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Dealing with problems due to replacing the hospital information system
by the same vendor
Jun Hirose™, Yoshinori Yamanouchi™, Koichiro Usuku™

*1 Department of Medical Information Science and Administration Planning, Kumamoto University Hospital
*2 Department of Clinical Investigation, Kumamoto University Hospital

[Objective] We renewed the hospital information system (HIS) in January 1, 2017. It was an update by the same
vendor and the work itself progressed as planned, but various problems associated with updating occurred on the
other hand. Therefore, we examined those problems for efficient problem handling.

[Method] We collected contents concerning the HIS in the telephone or document from the user from January 1 to
April 30, 2017. The contents were classified as "fault", "request"”, "question”, and "others" on the vendor side. The
number of occurrences and the corresponding number were evaluated over time.

[Results] The total 5445 problems occurred during the survey period, which was 1870 in January, 1553 in February,
1842 in March, 180 in April. There were 1702 cases, 474 cases, 707 cases, and 2562 cases of "faults", "requests",
"questions" and "others", respectively. The number of completion of response was 1625 (95%), 309 (65%), 641
(91%), 2481 (97%). The “request” with the lowest completion rate involved 40 items corresponding to "fault” that
were realized by the old system but were impossible in the new system.

[Conclusion] Urgent responses were taken in preference to "faults". Meanwhile, delayed response to "requests"
were confirmed, although including contents evaluated as "faults".
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