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Julie Stromberg
jstromberg@fearless.tech
CMS Slack: jstroms

▪ Sr. Content Strategist at Fearless
▪ Currently partnered with A1M 
▪ Member of the Content Support 

Center team within the Center for 
Medicaid and CHIP Services (CMCS)
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UX (HCD) Content Strategy 
focuses on how the experience 
communicates with the user. 

Builds trust through:

▪ Understanding user needs
▪ User research and testing
▪ Language and emotion
▪ Thoughtful iteration
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T-MSIS Operations Dashboard
Outcomes-based Assessment

Case Study: Overview
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Step 3

States use T-MSIS Operations 

Dashboard tool to confirm 

data files were successfully 

submitted and to see what 

errors occurred.

Step 1

Each month, states submit 

eight files of Medicaid-related 

data to the CMS Transformed 

Medicaid Statistical 

Information System (T-MSIS).

Step 2

CMS uses the T-MSIS Priority 

Issues (TPIs) category system 

to assist states in identifying 

which gaps and errors in the 

data to address.

T-MSIS Priority Issues > Outcomes Based Assessment (OBA) method
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The Goal

Content development 

for initial release and 

strategy for later on. 

The Challenge

Guide state users 

through a significant 

change. 

Build Trust

Consistent language, core 

messaging framework, user input,  

and thoughtful planning. 
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T-MSIS Operations Dashboard
Outcomes-based Assessment

Case Study: Discovery
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Built trust with the existing team

▪ Comprised of CMS partners 
and other contractors

▪ CSC filled the content gap
▪ Project plan demonstrated 

how CSC would slot in and 
relieve other disciplines

▪ Set up time with UX and UI 
designers
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Conducted Content Audit 

▪ Know what you 
already have so you 
can figure out what 
users need

▪ Provides context for 
holistic planning that 
can be broken down 
into smaller efforts

▪ Great way for 
contractors to get 
up to speed 
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Facilitated Content 
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
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T-MSIS Operations Dashboard
Outcomes-based Assessment

Case Study: Design
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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
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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
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Developed and Tested Content

▪ Based on Terms and 
Definitions, Messaging 
Framework

▪ Tested with state users (remote 
moderated)

▪ Revised based on feedback
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Assisted with Detailed Q&A

▪ Collaborated with Mathematica 
partners to develop

▪ Messaging Framework served 
as initial baseline
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Revised User Support Guide

▪ Incorporated Messaging 
Framework

▪ Highlighted technical and 
design updates 
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T-MSIS Operations Dashboard
Outcomes-based Assessment

Case Study: Communications 
and Governance
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Prepared Communications 
Plan Template 

▪ Initial release and post-MVP 
templates created

▪ Allowed team to consider 
what would be needed in 
both short- and long-term
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Wrote State Support 
Site Announcements

▪ Let states know what changes 
were coming 

▪ Linked to FAQ
▪ Based on Messaging 

Framework 
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Created Content Remediation 
Plan Template 

▪ All references to TPIs will 
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  
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T-MSIS Operations Dashboard
Outcomes-based Assessment

Case Study: Conclusion
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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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