Release Notes 16.4 for 8/2

The following enhancements will be completed during this iteration:

Affected Customers: CCSQ ServiceNow Platform Customers and Agents
Agent Workspace Migration to CSM Configurable

On August 2, 2024, at 8:30 PM ET, CCSQ ServiceNow will migrate existing Agent Workspace to CSM configurable
workspace in preparation for the Washington DC upgrade in ServiceNow. All ServiceNow Customers who currently
utilize Agent Workspace will see the following changes:

e Agent Workspace will be decommissioned and no longer available
e Configurable Workspace will be activated to replace Agent Workspace

Benefits of this update include improved functionality, navigation, configuration ability, and overall experience for
Agents in ServiceNow by migrating them from Agent workspace to CSM configurable workspace.

Affected Customers: CCSQ ServiceNow System Teams
CCSQ ServiceNow: Automated Testing Framework (ATF) Platform - All Case Type Update
On August 2, 2024, at 8:30 PM ET, CCSQ ServiceNow will update the ATF Platform to include all Case Types:

e EPCS

e ES

e QPP

e HQR

e EQRS

e (QSEP

e iQIES/QIES/ASPEN

e QOriginal Case Form

This update to ServiceNow’s ATF will streamline and reduce the amount of manual effort needed to perform ServiceNow
upgrade regression testing and overall functionality and feature testing for the case types in the ServiceNow Platform.

Affected Customers: CCSQ Support Central Customers
CCSQ Support Central: Live Agent Chat ‘CARL’ Updates
On August 2, 2024, at 8:30 PM ET, CCSQ ServiceNow will make the following updates to the Live Agent Chat ‘CARL":

e When the customer hovers over ‘CARL,” a message will be shown to draw attention.

o Famm
a phone call by visitin [
window. 7

pEE. unread
messages

Have questions? Live Chat
support is available to help. CARL

e The ‘CARL’ icon will be displayed on the CCSQ Support Central pages, allowing the customer to access Live Agent
Chat from anywhere on the site.
e The HARP redirect prompt will now be available to customers after core hours, not just during business hours.



‘ CCSQ Support Central

Thank you for contacting the CCSQ Service
Center Live Agent Chat. Live chat is currently
unavailable outside normal hours (9:00 AM -
5:00 PM ET). Agents are available by phone
and email from 8:00 AM - 8:00 PM ET. For
more information, please visit the Contact Us

page.

If you need assistance resetting your HARP
password, please
click here for account recovery.

Thanks again for contacting the CCSQ Service
Center. Have a great rest of your day.

!
Goodbye!

Click here to start a new conversation

e The ‘End Conversation’ button will now be available at all times instead of just when ‘CARL’ is awaiting input
from the customer.

CCSQ Support Central @

End conversation

QualityNet System Security Policy.

Please note all transcriptions per session are
confidentially stored and documented for
future use.

Hello! Welcome to the CCSQ Support Central
Chat and Resource Line.

My name is Carl and | will be assisting you
today as your dedicated Virtual Agent.

If you need assistance resetting your HARP
password, please
click here for account recovery.

I am locating the best Live Agent to connect
you with but first | just need to ask a few
questions. It will only take about 2 to 3
minutes.

May | have your first name?

Please type your response here @

Affected Customers: HQR Idea Managers and Submitters
CCSQ Support Central: HQR Idea Portal



On August 2, 2024, at 8:30 PM ET, CCSQ ServiceNow will implement the HQR Idea Portal, and provide easy access via
CCSQ Support Central. The ServiceNow Idea Portal for HQR will provide a central location to for HQR to collect, curate,
and promote ideas, enabling integration of customer feedback into future product development.

—CCSQ

Supportcentl'a| ‘ RequestSupport - Resources~ | [ideaPortals §  ContactUs

Forgot your password? Skip a phone call!

e HQR ‘Create Idea’
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Request Support « Resources - idea Portals ~ Contact Us

‘SupportCentral
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IdeaPortal

According 0 the Paperwork Reduction Act of 1995, no persons are required 1o respond 10 3 Coliection of Information uniess & displays & valid OMB control number. The valkd
OMB control numder for this information coliection is 0938-1397 (Expires 7/31/2027). This is & voluntary information coliection. The time required 1o complete this information
Coliection &5 e5tmated t0 average S minutes Per response, INTLAINg the time 10 feview INSTUCTONS, 5007Ch EXUSTNG Sata resources, Sather the data needed, and compiete and
review the Information cotiection. If you have comments concerning the accuracy of the time estimace(s) or suggestions for improving this form, piease write to: CMS, 7500
Secury Boulevard, At PRA Reports Cearance Officer, Mall Stop C4-26-05, Baimore, Maryland 21244-1850 ****CMS Disclosure®*** Please do not send applications,
daims, payments, of any g sensitive o the PRA Reports Clearance Office. Please note that any correspondence not

g to the collection burden approved under the assocated OMB control number ksted on this form will not be reviewed, forwarded, of retained. If you
have questions or concerns regarding where to submit your documents, please contact Danita Pated at dania patel@oms hhs gov

Create idea

* ingicates requived

* Tise of ides

*Category @

Nose

*ides description @

Pavsgrach BJl] FEIE i 2 & B oo
How this ides wit improve QR @
Parsgraor B /] FFIE £ 3 & B oo

e HQRIdea List

Provides a list of all ideas submitted which customers can filter through using the three drop downs.
Customers can subscribe or unsubscribe.

Customers can Upvote on ideas.

Customers can comment on ideas.

O O O O



—CCS0
l Request Support - Resources - Idea Portals - Contact Us

SupportCentral

var
IdeaPortal

Welcome to the HQR Idea Portal!
To get started, click the Create idea button below. Once you submit your idea, it will be reviewed by the team to determine next
steps.

Be sure to vote on ideas you find most significant to help CMS understand consumer feedback. To keep track of your own ideas,
click the My Ideas tab. To view all idea submissions, click the All Ideas tab.

Subscribe to an idea to receive a weskly update on the status of the idea.

o

All Ideas My Ideas (>
Status Category Sort by
| Any status | v | | All categories | v ‘ ‘ Recently Updated | v ‘
4 Results
a | Test HQR Idea Title #1
1 Creator: Steven Slocum
Date created: 3d ago
Status: Draft
Categories: Calculations
Comments: 1
~ on dea Sk -|
0 Creator: Srikanth Munagala
Date created: 5d ago
Status: Draft | Comment |

Categories: Design
Comments: 1

e HQR Idea Details
o Customers can view the idea description and how the idea will benefit HQR.
o Customers unsubscribe in this view.
o For Idea Managers ONLY —Selecting the ellipsis in the top right corner which will open a view to the

platform to work the idea through their process for consideration.
—CCsa

Supponcentral Request Support - Resources - Idea Portals - Contact Us

Home ¥ Idea Details

IdeaPortal
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platform

Test HQR Idea Title #1

ss by Steven Slocum

created 3d ago (edited 2m ago) + & Open « Status: Draft

I;‘ Idea description

1
Improve XYZ so that | can ABC!

How will this idea improve the program?
This idea will improve the transparency of XYZ!
Who/which roles benefits from implementing thisidea

Category ®

e HQR Idea Manager Platform View
e This is where Idea Managers can edit ideas and move them forward in their decision process as to
whether it makes it onto the HQR Backlog for development.
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Improve XYZ so that I can ABC!

For more information, review the Master Article — HQR Idea Portal and related Knowledge Articles in CCSQ ServiceNow,
after the update is completed on August 2, 2024, at 8:30 PM ET. Note: To view Knowledge Articles, you will need to sign
into your CCSQ ServiceNow account.

Affected Customers: CCSQ ServiceNow Knowledge Base Customers, Managers and Owners
CCSQ ServiceNow: Knowledge Notification Structure

On August 2, 2024, at 8:30 PM ET, CCSQ ServiceNow will update the Knowledge Article process when a Knowledge
Manager adds a work note to respond to a customer comment. Activating Notifications will ensure that all Ownership
Group members are immediately notified when an action is needed or has been taken on an article that they own. The
new notification structure will reduce the likelihood that a required action is missed by the Ownership Group.

New Notifications:
¢ Knowledge Base in ‘Active Status’
o A notification will be triggered to notify Knowledge Managers and Owners when a Knowledge Base is
activated. The Knowledge Base will be available immediately so customers can view the Knowledge
Articles.


https://cmsqualitysupport.servicenowservices.com/sp_ess?id=kb_article_view&sysparm_article=KB0027661

CMS

CENTERS FOR MEDICARE & MEDICAID SERVICES

Knowledge Base Activated

Hello CMS CCSQ Knowledge Manager.

CCSQ ServiceNow Architecture has been activated. If you have previously authorized this
Knowledge Base activation, no further action is needed and you may disregard this email. To
view, please select the link below to log into Knowledge Base

Take me to Knowledge Base

Thank you.

Note: This is an auto-generated email. Please do not reply to this message.

Do NOT share Personally Identifiable Information (PIl) and/or Protected Health Information
(PHI).

e & Medicaid Services
perations Support (SOS

SewiceCenterSOS@cms hhs gov
I S

e Knowledge Feedback Email:

o When a customer leaves a comment or feedback on an article, this will create a Knowledge Feedback
record.

o Knowledge Manager views the Knowledge Feedback record and selects the email button in the top right
that generates a prepopulated template.

o Knowledge Manager can add their response to the feedback within the email template and send.
The outgoing email is captured in the activity log, so it achieves the goal of being sent to the customer
and being posted for internal reference.

CMS

Knowledge Article Updated

WONCARSE & MEDICAID SERVICTS

Hello Sonali Modi

An article that the ServiceNow Trainer Knowledge Publishers group owns has received a
new comment

Article Number: KB0012319

Article Title: Knowledge Article Style Guide and Requirements
Commented By: Srikanth Munagala

Received On: 2024-07-30 20:45:58

Comment: Replying to Nicole Lofgren---sk123

Please click the button below to reply to this comment

If this comment requires you to update the article, you may do so from here

Thank you
KB Administrator

Note: This is an auto-generated email. Please do not reply to this message

Do NOT share Personally Identifiable Information (PIl) and/or Protected Health Information
(PHI)

anetsupport@cms hhs gov
e Relav Servic

Modifications to Existing Notifications:



e User Feedback Notifications - Additional Comments
o When a customer comments on an article the author (latest version author) of that article, ServiceNow
Knowledge Managers and the commenter will get notified. This will allow ServiceNow Knowledge
Managers and the commenter to troubleshoot and potentially reach out and offer support. Once the
Knowledge team responds, the commenter who commented will receive a notification.

=

Subject:
From:
Tox

CENTERS FOR MEDICARE & MEDICAID SERVICES

KB Article Feedback Acknowledged

Hello Armando Csorio,

Thank you for your feedback regarding KE0Q27390

Test Comments by SK123

Article Number: KB0027390
Article Title: ServiceNow Next Experience Ul Freguently Asked Questions (FAQ)
Checked Out On: 2024-05-15 18:34:15

Useful: yes
Rating: 5
Comments added by Armando Osorio: [2024-07-24 16:44.26] testing by srikanth

This notification is for information purposes only. No action is required from you at this time.

Thank you,
KE Administrator

Mote: This is an auto-generated email. Please do not reply to this message.

Do NOT share Personally Identifiable Information (PIl) and/or Protected Health Information
(PHI).

anetsupporf@ems hhs gov

For more information, review the Knowledge Article — Knowledge Management Notifications and related Knowledge
Articles in CCSQ ServiceNow, after the update is completed on August 2, 2024, at 8:30 PM ET. Note: To view Knowledge
Articles, you will need to sign into your CCSQ ServiceNow account.

The following maintenance tasks will be completed during this iteration:

Affected Customers: CCSQ Services and Operation Support (SOS) Team and Agents
CCSQ ServiceNow: Major Incident Updates

On August 2, 2024, at 8:30 PM ET, CCSQ ServiceNow will improve the existing Major Incident Process by updating the
‘Major Incident’ form in ServiceNow to provide more clarity and a better experience for SOS agents.

e ‘Major Incident’ notification will update from ‘Work Notes’ to ‘Reject Reason.’


https://cmsqualitysupport.servicenowservices.com/sp_ess?id=kb_article_view&sysparm_article=KB0022268

Major Incident Rejected
INC0224030 has been rejected as a Major Incident
Incident Number: INC0224030
Priority: 5 - Planning
State: New

Short Description: n
Business Impact:

Reject Reason: test

Click on the link to view Incident details: INC0224030

e The description field on the ‘Incident’ form will be relabeled from ‘Work Note’ to ‘Reject Reason for rejecting the
‘Major Incident Candidate’.

Favorites  History Incident - INCO223921 <% Q_ Search

Reject Major Incident Candidate

# Reject
Reason

Cancel

e The following buttons have been added to the ‘Incident’ form and will be available depending on the ‘Major
Incident State:’
o ‘Propose Major Incident’ and ‘Promote to Major Incident’
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CCSQ Services and Operations Support

For more information, review the Knowledge Article titled, Major Incident Functionality. Note: To view Knowledge
Articles, you will need to sign into your CCSQ ServiceNow account.

Affected Customers: CCSQ ServiceNow System Team
CCSQ ServiceNow: Subscription Management Update

On August 2, 2024, at 8:30 PM ET, CCSQ ServiceNow will update the Subscription Management dashboard to contain
accurate counts of purchased vs consumed for all of the CCSQ ServiceNow licensed products. The automation that will
be put in place will ensure counts remain accurate.

Affected Customers: CCSQ ServiceNow System Team
CCSQ ServiceNow: Restricted Access to Custom Tables

On August 2, 2024, at 8:30 PM ET, CCSQ ServiceNow will reduce the number of custom tables in use for the CCSQ
ServiceNow programs and provide the ability to track all custom tables via Subscription Management.

Affected Customers: 1135 Waiver Submitters and 1135 Waiver Administrators
CCSQ ServiceNow: 1135/CMCS Waiver Updates


https://cmsqualitysupport.servicenowservices.com/now/nav/ui/classic/params/target/kb_knowledge.do%3Fsys_id%3Db46aaff41bbfcad0cdc6ea0de54bcbf7%26sysparm_referring_url%3Dkb_view.do

On August 2, 2024, at 8:30 PM ET, CCSQ ServiceNow will update the 1135/CMCS Waiver to now include the requesting
justification in the ‘Case Open’ notification. The notification will list each waiver and the request justification in the child
case form. This update provides agents the ability to copy/paste the justification from the submitter's response email in
the parent case work notes section.

The waiver justification states:

o  “Brief description of how the 1135 waiver will support the state's response during the PHE:”

CMS

CENTERS FOR MEDICARE & MEDICAID SERVICES

Case Opened

07/31/2024

Hello Jarrett Dietz,

Thank you for contacting the Centars for Medicare & Medicaid Services. We received your
1135 waiver request and are grateful for the assistance you are providing during the Public
Health Emergency (PHE).

To proceed with our review, we need some additional information. For each waiver
submitted, please provide a brief description of why the waiver is necessary to ensure that
sufficient health care items and services are available to mast the neads of enrollaes in the
area affected by the federally declarad PHE. You can provide this information by replying to
thiz email and inserting your description under each waiver type (see heading, "Brisf
description of how each 1135 waiver will support the state’s response during the PHE").
Alternativaly. you can submit an attachment containing this information and reply to this
amai.

If you need to submit any i hments or inf ion, please reply to this e-mail
and refer to Caged C52272630.

Summary of Waiver/Flexibility Request:
Public Health Emergency (PHE): 2024 Hurricane Baryl 07/05/2024 - 10/02/2024

Email address: test@gmail.com

First name: Jarrett

Last name: Disiz

Organization Name: tach

State/US Territory/Federal District: Texas

Organization Categories: State Medicaid or CHIP Agency

Iﬁaﬂﬂm_lnhlmntlﬂn:CSﬂma‘l I

Waiver Request Type: Clinic Facility Requirament - Allow provision of clinic services in
altarnativa settings

Request Description: Pursuant to section 1135{b){1){B} of the Act, permits the state and
clinic to temporarily designate a clinic practiioner’s location as part of the clinic facility
only to the extent necessary so that clinic services may be provided when naither the
patient nor practitioner is physically onsite at the clinic. Services provided in clinic
practiionars’ homes or alternative kocation(s) will be considered to be provided at the
clinic. The state must detail the alternative locations requested and may only effectuate
the waiver to the extent necessary fo provide the stale’s pafients with access to health
sarvices that would otherwise be unavailable during the PHE. - 42 C.F.R. § 440.90{a).

Additional Information: TEST

Brief description of how the 1135 waiver will support the state's response during
the PHE:

Again, thank you. One of our colleagues will sand you feedback soon via e-mail.

Do NOT share Personally Identifiable Information (P1l) andior Protected Health Information (PHI).

Affected Customers: ESS Portal Customers
ESS Portal: Self-Service Portal ‘Incident Form’ Update

On August 2, 2024, at 8:30 PM ET, CCSQ ServiceNow will update the required fields on the ‘Incident Form’ on the ESS
portal. The ‘Incident Form’ did not have the required fields marked previously and this change will prevent incidents
from being created if required fields aren't populated.

Affected Customers: CCSQ ServiceNow ADO Support Groups
CCSQ ServiceNow: Case Centric Script Update

On August 2, 2024, at 8:30 PM ET, CCSQ ServiceNow will update the Case Centric Script to add the Assignment Group of
the Case to the 'Group_List' field of the Incident when it is created from a Case. This update will reduce customer
confusion and ensure the original Assignment Group on the Case retains visibility to the Incident created from the Case.



Affected Customers: CCSQ ServiceNow System Team
CCSQ ServiceNow: QPP Incident Creation for Automation Failure

On August 2, 2024, at 8:30 PM ET, CCSQ ServiceNow will create a new automation workflow process for failure of API
call to QPP. The new automation workflows will have a process so that if the automation fails, an incident will be created
to help resolve the QPP-->ServiceNow API Integration.

‘ < ‘ = :Rlcclgezgt4696 ¢ @ ¥ = - Follow H Promote to Major Incident H Update ‘ Save ‘ Cancel H Resolve As SPA
Type | --None-- v ]
Impact () | 3-Low v
Business service Q -
Urgency () | 3-Low v

G list @ - ’
roup list Priority @  5-Planning

Known Error Q s s
Major incident state  -- None --
Watchlist ® | 8 || & ] . : a
% Assignment group (2 SerwceNowOperatlonsT Q ‘ D) ‘
Assigned to @ Q
Work notes list @ ‘ a8 ‘ &
% Short description @ | Please review the ACOMS AP Integration that has failed ‘ Q H B ’

* Description @ | Please follow these steps:
1) Navigate to Flow Desinger
2) Under Flow tab, search with "ACO - Client Credentials Refresh” and open it
3) Click "Test" button and validate there are no errors
4) if step 3 fails, please reach out to QPP email using acoms-prodsupport@softrams.com
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CCSQ ServiceNow Updates

The following CCSQ ServiceNow enhancements will be completed during this iteration:
e Agent Workspace Migration to CSM Configurable
e CCSQ ServiceNow: Automated Testing Framework (ATF) Platform - All Case Type
Update
e CCSQ Support Central: Live Agent Chat ‘CARL’ Updates
e CCSQ Support Central: HQR Idea Portal
e CCSQ ServiceNow: Knowledge Natification Structure
The following CCSQ ServiceNow maintenance tasks will be completed during this iteration:

e (CCSQ ServiceNow: Major Incident Updates

e (CCSQ ServiceNow: Subscription Management Update

e (CCSQ ServiceNow: Restricted Access to Custom Tables

e (CCSQ ServiceNow: 1135/CMCS Waiver Updates

o ESS Portal: Self-Service Portal ‘Incident Form’ Update

e CCSQ ServiceNow: Case Centric Script Update

e CCSQ ServiceNow: QPP Incident Creation for Automation Failure

For additional information on these changes, please view the full Release Notes on the CCSQ
ServiceNow page.

If you need additional information, contact us:

Phone: 1-866-288-8914 . . . Email:
Save time. Submit and Track your ticket!

.. = T = = T . .
Slack: #help-service-center-sos VISIT CCSQ Su pport Central @ ServiceCenterSOS@cms.hhs.gov

Center for Clinical Standards and Quality (CCSQ)


https://qnetconfluence.cms.gov/display/CS/Release+Notes
https://hcqis.slack.com/archives/C0177K3ECG2
mailto:ServiceCenterSOS@cms.hhs.gov
https://cmsqualitysupport.servicenowservices.com/ccsq_support_central

