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Interviewer: Isis Reha 

Interviewee: Mary Delzer, LPN 

Type of Interview: Telephone 

Date: 12/16/2024 

Length: 120 minutes 

Mary works as full-time nurse informaticist at St. Alexius Medical center in Bismarck, 

ND, a non-profit organization. St. Alexius is a 306-bed, full-service, acute care medical center 

offering a full line of inpatient and outpatient medical services, including primary and specialty 

physician clinics; home health and hospice services; durable medical equipment services and a 

fitness and human performance center. 

1. Can you describe your current role as a nurse informaticist, and would you 

consider it a traditional or non-traditional informatics position? 

This role combines three key responsibilities: obtaining Epic accreditation to build for 

ambulatory care, completing training to become a credentialed trainer for multiple applications, 

and serving as a liaison supporting various clinics. This makes the position unique and distinct 

from a typical clinical informaticist role. 

2. What educational path did you follow to enter nursing informatics, and how did 

it prepare you for this role? 

The role requires a strong clinical background, with team members coming from fields 

like nursing, radiology, and respiratory therapy. This background is essential for understanding 

healthcare workflows, bridging the gap between system builders and end users. In addition, 

certification in Epic applications is mandatory. The NI is a credentialed trainer in multiple 

modules, including Ambulatory CPOE, Beacon (oncology), Cadence, and Prelude. Training 
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involves extensive coursework, testing, and evaluations through teach-back sessions. 

Accreditation for EpicCare Ambulatory building was especially rigorous, involving online 

classes, two proctored exams requiring scores above 80%, and an intensive final project 

requiring 18 hours to complete with a score above 90% for certification. 

3. Are there specific certifications or continuing education programs that have 

been particularly beneficial in your career? 

To maintain this position, one must be a credentialed trainer and builder. To keep the 

accreditation, you are required to take a test every five years and complete training whenever a 

new Epic version is released. This training involves logging into the Epic website, reviewing 

new updates and materials, and completing a quiz on the changes. One must stay current with 

these updates to retain your certification. 

4. What personal or professional strengths do you believe have been most valuable 

in your work as a nurse informaticist? 

Working with patients in both hospital and clinic settings has helped to understand the 

importance of a well-designed EHR that is user-friendly yet capable of collecting data and 

integrating new ideas. The strength lies in thinking outside the box, combining both clinical and 

informatics perspectives to improve how these systems work together. 

5. How have your clinical nursing skills contributed to your success in informatics? 

As a nurse, you may only see specific aspects of a patient's care, such as working in the 

OR or with moms and babies. However, as an informaticist, one now sees the entire healthcare 

process, from patient registration and insurance verification to how documents are signed and 

linked. One understands how all these elements come together to create a complete picture of a 
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patient's hospital stay, ensuring accurate data collection and integration for both clinical care and 

insurance purposes. 

6. What are your primary responsibilities in your organization, and how do they 

align with the goals of nursing informatics? 

In this role, one is focused on helping end users utilize the EHR as efficiently as possible 

by constantly learning new tips, tricks, and updates. For example, Mary recently worked on 

making PHQ screening scores more accessible to providers in ambulatory settings. After 

researching the right report and snapshot where the score appeared, she added it to the relevant 

specialty clinic snapshots. This allowed providers to easily access and view screening scores, 

enhancing the usability and effectiveness of the EHR for clinical care. The NI handles all the 

necessary building and implementation tasks to ensure this information is accessible in 

production. 

7. Can you provide examples of projects or initiatives you’ve led or contributed to 

in your role? 

Mary worked on the Unite Us project, which helps patients with social needs like 

housing, food assistance, and transportation by linking them to community programs. In the 

project, when patients are screened for social needs in both inpatient and outpatient settings, a 

link to Unite Us was added to the EHR storyboard. This allows case managers and community 

health workers to connect patients with resources. The role involved taking notes, ensuring user 

profiles were set up correctly for access to the link, and supporting the go-live process to ensure 

the team had the necessary tools to reach out to patients effectively. 

8. Which functional area(s) of nursing informatics do you focus on most (e.g., data 

management, system implementation, education, research), and why? 
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Mary handles a variety of responsibilities. She provides education and training for both 

new and experienced end users, supporting them during system upgrades. She also works closely 

with clinics to troubleshoot issues, conducting research to resolve problems. Additionally, she 

assists clinical leaders with pulling data for reports, although she is not focused solely on 

reporting, unlike specialized clinical informaticists. This role involves a broad range of tasks, 

with no single focus, covering multiple aspects of informatics and support. 

9. How do you apply the core tenets of nursing informatics—such as improving 

patient care, fostering collaboration, and integrating technology—into your daily 

work? 

Patient safety is a key focus in this role, ensuring that end users understand important 

steps from the moment a patient arrives, such as verifying the correct patient, confirming their 

date of birth and address, and ensuring a patient picture is available. Additionally, when 

collecting data on social determinants like homelessness, you ensure that resources are in place, 

with community health workers or social workers available to assist patients. The tools build in 

Epic are designed to help staff provide the necessary support and resources to patients. 

10. How do you ensure compliance with nursing informatics essential competencies 

in your role? 

In this role, one needs to avoid directly accessing patient charts unless necessary for 

troubleshooting specific issues. You work in a separate environment that mirrors live production 

data, allowing you to identify and fix problems without compromising patient confidentiality. 

This process, called "hijacking," involves addressing issues based on the user’s role (e.g., nurse, 

provider, or front desk). You focus on resolving technical problems, such as incorrect admission 



  6 

details or data errors, rather than reviewing patient information for analysis, ensuring that patient 

privacy is always maintained. 

11. What strategies do you use to help other healthcare professionals meet 

informatics competency standards? 

Providers can be challenging to work with, particularly when it comes to ensuring they 

understand how their input in the EHR affects various aspects of healthcare processes. Proper 

documentation is essential for insurance purposes, including the correct coding for procedures, 

especially for Medicare or other government insurances. Providers need to use specific codes 

(e.g., for a CT scan) to avoid billing issues or denials. Much of the work involves educating 

providers on what information must be included in their templates and why it’s necessary for 

proper billing and coverage, helping them understand the connection between their 

documentation and the broader healthcare system. 

12. How does your work contribute to the broader goal of integrating informatics 

into clinical and organizational decision-making? 

In this role, Mary participates in planning meetings for new builds or CMS requirements 

related to social needs assessments. She provides expertise on the best timelines for completing 

assessments (e.g., should it be within 8 or 24 hours?) and help nurses understand the importance 

of these tasks. She educates staff on the broader impact of their work, such as how social needs 

assessments can prevent patient readmissions by addressing issues like medication affordability. 

She also ensures that documentation is accurate and in the right place, which is critical for data 

reporting, insurance claims, and organizational funding. If issues arise, she helps resolve them 

promptly by submitting tickets for fixes, ensuring that the data flow remains uninterrupted and 

correct. 
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Interviewer: Isis Reha 

Interviewee: Brandy Schmaltz, BRT 

Type of Interview: Teams meeting 

Date: 01/02/2025 

Length: 30 minutes 

Brandy works as full-time Clinical Informatics Analyst at the Behavioral Health unit for 

the Department of Human Services, with the State of North Dakota. The Department of 

Behavioral Health has eight regional human service centers and covers the State Hospital in 

Jamestown, ND.  

1. Can you describe your current role as a nurse informaticist, and would you 

consider it a traditional or non-traditional informatics position? 

Brandy emphasized that she is not a nurse but has a bachelor’s in respiratory therapy. She 

stated that her role is considered traditional, and that she has had several years prior experience 

with informatics, assisting with different EHRs like Centricity, Mckesson and Epic. As a RT, she 

feels like she has a good clinical foundation that helps her perform her job well.  

2. What educational path did you follow to enter nursing informatics, and how did 

it prepare you for this role? 

Brandy initially obtained her associate degree in respiratory therapy, which later was 

upgraded to a bachelor’s. While working in the private sector, she obtained experience in the 

inpatient clinical setting and served as a liaison between the information technology department 

and clinical users. She gained experience with ‘builds’ in the respective EHRs.  

3. Are there specific certifications or continuing education programs that have 

been particularly beneficial in your career? 
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Brandy stated she felt like communication and influence were important traits for 

informaticists, and she found the Six Sigma training especially helpful in that aspect. She 

obtained a certification and has noticed improvement in workflows. She also engaged in training 

for Change Management, as she felt it would be helpful when dealing with pushbacks from users 

with upgrades and when trying to implement changes or optimizations.  

4. What personal or professional strengths do you believe have been most valuable 

in your work as a nurse informaticist? 

Brandy stated that closed loop communication has been the most helpful skill in her daily 

tasks and while she is trying to perform bigger scale projects. She stated that when information is 

lost, or not communicated properly, issues can arise, and entire workflows may collapse or 

become ineffective.  

5. How have your clinical nursing skills contributed to your success in informatics? 

Brandy stated that knowing the verbiage used in the healthcare community, medical 

terminology, and knowing the workflows of patient documentation have really facilitated her 

work as an informatics analyst, as the work she performs is directly related to all those areas.  

6. What are your primary responsibilities in your organization, and how do they 

align with the goals of nursing informatics? 

Brandy stated she is responsible to assist ancillary staff, primarily. This includes 

laboratory, radiology and dieticians. She specifically pays attention to how their user experience 

would be affected if changes to workflows would be implemented, as she stated that sometimes 

the Nursing and Medical department take precedence over ancillary staff, and that sometimes can 

disrupt their workflow, which is also essential.  
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7. Can you provide examples of projects or initiatives you’ve led or contributed to 

in your role? 

Brandy stated that one specific project came to mind, from back when she worked at 

Medcenter One, now Sanford Medical Center. She stated that at one time, there were 350 

different standard orders for a respirator, across all the affiliated hospitals. She led a group with 

individuals in different states to ‘clean up’ unnecessary and duplicate orders and they had weekly 

meetings, for a total period of one and a half year. At the conclusion of this project, the number 

of orders was reduced and optimized to 85.  

8. Which functional area(s) of nursing informatics do you focus on most (e.g., data 

management, system implementation, education, research), and why? 

Brandy stated her focus is on education of end users and the elaboration of job aids. 

Education is especially needed when the system has upgrades, or when she is trying to 

implement something new. She stated it is essential to maintain that peer relationship with end 

users, to ensure adherence and communication. The job aids are developed in case they need to 

refer to a specific detail.  

9. How do you apply the core tenets of nursing informatics—such as improving 

patient care, fostering collaboration, and integrating technology—into your daily 

work? 

Brandy creates workflows that focus on the patient first and improve efficiency for 

clinicians. She ensures that communication is ongoing with end users and super users, as 

feedback is obtained to drive improvements.  

10. How do you ensure compliance with nursing informatics essential competencies 

in your role? 
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Learning modules are set-up to ensure compliance. Brandy also stated that new access is 

limited for new users and that monitoring is ongoing. Security is of utmost importance and 

ensuring that employee education is aligned with demands in the market is essential.  

11. What strategies do you use to help other healthcare professionals meet 

informatics competency standards? 

Brandy circled back to the closed loop communication in her answer. She stated that 

having a team that understands and practices effective communication is essential. She also 

emphasized that communication with leadership is important to review procedures and plan 

improvements.  

12. How does your work contribute to the broader goal of integrating informatics 

into clinical and organizational decision-making? 

Brandy stated that among all the issues and possible projects her department deals with, 

she tries to keep her focus on a broad spectrum of workflows, and tries to avoid getting caught 

up on smaller, individual issues. She stated that her work requires ongoing evaluation and 

optimization of the system, but it may become unmanageable or not yield impactful results if the 

informaticist is not focusing on the bigger workflows, with the highest impact.  

Interviewer: Isis Reha 

Interviewee: Jenna Flynn, MSN, RN 

Type of Interview: Telephone 

Date: 01/02/2025 

Length: 60 minutes 

Jenna works remotely as a Clinical Informatics Analyst for Altru Health System, a non-

profit organization with its main campus located in Grand Forks, ND. Altru’s new hospital 
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opening on January 19, 2025, will have 226 certified hospital beds and a 16-bed observation unit. 

Altru is a level II trauma center.  

1. Can you describe your current role as a nurse informaticist, and would you 

consider it a traditional or non-traditional informatics position? 

Jenna’s role as a Clinical Informatics Analyst blends responsibilities of both an analyst 

and a clinical informaticist. There is focus on the build side rather than the broader informatics 

tasks, specifically working with Epic MyChart and the patient portal application. 

2. What educational path did you follow to enter nursing informatics, and how did 

it prepare you for this role? 

In 2015, Jenna was working as a clinic nurse and that is when St. Alexius first 

implemented Epic. She became a super user, and that's where her interest in nursing informatics 

first peaked. Jenna realized early on in her nursing career she did not want to be at the bedside 

for the rest of it, and in 2017 she started her Masters in Healthcare Informatics at the University 

of Mary in Bismarck, ND. She was hired at Saint Alexis in the informatics department in 2018 

and graduated from the program in 2019. She stated that the initial implementation of the 

electronic health record opened the world of nursing informatics for her.  

3. Are there specific certifications or continuing education programs that have 

been particularly beneficial in your career? 

Jenna stated she obtained an Informatics certification through ANCC after her 

graduation. She also stated that obtaining a membership for the American Nursing Informatics 

Association has been helpful, and this provides her with the continuing education needed to 

maintain her certification, among informatics specific journals and webinars.  
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4. What personal or professional strengths do you believe have been most valuable 

in your work as a nurse informaticist? 

Jenna stated that effective communication is essential, especially in a remote role where 

collaboration spans multiple departments and involves direct interaction with patients through 

the patient portal. Beyond communication, curiosity stands out as a key trait. The ability to 

proactively seek opportunities for system optimization and dig deeper into tasks or challenges 

often leads to meaningful improvements. This quality aligns with being seen as a self-starter or 

self-motivated professional. Lastly, integrity is crucial due to the sensitive nature of the 

information encountered in this role. Maintaining trust and acting ethically ensures 

professionalism and accountability in handling confidential data. 

5. How have your clinical nursing skills contributed to your success in informatics? 

Having a clinical background, such as in nursing, provides valuable insight into how 

users—both patients and healthcare staff—interact with clinical systems. This perspective 

enhances understanding of medication workflows, admission processes, and system testing. For 

example, while her expertise comes from nursing, her coworker brings a background in coding 

and billing, and together these skills complement each other effectively. On Jenna’s team, there’s 

a blend of clinical analysts (with medical experience) and application analysts (with technical 

expertise). This mix creates a well-rounded approach to problem-solving and system 

optimization. The clinical knowledge helps address patient-centered workflows, while the 

technical side ensures smooth integration and backend functionality. This collaboration 

highlights the importance of diverse skill sets in successfully managing healthcare informatics 

systems. 



  13 

6. What are your primary responsibilities in your organization, and how do they 

align with the goals of nursing informatics? 

Jenna’s primary responsibilities revolve around support, troubleshooting, optimization, 

and upgrades for the patient portal (Epic MyChart). 

Support: She handles complex support issues that go beyond what the help desk can 

resolve, assisting both end-users and patients in effectively using the portal. 

Troubleshooting: Many support cases require in-depth investigation to identify and 

resolve underlying issues. Problems can range from simple fixes to more complex challenges 

requiring detailed analysis. 

Optimization: She focuses on improving system functionality, which can involve minor 

adjustments, adding new features, or managing larger projects to enhance the user experience. 

Upgrades: Epic releases system upgrades twice a year. She evaluates new features, 

decides which to implement, and handles the build process and user education for those updates. 

These responsibilities collectively ensure the patient portal remains efficient, user-

friendly, and up-to-date.  

7. Can you provide examples of projects or initiatives you’ve led or contributed to 

in your role? 

In Jenna’s role with the patient portal (Epic MyChart), the responsibilities extend beyond 

standard user support to include server-side management and specialized projects. She handles 

monthly server updates, manages text changes within the portal, and recently oversaw a 

migration to new production servers following a data center relocation to the new building. 

Additionally, she supports virtual care initiatives, such as video visits, including group video 

sessions for behavioral health, which were introduced during the Covid-19 pandemic. She 
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additionally manages e-visits, allowing patients to submit questionnaires asynchronously for 

providers to review and deliver care efficiently. 

Currently, she is working on several impactful projects. One of these is MyChart 

Bedside, a pilot program for virtual nursing admission assessments using the inpatient version of 

MyChart. Another major project involves implementing smart bedside TVs at the new hospital. 

These TVs function similarly to a smart TV interface, displaying patient information, care team 

details, and medication schedules, while also offering entertainment options such as TV casting, 

relaxation sounds, and games. This work combines technical expertise and innovation to enhance 

both the functionality of the patient portal and the overall patient care experience. 

8. Which functional area(s) of nursing informatics do you focus on most (e.g., data 

management, system implementation, education, research), and why? 

Jenna’s primary focus areas are system implementation and education, with some 

involvement in data reporting for her own analysis. In terms of implementation, she manages 

system upgrades, new projects, feature rollouts, and optimizations, ensuring the platform 

functions effectively and meets user needs. On the education side, her responsibilities include 

training both patients and end-users, such as the help desk team, on how to navigate and interact 

with MyChart. Educational efforts vary depending on the complexity of the change. For smaller 

updates, she might share brief monthly updates with screenshots. More complex changes often 

require detailed tip sheets, while significant updates or anticipated high-impact changes typically 

involve live demonstrations with Q&A sessions. This approach ensures that all users are well-

prepared to utilize the system efficiently. 
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9. How do you apply the core tenets of nursing informatics—such as improving 

patient care, fostering collaboration, and integrating technology—into your daily 

work? 

Jenna’s role in improving patient care often involves balancing advocacy for both 

patients and the organization, a dynamic where her nursing background proves invaluable. At 

times, she advocates for patients’ concerns or needs, even when they might conflict with 

organizational priorities. This dual perspective keeps patient experience at the forefront of her 

work, prompting her to consider how changes will affect users, particularly older or less tech-

savvy patients who may struggle with digital tools. 

Collaboration is another key element, ensuring she engages stakeholders across the 

organization rather than making assumptions about how they use the system. Open 

communication and gathering input before implementing changes help prevent missteps and 

foster smoother adoption. 

Additionally, integrating emerging technologies plays a significant role in enhancing care 

delivery. For example, Epic now offers AI-powered features to optimize workflows, such as 

automatically sorting and triaging in-basket messages or handling routine communications that 

don’t require clinician action. These advancements not only streamline processes but also allow 

healthcare providers to focus on more critical tasks, ultimately improving the overall patient 

experience and care quality. 

10. How do you ensure compliance with nursing informatics essential competencies 

in your role? 

At the core of Jenna’s role is a commitment to integrity, patient care, and patient safety, 

with a focus on ensuring both positive outcomes and the security of patient information. Because 
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her work is heavily patient-oriented, improving care and maintaining privacy are top priorities. 

For example, she monitors scenarios where someone might be improperly accessing a MyChart 

account, such as a family member logging in directly instead of using proxy access. In these 

cases, she addresses the issue by reinforcing proper protocol, ensuring messages are not 

improperly forwarded, and guiding users to follow the correct access policies. 

Beyond these immediate responsibilities, she is also mindful of the downstream effects of 

her actions. Rarely does a change or decision exist in isolation, and even seemingly small 

adjustments can have unintended consequences. Through thorough testing and careful 

consideration, she aims to anticipate and mitigate these impacts, ensuring the work supports both 

system integrity and patient trust. 

11. What strategies do you use to help other healthcare professionals meet 

informatics competency standards? 

Education and open communication are essential to Jenna’s role, forming the foundation 

for effective collaboration and trust-building across teams. Maintaining clear, accessible 

communication channels ensures that people know how to reach out with questions or concerns, 

preventing misunderstandings and fostering smoother workflows. Building rapport is equally 

important—it creates an environment where team members feel comfortable asking questions 

and offering feedback, while also enabling her to reach out confidently when input is needed. 

On the education side, she focuses on helping others understand new features, updates, 

and workflows. While it’s impossible to ensure everyone reads emails or tip sheets, she does her 

best to make information clear, accessible, and engaging. This ongoing communication and 

education cycle builds trust and strengthens working relationships. 
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Ultimately, whether someone has a nursing background or a technical informatics role, 

there’s a shared focus on patient care. When challenges arise—whether a patient is struggling 

with the portal, or a user doesn’t understand a feature—team members are generally quick to 

reach out for help. Her background in nursing enhances this dynamic, allowing her to bridge 

gaps between technical systems and clinical workflows, ensuring patients receive the best care 

possible. 

12. How does your work contribute to the broader goal of integrating informatics 

into clinical and organizational decision-making? 

Since starting her role in informatics in 2018, Jenna has seen a significant shift in 

attitudes toward electronic health records (EHRs) and patient communication. Initially, many 

viewed tools like MyChart with skepticism, fearing that it would create too much patient 

interaction or overwhelm clinicians with messages. However, she has always been a strong 

advocate for patient access to their own health information, believing it’s essential for patients to 

view their records easily, which was the original goal of EHRs. 

The pandemic played a pivotal role in shifting attitudes, accelerating the adoption of 

telemedicine and electronic communication with patients. Despite challenges, including business 

interests and bureaucratic obstacles, she believes that technology has become far more embraced, 

especially as telehealth and other digital tools offer more patient-centered care. 

A recent project she has been working on, such as the bedside TV system at Altru’s new 

hospital, exemplifies this shift. Initially, inpatient staff were resistant to the idea of integrating 

MyChart into hospital settings, assuming it was only for outpatient care. However, as staff now 

sees the benefits—like patients being able to view doctor notes and test results directly from their 

hospital bed—there’s growing support. As informatics becomes more integrated into patient 
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care, she feels that technology is truly improving healthcare delivery, though there's still much 

progress to be made. 

Reflection 

These interviews provided valuable insights into the role of an Informatics Analyst, 

particularly around MyChart, Epic builds, informatics competencies, and end-user support. 

MyChart emerged as a central tool in improving patient care and communication. Initially met 

with skepticism, especially in clinical settings, MyChart has increasingly been embraced, 

especially post-pandemic, facilitating electronic health record access for patients. The 

informaticists emphasized the importance of patient access to their own health data, advocating 

for patient engagement and transparency.  

In terms of Epic builds, the informaticists described their work as a blend of technical 

expertise and clinical knowledge. Regarding informatics competencies, the interviews 

underscored the need for a strong clinical background, particularly in nursing, to effectively 

bridge the gap between technology and patient care. Curiosity, communication, and integrity 

were highlighted as key traits in successful informatics professionals. The ability to collaborate 

across departments, understand user needs, and advocate for both the patient and organization 

were also essential components of their work.  

The interviews revealed both similarities and discrepancies in the roles and 

responsibilities of the nurse informaticists. A clear similarity was the strong emphasis on patient-

centered care and communication. Each interviewee also emphasized the necessity of a clinical 

background in nursing to bridge the gap between technology and patient care. However, 

discrepancies emerged too. For instance, one informaticist was heavily involved in server-side 

work for MyChart, such as updating patient portal servers, while another focused more on Epic 
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build and system optimization. The level of data handling varied, with one nurse informaticist 

reporting significant interaction with data analysis, while others described their data involvement 

as limited to generating internal, personal reports.  

In conclusion, this work provided invaluable insight into the evolving role of informatics 

in healthcare, emphasizing the integration of technology to enhance patient care and clinical 

workflows. A key takeaway is the centrality of tools like MyChart in empowering patients to 

access their own health information. The interviews also underscored the multifaceted nature of 

informatics roles, which extend beyond just technical support to encompass education and 

collaboration. While differences in specific duties such as data management or server-side work 

were observed, all three informaticists shared a common goal: leveraging technology to provide 

safer, more efficient, and accessible healthcare.  

 

 

 

 

 

 

 

 

 

 

 

 


