
Healthcare organizations often struggle to efficiently manage the 

high volume of IT support requests generated by clinicians and 

operational staff—especially during major application rollouts such 

as Epic go-lives or other enterprise system launches. 

If your organization uses ServiceNow and is looking to streamline 

clinician support workflows, automate service desk operations, 

and improve issue resolution during normal operations and 

major system events — EMR Help Amplify is designed to unlock 

operational efficiency like never before. Built on the EMR Help 

framework, clinicians can access intelligent support directly from 

within their EMR workflow, without ever leaving the application 

they rely on to deliver care.

As the only Elite ServiceNow healthcare partner, our team 

is made up of technology professionals who understand the 

complexities of healthcare. EMR Help Amplify is a solution 

designed  for healthcare on the ServiceNow platform to solve 

some of the most common problems we have heard from our 

clients during major system events.

EMR Help Amplify

How EMR Help Amplify Solves 
the Problem

Why We Built this Solution

Incomplete incident submissions 

Manual triage and routing 

High-volume incident spikes during go-lives 

Misclassified requests and incidents 

Limited visibility into root causes and trends 

Service desk staffing inefficiencies 
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AI-Driven Dynamic Intake Forms 

Uses Now Assist to ask targeted follow-up questions 
based on the user’s initial description and ensures 
incidents contain the information needed for faster 
diagnosis and resolution.

AI-Based Incident Prioritization

Automatically ranks incidents by urgency and 
context, intelligently surfacing patient-critical issues 
so care delivery is never compromised — even during 
peak demand.

Trend Detection and Operational Insights

Scans incidents for common trends — catching major 
incident triggers early and helping teams reallocate 
resources before a cluster of tickets becomes a crisis.

Knowledge-Driven Issue Deflection

AI surfaces relevant knowledge or EMR tip sheet 
guidance as users submit issues, enabling self-service 
resolution before a ticket is created.

Automated Incident vs. Demand 
Classification (Optional) 

AI analyzes incoming request to determine whether 
they represent: an incident, a service report or an 
enhancement/demand.

Automatically routes the request into the appropriate 
workflow (when case management is enabled) 

Intelligent Incident Routing

Leverages AI and machine learning to automatically 
route tickets to the right support team based on 
request content — minimizing manual triage and 
getting smarter with every ticket resolved.

Leveraging ServiceNow Assist for major application and enterprise system launches
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Find out how your organization can take advantage of our solution offerings.
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BETTER SOLUTIONS. BETTER PATIENT CARE.

At Optimum Healthcare IT, we are committed to helping our 

clients improve healthcare delivery by providing world-class digital 

transformation and consulting services. We bring a team of the most 

proficient consultants in the industry to help organizations meet their 

goals. When our clients have a need, we will fill it. Together, we identify 

and implement the best people, processes, and technology to ensure 

our client’s success.

About Optimum Healthcare IT

Why Choose Optimum?

Since 2012, Optimum Healthcare IT has 
been a trusted partner to more than 
285 healthcare organizations.

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

Your success is our success.

We approach every client engagement holistically, 
which means we account for all aspects of your 
health system, so you get solutions that work for 
your entire business.

Expert advisory, implementation, training, go-live, 

managed services, and workforce management 

through your Enterprise Application journey.

Comprehensive service portfolio comprising 

ServiceNow, Cloud offerings, Technical 

Transformation, and Cybersecurity.

Staffing solutions ranging from staff augmentation, 

permanent placement, and our career development 

program, Optimum CareerPath.

Our Services

Enterprise Application Services

Digital Transformation

Workforce Management

Healthcare-Focused

Committed to Quality

Full-Service Partner

Customer Satisfaction

Strategic Partnerships

SERVICENOW@OPTIMUMHIT.COM


