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HUMBLE BEGINNINGS
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Our work was cut out for 

us.

The previous system 

designs were guided 

by technology and 

policy alone, with no 

user input, resulting 

in a cumbersome 

experience.
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Our users needed more.

Feedback to users was 

convoluted,  not action-

oriented, and one year 

delayed. If our goal with QPP 

is to improve the quality of 

care, this was not the way to 

do that. 



World Usability Day 2019 6

“Although the context for doing this whole body of 

work is quality improvement, in some ways this is a 

distraction from the ongoing daily work of quality 

improvement that we do within the state.”

Registry
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“Physicians don’t care for this. It takes away from 

taking care of patients. It’s not beneficial to patient 

care.”

Registry



WHAT WE DID
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What we did: 

A human centered approach

• User interviews

• Usability tests

• Card sorting exercises

• Tree tests

• Diary studies
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500+
User research sessions



RESULTS
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CMS WEB INTERFACE
From XML to Excel
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Download 

beneficiary 

sample in 

XML.

Convert to 

Excel.

Work in 

Excel.

Convert to 

XML. 

Upload to 

CMS Web 

Interface.

CMS Web Interface Users



"We work [with our 

beneficiary sample] in Excel

and try to fill in as many 

gaps as possible and then 

we provide it back to our 

programmer and he takes it 

and uploads it in XML.”

“Getting the patient list was 

tricky. You got it in XML and 

then you had to convert to 

Excel. So if it's going to be 

downloaded right in Excel, 

that's awesome.”
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CMS Web Interface Users
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100%
Of interviewed users mentioned Excel 

as their tool of choice for organizing 

data prior to XML submission.



World Usability Day 2019 15

Download 

beneficiary 

sample in 

Excel.

Work in 

Excel.

Upload to 

CMS Web 

Interface.
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“[Excel] saved us time and was very user-friendly. I 

definitely didn’t stress as much as I had in previous 

years.”

Less mature CMS Web Interface user
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“In previous years we could just update our code 

and logic based on those new XML specs. This 

year we had to completely rebuild extracts for 

every single measure, and then there were no 

detailed specs.”

Mature CMS Web Interface user



What we’ve done since Year 1

• Opened an API to enable automated reporting

• Researched and designed a new skip request process

• Incremental usability enhancements
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MAKING SENSE 

OF REPORTS
Understanding what makes for actionable information
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“If [data] can make things better, it’s actionable.”

Clinician // Small Practice



Insights from research about data needs
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1. Detailed information about patients, i.e. cost, 

comorbidities, health risks, supports patient care and 

cutting costs

2. Practice size and clinical staff resources determine 

how data is translated into action 

3. Holistic view of care provided to patients across all 

service providers is important
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“I like anything that gives me information that I can 

go back to my doctors to investigate why we’re 

getting penalized.”

Director of Business Services // Large Practice



User insights

• Emotions are high.

• Keep it simple.

• Numbers need context.

• Educate as necessary.
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Users need information to be simple, clear, 

concise and timely to understand feedback.

Keep it simple.
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“You don’t want to overwhelm them. The 

performance rate and the measure score is most 

of what they care about - and if you get any 

bonuses...”

ACO Administrator
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KEEP IT SIMPLE

At a glance.

Rather than overwhelm users 

with super detailed scoring from 

the start, we’ve provided a quick 

and easy way to display high-

level performance information 

for each measure category.
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KEEP IT SIMPLE

Improvement 

measures.

On the overview page, we’ve 

made the decision to display the 

worst performing measures first, 

so users can quickly see where 

they can improve in order to 

perform better.
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Users care just as much about the how and 

why as the score itself.

Numbers need context.
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“How was this even calculated? I would like to see 

how was it compared nationally, or between facility, 

or state, or specialty.”

Administrator
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NUMBERS IN CONTEXT

Measure Details.

We’ve made the entire 

performance feedback report 

super simple and easy to scan. 

We’ve surfaced score 

breakdown and comparison 

graphs on the first page so 

users no longer have to dig for 

that information.
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NUMBERS IN CONTEXT

Equation.

To help users understand how 

scores are calculated, we’ve 

displayed the equation right on 

the category details page.
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User knowledge about the program is a 

broad spectrum; we need to cater to all 

audiences.

Educate, as necessary.
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“There are a lot of people that don’t know what a 

performance measure is.”

Advocate
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EDUCATE AS NECESSARY

Score 

calculations.

To help less experienced users 

understand the complex math 

behind their scores, we’ve 

provided informational help 

throughout the experience that 

further explains how the 

numbers add up.
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EDUCATE AS NECESSARY

Get help.

Previously, users had little-to-no 

guidance for getting in touch 

with CMS. We’ve surfaced 

relevant help resources for 

users on almost every page in 

the experience.
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“This is much cleaner, more effective, usable and 

intuitive report than we get today…”

Administrator
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“It’s not what I expected to see. I’m used to seeing 

this in a PDF format, taking screenshots. This is 

visually impressive.”

Advocate



What we’ve done since Year 1

• Usability and policy enhancements for example 

redesigning Promoting Interoperability reporting page

• Updated visual design to create more consistent 

experience.

• Allow users to view a more detailed comparison between 

other practices
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QUESTIONS?
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