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BACKGROUND INFORMATION

User Test at a Glance

Facilitator: Sara Neel
Observers: Karen Tisinger
Timeframe: June 25-29, 2018

Purpose
The purpose of baseline usability testing on the existing QualityNet.org (QNP) is to compile baseline metrics that the redesigned QNP
can be compared against. First impression and task-based moderated usability testing will help to directly identify pain points in the

existing site that can be improved upon in the redesign. Quantitative baseline usability metrics will help to validate the redesign of
QNP.

Method

For this round of usability testing aiming at evaluating the existing QualityNet.org, we captured both quantitative and qualitative data
from users sessions.
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BACKGROUND INFORMATION

Methods

Method

Background Survey

First Impression Test

First-Click Test

Moderated Remote Usability Test

Description

Users that did not answer background questions in a prior
user study were asked to fill out an OptimalWorkshop
survey with a series of questions pertaining to their

use of technology and QualityNet.org. The survey was
skipped for repeat participants that had already answered
background questions.

Users were presented with a webpage for 5 seconds and
then asked to complete a short survey.

Users were given tasks to complete on the existing
QualityNet site. Their first-click was tracked and evaluated
for accuracy.

Users were given tasks to complete on the existing
QualityNet site and instructed to think out loud as they
performed the tasks.

Data Captured

Qualitative: User quotes and notes

Quantitative: Likert scale results

Qualitative: Survey responses on first
impressions and what they remember

Quantitative: Pass/fail; success rate; heatmap
of click

Qualitative: User quotes and observations;
observable user mouse control and click
behavior

Quantitative: Task completion; difficulty rating

Qualitative: User quotes and observations;
observable user mouse control and click
behavior



BACKGROUND INFORMATION

Users

Users: End-users across multiple provider types

Summary: 5 total users

User Internal / External Quality Program(s) Job Title
Hospitals - Inpatient
User 1 External Hospitals - Outpatient Quality/Risk Manager
PPS-Exempt Cancer Hospitals
User 2 External Hospitals - Inpatient Data Compliance Manager
S : Project Manager for HSAG
User 3 Internal Hospitals - Inpatient Support Contract
User 4 External End-Stage Renal Disease Facility Business Analyst
Hospitals — Inpatient :
User 5 External Hospitals - Outpatient Quality Assurance of Data
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FINDINGS AT A GLANCE

Tasks Overview

Task Number

Task

First-Click Accuracy
Pass / Fail

Task Completion
Good / Average / Poor

News Tasks (Difficulty Rating: 3.4)

Find the news article containing information about the release

Reporting Program. Find the program'’s submission deadlines.

(0) (o) (0) o) (0)

1 of the October 2016 Hospital Compare Preview Reports. 00% /407% 0% /60% / 40%
2 Find Ambulatory Surgical Center news articles. 20% / 80% 0% / 0% / 100%

Submission Deadlines Tasks (Difficulty Rating: 3.1)
3 You are parfuapatmg In thelHosplth Ippatlent Quallty Reporting 80% / 20% 40% / 0% / 60%

Program. Find the program’s submission deadlines.

You are participating in the PPS-Exempt Cancer Hospital Quality | ., o o o o
4 Reporting Program. Find the program’s submission deadlines. 60% /40% 60% /0% / 40%

You are participating in the Hospital Outpatient Quality o /Mo o o /Mo
. Reporting Program. Find the program’s submission deadlines. 100% /0% 00% /40% /0%
6 You are participating in the Ambulatory Surgical Centers Quality 80% / 20% 40% / 40% / 20%
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FINDINGS AT A GLANCE

Tasks Overview Continued

First-Click Accuracy |Task Completion
el N2 - 1EE Pass / Fail Good / Average / Poor
Specifications Documents Tasks (Difficulty Rating: 2.5)
v Ypu are participating in fche.ESRD Quality Reporting Program. 80% / 20% 20% / 20% / 60%
Find the measure specifications documents.
You are participating in the Hospital Outpatient Quality o o o o o
8 Reporting Program. Find the measure specifications documents. 100% /0% 100% /0% /0%
9 You are participating in the Inpatient Psych.la.trlc. Facilities Quality 100% / 0% 80% / 20% / 0%
Reporting Program. Find the measure specifications documents.
Measures Tasks (Difficulty Rating: 3.2)
You are participating in the Ambulatory Surgical Centers Quality
10 Reporting Program. Find the program'’s complete list of 2019 100% / 0% 80% / 20% / 0%
measures.
You are participating in the Hospital Inpatient Quality Reporting o o o o o
I Program. Find the program’s complete list of 2019 measures. 00% /40% 0% /40% /60%
You are participating in the PPS-Exempt Cancer Hospitals
12 Quality Reporting Program. Find the program'’s complete list of |100% / 0% 100% / 0% / 0%
2019 measures.
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FINDINGS AT A GLANCE

Tasks Overview Continued

First-Click Accuracy |Task Completion
L [ Pass / Fail Good / Average / Poor
CART Tasks (Difficulty Rating: 1.8)
You are participating in the Hospital Inpatient Quality Reporting o/ /Mo o o o
13 Program. Download CART for 2017. 100% /0% 20% / 60% 7 20%
You are participating in the Hospital Outpatient Quality o o o o o
14 Reporting Program. Download CART for 2017. 100% /0% 80% /.20% / 0%
Hospital Compare Tasks (Difficulty Rating: 2.5)
You are participating in the Hospital Inpatient Quality Reporting
15 Program. Find information about the Hospital Compare Preview [{80% / 20% 0% / 40% / 60%
Periods.
You are participating in the PPS-Exempt Cancer Hospitals
16 Quality Reporting Program. Find information about the Hospital [100% / 0% 40% / 20% / 40%
Compare Preview Periods.
You are participating in the Inpatient Psychiatric Facilities
17 Quality Reporting Program. Find information about the Hospital | 100% / 0% 100% / 0% / 0%
Compare Preview Periods.
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FIRST IMPRESSION TESTING

First Impression Testing Scores

Rating

Strongly Disagree

Disagree

Neutral

Agree

o | (WD

Strongly Agree

g Hospitals -
Inpatient

@ QualityNet

Hospitals -
Outpatient

Physician
Offices

Ambulatory

. | PPs-Exempt
Surgical Centers

Cancer Haspitals

Quality

Improvement

QualityNet

‘ QualityNet News More News »

« Hospitals - Inpatient

+ Hospitals - Outpatient

- ASCs

+ Cancer Hospitals

« ESRD Facilities

+ Inpatient Psychiatric
Faclities

Getting Started with
QualityNet

+ Registration

+ Sign-In Instructions

date Hos Star Ratings Data in July,

2018,
The Centers for Medicare & Medicaid Services (CMS) will not update the Overall Hospital Quality Star
Ratings for July 2018, as previeusly scheduled. CMS has decided to postpone the July star ratings
update to give time for additional analysis of the impact of changes to some of the measures on the
star ratings and to address stakeholder concerns.

Full Article »
Headlines
+ MSPB, CEBP, and Corrected Pneumania Mortality HSRs Now Available
+ EY 2020 IOR Pregram Targeted Hospitals Selected for Validation
+ CMS Releases July 2018 Hospital Compare Preview Reports on May 4, 2018

« Security Statement

+ Password Rules

- QualityNet System
Security Policy, PDF

Log in to QualityNet
Secure Portal

Login

+ Download Symantee
1D (required for
login)

« Portal Resources

+ Secure File Transfer
Resources

+ Secure Portal
Enrollment Training,
wmy

+ Hospital IQR Progrem Claims-Based Measures HSRs for FY 2019 Available for Dewnload Questions & Answers
+ CMS Releases HSRs for the Hospital VBP Program Risk Mortality and . surgical
Measures Centers

+ Hospital VEP FY 2020 Baseline Measures Report Now Available

Join Listserves
Sign up for Notifications
and Discussions.

+ New CMS HSR tutorial video released

+ CMS releases April 2018 Hospital Compare preview reports

+ FY 2018 program results for three Value-Based Purchasing_programs updated on Hespital
Compsre site

Known Issues -
Hospital Reporting
« Inpatient
+ EHR Incentive
Program
« Hospital Value-Based
Purchasing (VBP)
« Outpatient
- Ambulatory Surgical
Centers (A5Cs)
« PPS-Exempt Cancer
Hospitals
« Inpatient Psychiatric
Facilities
« Secure File Transfer
(5FT)

s

+ Hospitals selected for FY 2020 inpatient quality reporting chart: data validation

+ CY 2018 OPPS/ASC final rule with comment period

+ CY 2015 OPPS/ASC Final Rule displayed
+ CMS grants for Quality Program
Northern California Wildfires

in FEMA disaster aress affected b

+ CY 2017 eCQM Reporting Updates and Resources for the Hospital IQR and Medicare EHR
Incentive Programs Issued

+ CMS releases December 2017 Hospital Compare preview reports

+ End-Stage Renal
Disease (ESRD) QIP

+ Hospitals - Inpatient

+ Hospitals - Outpatient

+ Inpatient Psychiatric
Facilities

+ PPS-Exempt Cancer
Hospitals

Note: First-time
registration required

Downloads

+ CART - Inpatient

+ CART - Outpatient

+ CART Module Designer

About QualityNet

Established by the Centers for Medicare & Medicaid Services (CMS), QualityNet provides healthcare
quality improvement news, resources and data reporting tools and applications used by healthcare
providers and others.

ualityNet is the only CMS-approved website for secure communications and healthcare guality data

Training

+ QualityNet Training

- QualityNet Event
Center

« Question and Answer
Tool Training, MP4
+ Tanscrioh ooE

User

The webpage makes a positive first
impression

The webpage looks easy to use

and navigate

feel

The webpage has a nice look and

User 1

2

3

User 2

User 3

User 4

User 5

Average Rating

3
3
2
4
2
2
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FIRST IMPRESSION TESTING

First Impression Testing Quotes

“Crowded, a lot of information.”

“Nothing captured my eye. A lot of print, very busy and compact”
“Relatively busy webpage.”

“Very busy. A lot of information.”

"Homepage s a little busy - a lot of information. Have to hover over everything and scroll down to look for stuff.

VENTERA
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FIRST IMPRESSION TESTING

First Impression Word Clouds

Word clouds are visual representations of the most commonly used words and phrases. Words are displayed with a text size

proportional to their frequency, i.e. frequently used words are given a larger text size.

What are your first impressions
of the webpage?

know
relatively  filled only
whole parncularly sometimes

10t differsnr.thing Py compact

hover SPECl fications  ltem

otaff third little
Crowded b ebpage over €ye

) everythin
like always print ything

manual well login manuals
screen seems Specs need nothing

maybe look Homepage
use button

organized spots

information

captured

VENTERA

What do you remember about
the webpage?

Side 7 Whiltlicrcstcd
color blue

top colors Qm]itcht SPGCIﬁC Sign

secure left header

porta. 10[ ones know
ucstmns
q g release

Center usually only tasks

login column newest
webpage links hand said
headers arrenrion
schema Jots

b information
news
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FIRST-CLICK TESTING

First-Click Accuracy

The below diagram is a visual representation of the First-Click Test, displaying a colored box per task per user. The colors indiate
whether or not the user performed an accurate first click. It provides a visual indicaton of the worst performing tasks.

Note: All instances where the user’s first click is the search bar are counted as a pass, even if it is not the primary method for
completing the task.

1 2 3 4 5 6 7 8 9 10 11 12 13 14 15 16 17

Pass (search bar)

. Pass
B rail
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FIRST-CLICK TESTING

First-Click Heatmaps

Task 3

Task 1

+ Hospitals - Inpatient

« Hospitals - Outpatient

* &5Ce

+ Cancer Hospitak:

* ESRD Facilities

+ Inpatient Peychistric
Faciltwen

* Regeatration

+ Sign-In Instructons

= Secunty Statemnent

+ Paszword Rules

- QualityNet System
Securnity Pobcy, POF

Jain Listserves.
Sign up for Notfications
and Discussons,

Hospitals

* Inpatient Prypchistrie
Facites

+ Secune File Transler
(sFT)

System Maintenance
* QualstyNet Scheduled
Martersnce

2018,

The Centers for Medicare & Medicaid Services [CMS) will not update the Overall Hosprtal Guality Star
Ratsrgs for July 2018, a3 preveously scheduled. CMS has dedded to postpone the July star ratings
update to grve time For additional analysis of the impact of changes to some of the measures on the
sTar ratngs and To addrecs stakeholder conzerns.

Full Articke =

« bigepital 1| gy FY Syl r il
* CM5 Releases HSRs for the Hosortel VB Program Risk Mortalty and Comglicati
Hoagurss

= QM3 relegies Apn) 2018 Hosodel Compers preview reports

« FY 2018 program results for thres Valus-Based Purchasng progrems updated on Hospitel
Sompere phe

» Hesoitals selected for FY 2020 incatient oualty recering chart-abstracted data validation

. JASC fing) rule with

» C¥ 2018 DPPS/ASC Final Rule displayed

« OM5 grants exemotions for Quality Program partipants in FEMA decaster areas affected by
- | Ugdates and Besoyrces for the Mogoetal IOR and Medicare EHE
Incentve Proomms Lusued
l About QualityNet

Questions & Answers

* Amblatery Surgeal
Canters

+ End-Stage Renal
Exiease (ESRD) GIP

« Mospitals - Inpatient

» Hoipitalt - Dulpatient

+ Inpateent Peychiatnc
Facihties

« PPS-Exempt Cancer
Hogtals

Mote: First-hme.

PRQSEITBESN fequired

Downloads

« CART - Inpatient

* CART - Qutpatsent

« CART Module Dessgner

Estabished by the Certers for Medicare & Medizaid Servces (CMS), Qualitylet provides heatheare
quality improvement news, rescurces and data reporting tools and spphcations used by healthcare
providers and cthers.

QualityMet is the only CMS-approved website for secure communications and healthcare quality data
exchange between: quality imerovement organizations (Q0s), hospitas, ohysician oMces, nursing
homes, end stage renal disease (BSRO) networks and facilities, and data verdors.

Mess s

Training
= QualityNet Event
Canter

+ Question and Answer
Tocl Training, Med.

Management [HIDM)
Portal User Gude

Skilled Nursing

Facility Programs

» SNF Value-Based
Burchas-ng Frogram

Qualityhlet Help Desk | Accessibiity Statements | Privacy Policy | Terms of Use

VENTERA

@ QualieyNet

Login

Ambulatory Surgecal Center
(ASC) Program

Public Reponting
L0435 will not yodd €-mail Notfications

GQualityhet QualityNet N

» HOSpitals - Inpatient

* HoEpals - Outpatent

» &5Cs 2018,

= Cancar Horpltaki The Centers for Mg Specifcations Manuals
Ratngs for July 20

+ ESAD Facilties ™
- Enaabmt Fardiab update to gve Lime
Paciitinn star ratings and to

pauital Quality Stor Entings Dote in July

A rot update the Overall Hospital Quality Star
s decided 1o postpone the July SaF FNgL
-t of changes 1o some of the measures on the

. Suppedt Contact
Getting Started with Headlines Data Submasion
- Registration + Y 2030 108 P Blegistration ik
* Sign-1n Instructions ;
+ CMS Relenses ) Webinars | Recorts on May 4. 2018

+ Security Statement
+ Password Rules
+ Qualityet System

* Hosedsl [08 1Y Gutpatient and Ambulatory
+ CM5 Bplepges W Surpery Consumer k- Stany

Log in to QualityNet
Secure Portal

Login

» Download Symantec
10 (required for
login}

+ Portal Resources.

* Segure File Transfer
Resources

=« Seture Portal
Enroliment Traning,
oy

Questions & Answers

+ Ambulatory Surgical

Swcunity Policy, POF Measures hssessment of Healtheare Cenbars
Providers and Systems + End-Stage Renal
3 (oA CANPS) S Disease (ESRD) QIF
Join Listserves » Beyy CMS HEE o * Hospitals - Inpatient
Segr up for Nebfications + M relgapey ad TR0 = * Hospeals - Gutpatient
Y e « F¥ 2018 program results for theee Value-Based Purchasing programs updated on Mosgital i ’,’m’" e
e
~izi » PPS-Exemnpt Cancer
Known Issues - - Hospitals geiscted for PV 2030 inpatient quality reporting chart-abstracted dats validstion Hosptals
M.MIM : « O¥ 2018 OPPS/ASC Final ruls with comment persd Mote: First-
« gl : Pt
+ EMR Incentive + £ 2008 OPPE/ASC Final Rule doolaved registration requined
Program « CME grants exemotiond for Qublitv Prooram saricinknts in FEMA Sizhster areas sffected by
* Hospital Value-Based hern lefarrma Wildfor,
PRty te + Y 2017 6COM Renoring Vedates and Resources for the Hoseital IOR, and Medicare EHE T
+ Dutpatient = * CART - Inpatient
i f Bl foienton Brograe et + CART - Outpatient
Centers (A5Cz) s - T necertal Cameare preyew teporte | - CART Hadule Dessgner
* PPS-Exempt Cancer .
Hospitals
= Impatient Psychintric About QualityNet Training
Faziities Training

« Secure File Trorsfer Established by the Centers for Medwcare & Medzaid Services (CMS), QuaityNet provides hesithcare
(SFTH Quality improvement news, resources and data reporting tools and spplications uced by healthcare
| providers and cthers.

*

+ Qualityliet Bvent
Cemter

= Queston and Angwer
Tral Tramina. Mod

@ QualieyNet

|Log Im

Hospital 1 nt: Quality
Reporting am
Pubise Reporting

Hasptsl Consumer
Azgesament of Healthcare
Providers and Systems
(HeanPs)

Clawns-Based and Hybnd
Messure:

Benchmarks of Care

Electronic Clinical Quality
Measures (eCiHs) Reperting

Healthcare-Assooated
Erfections (HAT)

e Centers for Medicare & Medicaid Services (CMS) will not update the Cverall Hosprital Quality Star
Mings for July 2018, as previcusly scheduled. CM5 has decded to postoone the July star ratings
pdate to give time for sdditional analysis of the impact of changes to some of the messures on the
he ratings and to address stakeholder concerns.,

{lLArtiche =

Fadiines
M5PE, CERP and Corrected Prewmonia Mortabty HERS Mow Svailable
EY Bragram T s r

M5 Releases Julv 2018 Honordal Comonre Preview Regorts on May 4, 2018
Mesedtsl 108 Program Claims-Based Measures WSRs for FY 2019 Avelable for Downlosd

Hosptal -Acquened Condition CME Bpsages WORS for the Mospasl VI Program Rigk-Standsrded Mosty'dy snd
(HAC) Reduction Program Messures
Crverall Mospal Ratngs Mesedtal VB2 FY 2020 Baseline Mewsures Report Now Sve lable
Bew CMS HEB tutongl video relsased
Hosptal Value-Based
Purchasng (HVBF) GM5 releases Aol 1038 SodpiEl Comadne SrEyiew MERRRS
[ad g regulty for thres Valus-Saped Purchaging -
Hotgital Paadmissians SLRR b rgarms ypdated on Hogpital
Reduction Program (MRRF) e
Hgestals sebected for FY 2030 inpatient auality_repesting chart-abstracted data valsdation
E-mail Notfications Y 3028 Cowetaze gt rids o
Regstration CX 2018 OPPE/ASE Final Rul
Specihicatons Marual GHE grants sxematans far Gualite Precram earsieants in FEMA deaster arsas affecied by
hern Caliform g
i R X 2017 2COM Reparing Vodatss and for 10 and Medicace £
Cata 5 losentve Pregrhimg lsseed
ssri rﬁm msmi“ :g I, Hg'enu.' mﬁu‘ RIS sm;
Cata valdation (Chart-
Abstracted & eCQMs) B
Training ubout QualityNet
FEEMEET

« Segure File Transfer
(sFT)

Estabished by the Centers for Hedwcare & Medhoaid Sennces (CME), Quakityiet provides healtthcare
quality improvemnent news. rescurces and data reporting tools and applications used by healthcarg
providens and others.

= Secure Portal
Enrcllment Training,
Y

Questions & Answers

. Sargical
Centers

+ End-5tage Renal
Dise RD) QIF

"M npatient

« Hospitald - Outpatent

* Inpatient Peychiatric
Facilities

» PPS-Exempt Cancer
Hospitals

Mote: First-time

regtration feguired

Dawnloads

* CART - Inpatient
« CART - Outpatient
+ CART Module Demgner

Training

+ QualityMet Training

= QualityMet Event
Center

« Question and Answer
Tool Training, Mk
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FIRST-CLICK TESTING

First-Click Heatmaps

Task 4

@ QualityNet

Log in to Qualityhet |Search)
ALog In
Home f§ My QualityNet
Hospitals - | Mospitals - | Physiclan | Ambulastory o | PPS-Exempt | ESRD | Inpatient L | Quatity -
Inpatient Dutpatient orifices Surgical Centers Cancer s
i w-s-m.- cer Hosprtal = Hospital om::nl Quality . Asnbla urgecal Center
Qual i Program Reporting m X (ASC) Pr
QualityNet ‘ QualityNet News Moge News = || Leg in to QualityNet QualstyNet lews More Newg » | | Log in to QualityNet QualityNet QualityNet N HoreNewg = | | Log in to QualityNet
Regastration E-mal Motifications Secure Portal Registration] Publc Reporting Secure Portal Registration Public Reperting Secure Portal
* Hospaals - Inpatent p . * Hospitals - § ; . = = Hospitals - [rpatient . " I
+ Hospials - Outpatient | =05 will ot update Mospite) Comeare | Registration Mings Data in Juby Lagin « Hospitale - | E-mail Notifications fte Mospital Compare Oyerall Hospital Quality Star Ratings Data in July Login « Fospitals - Outpatiert | SHSwill not yoddd £-mail Hotfications pepital Quality Star Batings Data in July Login
* ASCE dule. * A5Cs = A5CK 4.
for Masdicars & Medicaid Servig) Measures Il Hesptal Quality Star Regstration scare & Medicaid Services (CM5) will not update the Overall Hospital Quality Star The Centers for Med Specifications Manuals il not update the Ceerall Hospital Quality Star
= Cancer Hospeals Tha Centers x Downl - G H 5 =& Hospstals .
iy Ratings for July 2018, as previously schedal Lhe duly £tar ratings i oad s"";’m 3 E;;;.:I,m ok F— 15, s previcusly scheduled. CHS has decided to postpone the July star ratings fg’“"m s"'z"“" i [;:'F.:m. Bakings for July 26 . bis decided to postpona the July star ratings. :‘g’“‘""‘d s""'“;:"“
« Inpatiant Peychiatric update to give time for addtional aralyss the measures on the ';“" e | PECHIC- S A for addtional analyss of the impact of changes to some of the measures on the bg:;":‘“‘“‘ ; e Beycdak i update to g e Lme . 't of changes Lo scme of the measures on the W{ﬂ?“w
A skar ratings and to addness stakeholder con| [y X F‘; - - Facilities Benchmarks of Care ddress stakeholder concerns. o sl Riansre s Faslities star ralings and to + Bortal Resources
" Pull Article = Wabinars = Secure File Transfer o = Secure File Tronafer Full Artiche = = Secure File Tromsfer
Resources I Resources Resources
Getting Started with Headlines Pubkc Reporting » Secure Portal Getting Starl Cverail Hospital Ratngs = Secury Pomal Getting Started with Headlines . ¥ = Secure Pomal
QualityNet * M5PE. CEBP and Comected Preumcnia | Enralmant Traming, QualstyNet Enrollmént Traning, = HSPE. CEEP. an} {58s Now Avaidabie Encollment Traming,
* Registration + FY 2020 10R Program Tarosted Mosoitas SUPPort Contact Wy - Registration| Duata & CART) v - Ragistration « FY 2000 [0R pyd ReFstration bor Vaidution v
* SigneIn Instructions . p—— b i = Sign-1n Instructions .
CM5 Releages July 2018 Hospital Comod = (M5 Relenses )i . oorts on May 4. 2018
+ Security Statement » Security St = Security Statement sl Lot
* Password Rules * Hosestal (08 Program Clams:Based Med Trgining for Downiaad Questions & Answers = Password RY Db validation Questions & Answers = Pessword Rules *+ Hosgtsl IOB BV Outpatient and Ambulstory L i Questions & Answers
* Qualitytict System i 1 P = ambulatory Surgical * Quadtyhet = Ambulatory Surgical * QualityNet System # CME Belansns Wl Surpery Consumer ik Stan + Ambulstory Surgical
Sagurity Peky, POF Centers Secunity Polf Wabinars Centers Seurity Policy, POF Hessures Azsessment of Healthcare Centers
= End-Stage Renal » End-Stage Renal Providers and Systema « End-5tage Renal
' A = Hosestal VO FY} [
Disenze (ESRD) QIP i Disese (FSRD) Q17 L iy ST Disusaa {ESRD) GHP
Join Listserves = Hospitals « Inpatient Join Listserd Aanascct ol sl o { » Hospetals - [npatent Join Listserves = gy CMS HER | « Hospaals - Inpatient
Shon e e Mo | - = Liizresse s i el Sigm upfor M1 praviders and Systeme il 2913 roseria! Comaars eoevite reparts + Hospitals - Outpatient Sign up for Hebifcations |, cis rgiqages af TON0 . - Hospeals - Outpatent
and Discussions. = Inpatient Prychistric ard Dhacusmiof = » Inpatient Peychiatric and Discussions. . ; « Inpatient Peychistric
+ Y 2018 program resuits for three Volye Based Purchasing prograems uodated oo Horpltel Poclitics (025 CaHPS) ragults for thoee Value-Based Purchasing pregrams uedated on Hosoital Paciities * EY 2018 program results for thres Value-Baged Purchasing programs ugdated on Hogpital Pacities
e iiilz « PPS-Exempt Cancer | support Cortact + PP5-Exempt Cancer —zzi » PP5-Exempt Cancer
Known Issues - « Hosgitals selected for WY 2090 ingateent gyably. regesteng ch slots valoiah Hospitals Known 1ssu e for FY 2030 inpatient aualit recorting chart-abstracied Jdata walidation Hospetals Known Issues - ~ Hotpitals gelected lor PV 2000 inpatient guslity reporting chart-sbetracied dats validstion Hosptals
Hosphsl Reporting + ¥ 2018 OPPS/ASE Final ryle with coemenent Rcnpial Sa] Fasna JC final rule with commant pari b . Po5/a5C F with :
 Ingeliant et Note: First-time < npatunt axcd Note: Frst-time . ciiied Sx301e ofeg/ass el nfe wih commant eated Note: First-time
+ EHR Mot + CY 2018 OPPS/ASC Final Fude displayed regatration resured el « €Y 2018 OPPE/ASE Final Bule dizolaved registration required < B Incastive + S 2018 OPPS/ASC Final fiuls disolaved regatration required
Program * M5 grants sxempbe ality Program gadticipants in FEMA deacter sreas affected by Program « CHE orants exemotions for Cualitv Prooram carticioants in FEMA deaster areas affected by Program + CME grants exem . ErOram. samicieants in FEMA deacter areas affected by
* Hospita! Value-Baced iefpemig Whighr * Mospital Value-Based lifgrmi I = Hospital Vah d Morthern Cabfornia Widfires |
Purchasing (VF) + CY 2017 eCQM Reporting Updates and Regources for the Hospital QR and Medicars EHR L Purchasing (v8P) « ¥ 2017 eCOM Renorting Undates and Resources for the Mospital IOR and Medicare EME, pamemas FeREhaty fue) « CY 2017 ¢COM Regorting Uodates and Besources for the Mosoital 108, and Medicare ENE, e
= Outpetiont Ingentive Brograms fssued =oCART - Ml + Dutpacanm insantive Proorame Issusd e e * Outpstiont Ingentve Programs fesued ORI PR
- ambulstory Surgcal = CART - Outpatiert + ambulstory Surgical 3 + CART - Cutpatient « Ambulstory Surgical + CART - Outpatient
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TASK-BASED TESTING

Task Completion

The below diagram is a visual representation of Task Completion, displaying a colored box per task per user. The colors indiate
whether or not the task had a good, average, or poor task completion. It provides a visual indicaton of the worst performing tasks.

1 2 3 4 5 6 7 8 9 10 1M 12 13 14

" Good: Task completion in <1 minute

. Average: Task completion in 1-2 minutes

B Poor: Task completion in >2 minutes, if at all
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TASK-BASED TESTING

Task Dif

culty Rating

At the end of each group of tasks, users were asked to rate the difficulty of the tasks, 1 being easy and 5 being difficult.

User NETE TR SD:I:dmI:;sggq'asks SDI?)ecﬂ::\C:r:Eczr'}ZSks MIEEIEE ERS | GARIEEE Elgép;garle Tasks
User 1 4 2 2 3 1 2.5

User 2 3.5 3.5 4 3.5 2 2

User 3 4.5 3 1.5 1.5 3 3

User 4 1 4 3 3 1 2

User 5 2 3 2 5 2 3

Average

Difficulty (3.4 3.1 2.5 3.2 1.8 2.5

Rating

The News Tasks, Submission Deadlines Tasks, and Measures Tasks are the most difficult group of tasks to complete.
The Specifications Documents Tasks, CART Tasks, and Hospital Compare Tasks are the easiest to complete.

VENTERA
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TASK-BASED TESTING

Task-Based Testing Quotes

News Tasks
« “The end says 2017, and I'm looking for something that goes back farther. That wasn't a good use of my time.”

Submission Deadlines Tasks

« “They usually send out an email blast that tell you when the deadlines are.”

« “"Where you find one thing on one program is not the same thing on other programs. The same things aren’t under the same tabs.”
“It has individual dates under measures in paragraph form, different than others with PDFs. Again, more inconsistency.”

“It should be synchronized...it’s difficult if you don't know where to look”

“It's funny it's a link embedded in a sentence, as opposed to it being part of the menu. That's where | was looking initially.

"Why (s it not a PDF? The dates don't stick out...hard to read.

Specifications Manual Tasks

« “Should have Specifications Manual under the category like Hospital Inpatient. What would be best is consistency.”
“Some have in table format, others in PDF. There'’s a discrepancy. | prefer PDF so you can save it and print it”
“Different from what we just did before.”

“Oh that was lucky, there was no (ndication that | would need to scroll”

“It's called differently, needs to be called the same way."

“It says Public Reporting of Data instead of Public Reporting. They're not in the same order. | would expect them to be in similar order”
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TASK-BASED TESTING

Task-Based Testing Quotes Continued

Measures Tasks

« "It should be the same to look for everything across the different categories. These are important questions you're asking that someone
should be able to find easily.”

“Some were easy, some were difficult and had to go searching.”

“You weren't really sure (f it was on the page or if you had to scroll down.”

“That was hard.”

“I prefer a PDF. Easier to distribute.”

CART Tasks

 “Instead of putting the version, putting the dates. People look more for the dates.”
« "The versions are different...they don't make sense from one program to another”

Hospital Compare Tasks

« "As long as it's consistent throughout, it would make it much easier. Instead of embedded, if they had a heading for Preview Reporting
like they did on Inpatient”

« “If someone didn't know it was publicly reported, it would be difficult to find. A brand new user would have a lot of difficulty. Someone
using it for multiple years, it's not as difficult. It's not the same on each tab.”

« "A period should be more defined in a visual way, like a table or calendar”

"It says Public Reporting of Data instead of Public Reporting. They're not in the same order. | would expect them to be in similar order”
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TASK-BASED TESTING

First-Click vs. Task Completion

The below diagrams are visual representations of the First-Click Test vs. Task Completion. They display a colored box per task per user.
The colors indiate whether or not the task had an inaccurate first-click and a poor task completion, or an accurate first-click and a
poor task completion. It provides a visual indicaton of the worst performing tasks.

1 2 3 4 5 6 7 8 9 10 n 12 13 14 15 16 17
[ — [—
I
- 1 -
I
—

I naccurate First Click + Poor Task Completion

Accurate First Click + Poor Task Completion

VENTERA 28



QUALITYNET (QNP)
REDESIGNED QNP - FIRST IMPRESSION TESTING

VENTERA

29



REDESIGNED QNP - FIRST IMPRESSION TESTING

First Impression Testing Scores

Rating

1 Strongly Disagree

Disagree

Neutral

Agree

o | (WD

Strongly Agree

CMS.QOV QualityNet

Search QualityNet

Welcome to QualityNet!

Your one-stop shop for CMS Quality Programs.

Subscribe to Email Updates

Login to QualityNet Secure Portal

o=y &

Hospitals - Inpatient

En o
PPS-Exempt Cancer
Hospitals

I am looking for quality information associated with...

Hospitals - Outpatient

ESRD Facilities

Q Quality Programs v Help v

Recent News View more

April 4,2018

CMS grants exceptions for Quality
Program participants in FEMA disaster
areas in Florida

April 1,2018

CMS will hold a second Review and
Corrections Period for the FY 2018 HAC
Reduction Program

.S
-
a %
Physician Offices Ambulatory Surgical
Centers

Inpatient Psychiatric Quality Improvement
Facilities Organizations

The webpage makes a positive first

User ) i
Impression

The webpage looks easy to use
and navigate

The webpage has a nice look and
feel

User 1 4

User 2

User 3

User 4

User 5

N SN N 2 B Ny

Average Rating

H o |lu|luv | D

H o |lu|luv | D
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REDESIGNED QNP - FIRST IMPRESSION TESTING

First Impression Testing Quotes

“I like it because (t's all under one topic. Not as crowded or congested as the old site.”

"Simple, not stressful. Looks soft and personable because of icons. Didn't seem intimidating, hardly any writing. | like
the welcome with the exclamation point (makes it personable).

"I like it because it has clearly identified areas. If | know what I'm looking for (like ESRD QIP), there (s a button there. |
can go to another screen to get information. Easy to use.”

“Much cleaner. Buckets so there’s not a lot of busy words. | would want to click on what | want to look at then find the
rest of the information there.”

“Very easy to read and figure out where things are.”

VENTERA

31



REDESIGNED QNP - FIRST IMPRESSION TESTING

First Impression Word Clouds

Word clouds are visual representations of the most commonly used words and phrases. Words are displayed with a text size

proportional to their frequency, i.e. frequently used words are given a larger text size.

What are your first impressions
of the webpage?

cleaner things
information

identified YWANt ESRD words

know site writin S

° "“wl S ¢S poinit  Mruch
find 3 mme figure Jooki

button 7, gure looking ...

makes 1con5 all lot
read a.ny busy llk old cxclamanon

Simle Coher look  F harcly
Easy one intimidating Chcé‘fon i)
topic _—— Cl&ﬂ)’ stressful 5

personable
Buckets

VENTERA

What do you remember about
the webpage?

programs
portals  ease

'I.lndcr cute Vlcwmg
recent different
colors

. P"c;;mll‘;gt Ig Page just
things thinking & e Welcome

focused somc&1 ,
felt plcrurcs QNet much tox er

secure ; Whltc

blue ch ozccs
contemporary
information hke P tiles simp ler ©
namgatc sr111 portal €aSY Header read
saw all without whole

feel part eyeballs click

feed 1
OOk looked login p.1¢ other
Jcons  TIEWS  T,00ks

more  hpxes
h h
bottom place |y OB

buttons pick
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REDESIGNED QNP - FIRST IMPRESSION TESTING

Baseline vs. Redesigned QNP First Impression Testing

Rating

Strongly Disagree

Disagree

Neutral

Agree

o | (WD

Strongly Agree
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User

The webpage makes a positive first |The webpage looks easy to use

impression

and navigate

The webpage has a nice look and
feel

Baseline
Average

2.8

2

2.4

Redesigned
Average

4.4

4.6

4.6

Difference

+ 1.6

+ 2.6

+ 2.2

% Change

32%

52%

44%
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FINDINGS & RECOMMENDATIONS

FINDINGS OVERVIEW

First-Click

Task Completion

First Click vs. Task Completion

- - _ = = = =

1 2 3 4 5 6 7 8 9 10 M 12 13 14 15 16 17

Worst performing tasks are highlighted in yellow.
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FINDINGS & RECOMMENDATIONS

Worst Performing Tasks

Task # |Task Reasoning
1 Find the news article containing information about the release of the The News page is a single large list that takes awhile to
October 2016 Hospital Compare Preview Reports. load. Users must scroll to search for the correct article.
2 Find Ambulatory Surgical Center news articles. U.sers have no idea the proylder type header is clickable,
given the on-hover navigation.
. : : : : The Inpatient submission deadlines are embedded within
3 Ygu are part|C|patEng " the Hosp|tal I.npatlent Quality Reporting Program. a wall of text or located in a different place than the other
Find the program’s submission deadlines. : L :
provider types, making it difficult to find.
4 You are participating in the PPS-Exempt Cancer Hospital Quality Reporting |The inconsistency from the prior Inpatient submission
Program. Find the program’s submission deadlines. deadlines task may have increased confusion for this task.
You are participating in the ESRD Quality Reporting Program. Find the Many users were unfgmlllqr with ESRD, and J.Ehe location
7 L of the measures specifications documents differ from
measure specifications documents. )
other provider types.
You are participating in the Hospital Inpatient Quality Reporting Program. 'The. location of the Hospital IQR Program measures list
11 ) , : is different than the other categories, due to a lack of a
Find the program’s complete list of 2019 measures. " P :
Measures” navigational item.
You are participating in the Hospital Inpatient Quality Reporting Program. Users go to the.correct pag.e.(a.ccurate f.|rst—cl.|ck.), but
15 L : : : ) take awhile to find the specific information within a wall
Find information about the Hospital Compare Preview Periods. of text
16 You are participating in the PPS-Exempt Cancer Hospitals Quality Reporting | The display of the content is inconsistent. Some have
Program. Find information about the Hospital Compare Preview Periods. headers, some are embedded within paragraphs, etc.

VENTERA
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FINDINGS & RECOMMENDATIONS

Best Performing Tasks

Task # |Task Reasoning
You are participating in the Hospital Outpatient Quality Reporting Program. The Spec!flcatlon I\/Iangals ngwgahonal link is consistent
8 ) e with Inpatient and readily available. Users have no
Find the measure specifications documents. : : :
difficulty completing this task.
9 You are participating in the Inpatient Psychiatric Facilities Quality Reporting |This task is consistent with the ESRD Specifications
Program. Find the measure specifications documents. Documents task.
You are participating in the Ambulatory Surgical Centers Quality Reporting |The measures live under a “Measures” navigational item,
10 : , ) L : :
Program. Find the program’s complete list of 2019 measures. making it the obvious location for users to go.
You are participating in the PPS-Exempt Cancer Hospitals Quality Reportin The measures live under a "Measures” navigational
12 participating , Pt P y Rep 9 litem which is consistent with ASC, allowing for easy
Program. Find the program’s complete list of 2019 measures. .
learnability.
Inpatient CART and Outpatient CART have a consistent
14 You are participating in the Hospital Outpatient Quality Reporting Program. [location and display. After performing the Inpatient CART
Download CART for 2017. task, users learn how to complete the Outpatient CART
task.
You are participating in the Inpatient Psychiatric Facilities Quality Reporting Jsers .leam and understand whgre the cqntent 's by :
17 o : : ) ; the third time around. The Public Reporting content is
Program. Find information about the Hospital Compare Preview Periods. : :
relatively consistent.
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FINDINGS & RECOMMENDATIONS

Recommendations

Improve site-wide consistency

« The location of like-items should be the same across the different provider types.

« 100% of users discussed the inconsistency in the existing QualityNet.org.

« Tasks with better task completion scores have consistent locations across the existing site, while tasks with worse task completion

scores are inconsistent across the existing site.

Don’t embed links to documents within text
« Embedding document links into walls of text make it easy for users to miss.

« Even if users make the correct first-click, they may miss what they're looking for.

Use the same order for navigational items
« The navigation within each provider type should have the same order for like-items.

« Using the same navigational order will help improve the learnability of the site.
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FINDINGS & RECOMMENDATIONS

Recommendations Continued

Navigation should be triggered on-hover or on-click, but not both
« 0% of users were able to successfully complete the Ambulatory Surgical Center news articles task.
« Users do not know that you can click on the provider type navigation item to view a page that contains provider type-specific news

articles — they assumed you could only see navigation on-hover.

Provide filtering capabilities for News items
 Locating the October 2016 Hospital Compare Preview Reports news task was a difficult task for users to complete.
« News articles are displayed in a single long list that takes awhile to load, making it difficult to locate older articles. Users are

required to scroll down the page and search through article titles.
Use date as the primary identifier for CART versions

« The existing site uses version numbers as the primary identifier for CART, but it has very little meaning to the average user.

« Date would be a more usable identifier for CART versions.
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