
 

 

 

Job Description 

 

  

 

 

Job Title:  Electronic Health Records (EHR) Software Specialist 

Department:  Campus Wellness 

Reports To:  IT Manager 

Jobs Reporting: None 

Salary Grade: USG 8 

Effective Date: July 2022 

 

Primary Purpose 

The Campus Wellness Administration team serves the University of Waterloo community by supporting 
Campus Wellness with effective, efficient, collaborative, client-focused administrative and technical 
service. The Electronic Health Record (EHR) Software Specialist functions as the System Administrator 
for the EHR software (Accuro). The EHR Software Specialist is the subject matter expert for the EHR 
software and helps lead decisions for Campus Wellness in that area.  The Specialist is responsible for 
security of data, upgrades, and smooth operation of the EHR software and related systems in all areas of 
Campus Wellness which are essential to the functioning of the department.  The Specialist evaluates new 
software modules and makes recommendations on acquisition and implementation.  The Specialist is also 
responsible for all training and technical support for staff and clinicians in their use of the EHR software 
(Accuro) and its related systems. This role is an integral part of Campus Wellness’ Technical Team which 
supports all of Campus Wellness’ technological needs. 
 

Key Accountabilities 
 

EHR Systems Administration and Software Support 

• Maintain an expert-level knowledge of the EHR software to provide System Administrator level 
support. 

• Provide both Tier 1 and Tier 2 support for EHR software (Accuro) and its related modules, hosted 
services, and interfaces (e.g., Medeo, HealthMail, Ocean, Cliniconex). 

• Ensure list of users for EHR software and its related systems is up to date, as monthly product 
invoicing depends on accurate user list. 

• Collaborate with vendor liaison, IT Manager, and Finance Manager as needed, to establish 
appropriate and transparent monthly invoices; ensure invoices are charged to correct account(s). 

• Create and maintain regular audits of users, providing training and/or management follow-up as 
needed. 

• Responsible for agency-wide communications relating to EHR software updates, enhancements, or 
availability. 

• Respond to support requests, ensuring courteous, timely, and effective resolution of issues, 
communication of estimated time of completion. 

• Respond to support requests via a range of methods, including in-person, virtual, and remote 
access. 

• Troubleshoot, escalate, and follow problems to IT Manager, IST enterprise support, vendor support, 
etc. when appropriate. 

• Maintain working knowledge of clinical and administrative workflows to provide direction on best 
practices and improve efficiencies. 

• Maintain a log of EHR and EHR-related issues to identify trends in user needs and challenges, 
providing regular reports summarizing issues and trends to assist in planning. 
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• Track/monitor requests or new features/configurations; convene multi-disciplinary groups to 
evaluate and implement feature requests appropriate for an integrated EHR. 

• Evaluate vendors and assess third-party software tools, applications, processes, and best practices 
for implementation. 

• Support form and template design, including CW brand and style guideline requirements; ensure 
new and revised forms support integrated EHR; maintain appropriate organization of forms, 
templates, and requisitions within the EHR software, reviewing all on an annual basis to ensure 
current versions and limit duplication; build forms in Ocean platform to support clinical areas. 

EHR Security 

• Create and manage appropriate Roles and Feature Access permissions for all users of the EHR, 
supporting compliance with all privacy and security requirements regarding confidentiality. 

• Maintain expertise and compliance with all current applicable legal and practice standards for the 
collection, use, and protection of personal health information (PHI). 

• Provide technical expertise in the investigation of privacy breaches involving the EHR. 

• Produce reports as required related to security audits and EHR usage. 

• Adhere to all guidelines and regulations regarding the collection, use, retention, and destruction of 
personal health information (FIPPA, PHIPA, and University policies and procedures as outlined by 
the Office of the Secretariat). 

• Ensure EHR procedures, training, and protocols meet legislative and governing body requirements 
for privacy and confidentiality. 

EHR User Training 

• Support new and current staff members with training and ongoing learning opportunities, ensuring 
optimization of Campus Wellness’ use of the EHR software and related systems, and continuity of 
an integrated Campus Wellness health records system. 

• Create/maintain “just in time” training and tutorials for real-world work situations. 

• Create/maintain training materials in Campus Wellness knowledgebase with appropriate and current 
instructions and procedures. 

• Create/maintain training materials and approaches corresponding to the wide range of CW staff 
roles, learning styles, proficiency, and computer literacy (e.g., videos, manuals, handouts, online 
tools; approaches may include 1:1 training, classroom, self-paced, quick tips, video demonstrations, 
online resources, etc.). 

• Based on new staff members’ roles, coordinate, and lead EHR software and related systems 
training, including login and security procedures, general navigation of the EHR software, 
customization of users’ individual settings, and training focusing on administrative and/or clinical 
program- or role-specific tasks/modules. 

• Identify issues for troubleshooting, refresher trainings, job aids; provide tips and reminders about 
how to use applications most efficiently. 

• Communicate and manage system enhancements and upgrades, provide training as needed. 

• Coordinate an annual review of the EHR and EHR support to solicit feedback on issues or support 
needs regarding the EHR software and related applications. 

EHR Reporting 

• Develop expertise in reporting tools available through the EHR software; consult with CW users to 
determine where reports are needed. 

• Develop and maintain ongoing and one-off reports to provide Campus Wellness stakeholders with 
data for analysis. 

Technical Team Participation 

• Along with other Technical Team members, provide Tier 1 and Tier 2 support for Campus Wellness 
IT needs and functions, existing hardware, and other technologies such as office information 
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systems (Windows, MS Office, MS Teams, Skype for Business, Google Chrome and other web 
browsers, Dragon NaturallySpeaking, Cisco AnyConnect, Internet/Wi-Fi connectivity, SharePoint, 
etc.) as needed. 

• Ensure on-going function of 200+ computers, including associated peripherals. 

• Immediately assess, troubleshoot, and solve users’ computer-related issues in all Campus Wellness 
venues, including liaising with computer support personnel in satellite venues, escalating issues to 
IST Client Services reps and/or IT Manager. 

• Immediately assess and solve users’ remote/virtual-related issues using remote access tools where 
needed, escalating issues to IST Client Services reps and/or IT Manager. 

• Ensure onboarding and offboarding responsibilities including IT training, account setup, and 
granting/removing access to appropriate systems are completed as staff join/leave the department 

• Supervise Technical Support Assistant when IT Manager is absent/unavailable. 

• Maintain information systems including databases, tech inventory, and the knowledgebase. 

• Procure technology items for staff as needed. 

• Manage sponsorship of staff accounts as needed. 

• Participate in Technical Team and Administrative Team meetings and initiatives. 

• Contribute to Campus Wellness working groups and ongoing committees. 

• Provide non-system support (e.g., setting up technical for in-person and virtual meetings) as 
needed. 

 
*All employees of the University are expected to follow University and departmental health and safety policy, 
procedures, and work practices at all times. Employees are also responsible for the completion of all health and 
safety training, as assigned. Employees with staff supervision and/or management responsibilities will ensure that 
assigned staff abide by the above, and actively identify, assess, and correct health and safety hazards, as required.  
 

Required Qualifications  
 

Education 

• Bachelor’s degree in Information Systems, Computer Science, or a related discipline together with 
relevant experience or a combination of education and experience deemed to be equivalent. 

• Certified Health Information Management (CHIMA) designation preferred. 

Experience 

• 2 or more years’ experience working as a software specialist for an electronic health records 
system, preferably Accuro. 

• 2 or more years’ experience in training a wide range of software users, health-care environment 
preferred. 

• 2 or more years’ experience in data privacy, preferably in a health-care setting. 

• Proficiency in the areas of responsibility listed above. 

• 1 or more years’ experience, or equivalent, providing second-tier support in multi-disciplinary setting. 

• Database reporting, form design, report development, or similar skills beneficial. 

Knowledge/Skills/Abilities 

• Demonstrated proficiency with EHR software and other health information technology preferred. 

• Understanding of clinical workflows within an EHR software system, and within a typical multi-
disciplinary healthcare setting beneficial. 

• Strong problem-solving and troubleshooting skills. 

• Superior skills, and a passion for, customer service. 

• High level computer proficiency and efficiency, specifically with Microsoft Windows and related 
software. 
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• Effective time management, logical problem solving and analytical skills with demonstrated attention 
to detail. 

• Clear and effective communication verbally and in writing, in person and online, with staff and 
clinicians at all levels. 

• Excellent administrative skills including ability to organize and analyze data. 

 
Nature and Scope  
• Contacts: Campus Wellness internal: clinical and administrative staff; UW internal: IST enterprise 

systems technical personnel; external to UW: EHR vendor customer service and technical personnel.  
• Level of Responsibility: Acts as the subject matter expert for the EHR and helps lead decisions for 

Campus Wellness in that area.  Responsible for security of data, upgrades, and smooth operation of 
EHR and related systems in all areas of Campus Wellness which are essential to the functioning of the 
department.  Evaluates new software modules and makes recommendations on acquisition and 
implementation; as member of Technical Team, responsible for CW Tier 1 and 2 client support. 

• Decision-Making Authority: Trouble-shoot and coordinate optimal course of action to solve day-to-
day EHR problems, including hardware and software issues; anticipate and make decisions related to 
long-term issues, escalating and following issues as needed. 

• Physical and Sensory Demands: Possibility for multiple interruptions and competing priorities on a 
daily basis. Flexibility and responsiveness to a variety of administrative and clinical staff regarding day-
to-day and long-term issues are required. Ample opportunity for movement within various areas in at 
least two on-campus buildings where Wellness services are delivered; adaptability to 
online/virtual/remote access and problem-solving tools (e.g., Bomgar). Requires moderate physical 
demands, including frequent access to equipment, under desks, lifting and moving equipment and 
materials between / within buildings.  

• Working Environment: Exposure to conditions typical of a trouble-shooting support position. Stress 
and pressure associated with this level of position, including the on-going pressure of ensuring EHR 
software and related systems are always functional, due to high volume of clients (e.g., in one clinical 
area, staff income is dependent on a functioning system). Located indoors in comfortable, fast-paced 
office environments populated by clinical, administrative staff, as well as clients (University of Waterloo 
students, staff, and faculty and their families) and/or online/virtual environments. There may be 
unusual hours or schedules, multiple and/or tight deadlines beyond one’s control, and constant 
interruptions (e.g., phone calls, e-mails, instant messages, urgent support requests, varying student 
volumes at different times of year).  


