Release Notes 15.4 for April 25, 2024

The following enhancements will be completed during this iteration:
Affected Customers: CCSQ ServiceNow Hospital Hardship Customers
Hospital Hardship Case and Webform Enhancements

On April 25, 2024, at 8:30 PM ET, CCSQ ServiceNow will update the Hospital Hardship Case form and webform to
enhance the Hospital Hardship customer experience and minimize confusion, ultimately leading to a more intuitive and
user-friendly interface.

Updates to the Hospital Hardship webform include:

e Section One:
o CCN error messages for approvals and submissions. An error message will populate when:
= The CNN is not exactly 6 digits.
= Avalid CNN is not found.
= [f the CCN has reached the maximum of five lifetime approvals.
= |f the CCN has already been used for that calendar year.

Which form would you like to complete today? @

7

\./ Medicare Pl Program Eligible Hospital Hardship
N
‘1\ / Medicare Pl Program Critical Access Hospital Hardship

*Hospital CCN (6 Numeric digits only, example: 123456) @

100001

The CCN entered has reached the 5 maximum allowed lifetime approvals. For
additional support or if you have any questions, please contact the
QualityNet Service Center at gnetsupport@cms.hhs.gov or call 866-288-
8912.

*Hospital Legal name ®

o The ‘Confirm Submitter email’ field will validate that the email address is entered correctly. Corrections
made to the ‘Submitter Email’ field will auto-delete all content in ‘Confirm Submitter email’ field.

o A phone number ‘Extension’ field will be added.
6 Applicant Information

Provide the information below for the person working on behalf of the Hospital or CAH. All return correspondence will be sent to the contact listed in section Applicant Information (Fields marked
with * are required.)

*Submitter first name

*Submitter last name

*Hospital or Organization name  (2)

*Submitter email

*Confirm Submitter email

*Submitter telephone number

| X00() YO

Extension

X000

*Address

Suite | apartment / unit number

*Zip Code  (2)

[t

*0) I certify that | am authorized by the hospital identified above to submit this application on behalf of the hospital.

e Section Two:
o Extreme and Uncontrollable Circumstances (EUC) reason will be in a drop-down menu.

o Request for promoting interoperability program hardship exception

Wabe: Dot

* Mardship exception reason (7

* Extreme and Uncontrollable tircumstances ()




e Section Three:
o Captcha verification will be added.

o The ‘Submit’ button will appear and stay active once the submitter reaches Section three of the form.
When the ‘Submit’ button is clicked, an error message response will display if there are any field errors
to be addressed by the customer.

reCAPTCHA requires verification

T coMpiete this Form, plesie SHect the
chchben for segurity verificatian.

Updates to the Hospital Hardship email notifications include:

e The "Application Approved" notification will alert the hospital how many approvals have been received. (CCN
Numbers are allowed a maximum of five lifetime approvals.)

o The "Number of hardships approved” field will be added to track the CCN approval counts in the notification email.

CISTHIS BOd el Sl DR S

Application Approved

Halke

Thank you for your appication submission We are pleased to infom you that your
appication s APPROVED. Thorefore, “ASDY & not subject o a nogatve payment
adjustrment for ther 2023 paymani adjestment

Hardship Exception 10; C52208062
COM: 031319
Organization N .

Number of hardships approved;

This excepbon 5 ONLY wald ior e 2023 CAH Downsard Adustment. Fieass remamber b
successiuly anest by e deading o file for 8 Hardshp avery year o avoid fulwe paymen
adjustments.

EDT

Thank you
Mete: This < an E‘JlD-Q‘I’.‘I"ﬁEI’-&H amail. Flaass do nol I'I':‘l','llp' 1o Thes FESSa08

Cio NOT share Personally kdentifabie information (P11 and'ar Probected Health Information
(FHI}

The Hospital Hardship form is active beginning May 1, 2024.

For more information, review the Knowledge Article titled Medicare Promoting Interoperability Program Hardship
Exception Application after the update is completed on April 25, 2024, at 8:30 PM ET. Note: To view Knowledge Articles,
you will need to sign into your CCSQ ServiceNow account.



https://cmsqualitysupport.servicenowservices.com/kb_view.do?sysparm_article=KB0015370
https://cmsqualitysupport.servicenowservices.com/kb_view.do?sysparm_article=KB0015370

Affected Customers: CCSQ Service Center Agents and CCSQ Service Center HCD Team
HCD Participant Opt-In Process

On April 25, 2024, at 8:30 PM ET, CCSQ ServiceNow will update the HCD outreach process to streamline the customer
research process for Service Center HCD to be able to track customer participation across various programs within
ServiceNow.

The enhancements include:

e Anew required dropdown field titled ‘SC HCD Outreach Status’ will be added to all program Case forms with the
following dropdown values:
O None (Default)
O  Opt-In
O Opt-Out

Favorites  History  Admin QR - Hospital Quality Reporting - C52207994 ¢

= HGR - Hespital Quality Reporting

CEX0T998 Viewr Agent ¢ ¥ 5 = Fallow CloseCase || Update || Swve me || CopyCase || Reopen QReuEuEl]
Tirneling - Began 2 devs aga - Updated 21 hours ago
L]
Mumber CSZ207994 Opened (MMidd yyyy hhommss a) 041472024 05:20006 PM
+ Contact Optein Test B8 Opened by
User has opted out HCD Participation on Chanewl | Phoss -
20240416

= KnowledgeTechnical Abllity | Intenmediate -

SC HCD Qutreach Status i Opt-Out Lewel

Role Related

= Contact Type

Opt-In
Opt-Out

Blocked Internally

# Participat

g Optians.

T MERCY HOSPICE X State  Awalting info

e The ‘Outreach Opt In Program(s) Selection’ field will be removed from all program Case forms.

e The existing blue status banner will be updated to include the date of the most recent opt-in/opt-out selection.

Mumber {2 CES2207 9574 Opened (MMdd Ay hhememcssa) 047182024 05:20:06 PM
% Contact (3 L Dpe.in Test [l Openiedbry  Alexa Schwers
User bt opbed cut HOD Particlpation on Channel | Phome w
2024-04-14
= KnowledgeTechnical Ability | letermediate -
SC HCD Qutresch Status | Opt-Out - Leved

e Opt-in and Opt-out notification emails will be sent to customers. Selection in the ‘SC HCD Qutreach Status’ field
will trigger these emails. Each notification will have a link for the customer to email a reply to opt-in or out if
needed.

©  Opt-In Email (Welcome Email)

%3]

SupportCentral @5

Welcome to CCSQ Support Central HCD Research
Helhe
We're excited to welcome you 1o the CCEQ Suppon Central Human-Centered Design (HCD)
research community! Your declslon to Join us marks the start of an engaging joumey to
enhance e CMS hediheare quality Suppor sendites
Getting Started
As a participant, you'll play a pivotal rell.sn shaping the tools and services we provide.
Please monitor your email inbaox for invitations 1 join surveys, intendews, workshops and
usabllity tests that will influence the future of CC50 Support Central. Your cholcs to
participate i5 volurtary, and you have the freedom o choose which research activilies 1o
engage in. We're here to accommodate your schedule and preferences.
Your Privacy Matters
WWer regpact your privacy and time. AR information you provice will be used exclusivety for
Impeoving user expenencs on the CCS0Q Support Central welsite,

Stay[IRET
To KEEP OUF INVIASNS ARG LRGeS TFom MISsing your inbox, Piease acd our email 1o your
contacts: glocsn-se-hod@niping g™

I your decide to leave the research Community, you can Send us 2 Message 10 opi-oul

Ve IOOK Tonaand 10 your valuabie ConNDUons dng ane herng 1o Suppor you évery Hep of the

st regands,
CCe0 Human-Centeded Design (HOD) Team

MHete: This is a0 So-generated email. Please do ndl reply 10 1his message.




©  Opt-Out Email

Preview Email

‘SupportCentral (A

Opt-Out Confirmation

Hella Opt-in Tast,

ve have processed your request (o opl-o
] [HCD) researc Com
=1, and you will ng longer recetve Inyvit

{the CCEQ

e removed
jons 1o upcoming
research aotidities

Ve SOy [0 S8e yOu QO and would like to extend our gratifude Tor your inbérest in
conb the improvement of the CCS0 Support Central senvices.

St & WS 10 Te-oin AN Provice your in

¥ ghts oF if cifcumatances change, send
us 3 message o opt back in.

1 your experience or our services that you'd like to share,

Thank you again for your e and conssderaton
CCS0Q Human-Cent

« Design (HCD) Team

Wote: This is an aulo-generated email, Please do nof reply 1o this message

e The HCD Participation Record will be updated as follows:
O  The following fields will be removed:

®"  Program
® HCD Opt-In checkbox

O A new required dropdown field titled ‘SC HCD Outreach Status’ will be added to all program Case forms

with the following dropdown values:
1. None (Default)
2. Opt-In
3. Opt-Out
O New fields for ‘Opt-In’ and ‘Opt-Out’ dates will be added.

o Agent Workspace will be updated with the Case form and HCD participation record changes.

Affected Customers: CCSQ ServiceNow Platform Customers

CCSQ ServiceNow: Case-Centric Support Process

On April 25, 2024, at 8:30 PM ET, CCSQ ServiceNow will implement the Case-Centric Support Process.

This update will improve the coordination between Service Center agents and ADOs as well as the overall customer
experience as it relates to creating and resolving customer Cases and Incidents. This is being accomplished by
automating status updates and creating transparency of work notes and comments made on both the Case and Incident.

Customers can expect new functionality with this process improvement, including:

Improved Customer Experience

After the update on April 25, 2024, at 8:30 PM ET, CCSQ Support Central customers will only receive email
notifications on their Cases. This will eliminate the customer confusion caused by receiving multiple email
notifications when their Cases and Incidents for the same issue were opened and closed.

Create an Incident from a Case

When a customer calls the CCSQ ServiceNow Service Center, the Service Center Agent will be able to create an

incident directly from the case.

e The Case will be updated automatically to reflect:
o 'Awaiting info’ as the State.

o ‘Awaiting Internal/System Info’ as the Awaiting Info Reason.

o= - | Follow 1 c\nsec;se} Update |5m‘ CopyCase || Reopencase | Report Knowledge Gap |

| _Jl Case & —_
CS2181918 View: Agent”™
Timeline - Began 2 minutes ago - Updated 1 minute ago
L ] L
Number 3 (52181918 Opened (MM/dd/yyyy hhzmm:ss a) 03/29/2024 02:42:46 PM

* Contact (@ Smith A ‘ Bl % ‘ @ Openedby .Ann Smith

Assignedto (3 | Aan Smith

Qutreach Ot In Proaramis) | | Channel | Phone
Outreach Opt-Out + Knowledge/Technical Ability Level | Intermediate
New Contact i
Role Related
* i 1LoB) @ | HIDS Interna v
Primary Line of Business {LOB) (2 | e
Prog DE! v -
* Program I % Awaiting Info Reason (3 | Awaiting Internal/System Info
* ContactType () | Hospitals Staff v
entact Type # Priority @ | 4-Low
¥ Participation Options (3 | IPFQR v -
R e * Assignment group (3 | SCHOR Inbound
* Account 3 ARA Ludlow Dislysi alle ‘

1minute
o | Y
1 minute
With Customer

e Service Center SLAs for the Case will pause automatically while the assigned ADO is working on the incident.




Incident and Case Resolution
Incident and Case resolution updates require the Agent’s review and intervention.

e Once the assigned ADO resolves the Incident, the ‘State’ on the Case will be updated automatically to Open.
Additionally, the Action Status will reflect ‘Needs attention’ to alert the assigned Service Center Agent that
action is required to resolve the Case (and follow up with the customer if needed).

o SLAs will resume once the Case moves back to an ‘Open’ State.

< | =I Eg;‘ww“ Viewc Agant* I & ¥ F - Follow [(\as&fas?} Update | Save || CopyCase [ Propose Solution ‘ Report Knowledge Gap || Request Info l Resolve As SPAM
Timeline - Bagan 27 minutes ago - Updatad 21 minutes ago
24 minutes
ith agent
®
b4 . 4 minutes
With Customer
) 2
Number (3 52181918 Opened MM/dd/yyyy hhemmess af
% Contact @ | Ann Smith el [v] @ Openedby Ann Smith
QOutreach Opt In Program(s) | ‘ Channel | Phone ~
Outreach Opt-Out + Knowledge/Technical Ability Level | Intermediate ~
New Contact
Role Relztad
% Primary Line of Business (LOB) () | HIDS Internal v
State Open
Program | DE > e
i * Priority (2 4-Low hd
* Contact Type @ | Hospitals Staff ~ )
Sl + Assignment group (3 | SCHOR Inbound
* Participation Options @ | IPFQR ~ Assignedio & | Ann Smith o [m[a
& Account @ | A o D 2] [o)] =
. swjeet [ 5

e There will be direct linkage in the Case form ‘Related Records’ tab to show the relationship between the
Case and Incident.

[ =[cae ] =
e | = cs2181918 View: Agent ¢+ =

‘ Follow Close Case || Update |5aw| CopyCase || Reopen Case || Report Knowledge Gap

* Catesory @ | HQR ~
+ Subcategory @ | Add ~
Kesalved by
* Short descriptionicustomer visible) | Testing short desc o8

* Description{customer visible) (3 | testing full desc

Motes | Related Records | Closure Information

Outside Incident Number

Change Request (2

Incident @ | INC0220803 a|[o] Caused by Change @
Problem (2
Close Case Update ‘ Save | Copy Case l Reopen Case Report Knowledge Gap ‘

Related Links
Convert Case Type

e There will be direct linkage in the Incident form ‘Closure Information’ tab to show the relationship between
the Incident and Case.

Related Record:

First Call Resolved

None— v Resolved by Ann Smith

* Rescivecode @ | Workaround v Resabved (MMididyyyy hiemimessa)  Q4/D5/20240%:10:12 AM
# Resobve Note (Customer visible) &0 | resohwed
Uptiate || Save || Close Incident
Related Links
Shiosw SLA Tiiesing
Affected Cls | Childincidents | Incident Tasks | Customer Cases (1) | TaskSLAS(1T) | Time Worked

= 7 [forea | seareh ERE P I N | e |
Incidert = INGI220803
Number Short descriptionicussomer visible) Stane Account Product Priarity Assigred to Mizjor case stata Action status
CE281518 short desc P Open  Advanced Home Care Services West bnc [empey) 4-Low fempty] ® hieeds sttention

&S

1tolofl

e The close code ‘Resolved (Escalated to Incident)’ on the Case form will be removed as a selection since the
Case will no longer close immediately when Incidents are created.

Colored Case ‘Action Status’ Indicators
New color case indicators are related to the ‘Action Status’ for easier visual identification.

e Blue indicator (Needs attention) means action is needed by an Agent. When the incident is resolved by the
assigned ADO, the related Case ‘Action Status’ automatically changes to ‘Needs attention’ and are waiting
for Service Center input or review.

e Red indicator means the Case is blocked. A red indicator highlights Cases that are blocked, such as Cases
that have open related task records or are waiting for customer feedback. Blocked Cases can have the
following status:

o Blocked internally
o Blocked by customer
o Blocked internally and by customer

Case Action Status Platform List

Case Action Status Workspace List

Number Short description Action status State
€50001094  Router connection not stable ® Needs attention Mew
Dashboard page nat loadi t ,
€50001003 ey e EE I LS o ® Needs attention 5 Open
upgrade
: @ Biocked
€50001097  Loud noise from router > Slocke 5 Open
internally
. Awaiti
€50001014  Analytics Suite Blackout ® Needsattention | - i

Number Short description Action status State
CS0001094 Router connection not stable ® Needs attention New
CS0001003 5;;:‘;‘?"1 page not loading post # Needs attention Open
CS0001097 Loud noise from router # Blocked Internally Open
CS0001014 Analytics Suite Blackout ® Needs attention Awaiting Info




Comment and Work Notes Visibility in ServiceNow and Jira

The ‘Additional Comments (Customer visible)’ field and ‘Work notes’ field (visible internally only) will be shared
between the Case and Incident (bi-directional).

1 case = - |[[utete |[seve | J[ = =
| 52181918 View: Agent” hofd o= Follow CloseCase || Update || Save || CopyCase || ProposeSolution || ReportKnowledge Gap || Requestinfo || Resclve As SPAM

Additional comments (Cu

ible) || Additional comments [Customer vislble)

additional commants & 03/29/2024 025027 P

work notes = 03/20/2024 02:30:27 PM

AS_Ann Smith Additional comments « 03/29/202402.49.10 P
Testing sdditions| csmment

_ Incident

@ * = = | Follow ‘ Update || Save l Resolve As SPAM
ol comments = (/29/702402 5027 1 v

e IMPORTANT NOTES

o (Only applies to ADOs with Jira Integration) - Any comments entered in the ‘ServiceNow INC
Customer Visible Notes’ field in JIRA will flow to the Additional Comments section of the Incident

and Case in ServiceNow and will trigger an email notification to the customer containing those
notes.

o Work Notes from Jira will also be sent to the Incident and Case within ServiceNow but will remain
internal use only.

ServiceNow INC
WorkMotes

ServiceMow INC WorkNotes

*Required Field

ServiceNow INC
Customer Visible
Notes

ServiceMow INC Customer Visible Notes

For more information, review the following Knowledge Articles in CCSQ ServiceNow after the update is completed on

April 25, 2024, at 8:30 PM ET. Note: To view Knowledge Articles, you will need to sign into your CCSQ ServiceNow
account.

e iQIES/QIES/ASPEN Case Convert to Incident Process
e Related Links on a Case Form

If you need additional information:
e Slack: #help-servicenow
e Email: CCSQServiceNow@cms.hhs.gov



https://cmsqualitysupport.servicenowservices.com/sp_ess?id=kb_article_view&sys_kb_id=c84a1c661b210a101686db1ee54bcbbd
https://cmsqualitysupport.servicenowservices.com/sp_ess?id=kb_article_view&sys_id=5e7588011b9d3d509a4120eae54bcb10#inc
https://hcqis.slack.com/archives/CRANRGACR
mailto:CCSQServiceNow@cms.hhs.gov

Affected Customers: CCSQ ServiceNow iQIES Idea Portal Customers
CCSQ ServiceNow: Artificial Intelligence (Al) Search Implementation — iQIES Idea Portal

On April 25, 2024, at 8:30 PM ET, CCSQ ServiceNow will enable the Al Search functionality in the iQIES Idea Portal. This
will increase search capabilities by providing customers with clear answers to their search queries and will order search
results in decreasing order of relevancy.

Al Search will enhance how customers interact with platform search features by making it easier to find relevant
information. It uses past search behaviors to continuously improve result relevance, ensuring the customer gets the
most important information quickly. Al Search tailors results based on their unique searching patterns.

The Al Search functionality for the iQIES Idea Portal includes:

e A new Al Search bar that will only search for ideas.
e The Al Search bar will correct spelling, find exact matches, or find related searches.
e You can search by:
o Creator
Date created
Status
Category
Comments
Idea number
Keyword

O O O O O O

cCso

supportcentral Request Support - Resources ~ Idea Portals + Contact Us
«iQIES

IdeaPortal

Welcome to the iQIES Idea Portal!

To get started, click the Create an Idea button below. Once you submit your ides, it will be reviewsd by the IQIES team @
determine next steps.

Be sure to vote on ideas you find most significant t help CMS understand consumer feedback. To keep track of your own ideas,
click the My Ideas tsb. To view all ides submissions, click the All Ideas tab.

Subscrioe o an idea to receive a weekly Update on the STaTUs of the idea

If you need assistance or want to learn maore, please refer to the IQIES Ideal Portal User Manual

= 7]
All Ideas My Ideas )
Status Category Sortby

Any status - All categories v Racently Updated

Creator: Ann Smith
Date created: 5h ago
Status: Draft Comment
Categories: Reporting
Comments: 0

e The results page offers filters, results, and an additional Al Search bar at the top for refining your searches.
e The term that was searched will be highlighted yellow.

ccms

Fitwees Showing results for test
Search instead for tost

Customer Application Penetration Testing

(B slood sleohol tast

[

[8) Buitd sn Automated Test
- rcamssa il e et B B e e st I
Vo -y vy by ey
=

For more information, review the following Knowledge Articles after the update is completed on April 25, 2024, at 8:30
PM ET. Note: To view Knowledge Articles, you will need to sign into your CCSQ ServiceNow account.

e ServiceNow Search Function and Metadata
e Al Search in the iQIES Idea Portal



https://cmsqualitysupport.servicenowservices.com/kb_view.do?sysparm_article=KB0012321
https://cmsqualitysupport.servicenowservices.com/sp_ess?id=kb_article_view&sysparm_article=KB0027494

Affected Customers: CCSQ ServiceNow Employee Self-Service (ESS) Portal Customers
CCSQ ServiceNow: Artificial Intelligence (Al) Search Implementation — Employee Self-Service (ESS) Portal

On April 25, 2024, at 8:30 PM ET, CCSQ ServiceNow will enable the Al Search functionality in the ESS and Q&A Portals.
This addition is aimed at improving the efficiency and accuracy of searches within the portal, from catalog requests to
knowledge articles.

Al Search will enhance how customers interact with platform search features by making it easier to find relevant
information. It uses past search behaviors to continuously improve result relevance, ensuring the customer gets the
most important information quickly. Whether they need knowledge articles, service catalog entries, or specific
personnel details, Al Search tailors results based on their unique searching patterns.

The Al Search functionality in ESS includes:

e New Al Search bars are in the middle and top of the ESS Home page to search for anything related to catalog
requests or knowledge articles.

e Al Search will correct misspelled search terms, find exact matches, or find related searches.

e If a misspelled word does not have any relevance to Knowledge Articles, then it will not yield results.

Search

I Need R Knowledge
- Somet is
Something @rolrg:lg Base

Explors Knowledge Bass Articles to Find

Submit an Incident Record to Get Help sl

My Open Incidents My Open Cases My Open Requests v My Open
Security
sted Items Incidents

No Open Sscurity Incidents

e Within the results page there will be additional Al Search bars, updated filters, and results.

e The search bars located at the top and top right of the page will work in tandem. Updating one will automatically
update the other, providing a cohesive search experience.

e The term that was searched will be highlighted yellow.

e The filters for Catalogs and Knowledge Base (KB) Category will also have an Al Search bar.

® | a ServiceNow Platform My Stuff Favorite]
(cms [ s e[ |
Home 3 Search I tost ® Q@ I
Al Knowledge Catalogltem
—_—
Filters Showing results for test
~ Catalogs Search instead for tost
[ Resources
[] IT Services Catalog Suggested result
~ 8 Cotegon, Customer Application Penetration Testing
Category
O ret [ escribes the policies and pracedures for customer instance securiy testing.
Reference
1) ecan hitps://hi.service-now.com/kb_view do?sysparm_article=KB0538528

[ Change Management [ sototnk | Was this suggestion helpful? Yes | No
[ General and Gther IQR

[ Inpatient Public
Reporting

[ Transition Record General | KE0017142 | 01/12/2024 10841 FIM

[] Legacy Release Notes @ Blood alcohol test

. alcohol 88 can be indicative of acute intasics

d in the Notes for Abstraction for the Alcohol Use Status deta element, "If patient
hes 2 blocd zlcohal fest vith a resuitof 08 g/l ora et .

 or the clinician decuments the patientwas

Ganersl | IB0015826 | 05/26/2023 115%:59 AM
@ Build an Automated Test

emst Hovto Build An Automted Test Navigate to Automated Tast Fremeworic Tasts. Select Naw sttns top of the Tests Ist t he system
v Test recerd form. O the new Test recard form, enter 2 name for your fest in the Neme field; this

[ User Guide

+ Knowledge Base ESS

For more information, review the following Knowledge Articles after the update is completed on April 25, 2024, at 8:30
PM ET. Note: To view Knowledge Articles, you will need to sign into your CCSQ ServiceNow account.

e ServiceNow Search Function and Metadata
e Al Search in the ESS Portal



https://cmsqualitysupport.servicenowservices.com/kb_view.do?sysparm_article=KB0012321
https://cmsqualitysupport.servicenowservices.com/sp_ess?id=kb_article_view&sysparm_article=KB0027500

Affected Customers: CCSQ ServiceNow Q&A Portal Customers
CCSQ ServiceNow: Artificial Intelligence (Al) Search Implementation — Question & Answer (Q&A) Portal

On April 25, 2024, at 8:30 PM ET, CCSQ ServiceNow will enable the Al Search functionality in the Q&A Portal. This
addition is aimed at improving the efficiency and accuracy of searches within the portal, from catalog requests to
knowledge articles related to Q&A.

Al Search will enhance how customers interact with platform search features by making it easier to find relevant
information. It uses past search behaviors to continuously improve result relevance, ensuring the customer gets the
most important information quickly. Whether they need knowledge articles, service catalog entries, or specific
personnel details, Al Search tailors results based on their unique searching patterns.

The Al Search functionality in the QNET Q&A Portal includes:

e The new Al Search bar is in the middle of the Quality Question and Answer Tool Home page.

(CMS.goV | qualtyer

Quality Q&A Tool Ask a Question Browse Program Articles ~ My Questions How to Use this Tool

Quality Question and Answer Tool

Your one-stop shop for CMS Quality Answers

Search for the answer to your question

]
2
!
&
.
& = (2
—
Browse My Questions Ask a Question
View existing articles Both Old & New Q&4 tools Submit a Question to CMS,

e Searches conducted through Al Search will yield results specifically from the KB articles relevant to Q&A topics.

BFCC QIO

Q&A Tool Self-Help

Hospitals — Outpatient

ESRD Facilities

Pl — Promoting Interoperability
Inpatient Psychiatric Facilities
Ambulatory Surgical Centers
Hospitals — Inpatient

0O O O O O O O O O

PPS — Exempt Cancer Hospitals

e When the customer clicks any article, the Al Search bars will appear twice on that page —on top and to the top

f s I Search Q I ServiceNow Platform  MySwf  Favorites  Howto Usethis T
0
Home » Knowledge d Inpatient Fsychistric Facilities {Knowledge Base] I Search Q I
KBO024913 - LatestVersion v ‘ Subscribe Actions v | Most Useful

Severe Sepsiz Prasent - Source of

COVID HCP Measure Submission for IPF Units T e o

vie

12mo ag0

& Revised by Evette Robinson » M aboutamonthsge + @ 256 Views » Kk Kk &

Severe Sepsis Present - Heart Rates
il

Question

Will there be a single submission entry week per month for COVID HCP measure data submitted
to National Healthcare Safety Network (NHSN) for facilities (e.g., acute care hospitals, critical
access hospitals) that have an IPF unit? Or will facilities submit separate counts for healthcare
personnel who work in other areas of the facility from those working in the IPF unit?

Answer e Seneie Senti -
Severe Sepsis/ Septic Shock Date Time

IPF units that are part of an acute care hospital (ACH), critical access hospital {CAH), or long- - Present on admission

term care hospital (LTCH) that have different CCNs from the ACH, CAH, or LTCH will need to

report separate COVID-19 vaccination data.

50 - Natalie Kopel » 398

Location mapping_guidance for IPF units that are part of an acute care, critical access, long-term ‘Severe Sepsis Present - Conflicting
care, cancer, or children’s hospital is available for download at this link. You may also refer to the Documentation
information provided in the following on-demand webinar: NHSN Enrollment and Reporting l"‘f‘ -

Healthcare Personnel COVID-19 Vaccination Data.

Copy Permalink

Helpful? | ves | [ w0 | ssmmssmuen Rate this article ¥¢ ¥ ¥¢ ¥ ¥¢

For more information, review the following Knowledge Articles after the update is completed on April 25, 2024, at 8:30
PM ET. Note: To view Knowledge Articles, you will need to sign into your CCSQ ServiceNow account.

e ServiceNow Search Function and Metadata
e Al Search in the QNET Q&A Portal



https://cmsqualitysupport.servicenowservices.com/kb_view.do?sysparm_article=KB0012321
https://cmsqualitysupport.servicenowservices.com/sp_ess?id=kb_article_view&sysparm_article=KB0027504

Affected Customers: CCSQ ServiceNow Platform Customers
CCSQ ServiceNow: Artificial Intelligence (Al) Search Implementation — Next Experience Ul

On April 25, 2024, at 8:30 PM ET, CCSQ ServiceNow will enable the Al Search functionality in the Next Experience Ul. This
will increase search capabilities by providing customers with clear answers to their search queries and will order search
results in decreasing order of relevancy.

Al Search will enhance how customers interact with platform search features by making it easier to find relevant
information. It uses past search behaviors to continuously improve result relevance, ensuring customers get the most
important information quickly. Whether it’s knowledge articles, service catalog entries, or specific personnel details, Al
Search tailors results based on the customer’s unique searching patterns.

With Al Search for Next Experience, platform search results will be displayed in the tabbed Al Search results interface,
like how search results are displayed using Al Search on relevant Service Portals. This provides a uniform search
experience across the platform.

The Al Search functionality for CCSQ ServiceNow Platform includes:

e Past search behaviors to continuously improve result relevance, ensuring customers get the most important
information quickly.

e Genius Results integration, which reduces the time spent navigating through menus, streamlining tasks, and
enabling quicker, more efficient interactions with the platform.

e Platform search results will be displayed in the tabbed Al Search results interface, similar to how search results
are displayed using Al Search on relevant Service Portals.

now All Favorites History  Workspaces = Search Results - ...

+« Home

| Incident Change Request Change Task Problem Request Catalog Task User More » Most relevant »

& Service Desk

For more information, review the following Knowledge Articles after the update is completed on April 25, 2024, at 8:30
PM ET. Note: To view Knowledge Articles, you will need to sign into your CCSQ ServiceNow account.

e ServiceNow Search Function and Metadata
e ServiceNow Next Experience Ul Frequently Asked Questions (FAQ)

The following maintenance tasks will be completed during this iteration:
Affected Customers: CCSQ ServiceNow System Team
CCSQ ServiceNow: Utah Patch 10

On Saturday, April 22, 2024, at 11:00 PM ET, CCSQ ServiceNow will be updated to Utah Patch 10 as scheduled in HIWAVE
as a part of the monthly patching program.

ServiceNow Patches provide enhancements and security patching to the environment and will ensure that the
production environment has the most current patch level to reduce the risk of potential vulnerabilities.


https://cmsqualitysupport.servicenowservices.com/kb_view.do?sysparm_article=KB0012321
https://cmsqualitysupport.servicenowservices.com/sp_ess?id=kb_article_view&sysparm_article=KB0027390
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