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Precision Medicine Initiative — AllofUS

The US National Institute of Health’s Precision Medicine v
Initiative (PMI) is a landmark longitudinal initiative that aims .A‘ DXC.technology  More Than Precision, This Is ..
o - Individualized Medicine
to engage one million or more US participants as partners . . et o o e e
| N . DXC is leading and —
to improve the ability to prevent and treat diseases based
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to enable patient powered medicine. Support Center With  Feanasion meoramig e T

pmgrﬂm Will 'FDCUS nul‘_iugt on deweloping more effective wops to prolang health ard trea

powerful resource for researchers

PMI volunteers will be asked to contribute a wide range of the associated iﬁemb;idﬁ,:?:;ght ot
health, environmental and lifestyle information. Collection technologies and e e
of the information may be from multiple sources such as delivery services T

EMR’s, testing, direct interface and devices via mobile

apps, web interface, integrated voice response, feature 7

phones and/or wearable devices.

UNDERSTANDING
The funding for the PMI program is through an NIH grant to precision Medicine

the awardees and sub-awardees. by Dr. Robort Wah

Pracision medicine has the potential to deliver bettar cutcomes to patients through customized
cars, but it will require tremendous efforts in data integration and data analytics. Hars is an
overview of precision medicine and the Precision Medicine Initiative, which is coming te fruition in
the All of Us Research Program.

What Is precislon medicine? diseases, ond aventually develop prevention and treatment Dr. R{)bert Wﬂh on
programs that toke thesa foctors into occount.

Precision medicine k o new approach to disease prevention precisio n M edici ne

and treatment that provides customized healthcare bosed on The backbone of the Inftlotive |s the comprehansive All of Us
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AllofUs Enterprise DXC Service Management Network

« Ourrole is to provide support for program
participants, interested parties and all BIOBANK
consortium partners Mayo Clinic

 We are also the service management “hub” for
the consortium, and have built a multi-entity, RESEARCH
fully integrated service management network v:fd"g;f&
across the consortium on the ServiceNow Broad

platform

 The network will capture and share all issues, DXC Support
solutions and responses to participants and center
DRC portal users in real time nationwide for
rapid response and a positive customer
experience

« Our national database of contacts and solutions
will enable the continued development of
PARTICIPANT

knowledge and training across the consortium TECHNOLOGY
CENTER

Vibrent Health
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AllofUs Support Center

END USER EXPERIENCE AOU SUPPORT CENTER Incident Management | Process servicenow
|

Hot transfer - Guide uses the | . Guide searches KB Guide uses the Bas Sabt
Mayo Biobank Basic Script and CRISIS? BTy Guide uses the Basic S

opens an Incident in resolve the Incident ServiceNow END
/ ServiceNow CRISIS HANDLING |
—— ]

ESCALATE TO TIER 2

Guide assigns urgency | Communication Matrix | Response Matrix tells us

Guide assigns

p i tell us who to how often we communicate
C_I_s Assignment Grou and impact to the ! )
—_—————— - — — — A — -Ge—— N = 4] 9 P Incident to create the communicate with and and when to escalate
” Incident Priority FAQ LIFECYCLE
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Press 1 for Spanish

7. Hours of Operation: 7am i 10pm ET
Daily; excluding holidays
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: | .A. Dxc'tecr‘no")gy Guide completes Incident | | ServiceNow sends email| [{S=ielRY = ele] [V {[e7q)[e]\]
| : info and Data Form to Assignment Group - -
I . 1. Respond to Support Center end users e il g T 2 Tier 3 Resolver | Tier 2 Resolver
| P ' using Phone, Chat or Email : — _| | Resower via thir | by upaatig he
: = VWVW.JOIna”OfUS.Org : ’ . ) ) = agreed upon aﬁd PWorngole
I Wi - -« -== | 2 Records contact by opening a case in process the Incident in
I P R R T R TR e : S iceN - - (e.g. Sync for ServiceNow —
: o -~ | erviceNow. .I. DXC.technology oxc rod Science) S;?T?*ﬁs STSI via
| SIAG
| = 3
| o | 3. Uses IRB approved FAQs to respond Gatekeeper Tool
| help@joinallofus.org | : :
| 1 Million " i 4. If unresolvable, triage to Tier 2 Tier 3 Resolver Tier 2 Resolver
| Individuals from | 5. Contact case originator to ensure notifies Tier 2 Triages the Ticket
i Across the U.S. snap | issue is resolved Resolver via their resolves and notifies Support Center by
i ~ engag | 6. Report performance agreed upon updating the AStat:ce
| } process for the Incident in ServiceNow
i |
| |
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All-'Us

RESEARCH PROGRAM

The

Future of
Health Begins
With You

How can we help?

FROM HELP DESK TO SERVICE MANAGEMENT-

V Self Help: Search Knowledge Base, FAQs
V Self Serve: Report an Issue, Share Feedback
V Connect: Chat, Call, Email, Gemcation

SERVICE MANAGEMENT

V Service Ops & Closed Loop Mgmt
V Knowledge Mgmt

V Help Desk / Tech

V  OnOff Boarding

ITIL FOUNDATION

SERVICE IMPROVEMENT
Service Design
Security

SOP & Change Control
Performance Reporting
Learn & Develop
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Enhancing the Customer Experience

Computer Telephone Integration Integrated Chat

& Y[el<v}Ao

Service Agreement
based Interaction

Visual Workflow:
Routing, Escalations, Notifications, FoHoprand
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Realtime location tracking
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Customizable Data Repository
Searchable Directories for
Enhanced Communications
Workflow enabled Service
Agreements/Levels
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Location Based Services



