BY-NC-ND






Constant 
Improvement

1
Providing Excellence 

2
Happiness

3
Benefits of Epic Upgrades

Presenter Notes
Presentation Notes
Constant Improvement
By keeping up with Epic Upgrades it provides efficiencies to the end users and allows the organization to keep up with the latest updates. Allows to implement new workflows and fix previous issues.
Providing Excellence
Upgrades allow the organization to keep up with higher standards and achieve excellence in the following categories: Physician satisfaction, enhanced features and ensuring our organization is providing the best experience.

Happiness
With an upgrade done right, you provide satisfaction to end users looking for enhanced workflows. Patients receive the latest technology benefits and higher engagement. Increases the level of trust between Patient and organization. The trust results in patients looking forward to further connecting.






SUCCESSFUL 
TRAINING/COMMUNICATION 

ROADMAP



Training Roadmap for Upgrade
⮞ Customize your roadmap to meet the needs of your organization and program.

⮞ Key milestones.

Initial 
Assessment

Spotlights Operational 
Readiness

Early 
Engagement

Interactive 
Training

Upgrade 
Live

Post Go Live 
Support

Presenter Notes
Presentation Notes
Customize your roadmap to meet the needs of your organization and program.
Sequence  learning content (organize Topics)
Sequence: Lists topics you hope to cover, reflect on which information is the most fundamental and choose an order that might be the most impactful for learners.
Outline Key milestones
Develop a timeline
Incorporate checkpoints




Assessment & Spotlights

Complete your internal 
review by reviewing Nova 
Notes.

Create communication 
related to upgrade with 
timeline.

Engage with analysts to 
confirm items for 
Spotlight.

Presenter Notes
Presentation Notes
Initial Assessment
Complete your internal review by reviewing Nova Notes
Create communication related to upgrade with timeline.
Engage with analysts to confirm items for Spotlight.
Complete and upload spotlights by deadline.




ORM & Early Engagement

 Plan and develop Operational Readiness sessions.
 Training is available for staff to attend prior to Go Live.
 All Sessions are recorded, and a video will be available for 

viewing 24hrs post session completion.

Spotlights & Operational 
Readiness

Presenter Notes
Presentation Notes
All Sessions are recorded, and a video will be available for viewing 24hrs post session completion.



ORM & Early Engagement

 Plan and develop Operational Readiness sessions.
 Training is available for staff to attend prior to Go Live.
 All Sessions are recorded, and a video will be available for 

viewing 24hrs post session completion.

Spotlights & Operational 
Readiness

Presenter Notes
Presentation Notes
All Sessions are recorded, and a video will be available for viewing 24hrs post session completion.



Interactive Training

Early 
Engagement

Interactive 
Training

Pulse Checks



Pulse Check

"Games were fun! Instructor is hilarious"

"The level of engagement and great 
examples and workflow."

"It was just me and the Instructor felt like 
a date lol"

"Recordings to go over again!"



Upgrade Go Live

Super User program to support 
areas.

Track issues and workarounds.

Provide At-The-Elbow go-live 
support.

Troubleshoot and report issues with 
designed support structure.

Epic Resources Page. Communicate changes that affect a 
specific workflow.

Presenter Notes
Presentation Notes
All Sessions are recorded, and a video will be available for viewing 24hrs post session completion.



POST TRAINING 
INITIATIVES



Anything is possible when you 
have the right people to 

support you.

M I S T Y C O P E L A N D



Post Go Live Initiatives

⮞The final piece of the puzzle is 
ensuring the Post Go Live 
support system is developed 
and ready to deploy.



The secret of getting ahead is 
getting started.

M A R K  T W A I N



Support Structure

•Bridge Live Support
•At the Elbow Support

•Recordings for our sessions
•Learning Home Dashboard
•Lunch & learns, Thrive sessions

•Facilitator's Guide
•Issues & Workarounds
•Newsletter & Updates



Go Live Support

Bridge Live Support
 Live virtual support via Teams and Chat to 

handle issues that may occur on site.

At the Elbow Support
 In person support to provide assistance with 

issues that arise. Providing support for front 
desk and clinical staff.



•Resources

Resources
Recorded Sessions
All Thrive and Super User sessions are 

recorded for future reference

Learning Home Dashboards
 Over 800+ resources available including 

tip sheets, quick start guides and videos.

 Role Specific e-learnings available in one 
convenient place.

Lunch & Learns and Thrive Sessions
 Refresher trainings for end users to review 

workflow knowledge and updates.



•Resources

How To's
Facilitator's Guide
Super User Guides are provided to all Super Users for 
support when ATE is not available.

Issues & Workarounds
If an End User wants to see any known issue and if there is 
a work-around for it, they can visit our UTHealthConnect 
page.

Newsletter & Updates
Newsletters are sent out weekly with updated information 
and Our End Users can also visit our UTHealthCONNECT 
dashboards to get additional Epic Help.



Q&A



WRAP-UP

CO NTACT I NFO:

Aisha Ahmed|A i sha . Ahmed@uth . tmc .edu

Daisy Alvarez|Da i sy. A l va rez@uth . tmc .edu

Lamar  Pa rke r  | Lamar.Pa rke r@uth . tmc .edu
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