WORLD

ETHICS

Human-Centered

NOVEMBER 10, 2021 ' §. Design

er of Excellence



O_ur Team

Lesley Humphreys, HCD Lead Fan Huang, Senior Researcher
Bellese Technologies Ad Hoc

Human-Centered
CCSQ WORLD USABILITY DAY ’ Design

B Center of Excellence



Learning to Trust User Research

20 user research studies

Fiscal Year
000
2020 @&
(Oct 20 - Oct 21) Around 125 participants

02

100 hours of interviews
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Learning to Trust User Research

= Maximize the value of what we’ve learned
= Make insights more accessible
= Strengthen trust in those insights
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Introduction to HQR
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What is Hospital Quality Reporting (HQR)?

Inpatient Prospective Payment System (IPPS) Outpatient Prospective Payment System (OPPS)
Inpatient Quality Reporting (IQR) Outpatient Quality Reporting (OQR)
Hospital Value-Based Purchasing Program (HVBP) Ambulatory Surgical Centers (ASC)

Inpatient Psychiatric Facility Quality Reporting Program (IPF)

PPS-Exempt Cancer Hospital Quality Reporting Program (PCH)

Promoting interoperability (PI)
L |
HQR Reporting
. Electronic Clinical Quality Measures (eCQM)

Hospital Consumer Assessment of Healthcare Providers and Systems (HCAHPS)

Public Reporting (PR)

Human-Centered
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HQR 1.0: 2018 - 2021

CMS-{JO\’ iosptal Qualey Reportng # Cerner Corporation  Jon Snow v

Carroll Communi ' Changs Ovganbetion

CON: #¥& 82

8! pashboard

&5 Veubaians Public Reporting
- Explore your measure data benchmarks foe the current o previcus release period(s). Use the filters below
e iRoports to refing your feedback, and access supplemental info foe any value with the infa icon or an asterisk m

Submission Requirements

# Change Selections

Ferformance Reports
Public Reporting Star Rating - Refresh Period 2020
Validation
Star Rating Preview  Summary Score Type of Facility Type of Ownership Emergency Service
0 Administration itk W 05 Shart-term Proprietary Yas

I o In arder to préview the measure data that i refreshed guarterly, please view the Measure Data b,

Measure Score Groups

Group Scored Measures Facllity Score Natlonal Score Performance

feadmission 9 1.2 1.1 Better

Fatlent Experence 3 1.2 1.2 Average

tffectveness Of Care 8 1.2 1.2 Average

Timeliness Of Care 5 1.2 "M Better

Efficient Use OF ? 1.2 1.1 Better

Medical Imaging

Safety Of Care 8 1.2 1.2 Average

Mortality 5 1.2 1.2 Average Human-Centered
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HQR 1.0: 2018 - 2021

Results Overview

Aggregate Usability

Scale of difficult (1) to easy (5) to delete files

Easier to use compared to legacy process
(scale of 1, harder, to 5, easier)

Human-Centered
Design
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HQR 1.0: 2018 - 2021

Choose my Choose my

Choose my cases Choose my dates Choose my
program measures content

VTE-1 Performance e Faciliy  ® State  ® National

Tyear  3years  Syears  alltime
100%

0%

B0%

T0%

60%

S0

A40%

30%

20%

10%

[i]

2017 2018 2019 2020 2021

State and National Rates are subject to change. Data is not final until both the Submission Period and the Comparative Analysis Phase end for this
program and period.
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Which report was that again...”?

https://screenrant.com/raiders-lost-ark-warehouse-movie-items-stored/
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Building Trus
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U_ser Research Data Sources

User Input

Product Metrics

Studies

Help Desk Tickets

Google Analytics

Intercept Surveys

User Interviews

Other Analytic
Tools

Public Comments

Usability Testing

CCSQ WORLD USABILITY DAY
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Consolidating Research Data

Product Metrics

User Input | ‘ Studies

People naturally translate raw data into
insights they learn about the user.

Our team operationalized that process
and stores those insights into a database Analyze & Code
called the research repository. o

\ 4

Insights

A 4

Research
Repository

Human-Centered
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Democratizing Access to Research

m HQR Research Insights Repository / HQRRIR-76

IT Departments
# Edit Q Comment Assign More ¥ Archived
¥ Details
Type: insight Status: (View Workfiow)
Priority: = Medium Resolution: Resolved
Labels: None
Insight Category: Responsibility

Relevant Personas: IT Department Staft
HQR Product Area: Access

UX Validation User Interview
Methods:

CCSQ WORLD USABILITY DAY

Our team uses Jira to track and
disseminate our user insights.

Insights are coded and categorized
by various predetermined data
points and always link to the raw
research data.
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Design

Center of Excellence

14



gploring Research Insights in Confluence

Pages /... / [RIR] Product Areas (Folder) &  Av Analytics #Edit  (ySaveforlater @ Watching & Share Poen /' / IR Renn elt T @ fv Anriia FUR QIR QYRGS

[RIR] IT Department Staff Persona

[RIR] Security - Insights Report

Crasted by Fan Muang. last modiNea on Jul 18, 2021

¢ Return 1o Repository Home Page

Insight UX Event ux - Relevant Personas  HOR Product Status
IT Department Staff at a T =T
Use Case VALIDATED mmu'sm
45 Years Old [Trenton, NJ
@ ['12|¥|4|5i07| I ™
Insights from the repository feed into e R ==
dynamic reports in Confluence, allowing a o
more focused exploration of insights. =
i Human-Centered
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Governance for Validating Insights

v

VALIDATED —— END

Does the raw

> IN REVIEW data support the
‘ insight?
Is there data
START available for this NOT END
insight? VALIDATED
. IN
- PROGRESS
_________________________________________ ARCHIVED
| : |
s there adequate evidence to support the |
|
| insight statement? |
L e e e e e e e, e, e e, e e e e e e = ——— |
Human-Centered
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M_aking Sense of the Insights

Discovery Initiatives package relevant
insights together and help present

Analyze

& Code

Data

complex user problems to product
teams using validated user data.

A

y

Insights

A

y

Research
Repository

CCSQ WORLD USABILITY DAY

H Package Insights H Create UX Artifacts H I?ls.c_ov-ery b
nitiative
oo " o™e
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Preparing Discovery Initiatives

67 Research ) ‘ |dentify Research

/__ Backlog ) ‘ Needs
&S O
7

&)
Resea!rch Package Insights Create UX Artifacts Dls.c.ov.ew
Repository Initiative
o™ o " 0™ e

Our HCD team meets weekly to refine these Discovery
Initiatives using an iterative process.

Human-Centered
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D_elivering Discovery Initiatives

Discovery

Research ’ ‘ Initiative

Repository ’

Product Backlog

Once the HCD team delivers a Discovery initiative, the
product teams determine how to use it.

Human-Centered
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, Center of Excellence 19



Using JIRA to track Discovery
Initiatives

Discovery Initiatives are
living documents. Jira
allows our team to track
and triage user research
to the right
teams/people.

CCSQ WORLD USABILITY DAY

~ Details ~ Pecple

= -
°

1]

8
B

v Dates
Croated 9 mirwtes ago
Updatea Just now

~ Ci8uilos
No buslas found,

v Agite
~ Altachmeonts = View an Board

(2 Drop files 1o anach, o browse. ~ Slack

In orcer 10 see discussions, first confirm scOess 20 your
Slack In tha fallowing work {s)' heals

Access Product Metrios 1 HCS SAQ Job-10-be-Dons HCS SAD Joumey Map 1
0 meunes ago 03w B murites ago U2k8 B minetes a0 isa

VALIDATED
VALIDATIO
VALIDATIO
~ Activity
Al Comments Worklog History Activty Cf Builds
~ [, comment - 2 mnues ago s,
I - 17vs Otscovery intiative 1s readly 10 go. Let us know if you noed aTy additional information about

his ntiative.
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Aligning HCD with Agile
These steps represent the status workflow of a Discovery Initiative.

Steps owned by the HCD team Steps owned by the product team

A A
4 N A

Open Research Define Re_ady or Pe”d"?g |deate AP Closed
Shipment Innovation Test

\ 4

Human-Centered
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mgning HCD with Agile

Prototype
& Test
Research \ ‘ |deate
Open Readyfor | | Pending | | J —|  Closed
Shipment Innovation

Discovery Initiatives encourage generative research, rapid prototyping,
and evaluative testing of early solutions, but it is prepared and tracked
outside of SAFe.

Human-Centered

CCSQ WORLD USABILITY DAY Design

Center of Excellence

22



Research-Product Feedback Loop

Product ) Production
————— Solution Intent —— .
Backlog Environment

Discovery Research

Initiative Repository «<—— User metrics

CCSQ WORLD USABILITY DAY
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Research Ops Maturity Model

STAGE 1
Develop

(/A

[

Researchers and designers
enter insights.

The UX team use insights for
background information.

CCSQ WORLD USABILITY DAY

STAGE 2
Inform

Researchers and designers
enter insights.

Product managers use
insights to prioritize items in
the product backlog.

STAGE 3
Collaborate

D o

Designers, researchers, and
product managers enter
insights.

Insights inform long-term
product roadmapping.

STAGE 4
Operationalize

All organization members
enter insights.

Insights guide strategic
decision making and inform
policy recommendations.

Human-Centered
Design
: Center of Excellence
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