Release Notes 15.6 for May 23, 2024

The following enhancements will be completed during this iteration:

Affected Customers: QSEP Portal Customers
CCSQ ServiceNow: QSEP Portal Enhancements
On May 23, 2024, at 8:30 PM ET, CCSQ ServiceNow will implement the following enhancements to the QSEP Portal:

The QSEP Portal ‘Topic Fields’ will be updated with the following subcategories:

e Account Management:
Identity Proofing
Password Reset/Unlock
Profile Information
Provider Account
Role Removal
Role Request
o Programmatic:
Certificate
Reports
Site Navigation
Test/Evaluation
Training Content
Training Plan
Transcript
e Technical Support:

o Audio/Visual

o Browser Plugins

o Page Errors

o Other

O O O O O O

O O O O O O O

The QSEP Catalog Items will be updated with the following:

e The QSEP Catalog Item banner will alert customers that the ‘New Category Field’ has been added. This will
appear when ‘Issue Type’ is selected:

© New field category added
A new category dropdown has been added: Topic

Contact QSEP Help Desk

CMS QSEP Help Center
Please use the toll-free

number or email address Submit QSEP Support Ticket
listed below to contact the
QSEP Help desk for training
questions and technical
support.

Please enter your name, email address, the issue type that most closely resembles your issue, and a
brief description of the issue in the text fields provided. Next, click the "Send" button to send an email

t ur h 15 T .
+ Phone 855-791-8900 o our Technical Support Team

+ Email:

Be sure to include your phone number if you wish a return call. An auto-response email will be sent
helpdesk@qsep.org yourp ¥ P

to you confirming the receipt of your support ticket containing your case number.

e The following ‘Watchlist’ functionality will be implemented:



CMS QSEP Help Center

Submit QSEP Support Ticket

Please enter your name, email address, the iszue type that most clozely rezembles vour issue, and a brief dezcription of the issue in the

text fields provided. Next, click the "Send"” button to send an email to our Technical Support Team.

Be sure to include your phone number if vou wish a return call. An auto-response email will be sent to you confirming the receipt of your

support ticket containing your caze number.

Watchlist *

= there anyone else that should have access to the status of this ticket?

Up to 10 email addrezse= can be added. If adding multiple emzil addreszes, zeparate the addreszes with a3 comma. Recipients will

not be able to add any information to your ticket or email the QSEP Help Desk on your behalf.

| Pleaze enter email addreszes here

Customers will not be able to enter duplicate email address or exceed ten email addresses in the field:

Watchlist

Is there anyone else that should have access to the status of this ticket? ()

Up to 10 email addresses can be added. If adding multiple email addresses, separate the addresses with a comma. Recipients will
not be able to add any information to your ticket or call the QSEP Help Desk on your behalf.

Please enter email addresses here ]

Cannot enter duplicate email addresses. You have already added to the watchlist: asmith@gmail.com

‘Watchlist
1% there anyvone else that should have access to the status of this tcket? r':

Up to 10 email addresses can be added. If adding multiple email addresses, separate the addresses with a comma, Recipients will
not be able to add any information to your ticket or call the QSEP Help Desk on your behalf,

Please enter email addresses here

Cannot exceed 10 email addresses. If you need to add additional email addresses please contact the Q5SEP Help Desk for assistance.
* X X X
X X 1 i X
X X 1 X

QSEP Catalog Item: Phone Number Extension, Issue Type, Topic field updates:

‘Phone Number Extension’ field
‘Issue Type’ field dropdown:



o Account Management
o Programmatic
o Technical Support
e The dropdown values for ‘Issue Type’ and ‘Category’ are in alphabetical order

The following ‘Watchlist Notifications’ will be updated to include:

e Customers will receive email notifications when added to the watchlist to a QSEP case and continue to receive
notifications throughout the life cycle of the QSEP case. They also have the option to remove their email from
the watchlist via email notification.

e ‘Ticket Opened’

Ticket Opened

|Hello [Hame],

The ‘.Dllﬂw.l‘lﬂ ticket has been opened: C52181496,

Please review the details below for more information about this ticket:

Ticket status: New
Subject: Subject line goes here

[Your ticket is being assigned to 5 customer service representative, If you have any additional questions of
jconcerns regarding this ticket, please reply directly to this email.

We appreciate the opportunity to assist you.

Thank you,
QSEP Help Desk

Do NOT share Personally Identifiable Information (Pil) andfor Protected Health Information (PHI).

e ‘Ticket Reopened’

CMS

CESTERS FOH MEDBCARE & METTICAND SERVICES

Ticket Reopened
Hello [Name],
The following ticket has been reopened: C52181496.
Please review the details below for mare infermation about this ticket:

Ticket status: New
Subject: Subject line goes here

Your ticket has been assigned to a customer service representative. If you have any additional questions ar
concemns regarding this ticket, please reply directly to this email.

We appreciate the opportunity to assist you.

Thank you,
QSEP Help Desk

Do NOT share Personally Identifiable Information (PIl} and/or Protected Health Information (PHI).




e ‘Additional Information Requested’

CMS

CENTEES FOR MEDSCARE & SMEDICAID SERVICES

Additional Information Requested

Helle [Mame],

Additional information has been requested on your ticket: C52181496.
Ticket status: New

Subject: Subject line goes here

Agent Response: Meed additional info on this ticket

Please reply directly to this email to provide the requested information.

Thank you,
QSEP Help Desk

Do NOT share Persenally ldentifiable Information (PII} and/or Protected Health Information (PHI).

e ‘Added as a Watchlist Recipient’

CMS

CENTERS PO MBDSCARE & MEDICAIS SERVICES

Added as a Watchlist Recipient
Hello [Name],
‘You have been added to the watchlist of: CSXIOMNXXX.
Please review the details below for mere infermation about this ticket:
Ticket status: [status]
Subject: [subject content]

Reason for Contacting Us: [reason for contact content]

Once this ticket is resolved, you will receive an additional notification notifying you of the status change.

If you feel you received this message in error or no longer wish to receive updates, click here to be removed
from the watchlist.

We appreciate the opportunity to assist you.

Thank you,
QSEP Help Desk

Note: Thisis an auto-generated email. Please do not reply to this message.

Do NOT share Persenally ldentifiable Information (PII} and/or Protected Health Information (PHI).

e ‘Case Resolved — Watchlist Recipient’



CMS

CENTEES FOR MEDSCARE & SMEDICAID SERVICES

Case Resolved - Watchlist Recipient
Hello [Mame],
You are a watchlist member of CSXXXXXXX. You are receiving this update due to the change in ticket status.
CSAUNNNXXK has been marked as resolved on 03/27/2024 10:45:27 AM EDT.
Please review the details below for more information about this case:
Case status: [status]
Short description: [short descript content]
Close notes: [notes content]

We appreciate the opportunity to assist you.

Thank you,
QSEP Help Desk

Note: Thisis an auto-generated email. Please do not reply to this message.

Do NOT share Personally Identifiable Information [PIl} and/or Protected Health Information (PHI).

These enhancements aim to improve the QSEP Customer Portal and Agent Platform experiences for the QSEP case
lifecycle including transparency of QSEP cases to watchlist recipients.

For more information, review the Knowledge Article titled, Create a New QSEP - Quality, Safety and Education Portal
Case Form - Service Portal and Submit QSEP Help Center Portal Support Ticket from Portal to Catalog Item after the
update is completed on May 23, 2024, at 8:30 PM ET. Note: To view Knowledge Articles, you will need to sign into your
CCSQ ServiceNow account.

Affected Customers: 1135 Waiver Submitters and 1135 Waiver Administrators
CCSQ ServiceNow: 1135 Assignment Group Updates
On May 23, 2024, at 8:30 PM ET, CCSQ ServiceNow will update the CCSQ ServiceNow 1135 Child Group Membership

Roles so that when Group Members are added/removed, the 1135 Child Group roles will align with ServiceNow best
practices.

Affected Customers: Knowledge Base Managers
Knowledge Article Base Rule Update

On May 23, 2024, at 8:30 PM ET, CCSQ ServiceNow will implement an update to the Knowledge Base view count. The
Knowledge base rule for removing Knowledge Article view counts every six months will now increase to one year.

Affected Customers: CCSQ Support Central Customers

CCSQ Support Central: Call Scheduling Enhancements
On May 23, 2024, at 8:30 PM ET, CCSQ ServiceNow will implement updates to CCSQ Support Central.

These updates will improve the Customer Experience when utilizing the ‘Schedule a Call’ functionality in CCSQ Support
Central by implementing the ability to modify and or cancel existing appointments as well as schedule same day
appointments.


https://cmsqualitysupport.servicenowservices.com/sp_ess?id=kb_article_view&sys_id=e39c7ea41bd939509a4120eae54bcbc3
https://cmsqualitysupport.servicenowservices.com/sp_ess?id=kb_article_view&sys_id=e39c7ea41bd939509a4120eae54bcbc3
https://cmsqualitysupport.servicenowservices.com/sp_ess?id=kb_article_view&sysparm_article=KB0024352

‘Schedule a Call’ enhancements include:

e (CCSQ Support Central Home Page Updates
o A new option for the customer to navigate to the 'Call Scheduling Options' page will be added under

Request Support.

We Are Seeking Feedback! Help us improve CCSQ Support Central by taking a short survey.
Your insights will guide us in enhancing the Virtual Azent and Live Chat feature. Please Note: By participating in the survey, you'll be directed to CMS SurveyMonkey.

ccsa

Supponcentral Resources - Idea Portals - Contact Us

Create a New Ticket

Track an Existing Ticket

WELCOME TO CCSQ SU  conscheauingopeons AL

Your one-stop shop for

o Webform Updates to the ‘Schedule a Call’ Page

o A ‘Same-Day’ callback option will be added underneath the ‘Appointment Date’ field.

ceso
(SUPportcentral Request Support ~ Resources ~ Idea Portals ~ Contact Us

Notice: The ServiceCenter call scheduling request allows customers to be placed into the phone queue at a desired date and time. Call Scheduling requests are
accepted Monday through Friday 10:00 AM to 5:00 PM ET (Eastern Time) excluding Federal Holidays. Please note that same-day call requests can only be scheduled

if the request is received before 3:00 PM ET.

To schedule a call request please provide the following contact details

CCSQ Schedule a Call

*Program (required)

* Appointment Date (required)

‘ Wednesday - May 22nd, 2024

‘ HQR - Hospital Quality Reporting

Same-Day

*Select a Time (required)

]
10:00 AM - 10:15 AM @
o,

* Confirm Email Address (required)

*Set Your Time Zone (required)

‘ ET - Eastern Time

*Email Address (required)

o An error message will display when the customer tries to schedule a call and an error has occurred. This
error occurs when the customer tries to schedule more than one appointment.

We Are See| A An error has occurred. A call request cannot be completed at this time. You have reached the limit of active scheduled calls allowed. Please
Your insights| review your current scheduled call and try again.

CMS Surveyi -

(csa
(SupportCentral Request Support ~ Resources ~ Idea Portals ~ Contact Us

the Sur

1 1 DI 1 U1 e 1D G I I S U1, U S 1 1 1, U S i

© Policy Questions - For questions on data collection procedures, data types, final rule, or legislature about the program.
Account Management Questions - For issues related to account roles, account registration, or password recovery.
Technical Questions - If you are experiencing difficulties with data submission, error messages, or website functionality.

Other - For general support or you require other forms of assistance.

™

reCAPTCHA
Privacy - Terms

\/ I'm not a robot

\CARL]

o A ‘Phone Extension’ field will be added to the ‘Schedule a Call’ page.



Select Your Time Zone (required) Select a Time (required)”

ET - Eastern Time H 03200 P - 0345 PR H
Flret Nams | reguined)® Lant Nami (reqguinsd)”
Joe Do
Emall Address (required)” Confirm Emall Address (reguiced)
Joe@example com Joe@examplecom
Phone Wumber (roouired)® Confirm Phone Number (required)”
(555} 5555555 {555) 5555555

Reason for Contacting Us {required)
. F-'I'IZIﬂI'JI'l"l Duesions - For quenes aboul measuramant specificatons, webie content, e faemal requirements, or program details
Podicy Quiesstions - For questions on data collection procecunes, Gata types, final rule, o legislature about the program.

Technical Queitions - If you'ne experiendang dificulties with data submission, efmor Mesiages, or webdite fundtionality,

Account Management Questions - For issues related to socount roles, Sccount registration, or password recovery,

o The ‘Reason for Contacting Us’ field will provide details/examples for each selection to clarify what
category to select based on the customer’s specific request.

o The Captcha on the 'Schedule A Call' page will include error messaging when the Customer attempts to
click the ‘Submit’ button without all required fields completed.

We Are Seeking Feed & Some fields are incamplete: Phons Number (required), Confirm Phane Numbar (required), Resson for Contacting Us (required) h
our insights will guide

i) —
Supmrtcentral Request Suppart - Resources - Idea Portals - Contact Us
CCSQ Schedule a Ca
* Ingicates requined
& o 2 B e b 2 *Prpgrom irequired) ® Aepsinprrens Dave [regquiced)
*Firsy Name [reguired) *Last Naeme [required)
Test Test
*Phane Number {required) * Canfirm Phone Mumber {required)

* "Reason for Contscting Us [requirad)

o The Customer will be able to update or cancel the call after scheduling using the 'Modify an
Appointment' option as a tab on the ‘Call Scheduling Options’ page.
o The Customer will be able to select an ‘Action’ to Modify or Cancel their appointment.



s ————————
lrsupportcentral Request Support - Resources - Idea Portals ~ Contact Us

< Return to Hs

To place 5 call request with a CCSQ Service Center Representative, select the Schedule a Call tsb. To make changes or cancel an existing appointment, slzct Modify an

[ Appointment.

£& Schedule a Call | # Modify an Appointment |

Modify an Existing Appointment

T reschedule or cancel your call with the CCSQ Service Center representative, please enter your details s they appeared in your confirmation email.

First Name {required)* Last Name (required)*

| Please enter your first name | | Flesse enter your last name

Email Address (requirad) * Confirm Email Address [required) *

| Example: joe@domain.com | | Example: joe@domain.com

'm not a robot

o E=

Note; Click ‘Clear Form' to reset all fields or ‘Find Appointment’ to locate your scheduled appointment.

LS ——————
lisupportcentral Request Support ~ Resources ~ Idea Portals ~ Contact Us

© Go back

Search Results
Upcoming Appointments for:

Appointment Details Date Created Reason for Contacting Actions
Policy Questions - For questions on data
Wednesday - May 22nd, 2024/10:00 AM - 05/21/2024 04:58:03 Y Q 9 =
collection procedures, data types, final rule,
10:15 AM PM
or legislature about the program.

o The Customer will then be able to ‘Select a Time’ to change appointment day and/or time.

* Close

Update your appointment by modifying the form below:

WARNING:Individually identifiable health information in this system is subject to the Health Information Portability
and Accountability Act of 1996 and the Privacy Act of 1974. Submission to the CCSQ Service Center that contains
Protected Health Information (PHI) is a violation of these Acts. Questions containing PHI will be deleted from the
system and not processed. For detailed information regarding safeguarding protected healthcare information or
data, please refer to the Quality Systems Security Policy.

Notice: The Service Center call scheduling request allows customers to be placed into the phone queue at a
desired date and time. Call Scheduling requests are accepted Monday through Friday 10:00 AM to 5:00 PM EST
(Eastern Standard Time) excluding Federal Holidays. Please note that same-day call requests can only be
scheduled if the request is received before 4:00 PM EST.

HQR - Hospital Quality Reporting H Tuesday - January 9th, 2024 H

Program (required)* Appointment Date (required)” h

Select Your Time Zone (required)* Select a Time (required)*

a

01:00 PM - 01:45 PM

-

ET - Eastern Time
11:00 AM - 11:45 AM
First Name (required)* 12:30 PM - 01:15 PM

Joe 07:00 PM - 01:45 PM

02:15 PM - 03:00 PM

Email Address (required)* Confirm Email Address (required)”

Joe@example.com Joe@example.com

o Once the Customer books their appointment, they will see a ‘Booking Success’ message on the page.



S ——————
lisu pportcentral Request Support - Resources - Idea Portals Contact Us

©Booking Success! A confirmation email has been sent.

Phone Appointment Details:

Program: CCsQ Services & Operations Support
Date: Wednesday - May 22nd, 2024

Time: 10:00 AM - 10:15 AM ET - Eastern Time
Email Address: krapa.shah@itechag.com

Name: Krapa Shah

Phone Number: (123) 456-7890

Extension: 1

Reason For Contacting Us: Account Management Questions - For issues related to account roles,
account registration, or password recovery.

To make changes to your appointment, please click the 'Modify’ button. If you wish to cancel your

appointment, please click the 'Cancel button.

e Email Notification Updates
o Aninitial email notification will be sent upon scheduling a call.

CIPSTERS P18 AATDACARY & MFIRCAID SEYICES

Call Scheduling Appointment Confirmation

Program: EQRS - End Stage Renal Disease Quality Reporting System
Date: Thursday - August 11th, 2022

Time: 1000 AM - 10:15 AM ET - Eastern Time

Ermail Address: TEST@EXAMPLE.COM

Name: TEST EXAMPLE

Phane Number: {00N) 000000

Extension: MF&

Reason for l:onta:ting Us: Account Managerment Questions

If you need to reschedule or cancel this appaintment, click the *Modify Appointment” button
belaw.

Modify Appointment

For additional support please sending an email to QualityNet Support Center at the following
emall address: gnetsupport-esrd@cms,hhs gov

Tharik you,
CC50 Service Center

Do NOT share Persanally identifiable Informatian (PlI} anddor Protected Health Infermation (PHID,

Fhone: {86 Email: gnetsupport:

For Hearing Impaired Customers: Telecommunicatio

o Areminder email for the appointment will be sent to the Customer 1 hour in advance of the scheduled
call.



CENTERS FOM MEDICARE & MEDICAID SERVICES

Call Scheduling Appointment Reminder

Program: EQRS - End Stage Renal Disease Quality Reporting System
Date: Thursday - August 11th, 2022

Time: 10:00 AM - 10:15 AM ET - Eastern Time

Email Address: TEST@EXAMPLE.COM

Name: TEST EXAMPLE

Phone Number: (000) 000-0000

Extension: N/A

Reason for Contacting Us:  account Management Questions

This is a reminder that you have an upcoming call scheduled with a CCSQ Service Center
Representative today. If you need to reschedule or cancel this appointment, click the "Modify
Appointment” button below.

Modify Appointment

For additional support please sending an email to QualityMNet Support Center at the following
email address; gnetsupport-esrd@cms.hhs.gov

Thank you,

CCSQ Service Center
Do NOT share Personally Identifiable Information (P11} and/or Protected Health Information (PHI).

U.5. Centers for Medicare & Medicaid Services
yNet Serv
) 288-8912 | Email: g
For Hearing Impaired Customers: Teleco

Monday - Friday 8am - 8pm ET

enter

upport-esrd

unications Rel

o An email notification will be sent upon rescheduling a call.

CENTERS FOR MEDICARE & MEDICAID SERVICES

Call Scheduling Appointment Rescheduled

Program: EQRS - End Stage Renal Disease Quality Reporting System
New Date: Thursday - August 11th, 2022

New Time: 10:00 AM - 10:15 AM ET - Eastern Time

Email Address: TEST@EXAMPLE.COM

Name: TEST EXAMPLE

Phone Number: (000) 000-0000

Extension: MiA

Reason for Contacting Us: Account Management Questions

Your scheduled call appointment has been successfully rescheduled to the new date and time
listed above. If you need to reschedule or cancel this appointment again, please click the "Modify
Appointment” button below.

Modify Appointme|

For additional support please sending an email to QualityNet Support Center at the following email
address: gnetsupport-esrd@cms.hhs.gov
Thank you,

CCSQ) Service Center

Do NOT share Personally Identifiable Information (PIl) and/or Protected Health Information (PHI).

ficare & Medicaid Services

U.5. Centers for M
QualityNet Service Center

Phone 912 | Email: gnetsupport-esrd@cms.h

For Hearing Impai nmunications

am - Bpm ET

o If the call scheduling appointment is cancelled, the customer will receive an email confirmation.



CENTERS FOR MEDICARS & MEDICAID SEVICES

Call Scheduling Appointment Canceled

Program: EQRS - End Stage Renal Disease Quality Reparting System
Date: Thursday - August 11th, 2022

Time: 10:00 AM - 10015 AM ET - Eastern Time

Email Address: TEST@EXAMPLE.COM

Name: TEST EXAMPLE

Phone Number: (000) 000-0000

Extension: MI/A

Reason for Contacting Us: Account Management Questions

Your scheduled call appointment has been successfully canceled. Should you need to reschedule
or have any further questions, we are here to assist you. You can easily schedule a new
appointment using the Schedule a Call button below. For additional support please sending an
email to QualityNet Support Center at the following email address: gnetsupport-
esrd@cms.hhs.gov

Schedule a Call

Thank you,
CCSQ Service Center
Do NOT share Persanally Identifiable Information (PIl) and/or Protected Health Information (PHI).

U.5. Centers for Medicare & Medicaid Services

Phol

For Hearing Impaired Custo

For more information, review the Knowledge Article titled Call Scheduling Enhancements after the update is completed
on May 23, 2024, at 8:30 PM ET. Note: To view Knowledge Articles, you will need to sign into your CCSQ ServiceNow
account.

Affected Customers: CCSQ ServiceNow Portal Customers

CCSQ ServiceNow Portal Updates: Session Timeout

On May 23, 2024, at 8:30 PM ET, CCSQ ServiceNow will provide customers a new Session Timeout warning to the
following Portals:

e (CCSQ Support Central

e 1135 Waiver / Flexibility Request and Inquiry Form
e Hospital Hardship Application

o Q&A Portal

e iQIES HCD Research Form

e (QSEP Help Center

Session Inactivity Notice

pf an  Session Inactivity Notice X
ks and Your session is about to expire due to inactivity, and unsubmitted data will ou ha
| be abl be lost. Please click 'Continue Session' to keep working and retain entered

data.

Remaining Time: 04:45

r |
-

reCAPTCHA



https://cmsqualitysupport.servicenowservices.com/kb_view.do?sys_kb_id=6c7dd0aa87a94a10202164e60cbb35cb

e The customer will be notified once their session has reached 25 minutes at which point they will have five
minutes to extend the session or end it.

e |[f the customer clicks 'Continue Session' or ‘X', their session will reset to 30 minutes and they will remain on
the page.

Session Timeout

L4
5 of an  Session Timeout X
drtzss andj Your session expired due to 30 minutes of inactivity and your data was not [ou have
will be abl

retained.

| l Example: joe@domain.com

o |f the customer allows the timer to reach zero, a Session Timeout message will display informing them that their
data on the form was not retained.

e When the customer clicks the 'X', they will be redirected to the home page of the portal they are on, and their
data will not be saved.

This update will improve Customer experience when using CCSQ ServiceNow Portals to provide full transparency to
Customers on when their current session will time out.



