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Introduction

WORD OF THE DAY

FEATURES

GAMES & QUIZZES THESAURUS

SINCE 1828

UX (HCD) Content Strategy
focuses on how the experience
communicates with the user. trust verb

trusted,; trusting; trusts

Dictionar Thesaurus

Definition of trust (Entry 2 of 2)

transitive verb

Builds trust through:

1 a :torelyon the truthfulness or accuracy of : BELIEVE
/1 trust a rumor

= Understanding user needs -
. b :to place confidence in: rely on
= User research and testing /1 a friend you can trust
| Language and emotion : to hope or expect confidently
. . // trusts that the problem will be resolved soon
= Thoughtful iteration

[}

2 a :tocommitor placein one's care or keeping : ENTRUST

b :to permit to stay or go or to do something without fear or misgiving
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"Once users start noticing typos and
mconsustenues theX"start losing trust in your

e°cgomP '"IF'zaaﬂ' ; ”¥ Ify %muﬁaa"%pv can’t take the time

to lca‘|c‘§roperly, why should they trust you...?"

- John Saito, Sr. Product Designer, Lattice
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Case Study - Project Overview

Each month, states submit CMS uses the T-MSIS Priority States use T-MSIS Operations
eight files of Medicaid-related Issues (TPIs) category system Dashboard tool to confirm
data to the CMS Transformed to assist states in identifying data files were successfully
Medicaid Statistical which gaps and errors in the submitted and to see what
Information System (T-MSIS). data to address. errors occurred.

T-MSIS Priority Issues > Outcomes Based Assessment (OBA) method
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Case Study - Project Overview

The Challenge

Guide state users
through a significant
change.

CCSQ WORLD USABILITY DAY

The Goal Build Trust

Content development e Consistent language, core
for initial release and messaging framework, user input,
strategy for later on. and thoughtful planning.

Human-Centered
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Case Study - Discovery

Built trust with the existing team

= Comprised of CMS partners
and other contractors

= CSCfilled the content gap

= Project plan demonstrated
how CSC would slot in and
relieve other disciplines

= Set up time with UX and Ul
designers

CCSQ WORLD USABILITY DAY

Project Plan

Based on what we learned during Discovery, we recommend the following content strategy workliow for this project:

Stwep Description Timing Examples
1 Coment anakysis. ientity and confirm To begn Fricay 319, We'l see how lar we get  Screen shots in Mural with stickias that are then
areas of the exsting OD and Dats Quality with a few jons and luate if needad. £ sy ized inlo Conlh
Tooal (DOT) experniences where current TP siimale: Throe wosks of twice o weak working
relsied contert needs 10 be rethought, sessons
replacad, of removed
2 Detarmine requirements for conterst Could be tackied along with Step 1. Wo »il 1. Replace all exsting Instances of the e
and o | stay flexide and soe how & goes “TPI" with "[TBDL"
2. Roplace existing TP! Primers and
duscriptions with [TBD].

3. Upcate all User Guides 10 feature the new
screenshots and revize language so that @
reflocts the changes made.

3 create a contert s Qutcomes-based Categories Digital Content Strategy
remediation plan for ¢

Using above exampiy The Conlernt Suppert Cerver (CSC) aims to heip address CMCS's urgent content probiams guickly and etlectively Ihrough our expedtise in
content strategy, Human-Certered Design (MCD), and CMCS policy.

4 Incorporate the conté Our conmtent stralegy practioe is rooted in human-centered design and Agle methodologies. Wae iterate quickly, share progress and soliclt
Into the axisting Agile feadback often, We operate with tranaparency. bring aptions %0 the table wherever possibie, and collaborale o that cur partners are ivolved in
Project Objective
Risk Mitigation :
The content strategy for this project oflers recommandations on how 10 create, manage, and mantain the content neaded to anable the change
Nhen making change from using T-MSIS Priority Bems (TPls) 1o Oulcomes-Based 1l Impact caleg 3
might include additional coment
Timeframe
* Communications plan &
* Example: devé This content strategy assumes a four- to st-week timalrame 1o develop the holistic plan for a full imegr of the based o

* Regulatory guidance; G Into the existng sxparence. This is comingent Lpon our partnars’ avaldabiity and remains fully tlexible

* State technical representatves
* Researchars
* CMS (DSG)

Stakeholders

A stakehoider map is a tool that lays cut all the stakeholdors of a product, projact, or idea on one map. The key banedt &5 10 oot & visual
reprasenation of &b the peopia who Infuance Me proj@ct and how ey connect.
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Case Study - Discovery

Conducted Content Audit =777

. ,;.;_: < T . e e e e e —
= - = = = - = = wm =L o2 i
B o' & — = —
P . o " Gl IS0~ w—_2 Nomenclature — — ——
— = EH E = b == v =
= Know what you L -

already have so you z | oy e e e ———
can figure out what e
users need LLE
= Provides context for o
holistic planning that == N _:
can be broken down ot —— ST :

Action Plan Record

copy In general (ex,
some pgs have intros,

into smaller efforts i

= Great way for e
contractors to get
Style consistency

up to speed ek
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Case Study - Discovery

Centent Analysi

4Ry -

Facilitated Content c - .

Refine, Re

Analysis 4r’s Exercise

Reviewed content elements
as a team and determined if
each needed to be:

= Rethought: completely
changed

= Refined: kept-but-revised

= Removed: deleted
altogether

= Retained: kept as-is

CCSQ WORLD USABILITY DAY

Missingness - What's missing? Record C
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Case Study - Design

Drafted Terms and Definitions

= Helpful to ensure
consistency and that the
same terms are used across
channels

= Collaborative effort involving
the whole team with content
strategist as lead

CCSQ WORLD USABILITY DAY

Terms & Definitions

A list of words used when talking about Outcomes-Based Assessment, along with what they mean and the relationship between them. Helps to
ensure everyone involved is “speaking the same language.”
FRAMEWORK

T-MSIS Priority ltem (TPI) - current categorical system for ing and prioritizing T-MSIS data quaity. Numbers-based. There are 32 TPI
calegories,

Outcomes-Based Assessment - fulure categorical system (stanting 2022) for assessing and prioritizing T-MSIS data quality. Content-based.
There are eight file categories:

* Claims Files: IP {in Patient), LT (Long Term Care), OT (Other), RX (Prescriptions)
* Non-Clams Files: ELG (Eligibility), PRV (Provider), MCR (Managed Care), and TPL (Third Party Liability)

Format rules:
* When using full name: Hyphen between first two words; all three words capitalized
* In body copy: First mention, full name first mention, abbreviate OBA therealter
* In headines: Full name (¥ space parmits)

DATA QUALITY ASSESSMENT & TRACKING

Criteria -

Rules - autormated, fine by kne data check (9.g., bene birth date) assessed through the OD. Rules have errors. Lower priority for states 1o fix
Travels with measures.

Me - non-automated, inferential data check; holistic, provides context 1o get the full picture of the data problem (e.g., data patterns).
Moasures have issues. Highest priority to fix; appear on State Data Quality Monthly Tracking Report and could impact funding. Complements
rules.

Issues - if a measure is flagged problematic

Errors - a viclation of a rule

Tiers - a way of categorizing rules; generally more for dev-related neads, less themed

Data Quality Score - inticator of a state's success at meeting CMS expectations for data compliance. Noted by color: red, biue, yellow,

State Data Quality Monthly Tracking Report - how CMS communicates T-MSIS data quality issues 1o stales. For states, report is the “goid
source” for all flagged data quakty issues and how 10 resolve them. Report is tied to the assessment map and state funding. Contains the same
information as in the 0D,

State Plan of Action (SPOA) - whare data quality issues are communicated and documented. For example, states may provide evidence where
data s accurate and Mathematica may come back and vet It. “This i & source of our truth.”

Human-Centered
| Design

| Center of Excellence
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Case Study - Design

Created Messaging Framework

= A method for identifying
primary and secondary
messaging

= Serves as a “single source”
to avoid making edits in
multiple places

= Messaging can be used
across channels

CCSQ WORLD USABILITY DAY

What 1o expect What's not changing:
* additional details to help states * CMS will continue to communicate data quality issues 1o you in your data quality
understand the impact of the change report.
* can be expanded as more cantent areas * The data quality measures and validation rules thal may appear in your data quality
are determined report, the structure of the data quality report, and the frequency of updates to your
* leveraged for FAQ development report will not change with this propased assessmant method
What is changing:

* OBA uses the same data qualty measures and rules included In TPIs but organizes
them into new categories thal align with the data content. This can help you better
identity sources of your data quality issues.

* Your OBA complance assessment uses three criteria: Issues considerad Critical-

Messaging Framework (Master)

Why a messaging framework:

* Provides a concise, consistent set of messages about OBA for use in communications and the Operations Dashboard

* Based on human-centered design content principles for clear communications about the what, why and how, so users can feel more
comfortable with the changes
* Tone and style: Direct, reassuring

* Primary audience is State Technical Representatives familiar with or new to the OD; also helps researchers and DSG employees with
consistent wording about the changes

Primary statement
What's happening and when Based on state feedback, CMS is updating our methodology for T-MSIS data quality
assessment, The proposed method we're exploring is called the Outcomes-Based
* most important information states need 1o Assessment (OBA).
know; the why
* high level, just the facts; can be used OBA introduces changes to help you better identify sources of your data quality issues. It
across the board will eventually replace T-MSIS Priority items (TPIs). We're working toward a release date

* can be a 2-part statement ey S0

your data quality report - only those designated as critical or high priority.
* Looking ahead, expect to see additonal ways 10 visualize your T-MSIS data guality
on the Operations Dashboard that are not Included in OBA, for example:

* Overall Data Quaity, based on aV data quality measures and validation rules that
may appear on your state tracking report, including medium and low priority
issues. This Is meant 1o be Informative and provide a holistic view of your state’s
data quality.

* Fil-based Score

N Human-Centered
| Design

| Center of Excellence
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Case Study - Design

Developed and Tested Content e —
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Case Study - Design

Assisted with Detailed Q&A

= Collaborated with Mathematica
partners to develop

= Messaging Framework served
as initial baseline

CCSQ WORLD USABILITY DAY

OBA Q&A (Draft)

1. What is OBA?

* Qutcomes Based Assessment, or OBA, s an improved assassment framework 10 review T-MSIS data qualty, This wil Mealy
replace the TP framawork (T-MSIS Prionty lems) bagnning In 2022,

* OBA will assess states on around 550 high and critical prioeity DQ checks (measures and rules). Thess indwidual checks will
include the same checks that are used as a part of the TPI assessment. However, rather than “TP| categories”®, the checks will
be grouped into infuilive categories based on file and lopic area.

2. What changes can | expect with OBA7

* What is changing:

* The man change is the mtroduction of OBA categories. OBA uses the same data quality measures and rules included
in TPIs bu! organizes them inta new categories that align with the data content. This can help states better identify
underlying patterns and causes of data qualty issues.

* OBA also introduces a naw data quality review framework that is basad on the number of open data quality issues rather
than the number of ocpen categonies of issues (1.8, TPI),

* What's not changing:

* CMS will continue to communicate data quallty issues 10 states in the state cata quality report on the Operations
Dashboard.

* The data quality measures and validation rules that may appear in the state dala quality report, the structure of the data
quality repoet, and the frequency of updates to the report will not ge with this pr d assessment method.
3. Why is CMS implementing a new T-MSIS DQ assessment framework?
* O8A is an improved assessment framework proposed in response 10 state and other stakeholder feedback and is mtended to be
a more accurate assessment of a state's data qualtty.
* Under the TP| framework, which assesses data quality based on the number of open cafegones, states with 1 or 20 data quaity
is5u8s open under the same TP category would be assessed equally, and a state with 5 open TP1 categories with one opan
Issue each would be assessed more poorly than a state with 10 open issues under one TP category. The OBA framework
5565565 data qualty based on the number of open issues, which provides a more accurate and falr assessment of data quaity,

* OBA also incorporates & “critical” issue priority, which enables states to focus on faang the most sevare data quaity lssues.

4. When and where can | see my state's OBA resut?

* The T-MSIS Operations Dashboard (OD) homepage will show & “preview” of your OBA resulls starting [July 23, 2021]. This new
section wil appear next to your TPI results. This preview is being shared shead of [OBA complance] so states and stakeholders
have fme 1o explore the new methodology and ask quest

5. How long until OBA Is used in my APD?

* States will continue 1o be evaluated on TP at least through December 31, 2021, OBA is anticipated 10 be incorporated into APD’

5 startng in the first quarter of 2022. Compliance actions based on OBA are anticipated to begn late summer 2022, at the

earliest,

6. How is my assessmant calculated?
* OBA uses three criteria 10 reviaw your stata's data quality: OBA revs issues considerad Critical-Priority. Issues considerad
High-Prionty, and a subsat of high-prionty Issues tagged In the Expenditures category. States must meet or exceed the target for
all three critera.

* 1 - Critical-Priority Criteria — Targel: 100%

* The percentage ol critical data quality checks that indicate there is no potential data quality issue must be 100%, Le. the

state must have 2eco open critical issues to meet this crileria,
* 2 - Migh-Prionty Criteria ~ Target 95%

* The percentage of high priority checks (of the total universe of high priority checks) that indicate there is no potential
data qualty issue must be 98% or higher. In other words, the state must have fawer than 1% of the high priority data
quality chacks flagged as a potential data quadty issue on their data qualty report to meet this criteria.

2. Fenanditiros Critana . Tarnat G600

Human-Centered
Design

Center of Excellence
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Case Study - Design

Revised User Support Guide

= |ncorporated Messaging
Framework

= Highlighted technical and
design updates

Outcomes-Basad Assessment (OBA) Changes

A low changes wemn made o the Data Quatity Traciong Report basadd on he propased Outcomes-Based Assassment mathogology

"rong

pssessment Issuss considered “C y' &
ondituras”™ categary, For now, Expenaiuras &5 the oy catepary asses

st of hgh-priarity
determining youwr OBA 1w

B85 tagged v
s

nd “Hgh-Prorty,” and a &
SPd A% 4 SEpaTRIR CriEs

® Fmer buttons allow you 10 viaw Crtlical, High-Fro Expenditura. or All DBA =suss

oIty

® You can aleo use e view the 1l "Oeata Quesy Regort” using me link

Data Quality Tracking Report
Reporting Penod May 2021

Y Filters for O ‘Based A
|

© Yot scevw n 108N © Your sesre 4 805

View the full Dals Quatty Report

See Jomcal vsen See Moh Pronty lntues | l See £ penciture e J ‘ See A2 OO e

O saracon a V'S © T3y e & mmpiance

OBA introduces changes to help you batter identity sources of your data qualty issues. It will eventually reptace T-MSIS Pronty tams (TPig)
W Dutnan Baned Mbsrsammmn S50

——— o — —
.- e O ——
.
.
-

® The temparary blue box offérs information about OBA and what's happening when. The “x" in the upper right corner dismisses it
W OvtsumesBased Benssnmant T S0

L i
S ——— - —
e e e

This nex! area allows you (o roview the percentages related to each OBA critera

Three criterla make up your assessmant: Issues considarad *Crifical-Priodty” and “High-Priority,” and a subset of high-pronty Issues tapged in

the “Expenditures” catogory. Fov now, Expenditwres is the anly calegory ssod as a separale critera in determining your OBA roswis

® View the reporting manth and when e Information wiss lsst updated

® To view your Wil list of issues related to a respective assassment criteria, click the button showing its percantage

—— — — . -

- - .
- . .

Additional delalls o0 each assessment critena and categories are also provided

¢ Clicking on the respoctive hoadings will opon a drawer thal rovoals dotiils about that assesament crileria
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Case Study - Communications

Preview Phase (June - October 2021)

Prepared Communications
Plan Template

= |nitial release and post-MVP
templates created

= Allowed team to consider
what would be needed in
both short- and long-term

CCSQ WORLD USABILITY DAY

"OBA now on OD"

Strategy

"CMS is exploring this proposed method of reviewing data quality”

Strategy

| Support Site
Announcement

2 Presentation Slides

4 FAQ/Long-form
Description/More
About OBA (internal
and external versions)

1:1 State UX Meetings

(prototype sharing)
(not TA calls)

Activities

Draft announcement

Work with presenters
to draft slides based
on messaging
framework if desired

Draft document taking
into consideration
different needs of
internal and external
audiences

Share directly with
states.

Timeframe

Internal July 2
(internal testing)

States July 23
(all states, comms

7/22)

Mathematica will
handle as needed

Mathematica will
handle (Fearless can
assist)

March-June

Success Criteria

Announcement
shared through State
Support Site.

Presentation complete
and given.

FAQ completed and
shared,

States review
prototype and ask
questions.

, Human-Centered
» Design

B Center of Excellence
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Case Study - Communications

Wrote State Support
Site Announcements

= Let states know what changes
were coming

= Linked to FAQ

= Based on Messaging
Framework

CCSQ WORLD USABILITY DAY

OBA State Support Site Announcement (Draft)

This Is the initial proposed copy approach for this post

CMS Is Exploring a New T-MSIS DQ Assessment. Here's What To Expect.

July X, 2021

[OTHER TITLE OPTIONS ]

CMS Update on the Proposed "Outcomes-Based Assessment”
Introducing Oulcomes-Based Assessment: What You Need to Know.
[MESSAGE:]

Based on state feedback, CMS Is updating our approach for T-MSIS data quality assessment. The proposad method were exploring is casied Out
comes-Based Assessment (OBA),

OBA Introduces changes 1o help states better identify sources of data quality Issues.
Here are four things to know about OBA:

1. OBA will eventually replace T-MSIS Priority tems (TPI). We're working toward a release date in early 2022,

2. Get a sneak peek starting [DATE]: The T-MSIS Operations Dashboard (OD) home page will show a “preview” of your state’s OBA
results, This new section will appear next to your TPI results, We're sharing a version of OBA now so you have time to work with it and
ask questions. You'l continue to be evaluated on TP through December 31, 2021.

3. New categories, same data quality checks. OBA uses the same data quality measures and rules Included in TP, but organizes them
into new categories that align with the data content. Youll be able to see the full list of OBA categonies on the OD starting [DATE].

4. Three criteria make up your assessment: lssues considered “Critical-Priority” and *High-Priority,” and a subset of high-priority issues
tagged in the *Expenditures” category. For now, Expendilures is the only category assessed as a separale criteria in determining your
OBA results.

How 1o learn more:
Check this FAQ for more information or talk with your DQ TA.
Remember, you can preview OBA on the OD starting [DATE], Look under the Home tab, next to your TP results.

This is a Mghter, alternate copy approach that could work based on the timing of the post and launch date

Your T-MSIS Operations Dashboard Looks Different. Here's Why.

Starting [DATE], the OD home page will include a new saction to introduce you to Outcomes-Based Assessment (OBA). OBA is the proposed
method CMS is exploring for T-MSIS data quality assessment.

, Human-Centered
' Design

B Center of Excellence
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Case Study - Governance

Created Content Remediation
Plan Template

= All references to TPIs wiill
need to be replaced in 2022

= Allows team to identify all
areas where TPI content
appears

= Resources can then be
assigned to manage the
remediation

CCSQ WORLD USABILITY DAY

Post-MVP Content Remediation

Content reenediation is the process Mrough which existing contant reterencing TPIs Is lsantified, removed, and replaced with OBS content

This process first involves an audit to ideatily where TPI content is ) d. Typicaly, this is
comgleted on Confluence as seen below.

heat. Or, it could be

Then, a plan must be developed for replacement. Wil one person revise the content? Multiple people? Does specific direction need 1o be
provided? Typcaly, this is added 10 the awdit spreadsheat. Or, & can be a process all its own

Operations Dashboard

Screan
General

r:ome Dasnhboard

D&a Quality Yvaoicﬂg Repon

Data Quality Tracking Repor
issue Pages

TPI Overview

ESR Overview

Actions Needed

* Wnen does each stale see OBA-ony view?
* Where would states find hstoncal TP information?

* Some type of afficial announcement needad o state
that ey are/wil be transitioning 10 OBA assassment.
(outside OODQT)

Ramove TP modide and expand OBA module

Make sure TPIS no longer appear in columns and drop-
downs

Remove &t references 1o TPIs and [REFLACE WITHY)

Determine the purpose of this screen. Should #t stay?
I it needs to reman accessible for archival purposes (Use

case: States need to reter back to okder data), how should
the messaging change with OBA is the only asseasment
method.

Cansiger how the filter needs 1o change ance OBA 5 the
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“Trust is the glue of life. It's the most essential
ingredient in effective communication. It's the
foundational principle that holds all relationships.”

- Steven Covey
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