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Recommended prerequisite reading: Success Community Getting Started Guide

Tips on Managing Cases

Simulation Videos for Managing Cases

See how to manage cases by watching our quick training simulation videos. Know how to
submit, edit, accept a resolution, and close cases. Click on the links below to watch:

Creating a Case

Creating a Case for a Child Account
Viewing and Updating Case Information
Accepting a Case Resolution

Closing a Case

Creating Cases

Success Community users with either a Main Client Community User or Client Community User
profile can create cases in the Success Community. Cases created for your organization are
viewable by other community members from your organization with either the Main Client
Community User, Client Community User, or Read-Only Community User profiles.

There are two places on the Success Community to begin creating a case.

1. From the Active Cases widget on the home page. On the home page select CREATE
CASE.

| @ rcmve e T |

2. Click on the Cases tab and then click on Create New Case.

SUCCESS .
gen | CoMmuNITY Seare

Home Cases MCS Assets Knowledge Known Issues Services

# Cases
Home

Select the cases you want to view from the dropdown

View: | all Open Cases Incl. Known Issues v m

Recent Cases

Either option will take you to the Category Select screen.
3


https://www.nextgen.com/-/media/files/pathway-to-success/gettingstartedguide.pdf
https://www.nextgen.com/-/media/Video/pathway-to-success/CreateCase.mp4
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Category Select Screen

4 New Case
Category Select

Tips for issue resolution:

« For application-specific issues (PM, EHR & Clinical Templates, Patient Portal, EDI, etc.), select the respective application.

+ For general technical issues such as printing, faxing, scanning, performance, connectivity problems, or for software updates/installations, select Technical Support.
« For requests regarding custom utilities or reports, or for product and pricing information, contact your Sales Person or Account Manager directly through the information available on
the Success Community home page. No need to open a case for these inquiries.

Filter by Brand: Al Categories A

Advanced Audit

Ambulatory EDI

Background Business Processor (BBP)
Community

Connected Health

Consulting Products and Services
Dashboard

Data Archive Utility

Diagnostic Hub

Document Management

EHR & Clinical Templates (ACE)
Electronic Dental Record (EDR)
Fax Manager

File Maintenance

HaMm

Interfaces

Interoperability

IVRU (Interactive Voice Response Utility} Non-EDI
Licensing

Mobile

Mobile - New Provider Request
NextGen Accounting Questions?
NextGen Care

NextGen Mobile / Go (Legacy)
NextPen

Optical Management

Other

Patient Experience Platform
Patient Portal (Enterprise)

Population Health

Practice Management (Enterprise)
RCM Claim Submission

RCM Services

Remote Patient Monitoring (RPM)
System Admin

Technical Support

ups

Virtual Visits

Select the product your case is in reference to. To filter by product family, choose Filter by
Brand. You can also hover over a product name for a brief description.
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New Case Form

e N

o Case Details: MextGen Enterprise

Category Selected: EHR & Clinical Templates (ACE) e 8 Articles
Subject NextGen Enterprise EHR 5.9.3 Upgrade - ACE - Clinical Injections Template
| Learn about the ACE Clinical Injections Template enhancemeants that are part of
Deserigtion -) the 5.8.3 release.
NextGen Enterprise EHR 5.9.3 Upgrada - ACE - Clinleal Decislon Suppaort
Pl Learn about the ACE Clinlcal Decislon Support enhancemant that is part of the
Topic | None— " 5.9.3 release.
NextGen Enterprise EHR 5.9.3 Upgrade - ACE: Clinical Declsion Suppert
Priority Enhancement
| ~-None-- v Learn about the ACE Clinical Decislon Suppert enhancement that is part of the
. 5.9.3 release.
versian | 6.2021.1 v
Day One Impact for NextGen Clinical Templates 8.4.1
i . The NextGen Clinical Templates Day One Impact document is a supplement to
e rirenmeEn --None-- b the avallable release notes, guldes, and white papars ...
Parent Case
A Known Issues
Client Referance
lssua Summary Status
° Does your issue pertain to any of the following? Kl98924 The description of a SIM item does not update ono... Closed
KI98932 The lab labels that print from EHR only contain one_..  Closed
KIS98936 Badge count is not updated and diagnosis codes ar... Closed
Potential Meaningful Use/PI ] Potential Patient Privacy Issue [ u
HIPAA) KI98937 Report needed similar to "Prescription Audit Events... Closed
Potential Pafient Safety lssue ]  Potential Mon-Clinical Urgent . [ ? Q“astlons
Potential Regulatory lssue [ Potential Data Sharing . [ Medication Update Frequency B Answers
How are your referrals teams handling Referrals Orders Template
that doasn’t allow CPT codes o ba entered? 0 Answers

Object cannot be cast from DBNull Patch 190ACE Patch 50 2 Answers
arrar with EHR moduls 0 Answars
Transaction Date Ovarride 4 Answars

1. Category
The product your case is in reference to.

2. Case Assistance Panel
Updates with articles, known issues, and chatter questions most relevant to the product and
subject, to help address your questions before submitting a case.

3. Subject, Description and Topic (required)
Subject is your question, query, or case concern. Topic is a pre-defined picklist where you
can select the product/functionality closest related to your case. In Description, you can
provide a more detailed explanation of your case.

4. Priority and Version
Use the Version picklist to choose your product version. Select N/A if unsure or not
applicable.
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Priority Levels (required)

Priority informs NextGen Healthcare of how critical your case is to your organization.
Priority 1 — Serious interruptions to a production system

Priority 2 — Serious interruptions to normal operations or impact on deadlines
Priority 3 — Interruption but no impact on production operation

Priority 4 — Minimal or no interruptions to normal operations

5. Environment, Parent Case, Child Account, and Client Ref #

Select the Environment your case pertains to. If your case is related to another case, include
that case number in the Parent Case field.

Child Account (required)
If you're a reseller, or an account that manages child accounts, you will also have a field
called Child Account where you can select which child account this case is related to.

Client Ref #
If your organization uses a ticketing system in addition to Success Community cases, this
field allows you to reference the ticket number from your internal support system to a case.

. Potential Critical Issue Check Boxes

If your case involves a potential critical issue, select any of the check boxes that are relevant.
You will be prompted to provide more detail in the next screen. This is applicable to select
products.

If you did not select any of the potential critical issue check boxes on the case creation page,
your case will be created. Otherwise, you will proceed to the Potential Critical Issues screen.

Potential Critical Issues Screen

Whichever box(es) you checked will open to a series of required fields and questions to
answer. You must complete each field with a red line as these are required. Once completed,
select Save and your case will be created.

W Potential Meaningful Use/PI

W Potential Patient Privacy Issue (HIPAA)
® Potential Patient Safety Issue

m Potential Non-Clinical Urgent

W Potential Regulatory Issue

® Potential Data Sharing

If you determine that your case is not a critical issue after clicking the Next button, you will need
to click off the screen and recreate the case since it’'s no longer a potential critical issue case.

6
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Case Creation Email

Once your case has been created, you will receive a case confirmation email form support-
noreply@nextgen.com.

If you do not receive your email, it may have reached your spam, clutter, or junk folders. Please
allowlist @nextgen.com to ensure that you receive these emails. Also confirm the email address
listed in your profile is correct.

Mon 11/16

N No-Rep

Sandbox: Success Community - New Case Confirmation Notice, Case #05652435, Subject: Fee schedule
To Kelley Lee

Retention Policy Nextgen Never Delete (Never) Expires Never

Hi Kelley,

Case #05652435 has been opened and will be assigned to the appropriate
resource based on the Topic chosen during the case creation. For status
of this Case, please log into the Success Community to review all details
relating to this, and all Cases.

You are now able to view the Case Comment, via our Mobile App by
clicking here and viewing your Chatter Feed.

Account Name: NextGen Healthcare
Thank you,
Success Community Client Support

Don't have the Success Community Mobile App?
Download the Mobile App available on:
iOS Users:

.’ App Store
Android Users:
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Anatomy of a Case

0$ 06740290

o Case Status

o Case Type
e Case Details

Category

Subject

Topic

Version

Build

Delegated Contact

Reported Known Issue

o System Details

Owner Name

0O =N N =8

Sub-Status

Adaptive Content Engine

Template Error Description

ACE Templates Priority
6.2021.1 Parent Case

Environment
Contact Name

Client Reference

Kajal Shahul Katti Date/Time Opened

Receiving error when opening template

3

Production

Kelley Everett

5/16/2023 5:02 PM

=N EE 2=

°Case Comments

Created by:

Comment:

o Attachments

No records to display

1. Case Number — The automatically assigned case number. This is searchable via global

search.

2. Case Actions — Escalate, edit, or close your case here. When editing a case, you can only
edit the Parent Case and Delegated Contact fields. Any other changes can be requested

through case comments.

3. Case Status — Review case status/sub-status to determine actions to resolve the case.

8
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Case Type — The product your case is in reference to.

Case Details — These are the key details of your case that you entered when you created
the case. If the case was deemed a known issue, that known issue number will be listed in
the Reported Known Issue field. Note: Subject, Description, and Reported Known Issue are
all searchable in global search.

Delegated Contact

In addition to the case owner, a delegated contact can view a case in the My Cases list view
and edit a case from the Success Community. The case owner and the delegated contact will
both receive communications on the case. Note: this person must be a member of the
Success Community, tied to your account, with permissions to manage cases.

System Details — This is where you can see the owner name, the name of the NextGen
Healthcare representative actively working your case, and the date and time the case was
opened.

Case Comments — Add a comment to ask questions or provide updates to your NextGen
Healthcare representative. Comments from NextGen Healthcare will also appear here. This
provides a conversation history for your case.

Attachments — You can add attachments to your case to provide additional information to
NextGen Healthcare. Note: Attach PDF, Excel®, Word®, jpeg, gif, or png files. The size limit
is 25MB for each attachment.

Home Page Active Cases Widget

We recommend you first manage your cases via the Active Cases widget on the home page.

The six most recent cases, based on last modified date, will display in the following order:

1.

2
3.
4.
5

Resolved Cases Pending Customer Approval
Pending Customer Response

New

In Progress

Pending Analyst Response
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Cases pending, awaiting action from you, will display in orange. Cases in blue are those that
Client Support is actively working.

© ACTIVE CASES CREATE CASE
CASE # CASE# CASE #

CREATED DATE: 07/24/2018 CREATED DATE: 07/24/2018 CREATED DATE: 07/2472018
Screen is blank Meed help with claims Slow performance

CasE # 04884952 m CASE # 04884950 m casE # 04884048 m
CREATED DATE: 07/24/2018 CREATED DATE: 07/24/2018 CREATED DaTE: 07/24/2018
New New New

How do | undo a patient__. System is slow Link isn't working

VIEW ALL CASES >

Cases Tab - List Views

Cases will display in multiple list views, depending on the status and contact fields. When you
first open the Cases tab, you will see Recently Viewed Cases.

Recently Viewed Cases is not a sortable case list view. This table shows you any case that you
recently opened regardless of type or status. If you’re searching for a particular case, we
recommend selecting a list view.

To ensure consistent collaboration between you and Client Support, we recommend reviewing
the My Cases that Need Review list view daily. As cases are worked and updated, this list will
change, so checking frequently is suggested. Once you have worked all your cases that need
review, feel free to move to other list views that interest you.

10
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List View Descriptions
Select a list view and click Go.

All Closed Cases

All closed cases for your organization. Includes both support and critical issues cases.

All Closed RCM Cases*

All closed RCM cases submitted by NextGen Healthcare on behalf of your organization.

All My Closed Cases

All closed cases, originally opened by you. Includes both support and critical issues cases.

All Open Cases Incl. Known Issues

All open cases for your organization with a status of new, in progress, pending analyst response,
pending customer responses, or resolution proposed. Includes both support and critical issues cases.

All Open Cases without Known Issues

All open cases for your organization, excluding known issues, with a status of new, in progress,
pending analyst response, pending customer responses, or resolution proposed. Includes both
support and critical issues cases.

All Open Critical Issue Cases

All open critical issue cases for your organization with a status of new, in progress, pending analyst
response, pending customer responses, or resolution proposed.

All Open RCM Cases*

All open RCM cases submitted by NextGen Healthcare on behalf of your organization.

Closed Cases Linked to a Known Issue

Closed cases for your organization that are attached to a known issue that is closed or with a
scheduled release. Includes both support and critical issues cases.

My Account’s APl Cases

All open API cases for your organization.

My Account’s Cases that Need Review

Open cases for your organization with a status of pending customer responses or resolution
proposed. Includes both support and critical issues cases.

My Cases that Need Review

Open cases, opened by you, with a status of pending customer responses or resolution proposed.
Includes both support and critical issues cases.

My Open Cases

Open cases, opened by you, with a status of new, in progress, pending analyst response, pending
customer response or resolution proposed. Includes both support and critical issues cases.

My Open Cases - Delegated Contact

Open cases where you are listed as the delegated contact, with a status of new, in progress, pending
analyst response, pending customer response or resolution proposed. Includes both support and
critical issues cases.

Open Cases Linked to Known Issue

Open cases for your organization that are attached to a known issue that is open. Includes both
support and critical issues cases.

Recently Viewed Cases

Cases that you have recently viewed.

*These cases are submitted by NextGen Healthcare on behalf of your organization and cannot be created
or edited. They are view only for informational purposes.

11
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Search for Cases Using Global Search

You can search for any cases using the global search bar at the top of the Success Community.
Type in your search terms and press enter. The system will search the subject, topic, case
number, case comments, and description.

If there are any results that include your search terms, they will appear on the Search Results
page. To only see search results that are cases or case comments, select those record types
from the left menu.

Search Results

1 Options...

IS Records
& Cases (25+) Show Filters

Accounts (1)
4 Previous Page (1-25) Next Page b

Activities (0)
Articles (25+)
Action €Case Number Subject Status Sub-Status Date/Time Opened Case Owner Alias Legacy System ID  Client Ref #
Asset Relationships (0)
Attachments (2) Edit 04884923 jean test after hour New 7/9/2018 2:46 PM dkenn
Case Comments (0) - Test for
Edit 04884955 . New 7/24/2018 311 PM mmazzate
| Cases (25+) | Notifications

Learn more about using global search by watching the Using the Global Search simulation
video.

12
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Case Statuses and Descriptions

New
The default status for all new cases

In Progress

Your case is being activity worked by a
NextGen Healthcare Support team
member.

Pending Customer Response

The NextGen Healthcare Support team
has asked for additional information from
you and is awaiting your response.

Resolved

NextGen Healthcare has provided
information to you that we believe
answers your question or addresses your
issue. Or you have resolved the issue
yourself.

Pending Analyst Response

The NextGen Healthcare Support team is
reviewing your case comments, resolution
rejection or escalation, and will provide an
update.

Linked to Known Issue

We have attached the case to an open
known issue that we believe will resolve
your case once a fix is released.

Escalating Cases

N/A

No sub-status or:

e Appt. Scheduled
e Change Rejected
e Change Accepted

No sub-status or
change proposed

e Client Resolved
Duplicate

e Inside Sales

e No Response

e Resolution
Proposed

No sub-status or:
e Change Rejected
e Escalated

e Known Issue
Proposed

e Known Issue
Accepted

No action required.

No action required.

Add a case comment or attachment.
The case will move to pending analyst
response.

Accept or reject the resolution. Accept
and the case will close. Reject and
the case will move to pending analyst
response and prompt you for a
reason for the rejection.

No action required.

Accept or reject the known issue.
Accept and the case will move to
known issue accepted. Reject and the
case will move to pending analyst
response and prompt you for a
reason for the rejection.

If the level of urgency on one of your open cases has escalated, please feel free to utilize the

Escalate option on your case.

To deliver the highest quality support to our entire client base, we ask that you limit using the
Escalate option to critical issues that have an impact on revenue or patient safety business.

If you are not satisfied with the support you are receiving on a case or need a status on a case,
please add a comment to your case and your case owner will be alerted that you are waiting on

them for an update.

13
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Closing Cases

NextGen Healthcare analysts will no longer close cases. There are three ways that a case can
be closed:

1. Resolution was accepted — You accepted the proposed resolution.

2. Manual close - You clicked the button Close Case on the case details page.

3. Auto-close — The case was in a resolved status for 14 days and it auto-closed.

Important Note!
Once a case has been closed it cannot

be reopened. Click the Replicate Case
button or create a new case and add the
old case number to the Parent Case field.

14
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Getting Started - Frequently Asked Questions

Can we open cases over the phone?

You can still open a case by a phone call.

How do | print a list of all open cases for my organization?

On the cases tab, select the desired view and click Go. After clicking Go, a small printer icon will
appear in the top-right corner of the screen. Clicking the printer icon will display a list of all the
results from your view with the option to print in the top-right corner of the screen.

If a case is determined to be an Idea, do we need to create a separate Idea
or can a case be turned into an ldea?

NextGen Healthcare will not be able to create an Idea on behalf of a client. For the Idea creator
to be notified of status changes, clients must submit their own ideas. Clients can submit an Idea
directly from a closed case.

Since each client can now escalate a case, are there any limitations on how
many escalated tickets are entered per day per client?

Currently there is no restriction on how many cases can be escalated.

Can Resellers prevent clients from opening cases?

It is up to the Reseller to manage who is a user under their record. Only clients set up as a Main
Client Community User or Client Community User will be able to create or maintain cases.

| do not see all the practices available in the Child Account drop-down list
when creating a case. How do | correct this?

If you do not see all your practices listed in the Child Account field, please open a new case with
the Product Category Community and NextGen Healthcare will assist you.

15
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