Release Notes 15.1 for March 14, 2024

The following enhancements will be completed during this iteration:

Affected Customers: CCSQ ServiceNow Self-Service Portal Customers
CCSQ ServiceNow Self-Service Portal Updates
On March 14, 2024, at 8:30 PM ET, CCSQ ServiceNow will make the following updates to the Self-Service Portal:

e The ticket summary view will be consistent across the portal.
o Service Portal home page
o ‘My Stuff’ page
o After creating a new Incident

e From the ‘My Stuff’ page, customers will see all their tickets (Case [CS], Change Request [CHG], Incident [INC],
Security Incident [SECINC], and Requested Item [RITM]) under ‘My Requests.’
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This update will provide the customer with a consistent and accessible experience within various areas of the Service
Portal and will mitigate the risk of future potential issues.

For more information, review the following Knowledge Articles for CCSQ ServiceNow Service Portal in CCSQ ServiceNow.
Note: To view Knowledge Articles, you will need to sign into your CCSQ ServiceNow account.

e How to Manage My Approvals in the Service Portal
e (CCSQ ServiceNow Portal My Stuff Menu



https://cmsqualitysupport.servicenowservices.com/sp_ess?id=kb_article_view&sysparm_article=KB0023223
https://cmsqualitysupport.servicenowservices.com/sp_ess?id=kb_article_view&sysparm_article=KB0021193

The following maintenance tasks will be completed during this iteration:

Affected Customers: CCSQ ServiceNow System Team
CCsQ ServiceNow FileCloud Decommission Updates

On March 14, 2024, at 8:30 PM ET, CCSQ ServiceNow FileCloud service strictly for provisioning (adding a user, changing
user attributes, and deleting users) will be decommissioned and replaced by the Unified File Management (UFM).

Affected Customers: CCSQ ServiceNow System Team
JIRA Integration: ‘Enable Flows’ to Use Retry Policy

On March 14, 2024, at 8:30 PM ET, CCSQ ServiceNow will implement an update to JIRA Spoke that will provide ‘Enable
Flows’ to use the Retry Policy for JIRA Integration. A new Retry Policy has been created when Enable Flows retries three
times and fails. The Retry Policy will submit an Incident to the CCSQ ServiceNow System team when the flow fails.

Affected Customers: CCSQ Services and Operations Support (SOS )Team
SLA Breach Email Notification Time Update

On March 14, 2024, at 8:30 PM ET, CCSQ ServiceNow will update the Service Level Agreement (SLA) Breach Email
Notification times for the SOS Team.

To help the SOS Team meet their 6-hour First Response to Customer SLA, the SOS team will receive the following email
notifications:

e ‘50% email notification’ will be sent 3 hours before the email breach.
e ‘75% email notification’ will be sent 1.5 hours before the email breach.
e ‘Email has breached’ notification will be sent at 6 hours.

Affected Customers: QualityNet Question and Answer (Q&A) Customers
QualityNet Question and Answer (Q&A): Footer Update

On March 14, 2024, at 8:30 PM ET, CCSQ ServiceNow will update the link text on the Public Q&A portal footer from
'QualityNet Service Center' to 'CCSQ Service Center.'




Affected Customers: CCSQ Support Central Customers
CCSQ Support Central: Track A Ticket Updates
On March 14, 2024, at 8:30 PM ET, CCSQ ServiceNow will implement the following updates to CCSQ Support Central for
‘“Track a Ticket.’
¢ Resolved Incident Ticket

CCsQ ServiceNow will update CCSQ Support Central to resolve a data error for ‘Track a Ticket.” Customers will
now see the data for a single incident ticket that has been resolved.

This update will enhance the customer experience by providing the customer with the data requested for a
single resolved ticket.

e Track a Ticket Page Button

CCSQ ServiceNow will implement an update to the ‘View Ticket Activity’ and ‘Close Ticket’ buttons on the ‘Track
a Ticket’ page. Currently, when the screen is zoomed into 150%, the button text cuts off. This update will
provide customers with the correct view of the buttons even when zoomed in 150%.
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CCSQ ServiceNow Updates

The following CCSQ ServiceNow enhancements will be completed during this iteration:

e CCSQ ServiceNow Self-Service Portal Updates

The following CCSQ ServiceNow maintenance tasks will be completed during this iteration:

e CCSAQ ServiceNow FileCloud Decommission Updates
¢ JIRA Integration: ‘Enable Flows’ to Use Retry Policy
e SLA Breach Email Notification Time Update
e QualityNet Question and Answer (Q&A): Footer Update
e CCSQ Support Central: Track a Ticket Updates

o Resolved Incident Ticket

o Track a Ticket Page Button

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!

.' = I = = I . .
Slack: #help-service-center-sos VISIT CCSQ Support 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

