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Overview




Background

e Finding support in QualityNet's legacy system has historically been challenging for users

e The new modernized support pages are designed to help reduce the amount of time users spend
struggling with QualityNet and allow them to focus more on improving quality.

e All of these pages come together to provide a clear, thoughtful support experience, and reliable
information to help users throughout the year.
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Users
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Participants

User Role

Facility Type

Data Supervisor
(Unknown)
(Unknown)

IT

(Unknown)

Informational Developer

Hospital
HCS
Hospital
Vendor
Hospital

Vendor



Comparing two versions of the same product with
subtle differences against each other to determine
which one performs better or drives a desired
interaction.

Methods

Unmoderated Remote Usability Test (Maze) ‘ \

e 3users
o  Tasks Questions
o Comprehension Questions
o  Rating Questions
o A/B Content Test

-
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We wanted to know which way of organizing content users
prefer on the new support page?

Version A Version B

Top Articles

» r‘ What's Changed with the New HQR?
Submissions Reports Access m —

The biggest change is the way you submit data sets: On the old Quality Net
Secure Portal, you would start at the Program level - IQR, OQR, IPFQR, PCHQR
* How to Check Submission Status *Where are FSN reports? * How to Request Access ¥ 8 QR OQR;IPFQR; PCHQ)

2 " or ASCQR.

* How to Upload a File * Where is File Accuracy? How to Check Permission: s

* How to Upload Data * How to check Reporting Requirements * How to Request to Become SA/O In the new HQR platform, first you select HOW you would like to submit your

* How do | Turn Off Emails * Where do | find Program Reporting * How to add a Vendor data sets (eCQM, Chart Abstracted, Population & Sampling, Web-based

* How to Drag'n'Drop a File * How to find HBVP Reports? * How to remove a Vendor measures, , or HCAHPS), THEN you select the program you wish to submit for -

* How to submit DACA * What is a Baseline Measure? * How to remove access after termination IQR, OQR, IPFQR, PCHQR or ASCQR. This reduces the number of steps involved
and allows you to faster access to the data.

View More Examples >

More specifically
e Does the messaging make sense?

Does the messaging meet your expectations on the kinds of help you can expect to receive?
1 Prototype for usability testing

[ J
[ ]
e Content pieces shown at the end of usability testing as open-ended questions
e Does not impact usability
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Aggregate Usability

86.7%

3.67/5 4.0/5 3.67/5

“Easy” to use our Much “easier” compared “Faster” to complete tasks

prototype to complete to the way they currently on our prototype
tasks. use QualityNet. compared to the way they
currently complete tasks in

QualityNet.
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Findings

10



The new interim
support pages
provides users with a
great deal of comfort
and confidence to find
help and resolve
issues on their own.

Well designed, easy to

find programs, instant
help, great feature.
- Vendor

11



Key Findings
@ Finding additional support documents was a bit of a challenge for some users.

/\\\/\3

@ Organized support information provides deep value to users. @@@ @ |\D
Nl

@ Explicit information in designs are very clear to users.
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We asked users to access the HQR system

RER .

Task:
Access the HQR system.

Data-driven insights
Start here.
Scenario:

Let's say you're back at work after a great
weekend and you're ready to start the week.
Show me how you would access the HQR
system from this homepage.

Benchmarked Data simple Submissions Built-in Support

Accelerating Healthcare Quality Q
With Benchmarked Data. N AR
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We asked users to access the HQR system

HOR

Benchmarked Data Simple Submissions Built-in Support

Accelerating Healthcare Quality
With Benchmarked Data.

The new HQR features clear, actionable data so you can see your current

Register with HARP

HOME  RESOURCES  SUPPORT

5

Welcomq the new Hos Quality
platform that identifies opportunities fo

HQR: Accelerating Quality through Data.

BELLESE

HEALTHCARE QUALITY
REPORTING (HQR)

]

(@) Fciiernec v

HQR Dashboard S

'Y " Welcome to the New HQR ;* ?’ «

ak./

@ submicions & Resies
2 program Reporing

R aaminseracon

Reporting Requirements © Quick Links

WGR 0ae R PCRGR  BGR B

Inpatient Qualty Reporting & FiscalYear 2020 v
eport >
Population & Sampling
Q42020 ot Submited e 05122021 - Open

Chart Abstracted
Q42020 NotSubmitd e 0511712021 - Open

© asz00-

© Q2202050
Q12020 e

Program Updates
Web-Based Measures

HR Rule Deadiine
Update eed

Data Accuracy and Completeness Acknowledgement (PACA)

Hospital Consumer Assessment of Healtheare Providers
and Systems (HCAHPS)
© Qa2020- ot e

New cam Fscal

Electronic Quaiey Measures (ecQM)
© Y2020 - Suomite Due 030112021 - st

New cam Fiscal
Validation

Selcted forHAI Valcaton Templat -

© qszmms 51042020 Closed

dew pstar
Solected for eCaM
© Y2019 - St Due 030272020 et




User First Clicks

U

Aggregate Task Score

O : : Data-driven insights
0 Start here.

Benchmarked Data Simple Submissions Built-in Support

Accelerating Healthcare Quality ;A
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Then we asked follow up
questions about the login
experience

HeR ..

Data-driven insights

Ranking Question: Start here.

Was that login experience easier or more
difficult than the current way you log in to
HQR?

Benchmarked Data Simple Submissions Built-in Support

Accelerating Healthcare Quality ;A
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Overall, it seemed to be slightly easier

Average Score

1 2 3 4 5
More difficult About the same Easier
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Next we asked users to find additional support documents

CMS.gOV | Hospital Qualiy Reporting Q organizationAsc v @ L & Jonsnow v

Facility ABC v
CCN-123456

Task:
Find additional support documentation.

Scenario:
Let's say you were trying to learn more about
how to upload files in HQR.

Show me how you could find support
documentation to answer your questions.

BELLESE

i Dashboard

R @

=

HQR Dashboard Guided Tour &3

Submissions & Results

Program Reporting b

Administration . t . .
-— A A S S i
D

LIS 2P ) |

Reporting Requirements © Quick Links

IQR OQR ASCQR PCHQR IPFQR Pl

Vendor
Management

Notice of
Participation
Validation

Inpatient Quality Reporting £ Fiscal Year 2020 v
View Full Report >

Population & Sampling
Q4 2020 - Not Submitted + Due 05/03/2021 + Open

View past quarters v Resources
Chart Abstracted Yy
Q4 2020 - Not Submitted + Due 05/17/2021 + Open
Contact Us

© Q32020 - Submitted - Due 02/15/2021 + Closed specifications
© Q22020 - Submitted + Due 11/02/2020 - Closed o
Q12020 - Not Submitted + Due 08/17/2020 « Closed

View current quarter A

Program Updates

Web-Based Measures
Q42020 - Not Submitted « Due 05/17/2021 + Open HQR Rule Deadline
View past quarters v i

Data Accuracy and Completeness Acknowledgement (DACA)
2020 - Not Submitted + Due 05/17/2021 » Open

Hospital Consumer Assessment of Healthcare Providers )
and,Systems (HCAHPS) Mew CoM Flscal

favanan Ve Chife




Intended pathway to navigate to the support documents

CMS.gOV | Hospital Qualty Reporting

Dashboard

Submissions & Results

Program Reporting.

Administration

HQR Dashboard

Guided Tour &3

. Welcome to the New HQR

hard werk

making HQR madern and ntitive. Our 03 5 to make your job easier by

| § )

Guided Tour

Reporting Requirements 0

IR OQR ASCQR PCHOR IPFQR
Inpatient Quality Reporting
View Full Report >

Population & Sampling
Q42020 - Not Subitted - Due 05/03/2021 + Open
View past quarters v

Chart Abstracted
Q42020 - Not Submitted « Due 05/17/2021 + Open
© 32020 - Submitted - Due 02/15/2021 - Closed
© 22020 - Submitted - Due 11/02/2020 - Closed
Q12020 - Not Submitted - Due 08/17/2020 - Closed
View current quarter A

Web-Based Measures

Pl

£ Fiscal Year 2020 v

elminating the time i takes you to accomplish your acttes.

»nZzrc

Quick Links

Naicaot
Wanagoment

Resources

Rules
Specifications Contact Us

Program Updates

HOR

HQR Platform Support

Hi, how can we help you?

sows  msoutcss  surost Register with HARP

Popular Searches: [ 1 on]  [ascan asubmsse

BELLESE

Qu

How1o Request Access

EB

a

How 0 Upload a File

ick Tutorials

View More >

Howto Enter & Subimit Data

What's Changed with the New HQR?

e i the way you submit data ss: On the old Qualty Net

Secure Portal you would start at the Program level - IQR, OQR, IPFQR, PCHQR
or ASCQR

I the new HQR platform, first you select HOW you would ke to submit your
o (CaM, Chae bstacte, Population & Sampling, e based
measures, or HCAHPS), THEN you selct the program you wish to

1QR, OQR. IPFQR. PCHQR or ASCQR. This reduces the number o steps.

and allowes yo ccess to the data

View More Examples >

HQR Instant Help

Home

Search Results

[Fomerapensane

|

Support Home > Submission and Results > Files > Uploads

Search Results for ‘How do | Upload a file?"

B How do | upload a file?
Submission and Results - iles - Uploads

Important: Axway has been retired. In HQR, al files are uploaded directly from the platform.

Resources

Tips: In HQR, first you choose how you will submit your data sets - eCQM, Population &

‘sampling, Chart Abstracted, Web-based Measures, or HCAHPS. Then you will choose the...

suppoRT

Register with HARP.




Landing you on th
Article Page

Support articles are:
e Informative

e Instructional

BELLESE

e Support

HOR

Hospital Qaulity Reporting

Search Results

| =

| How do | Upload a File?

Support Home > Submission and Results > Files 3 Uploads

RESOURCES  SUPPORT Register with HARP

Similar Results

How do | Upload a File?

5]
How do | upload a file? 5]
Important: Axway has been retired. In HQR, all files are uploaded directly from the platform.

=]
Tips:

5]

« In HQR, first you choose how you will submit your data sets - eCQM, Population &
Sampling, Chart Abstracted, Web-based Measures, or HCAHPS. Then you will choose the
program to submit for.

« You can open your file menu and drag and drop any file into the upload table and it will
upload them immediately.

To upload a file, start at the left-hand navigation:

1) Go to Submission & Results > Choose your submission method - eCQM, Population &
Sampling, Chart Abstracted, Web-based Measures, or HCAHPS

2) Then choose the program you are submitting for

3) Next choose File Upload on the toggle bar

4) From here you can select the File Upload button or Dragin'Drop your files onto the
table

Still need help?

= cmshelpasupport.com Lorem ipsum dolor sit amet, consectetur adipiscing elit. Mauris vulputate fels laoreet quis tellus
cras leo, eget feugiat, Habitant fermentum, rhoncus auctor libero imperdiet aliquet at consequat.
& sssaers30 it amet 7 s Nula ltrices sagitts pellentesque et tempus faucibus hac urna eros.

© sspmest Lacinia auctor vulputate integer nisl commodo bibendum. Sed metus libero,

CMS.

Where do | find the webform?
What is the Data Form used for?
My File Errors aren't showing

Why aren’t programs on the
navigation?

Submit a Support Ticket




Aggregate Task Score

CMS.gOV Hospital Quality Reporting Qj Organization ABC v @ L &Jonsnow v

Facility ABC
CCN-123456

i Dashboard

HQR Dashboard Guided Tour &3
‘ hmissions & Results
x
le Reporting
. . Welcome to the New HQR
Py Administration ' We are 50 excited to show you some of our hard wark. We have been busy
7 making HOR modern and intuitive. Our goal Is to make your job easier by
. B ' eliminating the time it takesyou to accomplish your activities.
W ‘

[E]’iﬂ wr2g
* 1 Failure *

* Partial sSuccess * Reporting Requirements © Quick Links

IQR OQR ASCQR PCHQR IPFQR Pl

Management Participation
Inpatient Quality Reporting Fiscal Year 2020 v
View Full Report >
DACA Validation
Population & Sampling

Q4 2020 - Not Submitted « Due 05/03/2021 * Open
View past quarters v Resources

BELLESE




Looking deeper into participant misclicks

Misclicks Partial success (Participant F) Failure (Participant D)
Sid ioati e 7 Misclicks e 4 Misclicks
¢ >ldenavigation menu e 213.7 Seconds e 0.0Seconds

Organization name
Guided tour
QualityNet Help Desk

Getting past the dashboard was challenging.

Only 1 way to access support page articles.
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Next, we asked participants to
find more support documents

Scenario:

Let's say you wanted to browse through our
help documentation on other topics. Where
would you go to find that information?

% BELLESE

HOR o o o | g |

Hospital Qaulity Reporting

Search Results

| How do | Upload a File? ‘ m

Support Home > Submission and Results > Files 3 Uploads

How do | Upload a File?

How do | upload a file?
Important: Axway has been retired. In HQR, all files are uploaded directly from the platform.

Tips:

« In HQR, first you choose how you will submit your data sets - eCQM, Population &
Sampling, Chart Abstracted, Web-based Measures, or HCAHPS. Then you will choose the
program to submit for.

« You can open your file menu and drag and drop any file into the upload table and it will
upload them immediately.

To upload a file, start at the left-hand navigation:

1) Go to Submission & Results > Choose your submission method - eCQM, Population &
Sampling, Chart Abstracted, Web-based Measures, or HCAHPS

2) Then choose the program you are submitting for

3) Next choose File Upload on the toggle bar

4) From here you can select the File Upload button or Dragin'Drop your files onto the
table

Still need help?

Similar Results

B Where do |l find the webform?
B wWhat is the Data Form used for?
B My File Errors aren't showing

B Wwhy aren't programs on the
navigation?

= cmshelpasupport.com Lorem ipsum dolor sit amet, consectetur adipiscing elit. Mauris vulputate fels laoreet quis tellus

cras leo, eget feugiat, Habitant fermentum, rhoncus auctor libero imperdiet aliquet at consequat.

S BT i€ amet at et non il Nulla ultrice saitspelentesque e empus faucibus hac ura
© sspmest Lacinia auctor vulputate integer nisl commodo bibendum. Sed metus libero,

CMS.

ualityN ualityN:

&0 Submit a Support Ticket




Intended pathway to navigate back to the support page

HOR A - |

HOR HOME  RESOURCES | SUPPORT I Register with HARP HQR Platform Support

?
Hospital Gaulity Reporting Hi, how can we help you:

Search Results Errr—] - ]

——
[mantommaori N |

Submission and Results > Files > Uploads

Similar Results

How do | Upload a File?

m

Where do | find the webform?

How do | upload a file?
Important: Axway has been retired. In HQR, all files are uploaded directly from the platform.

What is the Data Form used for?

My File Errors aren’t showing
Tips:

m m m

Why aren’t programs on the -~
*In HQR, first you choose how you will submit your data sets - eCQM, Population & —

igation?
Sampling, Chart Abstracted, Web-based Measures, or HCAHPS. Then you will choose the navigation
program to submit for.

* You can open your file menu and drag and drop any file into the upload table and it will HQR Instant Help
upload them immediately.

° New Festure Tour oot
To upload a file, start at the left-hand navigation: - - Lo

1) Go to Submission & Results > Choose your submission method - eCQM, Population &
sampling, Chart Abstracted, Web-based Measures, or HCAHPS

2) Then choose the program you are submitting for

3) Next choose File Upload on the toggle bar

4) From here you can select the File Upload button or Dragn'Drop your files onto the
table

HQR Program Support

lr O®  AcR  oir  mR A

=
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HOR ® 9 o (o] EN

Search Results

| How do | Uploadia | ] "‘

Aggregate Task Score S — )

n Similar Results
How do | Upload a File?

B Where he webform?
How do | upload a file? B what Form used for?

Important: Axway has been retired. In HQR, all files are uploaded directly from the platform.

B My File Errors aren't showing
Tips:

B why aren't programs on the
*1In HQR, first you choose how you will submit your data sets - eCQM, Population & navigation?
Sampling, Chart Abstracted, Web-based Measures, or HCAHPS. Then you will choose the
program to submit for.
* You can open your file menu and drag and drop any file into the upload table and it will
upload them immediately.
To upload a file, start at the left-hand navigation:
1) Go to Submission & Results > Choose your submission method - eCQM, Population &
B My File Errors aren’t showing
Tips
B Wwhy aren’t programs on the

+ In HQR, first you choose how you will submit your data sets - eCQM, Population &
Sampling, Chart Abstracted, Web-based Measures, or HCAHPS. Then you will choose the
program to submit for.

+ You can open your file menu and drag and drop any file into the upload table and it will
upload them immediately.

* H o
1 Partial success A —
. . 1) Go to Submission & Results > Choose your submission method - eCQM, Population &
° 10 Misclicks A ool st bl

2) Then choose the program you are submitting for
3) Next choose File Upload on the toggle bar

4) From here you can select the File Upload button or Dragn'Drop your files onto the
e 23.25 Total seconds

navigation?

Stil elp?

= cmshelp@support.com Lorem Ipsum dolor sit amet, consectetur adipls ¢ vulputate fels laoreet quis tellus

G ot it e i, oIV o sk A e
X 07309 & e ot e s St pton a5 e s Submit a Support Ticket

© sspmest Lacinia auctor vulputate integer nis| commodo bibendurn. Sed metus libero.
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Then we asked participants to
view walkthroughs of how to
gain access to HQR

Scenario:

Let's say you wanted to browse through our
help documentation on other topics. Where
would you go to find that information?
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HOR

HQR Platform Support

Hi, how can we help you?

|
t b on | ystem

Quick Tutorials

How to Upload a

HQR Instant Help




Aggregate Task Score

9%

* 1 Partial success *
e 6 Misclicks
e 22.94 Seconds
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HOR ® & o (o9~ Il

HQR Platform Support

Hi, how can we help you?

Popular Searches: | 10R oqr| [ascar| [ Data submission

Quick Tutorials

View More >

How to Request Access How to Upload a File How to Enter & Submit Data




Lastly, we asked users to find
Pl material from the support

page

Scenario:

Let's say you just started working for the
Promoting Interoperability program. If you
wanted to find additional documentation about
it, where would you go?

[/
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HER. .

HQR Platform Support

Hi, how can we help you?

I

Quick Tutorials

How to Upload a File How to Enter & Submit Data

What's Changed with the New HQR?

the old Quality Net

. OQR, IPFQR, PCHQR

HQR Instant Help




Intended pathway to find Pl material

HOR O Tl - |

HQR Platform Support

Hi, how can we help you?

' What's Changed with the New HQR?
g o sscan
| L8 HQR Program Support
HQR Instant Help IQR OQR ASCQR PCHQR IPFQR Pl
°
: @
J
HQRiProgram:Support Program Resources Webinars Payment Determination
, Resources
oo ascan  pon ml l
oy s for o pelofe il Find up-o-dte information on Payment.
Determinations including Program Guides.
HQR Instant Help . . ;@
ropram Resources Payment Determination
¥

° ew Feature Tour Tooltip

Still need help?
HQR Program Support

scr | pown wRR R

BELLESE




Aggregate Task Score

77.6%

* 1 Partial success *
e 62 Misclicks
e 433.58 Seconds

[/
L/) BELLESE

HOR e & o (o9~ Iwl
HQR Platform Support

Hi, how can we help you?

Popular Searches: | 10R oqr| [ascor| [ Datasubmission | [ system |

Quick Tutorials

View More >

How to Request Access How to Upload a File How to Enter & Submit Data




We asked users what they like
most about the design

"well designed,easy to find programs. instant help great feature"

TESTER #29401962 February 22nd 2021, 8:01:26 pm

"HQR Program Support section”

TESTER #18799495 February 22nd 2021, 1:10:59 pm

"large font, bright screens/colors"

TESTER #29495802 February 23rd 2021, 1:12:50 pm

[/
L/) BELLESE

HQR Platform Support

Hi, how can we help you?

| =

Popular Searches: | 108 |

Quick Tutorials

View More >

How 1o Request Access How to Enter & Submit Data

Y1
Ll EH

sets: On the old Quality Net
evel - IQR, OQR, IPFQR, PCHQR

QR platform, first you select HOW
QM, Chart Abstracted, Populati
 HCAHPS), THEN you select t
IQR, OQR, IPFQR, PCHQR or ASCQR. This

access to the data

and allo: aster

HQR Instant Help




We also asked users what
kind of support content
would be the most valuable

"Program support,resources, tutorials!"
TESTER #29401962 February 22nd 2021, 8:02:26 pm

"What can be found under each menu topic”

TESTER #18799495 February 22nd 2021, 1:15:48 pm

"ability to speak to a real human"
TESTER #29495802 February 23rd 2021, 1:13:17 pm
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HQR Platform Support

Hi, how can we help you?

Popular Searches: | 10 0QR

ata sets: On the old Quality Net
m level - IQR, OQR, IPFQR, PCHQR

HQR Instant Help




HOR o aen o |
Content users thought would | Hareiatform support
be least valuable

Popular Searches: [1gr| [oor| [ascor| et suo

"program support if difficult to navigate content”

TESTER #29401962 February 22nd 2021, 8:02:44 pm

How 1o Request Access ow to Upload 3 File How to Enter & Submit Data

"Unable to answer until | can see what's beneath each thing that |

can click on." . ﬂ‘ What's Changed with the New HQR?
TESTER #18799495 February 22nd 2021, 1:17:43 pm ' ¢ ok ot ivaan Foidh

E &

In the new HQR platform, first you select HOW you would like to submit your

data sets (eCQM, Chart Abstracted, Population & Sampling, Web-based

IQR, OQR, IPFQR, PCHQR or ASCQR. This

and allows you to faster access to the

"Videos. If | have to watch a video, | think it's probably too complex."

View More Examples >

TESTER #29495802 February 23rd 2021, 1:13:40 pm
HQR Instant Help

-,
% BELLESE




Content Testing: %: users think version B is more helpful for
communicating support users can find on the support page

Version A

Submissions

* How to Check Submission Status
* How to Upload a File

* How to Upload Data

*How do | Turn Off Emails

* How to Dragn'Drop a File

* How to submit DACA

Top Articles

Reports
* Where are FSN reports?
* Where is File Accuracy?
* How to check Reporting Requirements
* Where do | find Program Reporting
* How to find HBVP Reports?
* What is a Baseline Measure?

Access

* How to Request Access

* How to Check Permissions

* How to Request to Become SA/O

* How to add a Vendor

* How to remove a Vendor

* How to remove access after termination

% BELLESE

Version B

[m]!dl

—_

E B

What's Changed with the New HQR?

The biggest change is the way you submit data sets: On the old Quality Net
Secure Portal, you would start at the Program level - IQR, OQR, IPFQR, PCHQR
or ASCQR.

In the new HQR platform, first you select HOW you would like to submit your
data sets (eCQM, Chart Abstracted, Population & Sampling, Web-based
measures, or HCAHPS), THEN you select the program you wish to submit for -
IQR, OQR, IPFQR, PCHQR or ASCQR. This reduces the number of steps involved
and allows you to faster access to the data.

View More Examples >




But 3/3 Prefer to see content version

Version A

Submissions

* How to Check Submission Status
* How to Upload a File

* How to Upload Data

*How do | Turn Off Emails

* How to Dragn'Drop a File

* How to submit DACA

Top Articles

Reports
* Where are FSN reports?
* Where is File Accuracy?
* How to check Reporting Requirements
* Where do | find Program Reporting
* How to find HBVP Reports?
* What is a Baseline Measure?

Access

* How to Request Access

* How to Check Permissions

* How to Request to Become SA/O

* How to add a Vendor

* How to remove a Vendor

* How to remove access after termination

% BELLESE

Explicit

Version B

on the support page

What's Changed with the New HQR?

The biggest change is the way you submit data sets: On the old Quality Net
Secure Portal, you would start at the Program level - IQR, OQR, IPFQR, PCHQR
or ASCQR.

In the new HQR platform, first you select HOW you would like to submit your
data sets (eCQM, Chart Abstracted, Population & Sampling, Web-based
measures, or HCAHPS), THEN you select the program you wish to submit for -
IQR, OQR, IPFQR, PCHQR or ASCQR. This reduces the number of steps involved
and allows you to faster access to the data.

View More Examples >

Descri




At the end, we asked users if there’s anything else they’d like
to share

"It would be good to have the Known Issues as a link on the page."

TESTER #18799495 February 22nd 2021, 1:21:29 pm

* Very interesting comment *
e Will require high level conversations around feasibility

[/
L/) BELLESE



Revisions

37




We designed the interim support page with content from

version A

HOR N T

HQR Platform Support

Hi, how can we help you?

Popular Searches: 5 < S

Quick Video Tutorials

wlore >

w5 Regquen: Aecess Wow to Uplosd a Fle Mawto Enter & Submit Data

Top Articles

Reports Access

HQR Program Support

ASCOR  PCHGR  BRGR B

()]

4

Program Resources Payment Determination
Resources.

Version A

Submissions

* How to Check Submission Status
* How to Upload a File

* How to Upload Data

* How do | Turn Off Emails

* How to Drag'n'Drop a File

* How to submit DACA

Top Articles

Reports

* Where are FSN reports?

* Where is File Accuracy?

* How to check Reporting Requirements
* Where do | find Program Reporting

* How to find HBVP Reports?

* What is a Baseline Measure?

Access

* How to Request Access

* How to Check Permissions

* How to Request to Become SA/O

* How to add a Vendor

* How to remove a Vendor

* How to remove access after termination




We made accessing the support page more accessible
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Conclusion

Overall, the new support page
will not only be essential for
users to independently resolve
issues, but will also save the
help desk with less tickets
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Triage for next steps

Recommendations Impact Cost
Discussions around enhancement for “known issues” in the Low Low
' support page ' ' '
Adding additional linkage on the footers of our designs that takes Low Low

» users to the interim support page
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To Find Documented
Deliverables

1. Research Plan

2. Prototype Requirements
Guide

3. Usability Test Conversation
Guide

4. Usability Analysis

5. Usability Report

6. Journey Map

More on Confluence
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https://qnetconfluence.cms.gov/display/HQR/Support+Page
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