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As the leader of Optimum’s Managed Services 

team, I am quite proud of the work the team 

accomplishes every day. We alleviate stress 

related to clinical systems support in health 

systems, and I know this positively impacts the 

care that these systems provide to their patients. 

The Managed Services team focuses on 

delivering quality support, such as the 

Workqueue error reduction at PeaceHealth, by 

reducing the impact from technology problems 

and understanding the root cause. I believe this 

focus benefits our partners in terms of improved 

quality and efficiency.

KRISTI LANCIOTTI, MBA
V I C E  P R E S I D E N T,  M A N AG E D  S E R V I C E S

PeaceHealth has approximately 16,000 caregivers, a multi-specialty 

medical group practice with more than 1,200 physicians and providers, 

and ten medical centers serving urban and rural communities 

throughout the Northwest. In 1890, the Sisters of St. Joseph of Peace 

founded what has become PeaceHealth. Today, PeaceHealth is the 

legacy of its founding Sisters and remains dedicated to ensuring that 

every person receives safe, compassionate care.

CHALLENGE

Workqueues in the Epic Electronic Health Record 

(EHR) system provide powerful functionality to keep 

business operations running smoothly. PeaceHealth 

had a backlog of errors within various EpicCare 

Ambulatory error queues, spanning interface error 

logs, MyChart errors, In Basket errors, and others.  The 

PeaceHealth Ambulatory team did not have the 

capacity for this catch-up work. 

As part of Optimum’s Managed Services offering, we 

provide expertise in root-cause maintenance issues, to 

help reduce the overall maintenance needed in a 

client’s Epic system over time. It was important to 

PeaceHealth that they understand how to streamline 

error maintenance and avoid future backlog so they 

could dedicate their resources to higher-value tasks. 

Improved workflow efficiency, the reduced lag time 

between manual corrections, and faster issue 

identification are all possible – if workqueues are 

configured and managed correctly.

Backlog of Errors 
within Various Queues

Streamline Error 
Maintenance

Improve Workflow 
and Efficiency

PeaceHealth, based in Vancouver, Washington, is a 
not-for-profit Catholic health system offering care to 
communities in Washington, Oregon, and Alaska. 



PeaceHealth engaged Optimum Healthcare IT to provide cost-effective, ongoing staff 

resources through our ApplicationCareTM team to work down their backlog of Epic 

interface and workqueue errors. Optimum worked to identify the root cause of multiple 

errors, from those prohibiting patient care, to those that just create “noise” and 

confusion. The focus was within five Ambulatory workqueues spanning multiple clinical 

workflows. 

The project included several analyst teams, including Interface, Beaker, Willow, ClinDoc, 

Clinical Informatics, Orders, and Provider SER. Optimum tracked the count of errors 

resolved by type throughout the engagement and documented the resolution workflows. 

Optimum advised and implemented potential build, process enhancements, or changes 

that would reduce the number of errors and optimize workqueue management going 

forward throughout the engagement. The result was a significant reduction in the overall 

incoming errors and a reduction of “noise” to allow better for better error prioritization. 

Ultimately, this translates to a reduction in analyst work effort and better patient care.

SOLUTION

RESULTS

145 Error Types Investigated

75% Workqueue Management Labor Reduction

12.5 Analyst Hours Reallocated / Per Week

Redundant Error Types Reduced by 31%

35% Error Types Eliminated or Streamlined

Five Ambulatory Workqueues

Eight Analyst Teams 

Four Outside Vendors

Ambulatory
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Beaker
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State Registry

NorthWest Lab

Northwest Pathology

PROJECT DETAILS

12.5
ANALYST HOURS
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ERROR TYPES
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35%
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WORKQUEUE

MANAGEMENT
REDUCTION

The result was a significant reduction in the overall 
incoming errors and a reduction of “noise” to allow for 

better error prioritization.
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WHAT GIVES US THE EDGE

LEADERSHIP
Former clinical and operational leaders from 

provider organizations who have been in your 

shoes and understand the complexities of EHR 

delivery.

PERSONNEL
One of the nation’s largest consulting teams of 

approximately 300 MDs, RNs, RPHs, and 

informaticists with the ability to leverage 

thousands of resources.

FOCUS
Dedicated healthcare practice focused on the 

continuum of care via clinical and business 

processes, delivered via IT strategy and 

advisory services.

EXPERTISE
Extensive industry and vendor knowledge 

with large-scale, multi-entity EHR  experience.

HISTORY
Extensive client reference-ability and a long 

track record of successful engagements 

completed on-time and under budget.

VERSATILITY
Ability to deliver a wide array of quality 

services and consultants across the full 

spectrum of provider systems, while quickly 

pivoting to address your unforeseen needs.

TOOLS
SkillMarket, our proprietary software 

platform designed to automate complex tasks 

such as resource selection, scheduling, 

detailed reporting, compliance, and more.

OUR PHILOSOPHY

At Optimum Healthcare IT, we are committed to helping our clients improve 

healthcare delivery by providing world-class consulting services. We bring the 

most proficient business and clinical consultants in the industry to identify our 

client’s issues and explore the right solutions to fit their organization’s goals. 

Together, we identify and implement the best people, processes, and 

technology to ensure our client’s success. Optimum Healthcare IT provides 

small-business flexibility with large-business stability, without the 

extraordinary costs. We are responsive, flexible, and most of all, accountable.

WHY CHOOSE OPTIMUM

Optimum Healthcare IT is a full-service organization that offers a wide range 

of services which allows us to assist our clients every step of the way. When 

our clients have a need, we can fulfill it. With a business built on experience in 

the healthcare industry, we understand what is most important to our clients 

and consultants. We only recruit the best – combining our experience and 

capabilities with the best the industry has to offer, we provide superior service 

to our clients.

ABOUT OPTIMUM HEALTHCARE IT

Optimum Healthcare IT is a Best in KLAS healthcare IT staffing and consulting 

services firm based in Jacksonville Beach, Florida. Optimum provides 

world-class professional staffing services to fill any need as well as consulting 

services that encompass advisory,  EHR implementation, training and 

activation, EHR optimization, community connect, managed services, 

enterprise resource planning, security, and ancillary services – supporting our 

client’s needs through the continuum of care. Our organization is led by a 

leadership team with extensive experience in providing expert healthcare 

staffing and consulting solutions to all types of organizations.

Our approach is comprehensive; our 
experience is vast. We listen; we learn.

Your success is our success.

Visit optimumhit.com or call +1 (904) 373-0831 to find out how 

your organization can take advantage of our solution offerings.


