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Overview



The Quality Payment Program transforms the 
Medicare physician payment system from one 

focused on volume to one focused on value. 



QPP HUMAN-CENTERED DESIGN / OVERVIEW

The QPP website serves 
almost 900,000 reporting 

clinicians annually.



Small 
practices to 
large health 
systems
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to
Health SystemsSmall Practices 



QPP annual cycle
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Defining Research Operations 

● The practice of Research Operations 
(ResearchOps) focuses on processes and 
measures that support researchers in 
planning, conducting, and applying quality 
research at scale.
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The complexity of QPP and the variety of 
different users have led to operational 
challenges for conducting research.
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Creating a user research panel 



What is a research panel? 

● Group of participants 
who’ve opted into 
participating in QPP HCD 
research studies
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Benefits of a research panel 

● Easier to find the right participants for user 
research

● Time-saver for recruiting 
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A panel is more than a spreadsheet

● Allows us to track information overtime, 
including participation in studies

● Multiple people can manage the panel
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Challenges with finding a tool 

● FedRAMP-approved
● Cost
● Level of automation available
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Tools we reviewed

● Airtable 
● Smartsheet
● UserInterviews.com
● Cint.com
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Our tool 

QPP HUMAN-CENTERED DESIGN / RESEARCH PANEL



Why Salesforce?

● FedRAMP approved!
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Recruiting for the panel

●  Quality Conference
●  QPP Help Desk
●  QPP HCD Research recruiting page
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https://qpp.cms.gov/about/hcd-research

https://qpp.cms.gov/about/hcd-research


~500
Participants in the QPP HCD Research Panel

Key stat



How we use the panel
1. Select participants from Salesforce
2. Email invite with CMS inbox*
3. Screener, include Calendly for qualified participants
4. Conduct research sessions
5. Update Salesforce
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Next steps

● Continue to automate the recruiting process 
● Adding participant details
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Next steps

● Growing the panel 
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Research Repo with Enjoy HQ 
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Plan Study > Recruit Participants > Conduct 
Interviews > Analyze Data > Create Report > 
Read-out Findings
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Finally upload 

to Confluence



● Extend the value of your findings
● Build on prior research
● Reduce knowledge loss
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● Cloud-based
● Tag, annotate, 

search
● Group collections 

by topic, 
audience, etc. 
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● Professional transcripts by GoTranscript
● De-identified before upload
● Saves time, money, extends value
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Make your interviews work over-and-over, again
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Always build in time to for 
data maintenance.

You’ll thank yourself later.
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Measuring the user experience



Influenced by 
Forrester’s 
Customer 
Experience Index 

(CX Index™)
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Using both qualitative and quantitative data

● Google Analytics
● Help desk tickets
● User interviews
● Usability testing
● Missing SUS and intercept survey data, and site 

search analysis
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Measuring a yearly cycle in 3 phases

● Pre-Submission
● Submission
● Post-Submission
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Where we’re at now

● Greatly informed by recent research
● Sharing within QPP and refining 
● In need of survey data
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Evolving CX Reporting

● Moving towards PRA clearance = surveys
● Keep it manageable
● Incorporate year over year data
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Next steps operationalizing QPP 
HCD research



153 requests 242 requests 496 requests
● Sentiment analysis 

with EnjoyHQ
● Site search analysis 
● Website heatmaps 

with Hotjar

● Increasing efficiency 
with PRA clearance for 
SUS, and intercept 
surveys

● Incorporating more 
empathy with new 
QPP organization 
personas, and job to 
be done (JTBD)

QPP HUMAN-CENTERED DESIGN / NEXT STEPS 

More data opportunities to come



Final reminder

● Operationalizing research efforts takes 
continual effort

● Increase in quality = increase in time and/or 
cost
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QUESTIONS?


