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The CCSQ Way

The CCSQ way equates to having a culture of
openness, excellence, efficiency, evidence,
safety, improvement and trust using the various
tools in our tool box (i.e., Lean Management
Systems, Human Centered Design, Quality
Improvement, Agile, Key Behavior indicators,
etc.) to solve problems and spur innovation that
ensures the best outcomes for our customers.



Human-Centered Design Defined

Human-Centered Design (HCD) at CMS is the
process we use to understand the people for which
we are writing policies, and creating programs and
services.

At the center of our HCD process is participatory
design, where we work directly with clinicians,
beneficiaries, third party vendors, federal partners,
and CMS employees to collaboratively understand
the context of their work and engagement with
CMS, as well as the solutions we are creating to
support them.



HCD and the CCSQ Way

HCD supports the CCSQ way specifically by:

* Finding out what people need (openness,
trust)

* Collaboratively desighing solutions with
people who will use them (openness, trust,

efficiency)
e Getting user feedback on proposed solutions
(evidence, improvement, excellence)
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Agile, Lean, and HCD

Natural evolution from Lean -> Agile -> HCD

Efficient Fast Focused




HCD is Already Part of Agile & Lean

Agile requires obtaining Lean requires “specifying
“user feedback” value for the end customer”

HCD is a process for obtaining HCD specifies value for end

actionable user feedback customers by measuring
effectiveness, efficiency, and
satisfaction
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HCD Process

Learning about the brainstorming and Returning to your original
audience for whom you coming up with cre- user group and testing
are designing ative solutions. your ideas for feedback.

/ > :_ ,‘ > /

P,

Redefining and focusing your Building a representation of
question based on your insights one or more of your ideas to
from the empathy stage. show to others
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100+ Years of Human-Centered Design

Leah Buley, A UX Team of One http://www.uxbooth.com/articles/where-ux-comes-from/




Terminology: Humans, Not “Users”

There are two industries that say “users” to
mean consumers of their products & services:

1. Software design
2. lllegal drugs

Human-centered design focuses on more than
just the screen and its users.



Human-Centered Design

Not just designing the screens, but also
— Services

— Communications

— Policy

Reducing burden = easier to understand
Saving time = easier to learn & use

Reducing cost =2 less need for help desk &
training
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HCD as Risk Identification & Mitigation

* Even people who WANT to be compliant often
can’t figure out how.
— This failure leads to more expensive service

delivery because people don’t stay in the cheaper
service channels.

— Multiple encounters across multiple channels =
higher cost to serve.

* Find out early if people have a hard time using
your product or service.
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HCD Example: Parking Sign Redesign
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HCD Example: Parking Sign Redesign

N = IS : 4

Nikki Silianteng http://nikkisylianteng.com/project/parking-sign-redesign/

Getting community feedback on the proposed redesign
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HCD Example: Parking Sign Redesign

Pilot programs in Los Angeles, Brisbane, New Haven having great success
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HCD Example: End Stage Renal Disease
Quality Reporting System (EQRS)

e MVP released June 6, 2017
e Surfaced 9 common CROWNWeb tasks for ESRD facilities

* 94% task completion rate — without needing help

EQRS Facility Dashboard

Form 2728 Records




HCD Example: End Stage Renal Disease
Quality Reporting System (EQRS)

* Baseline measurement
e 72% task completion without needing help

Patients Facilities CROWN Reports
©_Show Help
System News
| Welcome to CROWNWeb!
Version Number : CROWNWeb Below is a listing of the CROWNWeb features in this release. The production environment contains startup data copied from SIMS, the ESRD
5.0.1-18534 Patient Registry maintained by the ESRD Networks.

+ Users will be able to search, add, save, edit, submit, and print facility records.

Users will be able to search, add, edit, submit, and print facility personnel records.

Users will be able to admit to and discharge patients from a facility.

Users will be able to add, edit, and submit patient treatment records.

Users will be able to search, edit, and submit a patient record.

Users will be able to enter information associated with the 2728 form for Initial, Supplemental, and Re-entitlement patients (including Initial
Dialysis, Initial Transplant, Supplemental Training, Supplemental Transplant, and Re-entitiement forms).

Users will be able to enter a 2746 form for a patient.

Users will be able to print blank 2728 and 2746 forms, along with pre-populated 2728 and 2746 forms for patients.

.

Users will be able to verify patients and patient data using the PART feature.

Users will be able to search, add, edit, and submit clinical lab test results and vascular access information for patients.

Users will be able to add, edit, and submit facility preferences for clinical data.

Users will be able to create and print a patient roster for a facility.
Users will be able to run Audit reports for all data added, updated, or deleted in CROWNWeb.

Internet Explorer 7 users should verify the following setting before using CROWNWeb. Close all Internet Explorer windows and open a new
Internet Explorer browser window. Then go to Tools -> Internet Options, select the Advanced tab, scroll to the Security section and ensure the
"Enable Native XMLHTTP support” option is NOT selected. If the option is selected, apply this change, then return to the application.




HCD Example: End Stage Renal Disease
Quality Reporting System (EQRS)
22% improvement in effectiveness

Help desk calls decreased 54% in first month
after MVP release

Sustained decreased in EQRS help desk calls
since release

Compliance went up by December 2017

Training costs should decrease with each
release

18 \



How Bad Design Killed Jenny
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HCD in Another Government: gov.uk

Poor usability affects the government’s ability to achieve policy outcomes.

The standard V{_\T rateis

20%

YAT rates for goods and services

Rate

Standard

Reduced
rate

Zerorate

0%

What the rate applies to

Most goods and services

Some goods and services, eg children’s car seats and
home energy

Zero-rated goods and services, eg most food and
children’s clothes

VAT forms, rates, threshokis
and Notices

In this section:

* VAT news, Notices, forms and
reference materiais

VAT rates, thresholds, fuel
scale charges and exchange
| rawes

Home Contactus Aboutus Jobs Accessibliity Feedback Help

~) Individuals &] | 2R\
<) =) employers
/ employees &) employ

/2 businesses &
=
\?/ corporations

[

You are here: Home - VAT > VAT forms, rates, threshoids and Notices ~ VAT rates

charges and exchange rates

VAT rates, thresholds, fuel scale
charges and exchange rates

VAT rates explained: standard, reduced, zero, exempt
Standard, reduced-rate, zero-rate, exempt and outside the scope of
VAT explained

Rates of VAT on different goods and services
A detailed list of goods and services showing which rates of VAT
apply and which items are exempt or outside of the scope of VAT

VAT rates, thresholds, fuel scale charges, exchange rates
VAT rates, registration and deregistration thresholds, fuel scale
charges, exchange rates for VAT calculations, interest rates

Calculating VAT for VAT-inclusive and VAT-exclusive prices
Calculate the VAT to add to a VAT-exlusive price, work out how
much is included in a VAT-inclusive price - VAT fractions

Trade soctors with special VAT rates, rules or concessions
Many trade sectors have special VAT nules or are able to zero-rate
or reduced-rate products and services they supply

Increase in the standard rate of VAT to 20 per cent
How to account for VAT and complete your VAT retumn when the

theesholds, fuel scale

Do it online
Subemit your VAT Return
Register for VAT

Change your VAT registration
detais

Onine Demonsirator

Commercial software options

Tools
Véhen 10 register for VAT

See also
VAT rate change

VAT Rates, threshokds,
exchange rates

VAT news, Notices,
Information Sheets and
guidance

VAT forms
Contact us with VAT queries

Technical VAT manuals

gov.uk
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Lessons from gov.uk Redesign

“Your organization will benefit more from your moving to
HCD than the users ever will.”

— Compliance

— Strategic goals
“Orient everything in your organization around real user
journeys.”

— Name services after people’s needs, not the organization’s

— People should never be able to tell their single experience is
managed by 8 different contractors
“Seek the truth, even if it’s ugly.” (Lean: “Embrace the
horrors.”)

— Leaders: Break through any inclination to hide the ugly stuff
from you

— Everyone, even leadership: 2 hours of user observation every 6
weeks makes better products & services



Benefits of HCD

More Efficient

Design

Increases:

e Adoption
 Compliance

* Productivity

* Ease of use

* Ease of learning
e Satisfaction

Reduced Cost

Saves:

Dev costs
Dev time
Redesign costs

Reduces:

Maintenance
costs

User errors
Support costs
Training costs

Improved ROI

Increases:

* Adoption

* Transactions
* Compliance
* Traffic

* Retention

* Satisfaction
* Engagement
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Questions?

* Ginny Valles-McCullough, ISG
e Benno Schmidt, ISG
e Catharine Robertson, PM3



