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PURPOSE

1.1 This procedure establishes the process for communicating and documenting support cases
related to FSU’s Research Administration Management Portal (RAMP) IRB module.
REVISIONS FROM PREVIOUS VERSION
2.1  None.
POLICY
3.1  Effective June 1, 2020, the primary Point of Contact (POC) for FSU RAMP IRB module support
cases is the FSU RAMP Support Director.
3.2 Primary responsibility for communicating and documenting RAMP IRB support cases with
Huron regarding issues or required services that are identified by OHSP staff, IRB members, or
other end-users rests with the RAMP Support Director. The RAMP Support Director uses the
Huron Support Case System to communicate and document support cases throughout the life
cycle of the case.
3.3 Decision-points for RAMP IRB module work are communicated to the OHSP Director for any
required authorizations or notice prior to any RAMP IRB module system upgrades, updates,
fixes, downtime, and/or other changes to be implemented.
3.4 This procedure begins when a RAMP IRB-related issue or required service is identified.
3.5 This procedure ends when the identified issue is resolved or when the required service is
completed and the related support case is closed.
RESPONSIBILITIES
4.1  The RAMP Support Director will carry out these procedures.
PROCEDURE
5.1 Once OHSP staff, IRB members, or other end-users identify a system issue or services
required, the issue or service request would be immediately reported to the RAMP Support
Director for handling. Issue reports and service requests will be conveyed by way of email for
documentation purposes.
511 Upon receiving the issue report or service request, the RAMP Support Director will
determine whether or not there is sufficient information (i.e., impact to IRB workflow,
details on the nature of the problem, steps to reproduce the problem, and screenshots
if the problem is able to be captured) to submit the issue into the Huron Support Case
System.
5.1.1.1 If the RAMP Support Director determines there is not sufficient information
to submit the issue to Huron, clarification will be promptly requested from
the issue reporter.

5.1.1.2  When the necessary information has been compiled, the RAMP Support
Director will submit the issue into the Huron Support Case System (see
Reference 7.2).

5.1.2 The RAMP Support Director will begin by completing the Basic Information page of
the Support Case SmartForm, beginning with a short description of the issue to be
used as the title of the support case (see Reference 7.3).
5.1.2.1  The title will begin with “RAMP IRB” in order to maintain consistent

nomenclature to assist with distinguishing IRB-related issues in Huron’s
Support Case System.

5.1.3 The RAMP Support Director will then select the appropriate request type and priority
level, defined as the following:
5.1.3.1 Request type:

5.1.3.1.1 Problem Report — Requesting any non-configuration related
problem/issue
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51.3.1.2 Enhancement Request — Requesting a modification to a
Click (Huron) product application
5.1.3.1.2.1 Note: The Huron User Group community
must vote upon Enhancement requests
before they can qualify to appearin a
system upgrade or update.
5.1.3.1.3 Hosting Request/Issue — Requesting that the Huron Hosting
team perform an action (i.e. apply a patch)
5.1.3.1.3.1 Note: This request type is only to be used by
Huron after they have evaluated an FSU
Problem Report or Services Request and
have determined that the problem or service
should be routed to Huron Hosting.
51314 Services Request — Requesting assistance from services for

Priority Level:
5.1.3.2.1

5.1.3.2.2

5.1.3.2.3

5.1.3.24

configuration/workflow enhancements

5.1.3.1.4.1 Note: Many of the service requests that
have been submitted for the current
implementation will no longer require service
requests upon implementation of the IRB 9.1
upgrade due to Huron’s relinquishing of
many of the IRB settings and data
management capabilities.

Priority Level 1 — Site Down

5.1.3.2.1.1 Note: Priority Level 1 is strictly reserved for
system outages (i.e. the RAMP site or one
of the RAMP modules cannot be accessed)
and requires contacting the Huron Client
Support team at (503) 748-3930 upon
submitting the problem report to bring this to
Huron’s attention as soon as possible.

Priority Level 2 — Critical Functional Issue

5.1.3.2.2.1 Note: Priority Level 2 is intended for issues
or services required which represent
workflow-stoppage issues or are otherwise
determined by the OHSP to be of critical

importance.
Priority Level 3 — Non-Critical Functional Issue
5.1.3.2.3.1 Note: Priority Level 3 is intended for issues

or services required that are not of critical
importance and that do not adversely or
significantly impact the functioning of the
IRB system.

Priority Level 4 — Cosmetic Issue

5.1.3.2.4.1 Note: Priority Level 4 is intended for minor
cosmetic issues that are not of critical
importance and that do not impact the
functioning of the IRB system.

5.1.4  Once the Basic Information page of the Support Case SmartForm has been
completed, the RAMP Support Director continues to the next page where they will
identify the site impacted, the application version, the portal version, the contacts who
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should be on the case to receive notifications, and provide information on the problem

or services required.

5.1.4.1  The RAMP Support Director should evaluate issues on a case-by-case
basis, however, generally the below information will be provided (see
Reference 7.4 for a completed case example):

51.4.11

51.4.1.2

51.4.13

51414

51.4.1.5

51.4.1.6

51.4.1.7

Site Impacted: When selecting the site impacted, the RAMP
Support Director will always select “Florida State University
IRB Production” for submitting support cases for the RAMP
IRB module.

Application version: When selecting the application version,
the RAMP Support Director will need to ensure the correct
version of the software currently implemented in FSU IRB
Production is selected (i.e., FSU IRB Production will function
on version Huron IRB 9.0.1, however this may change after
subsequent upgrades or other changes are complete).
Portal version: The portal version will be listed next to the
application version when making the above selection. The
RAMP Support Director should select the portal version that
corresponds to the current application version.

Description of the issue: The RAMP Support Director should
provide as much detail as possible to clearly describe the
problem or services required when completing the support
case description using the information gathered in step
51.1.

Steps to reproduce: The RAMP Support Director should list
the steps needed to reproduce the issue so Huron Client
Support may determine what work will be required to find a
resolution.

Documents: The RAMP Support Director should attach any
supporting documents or screenshots in the document
upload section. These may be managed throughout the life
cycle of the case by clicking the “Manage Attachments”
activity on the support case workspace (see Reference 7.4).
Case contacts: The RAMP Support Director is the Main
Client Contact for the case unless the RAMP Support
Director modifies this. The OHSP Director should be listed
as an additional case contact. Any additional FSU contacts
(if applicable) that may need to receive notifications of
updates related to the specific case should be added in this
section (see Reference 7.4).

5.1.4.2  Once the required information has been provided, the RAMP Support
Director will submit the support case and will receive an email notification
documenting the submission of the new support case (see Reference 7.5).

5.1.4.21

The RAMP Support Director should take note of the support
case ID number assigned or otherwise file the email
notification in a location where it can be readily accessible
for documentation and follow-up purposes.

As the support case is under review in the Huron Support Case System, a notification

will be delivered to all contacts listed on the support case (selected in step 5.1.4.1.6)

confirming Huron’s acknowledgement of the case (see Reference 7.6).

5.1.5.1  Huron will assign one of their representatives as the “Owner” of the case
and this will be noted in the acknowledgement notification. Note: Huron
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6 MATERIALS
6.1 N/A

5.1.56.2

5.1.6.3
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may update the owner of the case as they evaluate the work needed in
order to find a resolution.

Any further updates from Huron will be conveyed by way of comments on
the support case, which will trigger an email notification to be delivered to
the Main Client Contact and any additional applicable contacts on the
case.
5.1.5.2.1

PAGE
4 0of 7

Note: Email notifications may be manually turned on/off for
comments on support cases. You must click on the
“Comment Posted” activity in order to see exactly who
received an email notification for a given comment.

Any updates that may represent critical decision-points, as noted in step
3.3, will be promptly forwarded to the OHSP Director for authorization prior
to authorizing any work needed on RAMP IRB.

Once a resolution has been provided for a support case, the RAMP Support Director
will forward the resolution to the OHSP Director or designate for validation.

5.1.6.1

5.1.6.2

7 REFERENCES
7.1 “Huron Client Services” PowerPoint provided by Huron Consulting Group

7.2 Submit New Issue

) HURON

Issues
-

b Issues

» Learning Resources
» Downloads

P Solutions

» Portal

P Technologies

P Services

P Subscription Hosting

P Support Blogs

» Engineering Blogs

Contact Support
= PP
Voice:
(503) 748-3930

E-mail:

Support

Learning Resources

Once the OHSP team validates a resolution and determines the problem
has been resolved or services requested have been fulfilled, the OHSP will
provide this confirmation to the RAMP Support Director by email for
documentation purposes.

When the issue is confirmed to be resolved, the RAMP Support Director
will note this in a comment on the case, which will allow Huron to
document the successful resolution and close the support case (see
Reference 7.7).

Hello, Carinna Estevez v

Extranet Community

Downloads Solutions Portal Services

Bsu

Your organization's Support activity over the past 30 days

Enhancement Request

New submissions for the past 30 Days Closed issues for the past 30 Days

Hosting Request/issue

Services Request }
0

Problem Report

Submit a New Issue

Open Issues

ClickSupport@HuronConsultingGroup.com

Open Enhancement Req Resolved Enh t Req

Resolved Issues
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7.3 Support Case Basic Information page

= «

Creating New: Support Case

Open a New Request

Short Description | |

Request Type

Priority Level

O Problem Report - Report any n lion related

O Enhancement - Request a modification to a Click
Request

O Hosting - Request that the Huron hosting team perform an action (ex: apply a
Request/lssue patch)

O Services Request Request assistance from services for configuration issues/workflow

enhancements

Clear

O 1-Site Down

QO 2-Critical Functional Issue
(O 3- Non-Critical Functional Issue

O 4- Cosmetic Issue

Clear
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4Gotoformsmenu @ Help

CONSULTING GROUP

IMPORTANT: If you are submitting a Priority 1 - Site Down support case, or if you require a response in less than 8 hours, please contact us by phone at (503) 748-3930 after
submitting your support case to bring this to our attention as soon as possible.

© 2017 Huron Consulting Group. All rights reserved.

7.4 Completed Support Case Example

Closed

Owner: Sarah Starr Huron’s “Owner” of the case and the FSU

By: Carinna Estevez

Created: 3/30/2020

Client Contact: Carinna Estevez

Client: Florida State University Main Client Contact will display here

© Exit

B Save

SC00055078 : RAMP IRB Upload COVID-19 Materials in Library

5:04 AM Escalation engineer:

Modified: 4/27/2020 Transition URLs: There are no items to display

5:08 AM The Request Type and Priority Level will display here. Note:

Time Zone: Huron may update this as necessary after evaluating the case.

(GMT-05.00) Eastemn )

Time (US & Canada) Issue Resolution
A e es Description: X . X . . .

ctivities lOur Director has approved the attached COVID-19-related materials to be published in our RAMP IRB Library as soon as possible. The documents

. ishould be _ssigned to the following Library sections:
Support Activities Issue Description and
€ Post Comment Steps to Reproduce will 1. HRP-092 SOP should be placed under the Library "Standard Operating Procedures" tab (at the end of the list).
display here 2. HRP-219 FORM should be placed under the Library "General" tab
3. HRP-350 WORKSHEET should be placed under the Library Worksheets
Update Issue Information
M. Attachment: Steps To Reprod

@ Manage Attachments Please see attached documents and upload in RAMP IRB Library. Please let me know if you need more information.
{® Update Contact List Documents:

{® Update Impacted Site
and Application List

Document attachments will display
here and can be managed using the
Manage Attachments activity to the

@ HRP-219 - FORM - COVID-19 Modification_20200329.docx(0.01)

@= HRP-350 - WORKSHEET - Research-Specific COVID-19 Risk Mitigation Plan_20200329.docx(0.01)

HRP-092 - SOP - COVID-19 Risk Mitigation Planning_20200329.pdf(0.01)

58 KB 3/30/2020 5:05 AM

83 KB 3/30/2020 5:05 AM

127 KB 3/30/2020 5:13 AM

left ?S{X&E—A?\Ccnsiderations for Investigators Conducting Human Research_Appendix 12_20200331 w184 KB 3/30/2020 1:21 PM
Contacts: Akash Chakravarty achakravarty@huronconsultinggroup.com 503.748.3930
Carinna Estevez cestevez@fsu.edu 850.644.7900
Kavita Kalra kkalra@huronconsultinggroup.com 503.748.3930
. Daniel Mullins dmullins2@fsu.edu 850.645.9387
Case Contacts will display here [ angie Rowe arrowe@fsu.edu 850.644.8659
Nicole Shine nshine@huronconsultinggroup.com 503.748.3930
Sarah Starr sstarr@huronconsultinggroup.com 503.748.3930
Jonathon Thomﬂ 'gthcmeson@huronconsullinggroue.com 503.748.3930
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7.5 New Support Case Notification Example
SC00055647 (FSU) RAMP IRB is Down

SOP: RAMP IRB Support Case Program

ClickSupport@HuronConsultingGroup.com

° Mon 4/20/2020 8:04 AM

ClickSupport@HuronConsultingGroup.com; Carinna Estevez ¥

Carinna Estevez submitted a new Problem Report -
SC00055647: RAMP IRB is Down

Regarding: Huron IRB 9.0.1

FSU IRB Production appears to be down for

maintenance (see attached). Please advise on why this is

happening as soon as possible.

Status: New

Go to SC00055647

Priority: 1 - Site Down

Site

Florida State University IRB

Production

7.6 Acknowledged Notification Example

App Version
Huron IRB
9.0.1

Portal Version
Huron Portal
9.0.2

SC00055078 (FSU) RAMP IRB Upload COVID-19 Materials in Library

O]

Getting too much email? Unsubscribe

ClickSupport@HuronConsultingGroup.com

Mon 3/30/2020 9:36 AM

jpthompson@huronconsultinggroup.com +8 others ¥

g 9 © >

Sarah Starr acknowledged Services Request
SC00055078: RAMP IRB Upload COVID-19 Materials in

Library

O

Status: In-Review

Priority: 2 - Critical Functional Issue

Go to SC00055078

Assigned To: Sarah Starr

Site

Florida State University IRB

Production

App Version
Huron IRB
9.0.1

Portal Version
Huron Portal
9.0.2
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7.7 Closed Case Notification Example
SC00055647 (FSU) RAMP IRB is Down
ClickSupport@HuronConsultingGroup.com
° Thu 4/23/2020 12:24 PM 5 5 9 2

jpthompson@huronconsultinggroup.com +10 others ¥

Gavin Silaski closed SC00055647: RAMP IRB is Down

Regarding: Huron IRB 9.0.1

Resolution:

Issue resolved, RCA document provided to FSU.

Comments:

Go to SC00055647

Status: Closed

Priority: 3 - Non-Critical Functional Issue

Assigned To: Gavin Silaski

Site

Florida State University IRB Production

App Version

Portal Version
Huron IRB 9.0.1 Huron Portal 9.0.2

® 2018 HURON CONSULTING GROUP INC. AND AFFILIATES. ALL RIGHTS RESERVED.




