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Welcome to 

INCISIVE Support 
This guide is intended to help you leverage the product and services provided by our 
Support representatives. It outlines the support available for our products and how to 
access that support. 

We are committed to continually improving our process and providing on-going support 
to you. This guide is regularly updated; we encourage you to visit our websites for the 
latest updates to product and service information, documentation, and other product 
resources. 

What's in this guide 
 For products and available services, see "Service levels and policies" 

 On methods to contact Support, see "Customer Service resources" 

 For help determining the type and severity of the problem and which support 
resources to use, see "3-Tier priority system" 

 For steps you can take to resolve a problem before contacting 
INCISIVE Support, see “Before you contact INCISIVE Support...” 

 For the problem resolution process we use when you call, see “Connecting with 
a INCISIVE Support Engineer” 

 For what to do when your expectations are not met, see “Escalating incidents, 
defects, or enhancements” 

 For instructions on submitting and following-up on defect reports and 
enhancement requests, see “Submitting defects and enhancements” 

Getting the latest information 
Our Support website contains the latest, downloadable versions of all documentation 
for our INCISIVE products. The most current version of this guide is always available on 
our Support website. 

The INCISIVE product support website allows you to: 

 View the latest product news, documentation, and other coding resources 
 Download computer-based training and sign-up for web training seminars 
 Review known issues with the software 

What’s in this guide 
Getting the latest information 
Accessing the INCISIVE Support website 
Report a defect or an enhancement idea 
Customer Service Resources 
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 Join an email list and receive email newsletters on topics related to product 
support, updates, features under development, and technical alerts 
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Accessing the INCISIVE Support website 
You can access our Support website at www.incisivemd.com and following these 
instructions: 

1. Click Support above the Precision photo. 

 

2. On the Support webpage, scroll down (if necessary) and select the click here 
web link (located beneath the photo under the Customer Login heading). 

 

http://www.incisivemd.com/
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3. Enter your account’s Username and Password. 

 

 Contact a Support representative for your account’s login and password if it is 
unknown to you. 

Report a defect or an enhancement idea 
To report a product defect or provide us with your INCISIVE product enhancement idea, 
use the Product Feedback Form on the Support website. 

Customer Service Resources 
Department Telephone / Fax Email Website 

Customer Service Voice: (503) 296-2290 
Fax: (503) 546-5323 

support@incisivemd.com http://www.incisivemd.com/support 

Sales sales@incisivemd.com http://www.incisivemd.com 

You can contact us by phone, fax, email, or directly from our Support website. Please 
use the method that is convenient for you. 

Support Representatives 
Support Representatives offer an array of technical skills. Some of the team members 
are operating system software certified, and all have expertise in our products, 
databases, operating systems software, and other related application software 
products. 

Support Representatives can answer your questions about how to use our software and 
help you solve any problems you experience with its use. They can also refer you to our 
accounting personel to take of your monthly subscription billing issues, provide 
updated billing statements for you, or answer any other questions regarding your 
account with CrossCurrent. 
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INCISIVE Support Newsletter 
Subscribe to the monthly INCISIVE Support email newsletter and watch for notifications 
about INCSIVE products. We use this newsletter to send important product information 
and updates regarding: 

 Workflow and usability suggestions 

 Frequently asked questions and answers 

 Hot technical topics 

 Web update announcements 

 Lessons learned from customer implementations 

 Remember to add support@crosscurrentinc.com to your safe sender list! 

Support and Corporate Websites 
Visit our corporate website for company press releases, investor information, and 
products and services we offer. The support website provides direct access to 
documentation, support, product forums, and training information. You will need a User 
Login and Password to access the support website. 
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Support level 
and policies 

The support policies and service summarized here are subject to the terms and 
conditions of your product License and Support agreements. 

Support Levels 
CrossCurrent, Inc. offers two levels of service for INCISIVE products: 

 Regular Support Plan — This is the basic plan that offers unlimited calls to a 
Support Representative during regular business hours:  6:00 am to 5 pm Pacific 
Time, Monday – Friday, except holidays. 

 After Hours Option - Add this option when you need occasional support after 
regular support hours. You only pay for the calls you make during non-business 
hours or on weekends. 

Support Plan Features 

Feature Regular Support Plan After Hours Option 

Number of calls accepted Unlimited As pre-arranged 

Remote assistance support Yes Yes 

24 x 7 fax and voice mail access Yes Yes 

Access to password protected INCISIVE 
Support Website 

Yes Yes 

Support Hours 8:00 am to 5 pm Pacific 
Time, Monday – Friday 

As requested 

  You must purchase the After Hours Option before the date needed. 

CrossCurrent Holidays 
CrossCurrent company holidays for the current year are posted on the INCISIVE 
Support website. These federal holidays are commonly observed: 

New Year's Day Thanksgiving Day and the day after 
Memorial Day Independence Day 
Labor Day Christmas Eve and Christmas Day 

 
On these days, Regular Support Plan customers will need to pre-arrange an After Hours 
Option if they need to call for support. 

Support Levels 

CrossCurrent Support Policy  

Third-party software and support policies 
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Response Times 
Customer Service response times for questions, issues, and defects reported during 
regular business hours are as follows. Refer to the Three-Tier Priority System section in 
the Working with INCISIVE Support section to understand each of the different support 
priorities. 

Communication 
Method 

Three-tier Priority Levels 

Immediate Urgent Normal 

Telephone Immediately Within 1 hour Same day 

Voice mail Not recommended Not recommended Within 1 business day 

Fax Not recommended Not recommended Within 2 business days 

Email Not recommended Not recommended Within 2 business days 

Instant Messaging Not recommended Not recommended Within 1 business day 

CrossCurrent Support Policy 
We only support the current version of an INCISIVE product. If a problem exists with an 
earlier version of our software, we will ask customers to update to the latest version of 
the product to see if the problem remains in the current version of the product. 

Automatic Updates 
As we enhance or correct the software, we distribute product releases to customers 
using a web-updating feature built into our INCISIVE products. For critical updates, we 
notify customers by email, explaining the nature of the update and what actions, if any, 
our customers need to take. Each time the customer starts an INCISIVE product, the 
application will check update availability and proceed to download and update the 
application automatically. This process may take several minutes to complete; we 
apologize for this inconvenience, but we believe the benefit of not having to manage 
our applications outweighs an occasional inconvenience. 

Remote Assistance 
In order for us to provide meaningful support to your clinic, our Support 
Representatives must be able to connect to your workstations remotely. We can 
connect using our web conferencing or remote assistance tools. We are confident our 
remote access meets your organization's confidentiality and security requirements, as 
well as federal and state regulations governing the privacy and security of patient data. 

Direct remote access offers the highest level of support to diagnosis, troubleshoot, and 
correct your issues while talking with a Support Representative. Direct remote access 
also provides the fastest possible response to such incidents. If direct remote access is 
not available, incident time can be significantly slower and take longer to resolve. 

Your License and Support Agreement governs how remote access is set up between 
INCISIVE Support and your office locations. Remote access configuration should 
provide the following: 

 A suitable Internet connection 

 On our request, and with your approval, we will access your system using this 
line for error detection, analysis, replication, or correction. INCISIVE Support 
access will be subject to your prior approval in each instance. 
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 CrossCurrent will not be responsible for any failure to perform its obligations under 
its License and Support Agreement that results from the customer's refusal to 
provide us with access to their system. 

On-site support services 
On-site support service is not part of the regular Support Plan for INCISIVE products. 
However, on a case-by-case basis, the customer and CrossCurrent may agree to an on-
site visit. Please refer to your Support Agreement for a definition of the conditions 
under which a site visit may occur and the fees associated with the visit. The visit cost 
estimates and payments will be governed by the Professional Services terms and 
conditions agreement. 

Third-party software and support policies 
We test INCISIVE products on selected Microsoft operating systems as listed in each 
product’s recommended workstation configuration document. You can download these 
documents from our Support website. Customers can check the Microsoft Windows 
Life-Cycle website to determine when we will no longer be testing and supporting an 
end-of-life Microsoft operating system. 

Windows Life-Cycle Policy 
http://www.microsoft.com/windows/lifecycle/default.mspx  

Scope of support for operating system software products  
We provide the following support for operating systems software:  

 Answering questions about how INCISIVE products work with operating 
system software. INCISIVE Support Engineers are knowledgeable about how 
our products work with supported operating system software. However, if your 
question is related to the use of operating system software, we will ask you to 
call that particular company.  

 Isolating operating system software problems. Is your problem related to the 
operating system software, INCISIVE software, or to another vendor's 
software? Because our software operates in a complex environment, the 
source of a problem is not always immediately evident. We will work with you to 
isolate issues, beginning with reproducing the problem. If your operating 
system software support services are provided by a third-party vendor, when 
necessary we will work with your supplier to isolate the problem. 

 Reproducing and submitting operating system software defects that directly 
relate to the use of INCISIVE software. We will submit defects to an operating 
system software company that relate directly to the use of our products. 

If a defect can be reproduced that relates directly and only to INCISIVE products, we 
will contact the operating system software company and either submit a defect or 
accept and qualify an available patch/fix.  

If a defect cannot be reproduced at your site or by us, but it recurs, we will contact 
Microsoft. If Microsoft has a fix or patch, we will qualify it. Otherwise, depending on the 
severity of the problem, we will work with you to develop a workaround.  

If a problem is not reproducible at your site or by us and Microsoft has not heard of the 
problem and cannot recreate it, problem solving activity will cease until the problem 
recurs.  

 Informing customers of operating system software defects or releases that 
seriously affect use of INCISIVE software. As an operating system software 
support services customer, we receive information regularly about the latest 

http://www.microsoft.com/windows/lifecycle/default.mspx
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operating system patches and intermediate releases. We forward to you any 
information about the operating system that affects our software at your site.  

If an available patch resolves a known critical defect affecting the use of INCISIVE 
software, we will attempt to qualify the patch with the current release and make it 
available to you.  

 Qualifying patches for operating system software defects that directly 
impacts use of INCISIVE software. Whether we qualify an available operating 
system fix or patch depends on the circumstances. For example, if your 
production system is down and a patch might resolve the problem, we might 
recommend applying the patch with the understanding that it has not been 
qualified. 

Remote Terminal Services 
We do not have the testing capacity to test INCISIVE MD in remote terminal services 
environments like Microsoft Terminal Services or Citrix Presentation Server. However, 
we do have several customers successfully using INCISIVE MD in these environments. 
We urge customers who have these types of computing environments to install and test 
our software for their particular environment before deployment to users. Please 
contact INCISIVE Support for technical details regarding memory footprint, hard drive 
space requirements, and client software installation. 

Microsoft SQL Support 
Microsoft SQL is the standard database used with INCISIVE products. Each version of 
INCISIVE software is developed and tested with a particular version of Microsoft SQL. 
We will support the versions of Microsoft SQL certified for supported versions of 
INCISIVE products. 

The scope of our support of Microsoft SQL is as follows:  

 Answering questions about using Microsoft SQL with INCISIVE products. 
Many of our Support representatives are proficient in the Microsoft SQL 
database. However, we occasionally contact Microsoft SQL Support Services to 
answer questions, provide defect information, or help resolve a problem. 

 Isolating Microsoft SQL problems. Is your problem related to Microsoft SQL, 
our software, or another vendor's software? Because our software operates in 
a complex environment, the source of a problem is not always evident. 
INCISIVE Support works with you to isolate issues, beginning with reproducing 
the problem.  

 Reproducing and submitting Microsoft SQL defects that directly relate to the 
use of INCISIVE products. We will submit defects to Microsoft that relate 
directly to the use of our INCISIVE products.  

If a defect that relates directly to the use of INCISIVE software can be reproduced, we 
will contact Microsoft Support and either submit a defect or qualify an available patch 
or fix.  

If the defect cannot be reproduced at your site or by us, but it recurs, we will contact 
Microsoft Support. If Microsoft Support has a fix or patch, we will qualify it. Otherwise, 
depending on the severity of the problem, we will work with you to develop a 
workaround.  

If a problem is not reproducible at your site or by us and Microsoft Support has not 
heard of the problem and cannot re-create it, problem solving activity will cease until 
the problem recurs. 
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 Qualifying patches for a Microsoft SQL defect that directly impact the use of 
INCISIVE products. Whether we qualify a fix or patch depends on the 
circumstances. For example, if your production system is down and a patch 
might resolve the problem, we might apply the patch with the understanding 
that it has not been qualified. 

We do not test and distribute Microsoft patches and other intermediate releases as 
they become available. Instead, upgrades and patches are rolled into the next major 
web update. If a Microsoft upgrade or patch resolves a known critical defect affecting 
the use of INCISIVE software, we will qualify the release or patch with our software and 
make it available to you.  

✖ Do not load Microsoft releases and patches unless CrossCurrent distributes them.  

 Informing customers of Microsoft SQL defects that seriously affect the use 
of INCISIVE products. Occasionally, Microsoft alerts us to problems with the 
Microsoft SQL software and the actions being taken to solve them. Microsoft 
also offers system-specific advice and informational technical bulletins on fixes 
and workarounds. We forward to you any information from Microsoft that 
impacts the use of Practice Management at your site.  

 Database Administration Services. INCISIVE products were designed with the 
Microsoft SQL database to minimize database administration services. We 
encourage you to seek qualified, professional assistance for activities such as 
disk grooming, backup and recovery, archiving, and purging for large INCISIVE 
product databases. These are important services not offered by us. If your 
database is corrupted, we will work with you to determine the source of the 
problem and help with resolution.  

 We are not responsible for resolving database structural damage or integrity issues 
caused from neglect, misuse, accidental damage, or unauthorized database 
administration by non-CrossCurrent employees.  

The contents of your database belong solely to you, so any CrossCurrent approved 
changes to it will require prior written approval by a senior member of your clinic. We 
will work with you to ensure your database's structure and integrity.  

Document Delivery to email or fax servers 
INCISIVE products can send documents to be either faxed or emailed to a non-INCISIVE 
user. We have limited capability to troubleshoot issues with email or faxing. If you call 
with an email or faxing software issue, INCISIVE Support will refer you to your software 
vendors. INCISIVE Support will work as a member of troubleshooting team led by the 
customer or the software vendor. 

Printer support 
INCISIVE products should work on all standard office printers. However, we have only 
formally tested our products with Hewlett Packard laser printers. 

As a software company, our support for printers is limited to determining the cause of a 
printing problem:  

 If the problem is caused by our software, we will resolve the problem 

 If the source of the problem is your network or printer, you are responsible for 
resolving the problem 
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Backup software support 
INCISIVE products do not include external backup software, and we do not test the 
compatibility of our software with any vendor's backup software. Therefore, we do not 
support backup software. If you call with a backup software issue, INCISIVE Support will 
refer you to your backup software vendor. INCISIVE Support will work as a member of 
troubleshooting team led by the customer or the software vendor. 

Document or image management systems support 
Although INCISIVE products can view images stored in the database, we do not support 
document or image management software to view these images. 
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Working with 
INCISIVE Support 

This chapter provides an overview of support procedures—how CrossCurrent INCISIVE 
Support representatives will work with you when you have support needs. 

Three-tier priority system 
Assign this 
priority… 

With this impact… To this type of problem… 
And contact us 
this way… 

Immediate High – Critical Financial data is inaccurately calculated or 
displayed or software is unavailable.  

Telephone 

Urgent Medium – Serious Financial data needed to make a billing decision 
is not available. Major feature is not working or 
the speed of the software is unacceptably and 
perceptively slow. Major impact upon the 
productivity of surgeons. 

Telephone or 
email 

Normal Low – Minor Issue with acceptable short-term workaround Telephone, fax, 
or email 

To help manage your support needs, INCISIVE Support uses a case tracking system to 
log all reported issues, whether by reported by telephone, fax, or email. 

Within this system, we assign three levels of priority to cases: 

1 Immediate Critical business impact 
2 Urgent Serious business impact 
3 Normal Minor business impact 

 
Please report Immediate and Urgent cases by telephone to speed response. 

Before you contact INCISIVE Support… 

Before you call us...  
 If you have one, please contact other INCISIVE product users who may be able 

to answer many common questions 

 Consult online help and these resources available on the Support websites as 
they may provide an immediate solution to your problem: 

 Release notes  

Three-tier priority system 

Before you contact INCISIVE Support… 

Researching a customer issue with remote assistance 

Submitting defects and enhancements 
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 User guides  

 Installation checklists  

When you call INCISIVE Support...  
 Have following information ready:  

Á Your customer ID number  

Á Your name, your clinic's name, and your organization's name  

Á The Case Number previously assigned to or associated with this issue  

Á Your phone and fax numbers  

Á Product(s) and version number(s) being used  

Á Version numbers and types of operating systems being used  

Á Error message numbers and text  

Á Detailed description of the problem  

Á Description of the business impact of the problem; for priority definitions, 
see “Three-tier priority system” section. The Support representative can 
help you determine the severity level.  

Á If the problem is reproducible, the documented steps required to reproduce 
it  

 Ensure you have Internet connectivity so that INCISIVE Support can initiate a 
remote assistance session with you 

 If you do not know your ID number, ask the Support representative 

Reporting a problem by fax or email 
When reporting a problem by fax or email, please remember to include the name of 
your clinic, name of the contact person, and how to contact them. If it is 
straightforward to you, please attempt to describe the issue you are encountering in 
the fax or email. 

Typical Support Case Workflow 
When you reach INCISIVE Support, a Support representative will ask you some 
preliminary questions while logging the case. 

Identifying the caller  
The Support representative who answers your call will ask you for identifying 
information:  

 Your name  

 The name of the clinic and organization  

 Your customer ID number (required for calls outside of regular business hours)  

 The incident number (if the call is in reference to an open incident)  

Log the incident  
The Support representative will log your incident into our Customer Relationship 
Management system and will give you a case number. 

 Write down your case number for future reference. If your issue is not resolved 
during this call, you can expedite subsequent calls by referring to this number. 
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Assigning a priority  
Based on your input, the Support representative assigns your incident a priority level 
that we will use to prioritize our work. 

Connecting with the right Support representative 
Given the varied background of our Support representatives, the individual who 
answers your call may not be an expert in the area where you need help. In these cases, 
we may transfer to the appropriate representative to assist you. 

Researching a customer issue with remote assistance 
To help diagnose or repair a problem, the Support representative may request a remote 
assistance session. They will walk you through using our remote assistance tool. 

Troubleshooting a problem  
To diagnose your problem, the Support representative may ask you for claim 
information and support and test time on the computer experiencing the issue for 
which you called. 

This information helps the Support representative: 

 Reproduce a software failure when the product isn't functioning according to 
the product documentation 

 Confirm whether the issue is with our products or with a third-party product  

 Begin correcting the problem 

 
If the problem cannot be reproduced, the Support representative will attempt to 
identify a workaround until the problem can be reproduced or corrected. 

If the troubleshooting process points to a problem with the hardware, operating 
systems, network, backup software, or any other software, you will be asked to contact 
the appropriate resources within your company or the appropriate third-party vendor. 
Further work by us at this point is subject to additional charges.  

 If you request on-site support service, you may be subject to additional charges. 
See “On-site support services policy”. 

When diagnosis reveals a defect...  
If a new defect is identified during the troubleshooting process, it is logged, assigned a 
tracking number, and sent to the Product Development group. The Support 
representative will check for an existing workaround, fix, or patch and communicate 
this to you. If no solution is currently available, INCISIVE Support will attempt to 
identify a workaround to be used until the problem is resolved via a fix, patch, or new 
release.  

If your problem is the result of a known defect, the Support representative will provide 
you with the current status of the defect. Your incident is logged in the tracking system 
(and noted as a duplicate). 

Before you hang up¹ 
To ensure that follow-up to your incident meets your expectations, review this checklist 
with the INCISIVE Support Engineer before you hang up.  

Case checklist  
 Review the severity level  
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 Review action items for the Support representative 

 Review action items you’ve agreed to  

 Confirm who is responsible for calling back and when  

 Confirm the case number  

Submitting defects and enhancements 
 

To submit a defect or enhancement request, you can: 

 Call INCISIVE Support  

 Submit a Product Feedback Form on the Support website 

How we handle defects and enhancement requests 
When we receive your defect report or enhancement request, we log it and assign a 
tracking number for future reference. If you report a defect or enhancement by phone, 
we enter the defect, assign a tracking number, and create a case in our Customer 
Relationship Management system. If you make the request using the Product Feedback 
form, you will receive an email response. 

Escalating incidents, defects, or enhancements  
If you feel INCISIVE Support is not providing the level of attention you believe is 
warranted for an incident or a logged defect or enhancement, you can request that it 
be escalated. 

When requesting escalation, refer to the case number in all communication. When you 
contact us, ask a Support representative to connect you with the INCISIVE Support 
Manager. If the manager is unavailable, he or she will respond as soon as possible to 
discuss the situation and work with you to create a plan to resolve the issue. 

If the INCISIVE Support Manager is unable to resolve the problem, or is not providing 
the level of attention you believe is warranted, escalation may continue to the Chief 
Executive Officer. 

 



 

 

CrossCurrent  
CrossCurrent, Incorporated 
 
1200 NW Naito Pkwy Ste 200 
Portland OR  97209-2831 
 
Voice | (503) 248-2290 
Fax | (866) 899-2746 
 
www.incisivemd.com 
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