Check out your EHR vendor's tech support team before you buy
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Even if you love the EHR you bought, cozying up to the vendor's tech support policy is another matter entirely.  As I've shared here before, vendors don't always offer straight talk when you ask just how much support is covered. And if it turns out that you have to pay a la carte for additional tech help, you could find yourself spending many times more than you'd expected. 

Another issue to consider: Sure, Vendor X may offer affordable tech support, but you might not be happy with the quality of service you get. If you don't ask searching questions, you might find out that most of the tech help is offered via a customer portal (i.e. a database you have to search through and use yourself). Or you may have to wait on hold for an hour to get a single question answered. Or you might find that you get only cryptic, useless e-mails when you ask a question. 

If you don't want to end up in support hell, size up your vendor's tech support package carefully.  Here's some EHR support issues to consider, courtesy of EHR vendor SRSsoft:

*  Does the vendor deliver on its support promises?  Find out. Call the vendor's clients to see whether they're happy, do some Twitter and Web searches to see what turns up, and check out ratings from companies like KLAS if available.

*  How reliable and available is the support team?  What are their hours?  Do they offer 24/7 help? How long do they typically take to respond to routine requests? What about demands for emergency support?

* Is the EHR vendor's team local or international?  If international, do they speak your language fluently and understand the product well?

* Are you satisfied with the size and experience level of the EHR support team?

* What is included in your support agreement, and what's excluded? Do you feel confident you understand how your vendor defines key terms like "emergency"?

Nobody's suggesting that every EHR vendor is out to take your money and leave you hanging when you need help. That being said, even an honest misunderstanding as to what you paid for can end up costing you a bundle. So it's wise to get a clear idea of what kind of support you're buying -- after all, good tech support can mean the difference between EHR success and EHR failure.
