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WELCOME TO THE INTERACTIVE SURVEY
SYSTEM!

The NCQA Interactive Survey System (ISS) improves and streamlines the survey process and
makes it faster, more efficient and more supportive of quality improvement efforts. Moreover,
the ISS features communication and data collection management and tracking capabilities that
support and simplify survey preparations.

There are two ISS Web publications available for each NCQA evaluation program: the
Standards and Guidelines and the Survey Tool.

e The Standards and Guidelines publication includes the Policies and Procedures,
standards information and other program details in a searchable, read-only format.

e The Survey Tool is an interactive version of the Standards and Guidelines publication
that is designed to help you evaluate your organization’s readiness to undergo a full survey
against NCQA’s standards. During your readiness evaluation, the Survey Tool can be used
to self-score elements, attach and reference supporting documentation, access and
complete supplemental worksheets, and provide notes on your self-evaluation.
Organizations applying for NCQA Accreditation, Certification or Recognition must submit
a completed Survey Tool to NCQA to begin the survey process.

NCQA is proud to offer you the best in survey technology, and we look forward to working with
you to create a productive and successful survey experience.
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BEFORE YOU BEGIN

This manual is intended for organizations that have purchased (ISS) Web publications for
readiness evaluation or NCQA survey and provides instructions on how to conduct a readiness
evaluation of your organization against NCQA standards using the Survey Tool and the

Document Library.

Refer to the Interactive Survey System Administrative User’s Manual for information on the ISS.
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FEATURES

Callout boxes emphasize important sections of screens.

<Circled items highlight the section of a figure being described.)

Notes: Draw attention to, or offer additional insight into, ISS features.

Cautions: Advise users to pay close attention.
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SYSTEM REQUIREMENTS

The ISS is accessible through an Internet connection, does not require you to load software onto

your computer or server, and places no constraints on RAM or disk space. The system
requirements listed below give users full Internet browser capabilities.

Component
Operating system
Hard drive
Memory
Internet access
Color resolution
Screen resolution
Processor
Web browser

Minimum Windows
Requirement

Windows 98 or later
52 MB hard disk space
64 MB RAM
56k modem, T1, T2 preferred
256 VGA
800 x 600
Pentium 233 MHZ

Internet Explorer 5.5+ or
Netscape 6.0+

©2012 by the National Committee for Quality Assurance
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Minimum Mac
Requirement

Mac OS x 10.1 and later

72 MB hard disk space

64 MB RAM

56k modem, T1, T2 preferred
256 VGA

800 x 600

PowerPC 604e 266 MHZ

Internet Explorer 5.5+ or
Netscape 6.0+



PART |: INTRODUCTION AND CORE ISS
FEATURES
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ACCESSING THE ISS

The ISS is a Web-based system that NCQA licenses to organizations. An organization may
purchase a license for one or more users. Each user accesses the ISS with a unique User ID and
Password, which are managed by the organization after purchase.

Temporary User ID and Password

To access the ISS for the first time after purchase, use the temporary User ID and Password that
NCQA e-mailed to you. Your User ID is your unique identifier to enter the ISS. When you log in
using your temporary User ID and Password, you will be prompted to change your Password.
Data entered under your temporary User ID will automatically transfer to your permanent User
ID. See the Changing Your Password section of this manual for more information.

Note: Even if you purchase a multi-user license, you are only assigned one temporary User
ID.

Logging In

1. Navigate your Web browser to https://iss.ncga.org/ (Figure 1). NCQA recommends that
you bookmark the ISS Log In page or add it to your browser Favorites list.

2. Enter your User ID and Password in the spaces provided.

3. Click the button.

Caution: Passwords are case sensitive.

©2012 by the National Committee for Quality Assurance
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Figure 1. Login screen

Interactive Survey System

MEW! Online demonstrations under Help
& Instructions for the Document Library
Upgrade.

155 Maintenance Schedule

The ISS will not be available for the
following time pericds.

User ID:

Password:

= From 7/27/2012 8:30pm to
7/20/2012 B:30am

= From 11/18/2012 8:30pm to
11/18/2012 8:20am If you have forgotten your Password, enter your User ID above and click here to
continue.

To purchase a license to access this system, click here for details.

@ 2002 — 2012 by Mational Committee for Quality Assurance, Patent Pending
Use ofthis Web sitefapplication constitutes acceptance ofthe License Agreement and Privacy Policy

Invalid Login
If you enter incorrect login information, you will see this message:

The User ID or Password does not match our records. Please click here or
use the Back button to try again.

1. Click the link provided in the message or use the Back button on your Web browser to return
to the Login screen.

2. Enter your correct User ID and Password.

3. If you enter correct login information and are still not able to log in successfully, contact
NCQA Customer Support at customersupport@ncaa.org or call, toll free, 888-275-7585 for
assistance.

If You Forget Your Password

If you forget your Password, you may request that the ISS e-mail it to you:
1. Navigate your Web browser to https://iss.ncqa.org/ to open the Login screen.

2. Enter your User ID in the space provided.
3. Click the link in the following message beneath the Login box:

©2012 by the National Committee for Quality Assurance
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If you have forgotten your Password, enter your User ID above and click
here to continue.

4. The following message box will appear:

Figure 2. Password reminder

Microsoft Internet Explorer Xl e-mail message box

@ Click ok ko email vour passward ko the email address in our files

; Zancel |

5. Click oK)

6. The ISS will e-mail your Password to the e-mail address on file. If you do not receive an
e-mail within one day, contact customersupport@ncga.org or call, toll free, 888-275-
7585.

ISS Sessions

The ISS will “time-out” a user’s session after 30 minutes of inactivity and all unsaved data entry
will be lost. Remember to save your work regularly and log out of the system if you will be away
from it for more than 30 minutes.

Session in Use

If the system timed you out, you did not log out of the system during your previous session, or if
someone else is logged in under your User ID and Password, you will see this message:

The User ID you have entered is currently in use. If you continue
with the log in, the session in use will be cancelled and any unsaved
data will be lost. To continue with the log in, select ‘Continue Log in’.

Caution: Multiple users cannot use the same User ID and Password to log in to ISS at the
same time. If you share a User ID and Password with someone in your
organization who is logged in to ISS, selecting Continue Log in will discontinue
that user’s session and all unsaved data will be lost.

Logging Out

Always use the LOGOUT link on the Top Navigation Bar to end your ISS session (Figure 3).

©2012 by the National Committee for Quality Assurance
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/J NCOA Welcome - Microsoft Internet Explorer

Fle Edit Wiew Favortes Tools Help

HOME
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Caution: If you quit the ISS by closing your browser window instead of using the LOGOUT
link, the system cannot tell that the browser has closed and your session remains

active.

LICENSE AGREEMENT

The Active Server Pages (ASP) Software License Agreement is a legal agreement between your
organization and NCQA, and permits you to access and use the I1SS. You will be required to

accept the ASP License Agreement each time you log in to the ISS.

Upon logging in to the ISS, the ASP Software License Agreement will display (Figure 4).

1. Use the scroll bar to read the entire license agreement.

2. You can also download and view a PDF version of the license agreement by clicking the
Download License Agreement in PDF format link at the top of the screen.

3. Click the button to indicate agreement and enter the ISS.

4. Click the |1 Do Not Accept | button to indicate disagreement. You will not have access to
the ISS.

Caution: Read the ASP Software License Agreement carefully! If you do not agree to the
terms, you will not be permitted to access the ISS.

Figure 4. ASP Software License Agreement screen

Download License Agreement in PDF format

The list below indicates the products for which you have purchased licenses.

ASP SOFTWARE LICENSE AGREEMENT FOR
Health Information Products comp for fridie - License 18060
Standards and Guidelines for the Accreditation of Health Plans comp
for fridie - License 18048
Standards and Guidelines for the Accreditation of Health Plans comp
for fridie - License 18171
MBHO comp for fridie - License 18058
Patient-Centered Medical Home comp for fridie - License 13046

IMPORTANT PLEASE READ CAREFULLY

m

This ASP Software License Agreement, along with all materials referenced herein
("Agreement”) is a legal agreement between an entity {"User") and The MNational
Committee for Quality Assurance ("NCQA") to permit User to access and use,
subject to the terms of this Agreement,

(i) NCQA's software identified on the license agreement page,
http:/fwww.ncqa.org/tabid/673/Default.aspx and accompanying documentation

provided electronically ("Software”) and
(i) Serices relating to User's access and use of the Software, including the

[ 1Accept | [ 1DoMNot Accept |

©2012 by the National Committee for Quality Assurance
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THE WELCOME SCREEN

When you accept the ASP Software License Agreement, you gain access to the ISS and the
Welcome screen displays (Figure 5). The Welcome screen includes the following sections, also
explained in detail below:

« anindex of the Standards and Guidelines and Survey Tools that your ISS
Administrator has given you access to

« an Administration section where you can change your Password and, if you are an
Administrator, manage user access to the Standards and Guidelines and Survey Tool.
See the supplemental Interactive Survey System Administrator User’s Manual for
information on the ISS administrative functions and managing your system.

Note: You can return to the Welcome screen from anywhere in the ISS by clicking the

HOME link on the Top Navigation Bar.

A NCOA Welcome -

osoft Internet Explorer

ANCOA L. 1. 7

Figure 5. Welcome screen

Interactive Survey System
Y¥our organization has licensed the following YWeb-based
publications from NCQA.

Please select one to use:

= MBHO 2004 License
(Lisense 506)

» MCO 2004 License
(License 595)

» MCO 2004 License
(License 608)

Administration

Click on the link below to enter th fistrative area

+ Administrative Functions

Weicome to NCQAS
Interactive Survey Systern
which contains all the
information necessary for
understanding and undergoing
an NCOA Accreditation,
Certification or Recognition

program. Wwe've designe
electronic
Tstanding of our standards

and make our survey process
more efficient.

Far any MCQA evaluation
prograrm, you can purchase either of two components of the
Interactive Survey System. The first component - Standards

Clickalinktogotoa
publication

and Guidelines - pr THE HETETs O UOT pTOaTarns T &
searchaby ted format via the Web. Using the second
Tnent - the Survey Tool, which has the Standards and
Guidelines embedded in it - you can evaluate your performance
against the standards as NCGQA will evaluate it and you can
prepare for an MCQA survey. When you are ready, the Survey
Tool becomes the basis for the NCQWA survey. You complete
the Survey Tool, attach necessary documentation and submit
both to MCQA | lsing th Toalal $o-fl

Only ISS Administrators
have this link

+ Change User Password

¥ ¥ ¥
understand how you meet the standards and allows NCQA to
conduct surveys economically and efficiently, with most of the
survey occurring off site. The "Help" section above directs you
to assistance NCQA, offers about our programs

Please contact customersupporti@ncaa. org to let us know how
you like our online format and if there is any way we can further
help with information about how we evaluate guality in health
care.

T .
,f"?tml.,gq‘.c.a,f»é‘ fof o
LA

Margaret E. 0'Kane
President

©2012 by the National Committee for Quality Assurance
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Accessing the Standards and Guidelines and
Survey Tool

Publications to which you have access will display on the Welcome screen (Figure 5), including:

o Standards and Guidelines: Standards and Guidelines information is organized into
categories of functions and include standards; elements that specify how NCQA
evaluates and scores standards; specific scoring rules for elements; data sources needed to
support scoring; the scope of review for each element; and additional explanations and
examples.

e Survey Tools: Interactive assessment tools based on the information in the Standards
and Guidelines that enables an organization to evaluate itself against NCQA standards at
its own pace. The organization scores elements, references supporting documentation and
provides evaluation notes. Following its readiness evaluation, the organization can submit
the tool to NCQA and begin the formal survey process for NCQA Accreditation,
Certification or Recognition during the time period in which the standards are current.

An organization applying for accreditation, certification or recognition must complete a
Survey Tool and submit it to NCQA to begin the survey process. During the survey,
NCQA verifies the readiness evaluation results and determines the organization’s
performance against the standards.
To access a Survey Tool or Standards and Guidelines publication:
1. Scroll to the Interactive Survey System section of the Welcome screen (Figure 5).

2. Click on a hyperlinked Survey Tool or Standards and Guidelines name to enter a
publication.

Changing Your Password

Once you log in to the system, you may change your Password using the Administration section
of the Welcome screen.

1. Under the Administration section, click the Change User Password link to open the
Change User Password screen (Figure 6).

2. Complete all fields:
a. User ID: Enter your User ID.
Current Password: Enter your current Password.
New Password: Enter a new Password.
Confirm New Password: Re-enter the new Password.

Click the button.

® o o T
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Note: Passwords must be at least 8 characters in length and have at least 3 of the following
4 characteristics:

e One uppercase letter

¢ one lowercase letter

e One numeric character

e one symbol (#, $, &, etc.)

3 Change PSW - 2004MCO - Microsolt Internet Explorer

Figure 6. Change User
Password screen

File Edit Wew Favorites Tools Help

% [ 4 -
NC Af /Ay i
Measuring the Quality of America’s Health Care

HOME

PRINT

Change User Password

You have been hrought to this page for one of the following reasons:

You are a new user and all new users are reguired to change their
password upon initial login.

You are an existing user but your password does not meet current
security standards

You are an existing user and have elected to change your pagsword.

Password Criteria

New passwords must be at least § characters in length and must also
have 3 of the 4 following characteristics:

» Atleast one uppercase character.
« At least one lowercase character.
« Atleast one numerical character.
« Atleast one symbol (i.e. &, §, & etc)

Enter Your User ID and New Password Below

User ID: |admin

Current Password: [~
New Password: |~

Confirm New I—w
Password:

If you have forgotten your Pagsword, enter your User |0 above and click here
to continue.

=
& [T e

3. You will receive a message indicating that your Password change was successful (Figure
7). Click the Continue with Login link to return to the Welcome screen. Your old
Password is now inactive and you must use your new Password to log in.

©2012 by the National Committee for Quality Assurance
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Figure 7. Change User Password
screen, after a successful
Password change

HOME | WHAT'S NEW | SEARCH | HELP & NS

Change User Password

You password has heen changed successfully.

Continue with Login.

2002, 2003 National Committee for Quality Assurance
Use of this Web lication constitutes of hlC:CA's User Auresment and Privacy Polic

€] Done [ [ B8 Local intranet

4. If your Password change was not successful, you will see one of the four error messages
shown in Figure 8 below. Click on the Return to the Change User Password screen link
to re-enter the information listed in step 2.

Figure 8. Change User
Password error
You must enter a new password. messages

Password Change Erreor

Return to the Change User Password screen

Password Change Error

Please enter your current password.

Beturn to the Change User Password screen

Password Change Error

Your new password does not meet password criteria. Please choose
another password.

Return to the Change User Password screen

Password Change Error

The passwords you typed do not match. Please type the new
password in hoth texthoxes.

Return to the Change User Password screen

©2012 by the National Committee for Quality Assurance
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WHAT’S NEW

The first time you log into the ISS, and each time there is a new system notice or NCQA policy
or publication update, the What’s New Notice alert window will open in front of the Welcome
screen and prompt you to check the What’s New screen.

Note: Until you open the What’s New screen, The What’s New Notice alert window will pop
up each time you log in to the ISS or visit the Welcome screen.

1. There are two ways to open the What’s New screen:
e Click the “What’s New” page link in the What’s New Notice alert window
e Click the WHAT’S NEW link on the Top Navigation Bar.

2. The What’s New screen will open and display system notices and policy and publication
updates.

siofx| . .
3 & x| Figure 9. What’s New Notice pop-up window

NCOA has updated the Interactive Survey
System since your last log in.

Please check the "What's New" page for details.
[ close this window |

2002, 2003 Mational Committee for Quality Assurance
U=e ofthis Weh sitefapplication constitutes acceptance of
HCoA's User Agreement and Privacy Policy.
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PART Il: OVERVIEW OF THE STANDARDS
AND GUIDELINES AND SURVEY TooOL
MENU OPTIONS
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INTRODUCTION TO THE ISS MENUS

The following two ISS menu bars are located below the NCQA banner:
e Top Navigation Bar which includes ISS functions, and
« Blue Navigation Bar which includes the contents of the publication

The menu options available on each navigation bar depend on:

e Where you are in the ISS - the farther you drill down in a publication, the more new
functions are available

o whether you purchased the Survey Tool or the Standards and Guidelines - the Survey
Tool, which supports data entry and documentation for survey, has more menu functions

e which product’s Survey Tool you purchased (e.g., MCO, MBHO, DM)

The following is a brief overview of all ISS menu options. More detail on each menu option can
be found in later sections of this manual as indicated within each option’s description.

Top Navigation Bar

The menu options on the Top Navigation Bar (Figures 10, 11, and 12) depend on where you are
in the ISS and what type of publication you have purchased (e.g. the Standards and Guidelines
or the Survey Tool).

Core Menu Options

Beginning on the Welcome Screen and throughout the ISS, the Top Navigation Bar displays the
following menu options:

/JNCQA Welcome - Microsoft Internet Explorer HE R .

S _ Figure 10. Top

File Edit ‘%iew Favortes Tools | Help ﬁ . .
Navigation Bar,

i Core Menu Options

7 -
Q Measuring the Quality of Amer

i,
iea

e HOME: Use this link to return to the Welcome screen at any time and from anywhere in the
ISS. See The Welcome Screen section of this manual for more information.

e  WHAT’S NEW: Use this link to view NCQA policy and publication updates and system
notices. See the What’s New section of this manual for more information.

e HELP & INSTRUCTIONS: Use this link to access help resources for the ISS. See the Support
section of this manual for more information.
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e LOGOUT: Always use this link to end your ISS session.

Standards and Guidelines and Survey Tool Menu
Options

After you enter the Standards and Guidelines or Survey Tool, the Top Navigation Bar displays
the following two additional links:

3 Interactive Survey System - Index Page - 2004MCO Lic: 595 Demo Org - Microsoft Internet Explorer F| g ure 11 .
Top Navig.
S / ; : Bar, after
R NCQA. Measuring the Quh:_\l of America (] Htul‘thura L enterlng_ a
(] = ' wiels N o publication
FRINT HOME e & SEARC " one | HoeouT

e PRINT: Use this link to print numeric results or access printable versions of Web publications
or a printer-friendly version of the Survey Tool. See the Printing section of this manual for
more information.

e SEARCH: Use this link to navigate to the Search screen, where you can enter a word or
phrase for which to search the publication.

Survey Tool Only Menu Options

Finally, the Top Navigation Bar displays the following additional links only after entering the
Survey Tool publication:

SETUPSURVEYTOOL DOCUMENTLIBRARY FRINT REVIEWERFRIENDLYST UTITIES PROJECTLIST HOUE WHATSNEW SEARCH HELF & INSTRUCTIONS  LOGOUT Figure 12
POUCIES  STANDARDS ORGANZATION -
APROCEDIRES & GUDELINES Becrop TS APRENDCES  GLOSSARY - INOEX Top Navig.
Bar,
SURVEY
TOOL only

e SETUP SURVEY TOOL: Use this link to make your Units of Assessment and Evaluation
Options selections according to the accreditation, certification or recognition program
requirements. See the Setting Up the Survey Tool section of this manual for more
information.

Caution: Not all NCQA Accreditation, Certification and Recognition programs require
you to select specific Units of Assessment and/or Evaluation Options. If not, the
SETUP SURVEY TOOL menu option will not display on the Top Navigation Bar.

e DOCUMENT LIBRARY: Use this link to view and manage all the documents linked to your
Survey Tool. See the Using the Document Library section of this manual for more
information.
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e UPLOAD DOCUMENTS - Use this link to attach and upload copies of final documents to the
ISS Server for NCQA to review upon submission of your Survey Tool. See the Upload
Documents section of this manual for more information.

e SUBMIT SURVEY TOOL: Use this link to submit your Survey Tool to NCQA for survey. See
the Submitting the Survey Tool for NCQA Survey section of this manual for more
information.

e UTILITIES: Use this link to access the ISS Utilities features, including a View All Support
Text/Notes feature and a Completeness Check feature, which are provided to help you review
your Survey Tool data. See the Utilities section of this manual for more information.

Blue Navigation Bar

The Blue Navigation Bar appears beneath the Top Navigation Bar once you’ve accessed a
publication, and displays options to help you navigate the publication. The currently selected
menu option on the Blue Navigation Bar will highlight to show your location (Figure 13).

4 / / A~ ! Figure 13. Blue
NC% Measuring the Q.nufi!y of America’s Health Care : Na\“gatlon Ba.'r’
DB s ( Index screen is

new SRR e rRucTions displayed

FRINT HOME

SURVEY TOOL RESULTS APFEMDICES

The Blue Navigation Bar displays the following menu options:

e POLICIES & PROCEDURES: This section includes an overview of the accreditation,
certification or recognition program selected and a description of the Policies and
Procedures for the program. See the Policies and Procedures section of this manual for more
information.

e SURVEY TOOL or STANDARDS AND GUIDELINES: This link will depend on whether you
have purchased the Standards and Guidelines or the Survey Tool.

- If you have purchased the Standards and Guidelines, use this link to access the
Standards and Guidelines publication.

- If you have purchased the Survey Tool, use this link to access the Survey Tool for the
purpose of readiness evaluation or survey.

e ORGANIZATION BACKGROUND: (Applies only to the Survey Tool) Use this link to open the
Organization Background screen, where you can input information about your organization.
See the Organization Background section of this manual for more information.

Note: The Organization Background section is not applicable for all NCQA Accreditation,
Certification and Recognition programs. If it is not applicable, the ORGANIZATION
BACKGROUND link will not appear on the Blue Navigation Bar.
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e RESULTS: (Applies only to the Survey Tool) Use this link to view summary and detailed
numeric results, results on must-pass elements, and recommendations. See the Results section
of this manual for more information.

e APPENDICES: Use this link to read additional information on your accreditation, certification
or recognition program. See the Appendices section of this manual for more information.

e GLOSSARY: Use this link to view terms and definitions used in the publication. See the
Glossary section of this manual for more information.

e INDEX: Use this link to return to the Index screen (Figure 14) for the publication, which
contains descriptions of each of the Blue Navigation Bar options and links to navigate them.

| B Interactive Survey System - Index Page - 2004MCO Lic: 422 Tesk Drganization - Microsoft Internet Explorer =1

[ e Edt e Favortes ook Help ‘ .
B Figure 14. Index screen

Gback + = - (D [B) A | Qoearch Gravories B | BN S B - H

7 ) =
NCOA ol o oy i - N

HOME

FRINT

APPENDICES

2004 Standards for the Accreditation of Managed Care Organizations

Welcome to NCQA's Interactive Survey System, which contains the information you need to understand NCQA
Agereditation, Certffcation and Recognition programs.

The information in the following sections includes:
o the Standards that form the basis of an NCOA evaluation
o exactly how NCQA evaluates against the Standards

+ policies and procedures to follow.

We designed the system ta facilitate understanding of our Standards and the evaluation process. The "Help” section above
dirests users to a variety of assistance that NCGA offers to users who want to know mare about our pragrams.

Policies and Procedures - This section provides an overvew of the MCQA Accreditation, Certification or Recognition
program you have selected; it describes the goals and principles that guide our approach to evaluation, and provides a high-
level summary of areas addressed by the Standards

The Palicies and Procedures describe:

o specific acereditation, certification of recognition options

o the structure of the Standards and Guidelines and the Survey Tool

o eligibility criteria; evaluation options; the interactive survey process

o how NCOA reports survey results; and obligations of organizations and individuals undergoing a survey

Survey Tool - This section includes the Standards that NCQA uses for evaluation. Standards are organized into
categories or functions. Included are:

« the Standards
+ the elements that specify exactly how NCQA evaluates and scores Standards

« specific scoring rules for each element

« data sources needed to support scoring

« the scope of review for each element and

+ additional explanation and examples

The Survey Tool allows you to evaluate yourself as NCQA will evaluate you, but at your own pace. You may score yoursel,
attach the necessary documentation and make comments. Following your readiness evaluation, if you elect to apply for
NCQA Accreditation, Certification or Recognition during the time period in which the Standards are current, you submit the
Survey Tool to NCQA and begin the formal survey procsss

Those applying for acereditation, cerification or recagnition must complete the Survey Taol and submit it to NCQA to begin
the sunvey process. During the survey, NCOA reviews your an an,
against the Standards.

Results - As you complete the Survey Tool this section provides summarized and detailed results. NCQA results are
final only after completion of the NCQA decision-making process. as described in the Policies and Procedures.

Appendices - This section provides detailed or technical about the , or
program you have selected

Glossary - This section provides a complete glossary of terms. Key terms in the glossary are highlighted and identified
with the @ symbal. You may view a definition at any time by clicking on the @ syrbol

2002, 2003 National Commitiee for Quality Assurance
Use ofthis Web constifutes of MCOA's User Agreement and Privacy Polic: =l

[&] Done [ 15 @ memet
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POLICIES AND PROCEDURES

This section of a Survey Tool or Standards and Guidelines publication includes an overview
of the accreditation, certification or recognition program and a description of the Policies and

Procedures for the program.

The Policies and Procedures are provided in Adobe Acrobat PDF format. You must have Adobe
Acrobat Reader to view a PDF. You can download Adobe Acrobat Reader, free of charge, at
www.adobe.com.

3 POLICIES & PROCEDURES - 2004MCO Lic: 462 Test Organization - Microsoft Internet Explorer

File Edit “iew Favorites Tools  Help |L|nks ﬁ -
7 _ y Procedures screen
: !
NCQA. Measuring the Qull’ ty of America's Heaith Carg
B WHAT'S " HELP &

WHAT'S
o | SEARC n (a]clall)
HOME =0 SEARCH | \yarrucTions | - 3

PRINT

GLOSSARY IHDEX

APFPEMDICES

POLICIES & PROCEDURES

Table of Contents, Overview and Policies and Procedures (323k PDF File)

2002, 2003 Mational Committee for Quality Assurance
Use of this Web sitefapplication constitutes acceptance of MCQA's User Agreerment and Privacy Polic
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CATEGORIES, STANDARDS & ELEMENTS

The evaluation standards for NCQA’s Accreditation, Certification and Recognition programs are
organized into categories or functions and are also broken down into the elements that make up
each standard. At the core of the ISS Web publications are these categories, standards and
elements.

The following information explains how to navigate categories, standards and elements in both
the Standards and Guidelines and Survey Tool.

Standards Categories

To view the standards categories in a selected publication:

1. After selecting a publication from the Welcome screen, select the STANDARDS AND
GUIDELINES or SURVEY TOoOL link on the Blue Navigation Bar.

2. The Survey Tool or Standards and Guidelines screen displays, showing the standards
categories for the selected program in a tab format.

3. Click on a category tab to view the Category Index screen (Figure 16), which lists the
standards in the category.

Note: Category tabs will vary by NCQA Accreditation, Certification and Recognition
program.

R NCQA Survey Tool - 2( : 422 Test nization - Microsoft Internet Explorer
HE\IE Edt Wiew Favores Took  Hel

|| wbock + > - @ [2) M| Qsearch (iFavories 3| - G

: 7, QA/ ./

Figure 16.
Category Index
screen, Members’

/
'y of Amer

Elements: A-B-C-D-E-F

Rights &
Responsibilities
Members' Rights and Responsibilities Category
This category includes the following Standards:
RR1 - of Members® Rights and ibiliti: Yiew Points
Standards
RR2 - Distribution of Rights to Members and View Points Categ 0 r I eS
Practitioners
Elements: A
RR3 - Policies for Complaints and Appeals Yiew Points
Elements: A - B \
RR4 - Subseriber Information View Points Standards and
Elements: & - B -
Elements in the
RRS - Privacy and Confidentiality View Points
o Category
RRS - Marketing Information View Points -
Elements: A -B - C
RR7 - Delegation of RR View Points
I |

@ [ 8@ memet
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Standard and Element Screen

From the Category Index screen, you can drill down further by clicking on an individual standard
or element link to display the Standard and Element screen (Figure 17 and 18). Each standard
and all of its elements are displayed on one Standard and Element screen, which includes all
information necessary for evaluation. The information included on the Standard and Element
screen for both the Standards and Guidelines and Survey Tool publications is provided below.
Some information will not be included for every element.

Information included on both the Standards and Guidelines and Survey Tool Standard and
Element screen (Figure 17), includes:

Standard Name / Text. Located at the top of the screen. Provides context for the
elements.

Element Name(s) / Text. Each standard and all of its elements are displayed on one
screen. Each element will be displayed as read-only if it is not included in the Evaluation
Product (EP).

Summary of Changes. Use the Summary of Changes link to launch a pop-up window
that includes a summary of changes to this standard from the previous year’s standards.

View Points. Use the View Points link to the right of the element or standard name to see
possible points information.

Clear Data. Use the [Clear Data Joutton to clear element values for rescoring.
Scoring Guidelines. Scoring details are provided in a table format.

Data Source. Lists the resources NCQA reviews to locate information to support the
score.

Scope of Review. Describes how the element’s score affects the overall score.

- For example, NCQA may evaluate the whole organization or only a sample of
programs, products or other relevant sub-units of the organization.

Reference Information.

- Explanation. Use this link to launch a pop-up window with information explaining
the element in further detail.

- Examples. Use this link to launch a pop-up window with examples on how to
comply with the element.

- Look-back Period. Use this link to launch a pop-up window with information on
how far back NCQA looks to determine compliance for the element.

©2012 by the National Committee for Quality Assurance
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Figure 17. Standard and Element
screen for a Standards and
Guidelines publication

WMEDICARE
ADVANTAGE

RIGHTS &
RESPONSIBILITIES

MEWMBER
CONNECTIONS

QUALITY
IMPROVEMENT

UTILIZATION
MANAGEMENT

WEDICAID

CREDENTIALING

Save NEXT STANDARD ) Standard Name and
Text

<:| PREVIOUS STANDARD

UM2: Clinical Criteria for UM Decisions View Points

To make utilization decisions, the organization uses written criteria based on sound clinical

evidence and specifies procedures for appropriately applying the criteria. Element Name and
Text
The organization applies objective and evidence-based criteria and takes individual ¢ ances and the local . .
delivery system into account when determining the medical appropriat ealth care senvices. View Points
_—" Information
Summary of changes /
ELEMENT A - UM Criteria View Points

Clear Data Button
The organization:

Yes No NA
1. Has written UM decision-making criteria that are objective and based on @ O
medical evidence. S
2. Has written policies for applying the criteria based on individual needs. @
3. Has written policies for applying the criteria based on an assessment of the local g . ] ]
delivery system. S Scoring Guidelines
4. Involves appropriate practitioners in developing, adopting and reviewing @
criteria. )
5. Annually reviews the UM criteria and the procedures for applying them, and ® & @
updates the criteria when appropriate. I
Data Source
Information
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Scoring:

The organizaton
meets all 5 faclors | meets 4 faciors

The organizaion
mees 3 facors

Data Source:  Documented process, Reports

a separate Survey Tool to review and score the

average of the scores for each product line.

Reference

SUPPORT
SCOR YCL 5 -
ELEMENT SCORE J DOCUMENTS TEXT / NOTES

Scope of NCQA reviews and scares this element once for all product lines/praducts brought

Raview: forward for accreditation that are administered the same. [f HMO and POS products
are administered differently, NCQA reviews each product using one Survey Tool, and
the scare for the element is based on the average of the scores for each product.

If product lines are administered differently in any product (e.g., HMO, POS, PPO),
NCQA reviews each product line, and the score for the element is based on the

@

if PPO products are administered differently from HMO or POS products, NCQA uses

PPO products.

Information: Explanation | Examples | Look-back period

REVIEW
PREVIOUS STAGES
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Additional Features in the Survey Tool

Figure 18 shows the additional features included on the Standard and Element screen for the
Survey Tool. See the Using the Survey Tool for Readiness Evaluation section of this manual for
more information on using the Survey Tool. The additional Survey Tool features include:

o Data Input Items. One or more data input areas are provided for each element, the
format of which vary depending on the type of data required to evaluate and score the
element, and may include:

— Yes/No radio buttons
- Multiple choice radio buttons
— Entering a percentage or number

—  Selecting “High/Medium/Low” from a drop-down list to reflect file review
performance.

« An Element[Score Joutton to view your readiness evaluation scores for the element. See
the Results section of this manual for more information on viewing results.

o A[Documents Joutton to link documents to the element to support your readiness
evaluation. See the Linking and Managing Documents from the Standard and Element
Screen section of this manual for more information.

o A/Support Text/Notes |button to enter, edit and review statements in support of your
readiness evaluation. See the Support Text / Notes section of this manual for more
information.

o A/Supplemental Worksheet Joutton to download and open supplemental worksheets. See
the Supplemental Worksheets section of this manual for more information.

Note: The [Supplemental Worksheet | button only appears on elements that involve file
review or use a worksheet.
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QUALITY
IMPROVEMENT

UTILIZATION
MANAGEMENT

RIGHTS &
RESPONSIBILITIES

MEMBER
CONNECTIONS

CREDENTIALING

MEDICAID

Save

NEXT STANDARDI;')

<:| PREVIOUS STANDARD

UM2: Clinical Criteria for UM Decisions View Points

To make utilization decisions, the organization uses written criteria based on sound clinical
evidence and specifies procedures for appropriately applying the criteria.

The organization applies objective and evidence-based criteria and takes individual circumstances and the local
delivery system into account when determining the medical appropriateness of health care semvices.

Summary of changes

ELEMENT A - UM Criteria

View Points SR

The organization:

1. Has written UM decision-making criteria that are objective and based on
medical evidence.

2. Has written policies for applying the criteria based on individual needs.
3. Has written policies for applying the criteria based on an assessment of the local g,
delivery system. .

4. Involves appropriate practitioners in developing, adopting and reviewing
criteria.

5. Annually reviews the UM criteria and the procedures for applying them, and
updates the criteria when appropriate.

Scoring:

Data Source:  Documented process, Reports

Scope of NCQA reviews and scores this element ance for all product lines/products brought

Review: forward for accreditation that are administered the same. If HMO and POS products
are administered differently, NCQA reviews each product using one Survey Togl #fd

Reference

Information: Examples | Look,

SUFFORT
TEXT / NOTES

ELEMENT SCORE

REVIEW
PREVIOUS STAGES
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APPENDICES

The Appendices screen (Figure 19) includes links to detailed or technical information about the
accreditation, certification or recognition program you have selected. Appendices documents are
presented in PDF, Word and Excel formats.

You must have Adobe Acrobat Reader to view a PDF. You can download Adobe Acrobat
Reader, free of charge, at www.adobe.com.

<2 APPENDICES - 2004MCO Lic: 460 Test Organization - Microsoft Internet Explorer M= FI g ure 19. A p p en d I ces
screen

File Edit Wiew Favorites Tools  Help

T
NCOA=. 1. % -
Measuring the Quality of America’s Health Care

Appendix 1: Points and Reporting Categories (1.4MB PDF File)

Appendix 2: Calculating HEDIS Points for Accreditation (594k POF File)

Appendix 3: Delegation (283k PDF File)

Appendix 4: Automatic Credit for Delegating to an NCOA-Accredited MBHO (155k PDF File)

Appendix 5: DM to MCO Accreditation: Automatic Credit (198k PDF File)

Appendix 6: HEDISE & CAHPSE 3.0H Measures and Results Eligible for Use In Q1 11 and QI 12 (384k PDF
File)

Appendiz 7: Glossary (305k PDF File)

2004 MCO Guidelines for a Successful Survey (409k PDF File)

Q1A Short Form (B8k MS Word)
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GLOSSARY

The Glossary screen (Figure 20) includes a complete list of relevant terms.

Note: Key glossary terms, referred to as Dynamic Glossary Terms, are highlighted and
identified with the #& symbol throughout the ISS. View the definition of a dynamic
glossary term by clicking on the & symbol at any time.

Figure 20. Glossary screen

ZJNCQA - Glossary - 2004MC0 Lic: 595 Demo Org - Microsoft Internet Explorer

File Edit View Favortes Tools Help
7 =
NCOA'=1... 4
Q Measuring the Quality of Amer

WEY TOOL

7

%
ica’s Health Care

HOME

RESULTS  APPENDICES

NCQA Glossary

12 months
Standards requiring review at least every 12 months must be reviewed no later than 12 months after the previous review,

24 months

Standards requiring action every 24 months are surveyed based on a 24-month look-back period, with no grace period.

accessibility
The extent to which a patient can obtain available services at the time they are needed. Such serice refers to both
telephone access and ease of scheduling an appointment, if applicable.

active course of treatment  (appears with B in Interactive Suney System]

Treatment inwhich discontinuity could cause a recurrence or warsening of the condition under treatment and interfere with
anticipated outcomes. Treatment typically irvolves regular visits with the practitioner to maonitor the status of an illness or
disorder, provide direct treatment, prescribe medication or other treatment or modify a treatment protocol

active participation rate  [appears with B in Interastive Sunvey System]
The percentage of identified eligible patients who choose to opt into or enrall in & program. This is also referred to as OPT-
IN or YOLUNTARY patticipation

administrative safeguards |

(3] [ [ [ mtemet
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SETTING UP THE SURVEY TOOL

You must set up your Survey Tool before you begin your readiness evaluation, including
making Unit of Assessment and Evaluation Option selections for your organization.

To set up your Survey Tool, navigate to the Setup Survey Tool screen as follows:

1. Enter a Survey Tool publication and click the SURVEY TOOL link on the Blue Navigation
Bar.

2. Then click the SETUP SURVEY TOOL link on the Top Navigation Bar.

The Setup Survey Tool screen (Figure 21) will display showing the following four links, as
applicable:

e Select [Unit of Assessment]

e Select Evaluation Options

e Upload Documents
e Submit Survey Tool to NCOA

Caution: Not all NCQA Accreditation, Certification and Recognition programs require
you to select specific Evaluation Options or Units of Assessment. However, if the
SETUP SURVEY TOOL menu option appears on the Blue Navigation Bar in your
Survey Tool, you must complete the Setup Survey Tool section before conducting
your readiness evaluation and submitting your Survey Tool.

If one of these features is not needed for your Survey Tool, its link will not
display.

If neither feature is needed, the SETUP SURVEY TOOL menu option will not
appear on the Blue Navigation Bar.
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< Survey Tool - Microsoft Internet Explorer HEBR FI g ure 2 1 " Set u p Su rv ey

-] Tool screen

Setup Survey Tool
SUBMIT SURVEY TOOL

SETUP MENU | PRODUCT LINE/PRODUCT | EVALUATION OPTIONS

Select Product Line/Product -~¥ou must specify one or more Product Line/Product | because certain Standards CI iCk here to Select
and elements collect data specific to each Product Line/Product . In this section, you select Tme FrotoTt .
Line/Product to include in the Survey Tool. You may revise your choices any time prior to submitting the Survey Un |ts Of Assessment

Tool to NCQA for survey.

Select Evaluation Options = In this section, you select the evaluation products you wish to use. The Survey Tool
will reflect your selection and will automatically i Standards. You may revise your choices
any time prior to submitting the Survey Tool to NCQA for survey

Submit Survey Tool to HCOA - To formally begin the NCOA survey process, you must submit an application for CI |Ck here to Select
sureey that includes the license number for your Survey Tool. NCQA will wark with you to confirm your application . N
and set a submission date for the Survey Tool and any documentation. Your survey commences when you subrmit Evaluatlon Optlons

the Survey Tool, at which point NCQA considers any documentation attached to be final. The Policies and
Procedures provide complete details of the application and survey processes

[ close this window |

2002, 2003 Wational Committee for Guality Assurance
Usge ofthig Web site/application constitutes acceptance of NCOA's User Agreement and Privacy Palicy.

Selecting Units of Assessment

Some NCQA Accreditation, Certification and Recognition programs collect data and evaluate an
organization at a level below or within the organization as a whole. The level of evaluation is
generically referred to as the Unit of Assessment. If your Survey Tool requires you to select
Units of Assessment for your evaluation, it will include a Select [Unit of Assessment] link on the
Setup Survey Tool screen.

Note: The Survey Tool uses terms specific to the accreditation, certification or recognition
program to refer to Units of Assessment (e.g. product line / product, program,
applicant, etc.). This manual uses the generic term Unit of Assessment.

To select Units of Assessment for your readiness evaluation and/or for NCQA survey:

1. On the Setup Survey Tool screen, click on the Select [Unit of Assessment] link. The exact
link name will be specific to the Units of Assessment for the accreditation, certification
or recognition program (e.g. product line / product, program, applicant, etc.).

2. The Units of Assessment for the program will display in a table format on the Units of
Assessment screen (Figure 22). If your Survey Tool allows you the option of entering
additional Units of Assessment, type your entries into the blank fields provided below the
default Units of Assessment.

3. To select a Unit of Assessment for readiness evaluation, check its box in the “Select for
Readiness Evaluation” column.
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4. To select a Unit of Assessment to submit for NCQA survey, check its box in the “Select
to Submit for NCQA Survey” column.

Note: See the Policies and Procedures for details on how many Units of Assessment you
should choose for your accreditation, certification or recognition program.

5. To remove a Unit of Assessment, deselect the checkbox.

Caution: If you deselect a Unit of Assessment, it will be removed from view in your Survey
Tool and any data entry you’ve completed for it will be removed from all results
calculations. The Survey Tool saves your data entry and will recover it if you
reselect the Unit of Assessment later.

6. Click the button to save your selections.

The ISS will now set up your Survey Tool to collect data for each Unit of Assessment when
required for an element. You may revise your selections at any time during your readiness
evaluation; however, if you submit the Survey Tool to NCQA for survey, your final selections
must match those in your application for accreditation, certification or recognition. See the
Policies and Procedures for details on the application process.

/3 survey Tool - Microsoft Internet Explorer M ]

Figure 22. Units of
Assessment screen

Select Product Line/Product

SETUP MENU FRODUCT LINE/FRODUCT EVALUATION OFTIONS SUBMIT SURVEY TOOL

Certain Standards and elerments ask questions and collect data specific to each Product

Line/Product . You must select (or enter) at least one Product Line/Product to complete the Surey
Tool 1
" 1| Select Units of
You may revise these selections at any time prior to submission. Assessment for‘
save Readiness
: - Evaluation
Evaluation Survey
Commetcial HWO Complete I~
Commetcial POS Complete I~ ml H
——— \// Select Units of
Ommercial
Contiea Conpite o O Assessment for
Medicare HWMO Complete r r N CQ A Su rvey
Medicare POS Complete r r
Medicare HMOPOS
Comhbined B r r
Medicaic HMO Complete r r
Save
| close this window | =l
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Selecting Evaluation Options

Some NCQA Accreditation, Certification or Recognition programs offer multiple Evaluation
Options. If this feature applies to your organization, detailed instructions are available in the
Policies and Procedures manual.

If the Select Evaluation Options link appears on the Setup Survey Tool screen, select your
evaluation options as follows:

1. Click the Select Evaluation Options link.

2. The Evaluation Options for the program will display in a table format on the Evaluation
Options screen (Figure 23).

3. To select an Evaluation Option for readiness evaluation, check its box in the “Select for
Readiness Evaluation” column.

4. To select an Evaluation Option for submission to NCQA for survey, check its box in the
“Select to Submit for NCQA Survey” column.

Note: See the Policies and Procedures for details on how many Evaluation Options you
should choose for the program you selected.

5. To remove an Evaluation Option, deselect the checkbox.

Caution: If you deselect an Evaluation Option, it will be removed from your Survey Tool
and any data entry you’ve completed for it will be removed from all results
calculations. The Survey Tool saves your data entry and will recover it if you
reselect the Evaluation Option later.

6. Click the button to save your selections.
The ISS will update your Survey Tool to reflect your selections.

You may revise your selections at any time during your readiness evaluation; however, if you
submit the Survey Tool to NCQA for survey, your final selections must match those in your
application for accreditation, certification or recognition. See the Policies and Procedures for
details on the application process.
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Figure 23. Evaluation Options screen

EVALUATION OFTIONS UFLOAL [ SUBMIT =1

FROGUCT LINE/FRODUCT

SETUF MEHNU

Instructions

To conduct a readiness evaluation, and undergo survey, you must select from the evaluation options
below. For additional information on selecting evaluation options, click on the instructions link above.

To select evaluation options for readiness evaluation, check the box for the prg Select
for Readiness Evaluation” column. To select ewaluation options to submit for 5 .
the options in the "Select to Submit for Surey™ column. Evaluation

Options for
Readiness

You may revise these selections at any time during your readiness eva

Save |

Select for
Readiness
Evaluation

Select to Submit for
Survey

Survey Tool

Evaluation Option Complete

You may select any one of the following evaluation options:

Interim Survey Mit Complete Il Select Evaluation
Options to Submit
OR for Survey
You may select one or more of the following evaluation options:
First Survey Mot Complete W W 4_|
Renewal Survey Mot Complete I Il
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ELEMENT SCORING AND DATA ENTRY

Once you have set up your Survey Tool (see the Setting Up the Survey Tool section of this
manual for more information), you can begin entering data for your readiness evaluation. During
readiness evaluation, you self-score each element, link supporting documentation, enter
evaluation notes and view your overall readiness evaluation results. You can make changes to
your Survey Tool (i.e. change data input for elements, Units of Assessment selections,
Evaluation Option selections, written evaluations or linked documents) and perform a
reevaluation at any time prior to submission of the Survey Tool to NCQA for survey.

All data entry to complete standards and elements is done on the Standard and Element screen.
Each standard and all of its elements are displayed on one Standard and Element screen. To
navigate to the Standard and Element screen for a particular standard:

1. Select your publication from the Welcome screen.
2. Click the SURVEY TOOL link on the Blue Navigation Bar.

3. Click a category tab to select the standards category you want to complete. A list of the
standards in the category will display.

4. Click on a standard or element link to open the Standard and Element screen.

Scoring the Elements in a Standard

This section includes instructions on how to use the Survey Tool to score an element. Please
note that some elements are scored for each Unit of Assessment or multiple times (See the
Setting Up the Survey Tool section of this manual for more information). Instructions on how to
use the Survey Tool to score each Unit of Assessment or multiple item are also included below.

Caution: Only one ISS user at a time may have a given Standard and Element screen open
within the Survey Tool. If you attempt to open a Standard and Element screen
that is already in use by another user, the system will display a message such as
the following:

Standard CR1l is currently in use by User2; please try
again later.
Click here to close and return to the previous screen.

Please coordinate closely with the other ISS users in your organization during
your readiness evaluation.
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To score the elements in a standard:

1.

Review the element text, Summary of Changes, Explanations, Examples and Look Back
Period reference information.

Complete the element data input items. The data input area may contain one or more
types of input items, which vary depending on the type of data required to evaluate and
score the element. The types of input items may include:

e Yes/No radio buttons (Figure 24)
o Multiple choice radio buttons (Figure 25)
o Entering a percentage or number (Figure 26)

e Selecting “High/Medium/Low” from a drop-down list to reflect file review
performance (Figure 27).

Use the [Element Score | button to view your percentage score for the element. See the
Results section of this manual for more information on viewing results.

Use the | Support Text/Notes | button to input or edit evaluation notes to support your
score or private notes. See the Support Text/Notes section of this manual for more
information.

Use the button to link or edit supporting documentation. See the Linking and
Managing Documents from the Standard and Element Screen section of this manual for
more information.

Use the [Supplemental Worksheet | button to download and complete a worksheet for the
element as required. See the Supplemental Worksheet section of this manual for more
information.

Complete the above steps for each element in the standard.

Save your work. There are four ways to save your data input:

o Click the button at the top or bottom of the screen

o Click the |Previous Standard Joutton at the top or bottom of the screen.
« Click the [Next Standard |putton at the top or bottom of the screen.

 Click the [Element Score |button under the element. The element score will display in
a pop-up window. Close the window to return to the Standard and Element screen.

Caution: Remember to save your data before you exit the Standard and Element screen,

including but not limited to, navigating to a different category tab, logging out or
closing your browser.
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ELEMENT A - Policies and Procedures

The M+C organization’s written policies and p lures on ad directi
Yes No
1. allowa ber’s repr ive to ge care or | when ~ ¢
the member is incapacitated and unable to do so
2. comply with state law o)

3. state that the M+C organization is not required to provide care that conflicts with ~
an advance directive

4. allowa ber or the ber’s rep ive to be involved in decisi Tl @
about withholding r services or declining/withdrawing life g
treatment.

Scoring:

Met No scaring option. | No scoring opfion. | No scaring option. | Not met

Data Source: Documented process

Scope of ; —

p S NCQA scores this element once for the organization.

Review:

Reference Explanation | Examples | Look-back period

Information: kgranation | Lxamples

ELEMENT SCORE J§ DOCUMENT:

Figure 24. Data Input - Yes/No

ELEMENT A

View Points

The organization provides int tions® to patients based on stratification® and patient
assessment.

Enter the percent (without % sign) of files compliant after completing | ™ NA
the supplemental worksheet.

Note: When submitting the ST to NCQA at the start of a review, enter
"NA". NCOA will complete this el t after r ing a sample of
files.

Scoring:

90-100% complianton | No scoring opfion.
file review. file review. review.

60-89% complianton | 0-59% compliart on file

Data Source: Documented Process® |, Records or fileséd

Sco;?e o ONCE--NCQA scores this element ance for the organization.
Review:

Reference Explanation | Examples

Information:

ELEMEN E § DOCUMENTS

Figure 26. Data Input - Percentage or number
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ELEMENT B - Ql Committee Minutes

View Points

QI Committee meeting minutes reflect all committee decisions and actions, and are signed and
dated.

Select the choice that most closely reflects the organization’s performance.
" Minutes are signed and dated
" Minutes are either signed or dated
€ Minutes are not signed or dated

¢ Minutes are not present

Scoring:

Minutes are signed | Minutes are efther | No scoring option. | Minutes are not
and dated signed or dated

Minutes are not
signed or dated | present

Data Source: Reparts

Scope of NCQA scares this element once for all product lines/products brought forward for
Review: accreditation.

Reference . .

Information: Explanation | Examples | Look-hack period

ELEMENT SCO OCUMENTS

Figure 25. Data Input - Multiple choice

ELEMENT D - Non-BH Notice of Appeals Rights/iProcess

View Points

health denial that contains the

The ization i written i i of the b
following:

During the onsite survey NCQA enters High, Medium, or Low based on the file review results. The
organization may do so in its r i i , please mark this field "NA" for
submission.

1. description of appeal rights, including the right to submit written comments, =1 na
d or other inf i 1 to the appeal
2. explanation of the appeal including the right to b v| ™ NA

representation and time frames for deciding appeals
3. if a denial is an urgent pr
the expedited appeal process.

or urgent

denial, a description of [ =] ™ NA

Scoring:

High (90-100%) | High (90-100%) | High (90-100%) | High (90-100%) | Lows (0-59%) an

onfle reviewfor | onfle reviewfor 2 | onfile reviewfor 1 | or medium (60- | file review for 3
all 3 factors factors; medium factor, medium $9%) on file factors
(60-89%) onfle | (60-89%)onfle | review for 1 factor,
review for 1 factor | review for 2 factors | low (0-59%) an
or high (90-100%) | file review for 2
onfile review for 2 | factors
factors, low (0-
59%) on file
review for 1 factor
or medium (60-
$9%) on file
review for 3 factors

Data Source: Records or files

Scope of NCQA scores this element once based on an assessment of a sample of randomly
Review: selected files from all product lines/products brought forward for accreditation.
Reference

Explanation | Examples | Look-back period

scol Soe s SUPPORT SUPPLEMENTAL
ELEMENT SCORE ) DOCUMENTS § ey noTES WORKSHEET

Information:

Figure 27. Data Input - High/Medium/Low
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Scoring Elements by Unit of Assessment

Caution: This section only applies to NCQA Accreditation, Certification or Recognition
programs that include data collection and element evaluation by Units of

Assessment. See the Setting Up the Survey Tool section of this manual for more
information

Some NCQA Accreditation, Certification or Recognition programs collect element data and
present scores for each Unit of Assessment selected under the Set Up Survey Tool screen. These
elements display the current Unit of Assessment being scored on the Standard and Element

screen (Figure 28) and include a [Score All|, [Score Next], [Score Previous |outtons for navigation to
score the other Units of Assessment.

To score this type of element [Score Next] / [Score Previous| buttons:

1. Complete the data input items for the Unit of Assessment initially displayed.

2. Click on the [Score Next Jbutton below the data input area to refresh the screen to allow
data entry for the next Unit of Assessment.

Complete the data input items for the Unit of Assessment.

4. Repeat steps 2 and 3 until you have reviewed and scored the element for each Unit of
Assessment (e.g. 4 of 4).

5. The [score Next outton will be replaced by a [Score Previous Joutton when you reach the
final Unit of Assessment. Use the [Score Next Jand |[Score Previous |buttons provided
therein to review your scoring of each Unit of Assessment.

6. Scroll to the top or bottom of the Standard and Element screen and click on the

[Save |button.

ELEMENT A View Points

Note: The element is scored for each Disease Program selected in SETUP SURVEY TOOL. Please

score:  ASTHM,

The organization has a program design for pa + tions@ that:

es -

1. is hased on the stratification® levels or results of patient assessments C o © U nlt Of Assessment
2. designates different interventionsé® for each stratification® level 6 o 0 cu rrenﬂy being

3. obtains input in developi rogram content® for patients O O G

4. includes special p' i i a;ld " g' ’ o G & SCO red

Scoring:

The program design The program design The program design The program design H

includes 4 factors. includes 3 factors. includes 2 factors includes 0-1 factor (s). C I I C k h e re to SCO re
Data Source: Documented Processéd the next Unlt Of
Scope of ALL PROGRAMS--NCQA scores this element for each program the organization
Review: brings forward when seeking accreditation or certification. ASSESS ment
Reference iR E I
Informatai xplanation xamples

SUPPORT
ELEMENT SCORE | DOCUMENTS TEXT / NOTES
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Scoring Elements Multiple Times

Caution: Not all NCQA Accreditation, Certification or Recognition programs include
elements that are scored multiple times.

Some elements require entering data for scoring multiple times (Figure 29). This is accomplished
in the Survey Tool in a similar manner to scoring by Unit of Assessment; however, elements are
not prepopulated with the name of the item being scored. Instead, the Survey Tool prompts you
to identify the item being scored. For example, NCQA may only require that a sample of the
Unit of Assessment be scored, or the element may score something other than the Unit of
Assessment, such as a sample of delegate or provider contracts.

To score this type of element:
1. Type the first item into the input box provided.
Complete the data input items for the element.

Click on the [Score Next Joutton.

2
3
4. Repeat steps 2 and 3 until you have reviewed and scored all items (e.g. 4 of 4).
5

. The [Score Next Jbutton will be replaced by a [Score Previous Joutton when you reach the
final item. Use the [Score Next |and [Score Previous |puttons provided therein to review
your scoring of each item.

6. Scroll to the top or bottom of the Standard and Element screen and click the [Save |button.

To score this type of element using the button:

The button is the alternative to the Score Next / Score Previous buttons. Use this
button if you would like to score all Units of Assessments on a single screen. (Figure 29)

1. Click the button, to open the pop up window for scoring all Units of
Assessments.

2. Enter entity names and score each Unit of Assessment. Click the Save button, to populate
your selections to the selected element in the Survey Tool. (Figure 29a)

3. Click the button to populate the scoring entity name for each element in the
standard that requires a scoring entity. (Figure 29a)

Note: The Push button is only available in the first Unit of Assessment of the standard for
elements that NCQA scores multiple times.

Note: If you have fewer items to score than you are prompted to enter (e.g. you are asked
to present data on a sample of four delegates, but you only delegate to one entity),
type “Not Applicable” in each remaining input box and click the button.
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ELEMENT A - Written Delegation Agreement VI oo ClearData Figure 29. E|'em en't
Scored Multiple Times

NCQA evaluates this element for up to four delegates. Enter the name of each delegate in the box to
the right, using the "Next" and "Previous" buttons to move from delegate to delegate.

If your organization has less than four delegates, enter the name of each delegate for as many as
you have, then, using the "Next" button, enter "Not Applicable™ in the remaining boxes.

If this element is not applicable, enter "Not Applicable” in all four boxes.

For any evaluation where you enter "Not Applicable”, enter "NA" for all element

responses. [NOTAPPLICABLE 1 of4)

There is a written delegation document that :
Yes No NA Type in the item
1. is mutually agreed upon cC C 6 name he re
2. describes the responsibilities of the organization and the delegated entity C ¢ @
3. describes the delegated activities o 0 B
4. requires at least semiannual reporting to the organization c o 6
5. describes the process by which the organization evaluates the delegated entity's ~ ¢~ @& Click here to score
6. z:sr,fcor;bmeasnt;ee remedies, including revocation of the delegation, availabletothe ¢~ ~ @ the next item
organization if the delegated entity does not fulfill its obligations

Scoring:

The delegation The delegaton The delegation
document meets 5- | documentmeets 4 | document meets 3

The delegaton
document meets 1

The delegaton
document meefs 0

Score All — Score all
elements on a single
screen

Score all for Ql14 Element A

Figure 29a. Score All
Element window

There is a written delegation document that :

Scoring Entities [NoTAPPLICABLE  [NOTAPPLICABLE  [NOT APPLICABLE  [NOT APPLICABLE
Yes No NA Yes No NA Yes No NA Yes No NA
1. is mutually agreed upon @ O (o o 9 (@, @ C (o] @ (@ (®

2. describes the responsibilities of & (0] o @ ‘e (@] @« C o @« C (@)
the organization and the
delegated entity

3. describes the delegated (& [ (@ (@ o (@] O @ (6 (@] o (@
activities
4. requires at least semiannual O ol e (o @ « O CI |Ck here to push

reporting to the organization

5. describes the process by which ¢ ol o (] g C o
the organization evaluates the
delegated entity's performance

6. describes the remedies, @ (@] « ol C (@ @
including revocation of the
delegation, available to the

item names to all
elements in the
standard

organization if the delegated
entity does not fulfill its
obligations

Save

If you would like to make the scoring entities the same throughout this standard
entries, please click _Push | button.

sed on your current scoring entity
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SUPPORT TEXT/NOTES

Overview

The | Support Text/Notes | button under each element can be used to add evaluation text about

scoring, comments and private notes for each element. As the Survey Tool progresses through
the various stages of the survey process, this screen also provides a View Previous Stage link to
view notes from previous stages. See the Policies and Procedures for details on survey stages.

The Support Text/Notes screen (Figure 30) includes four content areas. Not all content areas are
visible at all times and some are read only as noted below.

Evaluation Notes

The Evaluation notes area is used in two ways:

1. During your readiness evaluation, you may use this area to provide additional
information to support how you scored an element. When you undergo a survey, this
information is submitted to NCQA with the Survey Tool.

2. Once the survey starts, NCQA uses this area to provide additional information to clarify
or explain your organization’s performance evaluation.

Comments

The Comments area is only accessible during the comment period of the NCQA survey. During
the comment period, you have the opportunity to review the preliminary performance evaluation
and numeric results and provide comments on errors or omissions. Comments should be concise
and relate directly to the NCQA element. For most accreditation, certification and recognition
programs, you may not introduce information that was not available at the time of the offsite or
onsite survey. See the Policies and Procedures for details about information you may provide
during the comment period.

NCQA will notify you when your Survey Tool is available for comment and the date by which
comments must be completed. After the comment period is over, NCQA analyzes the comments
and makes relevant changes in the Survey Tool.

Caution: Comments are only available after certain stages of the survey process and are
not applicable for the purposes of readiness evaluation. In addition, not all
NCQA Accreditation, Certification or Recognition programs include a comment
period. See the Policies and Procedures for details.
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Recommendations

Recommendations are included by NCQA for each element that scores below a threshold
defined in the Policies and Procedures upon the completion of the survey. Recommendations are
intended to help you identify how to improve your performance. This area is read only.

Caution: Not all NCQA Accreditation, Certification or Recognition programs provide
Recommendations; however, this tab is always present in the Survey Tool. See
the Policies and Procedures for details about whether your program provides
Recommendations.

See the Results section of this manual for information on how to view Recommendations for all
applicable elements.

Organization Private Notes

This area is for your organization’s internal use only and is not visible to NCQA surveyors. This
area allows the individuals in your organization who are working on the Survey Tool to
communicate during the readiness evaluation and survey process. Each note in this area is
stamped with the date, time and author’s User ID. Users may edit or delete notes that they have
entered into this area; however, only an organization ISS Administrator may edit or delete
another user’s note. NCQA surveyors cannot view private notes, even after the Survey Tool is
submitted to NCQA.
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/3 Evaluation / Comments / Notes - Microsoft Internet Explorer

Figure 30. Supporting Text/
Notes pop up window

Support TextHotes (QI1 - Element A)

Evaluation Box (Q11 - Element A)

Use this space to provide any additional explanation of the el t evaluati |
None | 1| Include Evaluation
Edt Notes here
NCOAT Is the following i for impr on this el H
x
Recommendations

are read only

Cormments to Preliminary Results (QI1 - Element A)

Use this space to provide any comments on prelimi

This area is only
available for use
Edit during the

Comments period

Your private notes are for internal use only and not visible to NCQA.

Mone

To rea ext for a note below, click the "maore” link Add Prlvate NOtes

er the note's lead-in. Or you ray view all the text for all
notes via View Complete Notes here

Add hew hote |

[ close this window |

2002, 2003 National Committee for Quality Assurance
UUse ofthis Web site/application constitutes acceptance of MCQA&'s User Agreement and Privacy Policy.
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Entering Evaluation Notes, Private Notes and
Comments

1. Click the | Support/Text Notes | button, located below the element text.

N

Navigate to the area of the Support/Text Notes screen you want to edit. Click the
|Edit or |Add New Note | (for Private Notes) button.

3. Enter text into the scrollable text field (e.g. see Figure 31).

4. Click the [save Joutton to return to the Support/Text Notes screen to view your note or
click the [cancel |button to cancel the entry.

5. After clicking [Save], your changes will be verified on the Support/Text Notes screen
with the following message “Successfully Updated” for Private Notes, and Evaluation
Notes. (e.g. see Figure 32)

6. (Private Notes Only) Each Private Note is stamped with the date, time and author’s User
ID. To read the full text of a Private Note, click the "more" link after the note's lead-in or
click on the view Complete Notes link to view all text for all notes.

7. (Private Notes Only) To edit or delete a Private Note that you have entered in this area,
use the Edit and Delete links provided for the note. When you click on the Delete link,
you will be prompted to confirm that you want to delete the note as follows:

Microsoft Internet Explorer [ ]

‘ou have selected to delete this Mote, Press "OK" to delete. To abort this process,
press "Cancel.”

I QK Cancel |

8. (Private Notes Only) Click to delete the note. Click to abort the process
of deleting the note.

=398 - Microsoft Internet ... !E- FI g ure 31

Evaluation note

screen

Enter any additional explanation of the elerment evaluation in the textbox below. Click "Save" to save and return to "Support
Text/Motes." Click "Cancel” to return without saving.

[~

Cancel |

| close this window |
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Evaluation / Comments / Notes - Microsoft Internet Explorer provided by NCQA

Successfully Updated

Evaluation (UM4 - Element A)

Use this space to provide any additi I exp ion of the

Asthma

Private Notes (UM4 - Element A)

Your private notes are for internal use only and not visible to surveyors.

To read the full text for a note below, click the "more" link
after the note's lead-in. Or you may view all the text for all
notes via View Complete Notes.

Add MNewy Note

107772004 sttexad01 Diabetes...more Edit Delete
2:40:24 PM
107772004 sttexad01 Privacy Certification...maore Edit Delete
12:54:48

PM

=
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SUPPLEMENTAL WORKSHEETS

Caution: Not all elements have Supplemental Worksheets.

Supplemental Worksheets are usually Microsoft Word or Excel documents. NCQA uses Supplemental
Worksheets to provide:

e amechanism to submit required supporting data for an NCQA survey

« tools to aggregate more detailed data (such as reviews of individual files), which is then used to
complete an element.

To use a Supplemental Worksheet:

1. Click on the [ Supplemental Worksheet | button below the element.

2. Download the worksheet and save it to a local drive, directory or disk.
3. Follow the instructions on the first page of the worksheet.

Caution: Some worksheets are for NCQA use only; some should be completed and returned
to NCQA with your Survey Tool submission. Worksheets include specific
instructions about what should be completed when you submit your Survey Tool.
Read and follow all instructions carefully.

4. If required, link the completed worksheet to all applicable elements via the Document Library.
See the Using the Document Library section of this manual for more information.

Note: Some completed worksheets will need to be linked to multiple elements.
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INTRODUCTION TO MANAGING DOCUMENTS

Supporting Documents

The Survey Tool includes features to allow you to reference (“link”) documentation to specific elements
to support data entry and evaluation. During your NCQA survey, you will submit (“upload”) these
documents to NCQA with your Survey Tool.

Note: In most cases, referencing a maximum of three documents for each element is sufficient to
demonstrate compliance.

Documents linked to the Survey Tool during your readiness evaluation are for your organization’s
reference only. You may update reference information or revise linked documents any time during your
readiness evaluation (e.g., modify, move, rename). When you submit your Survey Tool for NCQA
survey, the verified and linked documents are presented to NCQA for review. Refer to Submitting the
Survey Tool for NCQA Survey for information.

During the readiness evaluation, you can link, unlink and view documents linked to any element using
the either of the following two areas of the Survey Tool (also described in detail below):

1. The Standard and Element screen, or
2. The Document Library.

Note: The maximum file size for uploading a document in 80 MB.

Linking and Managing Documents From the
Standard and Element Screen

1. Click the button, located below an element. The Document Linked screen opens
(Figure 33). From this screen you can upload and link a new document (one that has not already
been linked to another location of your Survey Tool) or link an existing document from the
Document Library.

Figure 33. Document Linked screen

(= Document Library - Microsoft Internet Explorer provided by NCQA

Document Linked to HIP1 Element A
Instructions

Click instructions for assistance in linking documents. You may view all documents currently linked to the Survey Tool through the Docurnent Library

[ Load Document to the Library | [ Link Existing ]

[ close this window |
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Linking a New Document
1. On the Document Linked screen (Figure 33), click the Load Document to the Library link.
2. Complete all fields (Figure 34):

e *Document Name: Give the document a unique name. (required)

« Reference Pages: The location of evidence that supports your evaluation. Enter a page number,

or a range of page numbers, and a paragraph (e.g., page 2, paragraph 3).
 Relevance Level: Indicate whether the document is Primary, Secondary or Supporting.

« *Document File Path: Where the document resides on the drive. The Survey Tool will link to

this document. (required)

Figure 34. Link Document screen

Note:

Link to Element

‘Document Name:

Reference Pages:

Relevance Level: |-Select Relevance—- v

‘Document File Path:
(Use the Browse button to locate the
document)

Document Name:

Reference Pages:

Relevance Level: |-Select Relevance- v

Document File Path:
(Use the Browse button to locate the
document)

Document Name:

Reference Pages:

Relevance Level: |-—-Select Relevance— v

Document File Path:
(Use the Browse button to locate the
document)

‘required

Save and Close ] [ Save and Load More Elements ] [ Cancel and Return to Document Library

Multiple documents can be uploaded and linked to an element from the Link Document
screen.

. To complete the Document File Path field, use the button to launch the file “look-in”

prompt of your local drives.
Locate and select the document from the directory.

5. Double click the document name to open the document, or single click the document name to

highlight the document.

. Click the button located on the file “look-in” prompt.
. Click the [save and Close] button. The Link New Document window will close and the linked

document title will display with the file path on the Document Linked screen. (Figure 34)
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Linking an Existing Document

1. Click Link Existing on the Document Linked screen. (Figure 35)

Figure 35. Document link screen

Document Linked to HIP1 Element A

Instructions

Click instructions for assistance in linking documents. You may view all documents currently linked to the Survey Tool through the Document Library

Document Name T
[Click to View)

File Path 1 Date
(Click to Edit)

Attached 1 Attached

[ Load Document to the Library ] [ Link Existing ]
Reference Relevance | Unlink

Policy and Procedurs

GAISS Documents\Policy and
Procedures.doc

01/03/2012

Primary Unlink

2. The Link Document Screen displays. (Figure 36)

Figure 36. Link Document screen

Document Name |
(Click to View)

Aftestations
E-Signatures
Extract
Issues

Submission

Testing

Select the document you want to link to this element

File Path |

G\Attestations Redesign\Attestation Redesign.doc
GHEDIS 2012 E-Signature Memo v& doc

G:\WA Extract Error.doc

G:\ssues List.xls

H:\Information Technology & Information Products\Data
Collection Operations\HOQ\HOQ 2011
‘Documents\DurmmySubs2010_20100720 xlsx

H:\Information Technology & Information Products\Data
Collection Operations\IDSSUDSS 2011\0M Reporting
Tool\Testing'Testing Findings CP.docx

Reference Pages

Relevance

Link Document to HIP1 Element A

Instructions

Select Relevance-- /‘ Link ta Element

Select RB\E‘;ance—lV‘ Link to Element

Select Relevancef v‘ Link to Element

Select Relevance}- v‘ Link to Element

Select Relevance- v‘ Link to Element

—-Select Relevance-- \ Link to Element

Note: The screen displays all documents that have been uploaded into the Document Library but
are not linked to a specific element.

3. Complete all fields:
e Reference Pages

e Relevance Level

4. Click Link to Element.

5. Click |oK| when the pop-up message appears. The document is now linked to the element.

(Figure 37)
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Figure 37. Additional linked document displayed

Document Name | File Path T

Document Linked to HIPM Element A

Click instructions for assistance in linking documents. You may view all documents currently linked to the Survey Tool through the Document Library

Instructions

{Click to View}

G:AISS Documents\Policy and Procedures. doc

Paolicy and Procedure
Submission H:\Information Technology & Information
P

roducts\Data Collection Operations\HOQIHOQ

\2011'-.Documents'-.Dumm--Subs2ElWEI 20100720 xlsx

[ Load Document to the Library | [ Link Existing ]
Date Stage Reference Relevance | Unlink
~Atreretre A B
1 1
01/03/2012 |0 Primary Unlink
11/16/2011 |0 G Primary Unlink

Opening a Linked Document

1. Click the button, located below the element text.
2. Click the document link on the Documents Linked screen.

3. Click the document name to view the document.

Editing a Linked Document’s Name, Reference Information

and Document File Path

1. Click the button, located below the element text.
2. Click the document’s file path on the Documents Linked screen. The Link Document screen displays.

(Figure 38)

Figure 38. Link Document screen

Link Document to Element

Link to Element

Instructions

Document Hame: |F‘0Iimjr and Procedure

Reference Pages: | 1

Relevance Leve:

Document File Path:  G:USS Documents\Policy and Procedures.doc

|(Browse..

(Use Browse if you need to edit the file)

Save and Close

[

Cancel and Return to Document Library ]
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4. Change the document name, reference pages or reference level, or update the document file path.

5. Click the [save and Close| button. The Document Library screen will reflect the changes.

Unlinking a Document

1. Click the button, located below the element text.
2. Click unlink on the Documents Linked screen. A prompt displays.

Message from webpage

\:.':/ Click. "2k ta remove this element From this document; click "Cancel' to skip,

I oK ][ Cancel ]

3. Click [oK]. The document will be unlinked from the element but remain in your Document Library.
Refer to Using the Document Library for more information.

Using the Document Library

The Document Library provides a central location for viewing, linking, unlinking or editing a document
linked to the Survey Tool. A one-step process lets users upload and view documents. Follow these steps
to access the Document Library.

1. After you select your publication from the Welcome screen and enter the Survey Tool, click
Document Library on the Top Navigation Bar. The Document Library screen opens. (Figure 39)

Figure 39. Document Library screen

Document Library
Instructions
'SURVEY TOOL [ORGANIZATION BACKGROUND']

Your document library has links to § document(s) in Survey Tool.

Look For: | | Select Standard(s): | 4 ~ Search [ Load Document to the Library |
You can search by document extension. part of or full Linked
document name or path Mot Linked
(For example. .docx, MyPath, MyDocument, HIP1
H:\lMypath\lMydocument.pdf) HIP2
HIP3
HIP4 v

If you need to see all documents within the library, click on View All. Mote this will take some time if you have lots of documents

Standard - Element Document Name File Path Date Attached Stage Attached Reference Pages Relevance Add Link Unlink Unload Document
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2. Click view All to see all documents in the Document Library. (Figure 40)

Figure 40. View All documents

Document Library

Instructions

SURWVEY TOOLRORGAMNIZATION BACKGROUND

Your document library has links to 6 document(s) in Survey Tool.

Look For: | Select Standard(s): Search | [ Load Document to the Library |

You can search by document extension, part of or full
document name or path

(For example, .docx, MyPath, MyDocument,
H:\Mypath\Mydocument.pdf)

If you need to see all documents within the library, cllckte this will take some time if you have lots of documents

Standard  pgecument Name 1 File Path | Date Stage Reference Relevance Add Unlink  Unload

- Element [Click to View] [Click to Edit] Attached  Attached Pages Link Document

T 1 1

Mot Linked Change Control GAISS DocumentsiChange Control 01/a5/2012 0 Add Unlink Unload
Documents. doc Link

HIF1-E Extract G:\WA Extract Error.doc 1141672011 O 3 Supporting  Add Unlink Unload

Link

HIP1-B Findings CADocurments and 11A6/2011 0 4 Primary Add Unlink Unload
SettingspachecoiDesktoplDL Load Link
Link Text.docy

Sort by Element, Document Name, File Path,
Date and Stage Attached

There are five ways to view the Document Library. (Figure 41)

1. Sort by Standard Element. Lists only documents linked to each element, by standard order. This
view lets users view documents linked to a specific category or subset of categories. View
document relevancy by selecting the document during attachment.

2. Sort by Document Name. Lists documents in alphabetical order by document name, and lists the
elements to which each document is linked. Users can filter by the following document types:
.csv, .doc, .gif, .jpg, .mpp, .pdf, .ppt, .rtf, .txt, .vsd, .xls, .xIsx, .docx.

3. Sort by File Path. Sort by the full document file path in ascending order; restricted to the license
mode of a survey.

4. Sort by Date Attached. Displays the date when the document was attached. This screen can be
accessed in both license and project modes. (i.e., Document, Standard, File Path, Date Attached)
Documents are sorted in descending order, with the most recent document first (regardless of
document type).

5. Sort by Stage Attached. Displays the stage attached for each document. The page can be
accessed in Project Mode (i.e., Document, Standard, File Path, Date Attached). Documents are
sorted in descending order, with the most recent document first (regardless of document type).
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Note: Use the Select Standard(s) box to view documents attached to a specific standard. (Figure
41)

Figure 41: Document Library sorting

Instructions
Your document library has links to 6 document(s) in Survey Tool.
Look For: Select Standard(s): | ETHENNNN ~ [ Load Document to the Library ]
*You can search by document extension. part of or full Linked
document name or path Mot Linked
{For example. .docx, MyPath, MyDocument, HIP1
H:\Mypath\Mydoecument.pdf) HIP2
HIP3
HIP4 b
If you need to see all documents within the library, click on View All. Note this will take some time if you have lots of documents
Standard | pgcument Name 1 File Path 1 Date Stage Reference Relevance | Add Unlink | Unload
-Element | .. .0 View) (Click to Edit) Attached Attached | Pages Link Document
1 T T
Mot Linked | Change Control G\ISS Documents\Change Contraol 01/05/2012 |0 Add Unload
Documents.doc Link
HIP1 - A Policy and Procedure | GAISS Documents\Policy and 01/03/2012 0 1 Primary Add Unlink
Procedures doc Link
HIP1-8 Extract G-WA Extract Error doc 11/16/2011 |0 3 Supporting | Add Unlink
Link

Sort by Standard Element (Default Sorting)

1. Click the Standard Element column head on the Document Library screen. Uploaded documents
are sorted by standard element in ascending order, and grouped by element. (Figure 41)
Note: Rows shaded in gray indicate documents attached to different elements.

Sort by Document Name

1. Click the Document Name column head on the Document Library screen. Uploaded documents
are sorted by document name in ascending order, and grouped by document. (Figure 41)
Note: Alternate gray shading is applied for different documents.

Sort by File Path

1. Click the File Path column head on the Document Library screen. Uploaded documents are
sorted by file path. (Figure 41)
Note: Rows shaded in gray indicate documents saved at same paths.

Sort by Date Attached

1. Click the Date Attached column head on the Document Library screen. Uploaded documents are
sorted by upload date. (Figure 41)
Note: Rows shaded in gray are documents uploaded on the same date.
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Sort by Stage Attached

1. Click the Stage Attached column head on the Document Library screen. Uploaded documents
are sorted by upload stage in Project Mode. (Figure 42)
Note: Rows shaded in gray are documents uploaded at a specific stage.

Figure 42: Sort by Stage Attached

(For example, .docx, MyPath, MyDocument, Egm:; J
H:\Mypath\Myd t.pd
ypa ydocument.pdf) FoMHE
PCMHE =]

If you need to see all documents within the library, click on Yiew All. Mote this will take some time If you have lots of documents.

Standard Document Fja path ! Date Stage Reference Relevany
- Name |  (Clickto Edt) Attached  Attached Pages

Element |cickto l l

l Wigw]

PCMHS - Change GAISE DocumentsiChange Control Docurments doc 010672012 3 1 Prirmary
A Control

PCMH4 - Palicy and  GASS Docurments\Policy and Procedures. doc 01/06/2012 3 1 Primary
A Procedure

PCMHT - testl CADocurnents and 0821211 2 Seconda
A SettingsithotDesktopExtracts_ToRun_2011PChH. xlsx

Mot test2 CADocuments and 08/212011

Linked Settingsithot\Desktop'2005P CHABOb. txt

Mat test? CADocurnents and 08212011

Linked Settingsitho\Desktop\Extracts_ToRun_2011PChH. ks

PCMHT - test2 CADocurnents and 08228011

A SettingsithotDesktopiExtracts ToRun_2011PCMH. xlsx

PCMHT - test3 CADocurments and 08/22/2811

A Settingsithot\DesktopiApress. Pro WCF . Practical. Microsoft. SOA. Implerentation.Jan. 2007 pdf

Linking Documents to the Library

Note: You can load a document directly to the Document Library and link it to individual
elements later. After a document is loaded to the Document Library, it is immediately
uploaded to NCQA’s ISS server.

To upload a document to the Document Library:

1. Click the Document Library link on the Top Navigation Bar.

2. Click the Load Document to the Library link to open the Add Document to Document Library
screen. (Figure 43)
3. Complete both fields:
e Document Name. Give the document a unique name.
e Document File Path. Where the document resides on the drive. The Survey Tool will link to
this document.

4. To complete the File Path field, use the button to launch the file “look-in” prompt of your
local drives.
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5. Click the [Open| button located on the file “look-in” prompt.

6. Click the [Save and Attach More] button to add documents.

7. Click the [save and Close| button to save your changes and return to the Document Library.

Figure 43. Add Documents to Document Library screen

Add Document to Document Library

Instructions

‘D Name: ‘

“Document File Path: |

|[ Browse. ]

(Use the Browse button to locate the
document)

D Name: |

Document File Path: ‘

H Browse._ |

(Use the Browse hutton to locate the
document)

D Name: |

Document File Path: ‘

H Browse._ |

(Use the Browse button to locate the
document)

“required

Save and Close ] [

Save and Attach More ] [

Cancel and Return to Document Library

Linking a Document to an Element
1. Click the Document Library link on the Top Navigation Bar.

2. Click the view All link to view all documents. Standard Element is the default sort. Scroll down to
locate the document you want to link.

3. Click Add Link in the document’s table. The Link Document to Element screen displays.

(Figure 44)

4. Complete these fields:
¢ Reference Pages.
¢ Relevance Level.

 Please pick an element to link: Use the drop-down list to select an element.

5. Click the [Save and Close| button. The document is now linked to the element.

Figure 44. Link Document to Element screen

Save and Close |

Link to Element

Document Hame: Change Control

Link Document to Element

Instructions

Reference Pages: I

Relevance Level: |-Select Relevance-

Document File Path:  GAISS DocumentsiChange Control Documnents. doc

Please pick an element to link: I"SE\BCT an Elerent- =

Save and Link Mare Elements |

Cancel and Return to Document Library
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Editing a Linked Document’s Name, Reference Information
or File Path

1. Click the Document Library link on the Top Navigation Bar.

2. Click the view All link to view all documents. Standard Element is the default sort. Scroll
down the screen to locate the document you want to link.

3. Click the File Path Link of the document you want to edit.

4. Update one or all of the following fields:
e Document Name.
¢ Reference Name.
o Reference Level.
e Document File Path.

5. Click the [save and Close] button when complete.

Figure 45. Link Document to Element screen

Link Document to Element

Instructions

Link to Element

Document Name: IChange Control

Reference Pages: |12

Relevance Level: |Primary 'I

Document File Path:  GASS DocumentshChange Control Documents. doc

I Browse
(Use Browse if you need to edit the file)
Save and Close I Cancel and Return to Document Library |

Unlinking a Document From an Element

Note: Unlinking a document from the Document Library does not remove the document
from the ISS server.

1. Click the Document Library link on the Top Navigation Bar.

2. Click view All to view all documents. Standard Element is the default sort. Scroll down the
screen to locate the document you want to unlink.

3. Click unlink for the selected document.
4. Click o] on the confirmation prompt.
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Unloading a Document from the Document Library

Note: Unloading a document from the Document Library will completely remove the
document from NCQA'’s ISS server. The Unload link does not appear if the
document is linked to an element.

1. Click the Document Library link on the Top Navigation Bar

2. Click view All to view all documents. Standard Element is the default sort. Scroll down the
screen to locate the document you want to unload.

3. Click Unload for the selected document
4. Click [oK] on the confirmation prompt.

Upload Documents

Note: This section only applies to documents that were linked to ISS before March 26,
2012, but were not uploaded to NCQA’s ISS server.

After a document is loaded, it is automatically uploaded to NCQA’s ISS server. NCQA does not
have access to uploaded documents until the Survey Tool is submitted.

Caution: Documents that were attached but not uploaded before March 26, 2012, will
appear in the Document Library but cannot be viewed until they are uploaded to
NCQA'’s ISS server.

To upload documents linked to the Survey Tool:

1. From the Survey Tool menu, click UPLOAD DOCUMENTS on the Top Menu Bar to open
the Document Verification and Upload screen. (Figure 46) The screen shows all
documents linked to your Survey Tool by document name, in alphabetical order. If your
Survey Tool has an Organization Background section, documents for that section are on
the lower part of the screen.
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Figure 46. Document Verification and Upload screen

Verify and Upload Documents

Instructions

On this screen you will verify and upload copies of documents to the ISS Server. Click Instructions for instructions and assistance

Upload Reminder

Please remember to upload completed docurments from your decument library to the 1SS periodically. Uploading completed
documents periodically will help avoid any issues with potentially lengthy, last minute uploads as your submission deadline
approaches. Moreover, uploading documents periodically will give you an opportunity to familiarize yourself with the process

Please see the instructions for more information

Uploaded documents remain inaecessible to surveyors until you have submitted your Survey Tool

Supporting Documents from the Survey Tool Document Library

Document Document File Path Referenced | Verify Document File Path Upload Remove

Name in Elements Complete | Document
Change G\ISS Documents\Change | PCMHT - A Mo

Contral Control Documents.doc \

Policy and GISS Documents\Folicy | Mone Mo

Procedures and Procedures.doc

2. Complete the Verify Document File Path field for all documents to be uploaded. There are
three ways to verify the document file path and link a document:

e Type the full name of the document, including the file path, in the box in the Verify
Document File Path column.

e Use the mouse to highlight the document file path in the Document File Path column
and copy and paste it into the Verify Document File Path column. Make sure the file
path is correct.

e Click the button in the Verify Document File Path column, locate the
document on the drive or server and double click on it to open it, or single click on it to
highlight it.

3. Repeat step 2 until all documents that you want to upload in the current batch are verified
and listed in the Verify Document File Path column.

4. Click the [Upload Documents| button to upload the verified batch of files.

5. A Document Upload indicator screen displays. When a document has been successfully
uploaded, the upload indicator closes and the screen refreshes. Yes displays in the Upload
Complete column and the file path no longer appears in the Verify Document Path File
column. When you receive confirmation of the successful upload of all files in a batch,
you can continue with another batch.

Note: If you have trouble uploading a document from a network location, copy the
document to a local (hard) drive and try uploading it from there. You do not need to
change the document file path or element references if you did not rename the
document when you move it.

After a document is confirmed as successfully uploaded, there is no need to verify
and upload it again, even if you choose to submit the Survey Tool at a later date.
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Loading Documents to the Organization
Background Section

To link a downloaded worksheet or other reference material to the Organization Background
section:

1.
2.

Click the Load Document to the Library link.

Complete all fields:

Organization Background Category.

Document name. Give the document a unique name.

For Question Number. The location of relevant information in the document (e.g., page
2, paragraph 3).

Document file path. Where the document resides on the drive. The Survey Tool will link
to this document.

. To complete the Document File Path field, use the button to launch the file

“look-in” prompt.

Locate and select the document.

5. Double click the document name to open it, or single click the document name to
highlight it.

o

. Click the button located on the file “look-in” prompt. Click the [Save and Upload]

button.

Documents attached to each tab of the Organization Background section are listed at the

bottom of the tab screen and are available in the Document Library.

Figure 49. Example Organization Background form

Attact: Docutment 1o Organization Background

Supporting Document
Organization Background Category:  —Select an Orgamization Background Category- «

Document Name:

For Question Number:

Fiesse Gut 1 i the box if there is only Gne question in the Galegony 8nd It Is N3t nembersd
Document File Path: Browse

You cAnnct change the document Sle path from this sreen. # you want 12 Change the Ra%, yoe May doae s mndow
% this Zocument and lirk e comedt Sle

Save Cancel

©2002 - 2011 by Nasonal Comenitiee for Quality Assurance, Patent Pending
Use of this Web site/applicaton constifutes acceptance of :e Licen qreement and P
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ACCESSING YOUR RESULTS

Summary and detailed numeric results, results on must-pass elements, and recommendations are
provided in the Results section of the Survey Tool. Numeric results are available overall and at
the category, standard and element levels, and are based on standard and element points and on
element scores resulting from your data input. To access your results:

1. Once you have selected your publication from the Welcome screen, click the Results link
on the Blue Navigation Bar.

Note: The Results Disclaimer screen may take a few seconds to display since the system is
aggregating Survey Tool data. Please be patient.

2. Read the disclaimer carefully (Figure 50).
3. Click to view the Results Index screen.
4. Click [1 Do Not Agree]to return to the previous screen.

POLICIES STANDARDS ORGANIZATION H
& PROCEDURES 2 GUIDELINES SURVEY TOOL BACKEROUND RESULTS APPENDICES GLOSSARY INDEX. F | g u re 50 .
Results
Disclaimer

2012 Standards and Guidelines for the Accreditation of Health
Plans

Reports and numeric results generated by the Survey Tool are preliminary and do not constitute a final score
or accreditation from NCQA. NCQA's Review Oversight Committee makes the final accreditation status
decision. NCQA incorporates the decision, as well as any changes recommended by the Review Oversight
Committee, to generate the final report with numeric results for the organization. NCQA reports and numeric
results are not final until the Review Oversight Committee evaluates them.

You may only use the reports and numeric results from the readiness evaluation for internal business
purposes to examine, review and otherwise analyze your business operations, and may not use, disclose,
represent or otherwise communicate these reports or numeric results to any third party for any other purpose.
The organization may not represent that it has achieved any endorsement or approval, is in compliance with
any standards or is NCQA Accredited based on reports or numeric results without a final decision.

The following activities are prohibited in connection with the Survey Toal:

+ no individual or entity may purchase the Survey Taol or use it, regardless of the source, to evaluate
another organization against NCQA standards. This prohibition does not apply to individuals or entities
that are assisting the organization with its readiness evaluation and preparation for its own survey.

the organization may not use the Survey Tool to evaluate another organization against NCQA
standards except as part of its own intemal preparation for an NCQA Survey, including specifically
evaluating a delegate’s performance in order to conduct oversight as required by NCQA standards.
the organization may not allow a third party to use the Suvey Tool it has purchased to evaluate
another organization against NCQA standards.

| have read and understand the above statement.

[IAgree] [ | Do Not Agree ]
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Results Index Screen

Some NCQA Accreditation, Certification and Recognition programs have multiple Evaluation
Options and Units of Assessment. See the Setting Up the Survey Tool section of this manual for

more information. This screen displays a list of the Units of Assessment and Evaluation Options

for which you may view detailed numerical results. To view your results for a specific
Evaluation Option or Unit of Assessment:

1.
2.

Figure 51. Results Index screeen

Click the results link for the option you wish to review.

Click on the tabs to navigate between the following results screens.

o Status Screen

o Summarized and Detailed Results Screens

e Performance Measures Screen

e Must Pass Results Screen

« Recommendations Screen

2011 Health Plan Accreditation

Select an evaluation option for which to view results.

Name:
Evaluation Option:

Standards Year:

Product Line/Product

Commercial HWMO
(Perfarmance Measures Year
2010)

WMedicaid HMO
(Perfarmance Measures Year
2010)

Wedicare HMO
(Performance Measures Year
2010)

Capital District Physicians’ Health Plan, Inc

Health Plan
2011
QOverall Score

94,65 out of 100.00

92.04 out of 100.00

96.20 out of 100.00

Scored By
Standards/HEDIS/CAHPS

Standards/HEDIS/CAHPS

Standards/HEDIS/CAHRPS

Status Valid Dates

Commendable 7/1/2011 - 7/1/2014
Denied 712011 - 71172014

Denied 72011 - 77172014
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Results Status Screen
The Results Status screen (Figure 52) displays the following:

e Organization Name (upon commencement of the NCQA Survey)

e Status (upon completion of the NCQA Survey)
e Standards Year

e Valid Dates (upon completion of the NCQA Survey)

e Overall Score (Only displays the elements included in the EP)

e Unit of Assessment evaluated (if applicable)

o NCQA seal (upon completion of an NCQA Survey and award of Accreditation,

Certification or Recognition).

Figure 52.
Results Status screen

Return to Results Index

SUMMARIZED &
DETAILED RESULTS

PERFORMANCE
MEASURES

MUST PASS
RESULTS

STATUS RECOMMENDATIONS | HISTORY

2011 Health Plan Accreditation Commercial HMO

This section provides summary and detailed results and recommendations. Overall scoring results are
available and at the category. Standard and element levels.

Based on information compiled during the recent review, YWe award the status listed below. Status
descriptions can he found by clicking the Policies and Procedures tab.

General Information
Name: Capital District Physicians’ Health Plan, Inc.

Status: Commendable Details

Scored By: Standards/HEDIS/CAHPS

Valid Dates: 7/1/2011 - 7/1/2014

Standards Year: 2011 Score: 51.63

INCQA

Use the
heading tabs
to navigate
your results

Click on the Details link next to the status to view mare details about the calculation of the Adjusted Score.
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Summarized and Detailed Results

The Summarized & Detailed Results screens display your numeric results, including the Points
Possible and your Points Received, at the category (Figure 53), standard (Figure 54) and element
(Figure 55) levels.

A bar graph representation of the score (percentage of points received) is also provided on the
Results by Category screen (Figure 53).

While on the Results by Element screen (Figure 55), you may go directly to the Standard and

Element screen to view data entry detail for an element by clicking on the View Survey Tool link.
To return to the Results by Element screen, use the "Back" button on your browser. If you change
any data on the Standard and Element screen, make sure you recalculate your numeric results by

clicking the [Recalculate Joutton on the Results by Element screen.

See the Printing section of this manual for instructions on how to print a copy of your numeric
results.

Caution: Numeric results do not automatically recalculate when you use the Back button
on your browser to return to the Results by Element screen. You must click the
button at the top of the screen to recalculate your results.

Results by Category

SUMMARIZED &
DETAILED RESULTS

PERFORMANCE | MUST PASS
MEASURES RESULTS

RECOMMENDATIONS | HISTORY

Figure 53. Results by
Category

2012 Standards and Guidelines for the Accreditation of Health

Plans Commercial HMO

Click on category
link to see results by
standard detail.

Results by category

Click on the category link below to view results for each Standard in a category.

CATEGORY it Possitle o 20% 4%

Management and
Improvement

uali

Utilization Management 5.95 14.29 41.82%

Credentialing 5.86 727 80.88%
—_— 1190 | 11.90 100.00%
Responsibilities
Member Connections 0.00 000 |000%

Medicaid

TOTAL 4235 5347 79.20%
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Results by Standard

Figure 54. Results by Standard screen

Return to Results Index

PERFORMANCE
MEASURES

SUMMARIZED &
DETAILED RESULTS

MUST PASS
RESULTS

2012 Standards and Guidelines for the Accreditation of Health

RECOMMENDATIONS

Plans Commercial HMO

Return to category results

Results by Standard

Click on the
category link to

see results by
element detail

MNote: The Possible Points below reflect any points reallocated as a result of any|MNot Applicable Sta
Elements (including delegation for example). Any Elements that are incomplete pre scored as 0.00

Click on the category link below to view results for each element in the category.

Quality Management and Improvement

QHM: Program Structure
QI2: Program Operations

QI3: Health Services Contracting

Results by Element

Figure 55. Results by Element screen

POINTS | PDSSIBLE
RECEIVED | POINTS
0.82 0.82
0.82 0.82
1.37 148

PERFORMANCE
MEASURES

SUMMARIZED &
DETAILED RESULTS

STATUS

Plans Commercial HMO

Return to category results | Return to Standard results

MUST PASS

RESULTS RECOMMENDATIONS

2012 Standards and Guidelines for the Accreditation of Health

the "Recalculate” button below:

QI1: Program Structure

Element A
Element B

QI2: Program Operations

Element A

Element B

MNote: The Possible Points below reflect any points reallocated as a result of any Mot Applicable Standards or Elements
(including delegation for example). Any Elements that are incomplete are scored as 0.00 points.

To view the Survey Tool, click on the link to the right of the Standard you wish to view.
To return directly to this page from the Survey Tool. use the "Back” button on your browser.

If you change any data in the Survey Tool when going back and forth, you may recalculate your numeric results by clicking

HISTORY

Click here to view
and change data
entry detail on the
Standard and
Element screen

Remember to
recalculate your
results after making
data entry changes

Recalculate
al
POINTS SSIBLE [PERCENTAG! Vie
RECEIVED | POINTS SCORES Survey Tool
NA NA NA
0.82 0.62 100.00
POINTS | POSSIBLE |PERCENTAGE View
RECEIVED | POINTS Sumvey Tool
0.82 0.62 100.00
NA NA NA
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Must-Pass Results

The Must-Pass Results screen (Figure 56) displays your results on all Must Pass elements. Must-
pass elements denote specific levels of performance that must be met to achieve accreditation,

certification or recognition. For example, in the MCO Accreditation Program, you must score at
least 20% on Element C of Standard UM4 or you might not achieve accreditation.

The Survey Tool highlights any elements where your score is below the Must Pass Level.

Caution:

Not all NCQA Accreditation, Certification or Recognition programs have must-

pass elements; however, this tab is always present in the Results section of the
Survey Tool. Review the Policies and Procedures for details about whether your

program includes must-pass elements.

Figure 56. Must-Pass Results screen

SUMMARIZED &
DETAILED RESULTS

PERFORMANCE
MEASURES

MUST PASS
RESULTS

STATUS RECOMMENDATIONS

2012 Standards and Guidelines for the Accreditati

HISTORY

Must Pass element

UT TToOronn

Plans Commercial HMO

Return to category results

Your Score

To achieve a specific status, organizations must achigwe™a minimum scaore on
The results below detail your performance on these&lements.

An organization's status can be denieg4fthe organization dg ot achieve the minimum re

the "Must Pass" elements outlinggrbelow. Please noteet€ments in which the "Must Pass”
not been met are highlightegs® yellow.

Standard | Element '. ] ore .l _l_x'_r : =
Req o

ain "Must Pass” elements.

Minimum Score

Required

Unit of Assessment

Affected

Yes

UmM4 Elerge nt NA 20.00% Commercial HMO Denieﬂ
Qi3 Elerge nt  100.00% 20.00% Commercial HMO Denied
umMs EIerSe nt NA 20.00% Commercial HMO Denied
umMy Element NA 20.00% Commercial HMO Denied

C

Maximum Status if
Score is Not Met

Yes

Yes
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Recommendations

The Recommendations screen (Figure 57) includes NCQA’s recommendations for improvement
for specific elements if you score below a threshold defined in the Policies and Procedures.
Recommendations are intended to help you identify how to improve your performance.

Caution: Not all NCQA Accreditation, Certification or Recognition programs provide
recommendations; however, this tab is always present in the Results section of
the Survey Tool. Review the Policies and Procedures for details about whether
your program provides recommendations.

Figure 57. Recommendations screen

SUMMARIZED & PERFORMANCE | MUST PASS
DETAILED RESULTS MEASURES RESULTS

STATUS RECOMMENDATIONS | HISTORY

2012 Standards and Guidelines for the Accreditation of Health
Plans Commercial HMO

Return to category results

This section provides recommendations for improvement for specific elements.

Recommendations for
your organization will
be listed here

Recommendations

Qir Measure the effectiveness of case
management program using three measures.
For each measure: - identify a relevant
process or outcome (Ql 71.1), - use valid
methods that provide quantitative results (QI
71.2), - set a performance goal (Ql 71.3), - have
clearly identified measure specifications (Ql
71.4), - analyze results (Ql 71.5), - identify
opportunities for improvement (Ql 71.6), -
develop a plan for intervention and
remeasurement (Ql 71.7).

Recommendation Prodizi Lin|

All

QifJ Act on the results of measurement and All
analysis of case management effectiveness
by: - implementing at least one intervention
to improve performance (Ql 7J.1), -
remeasuring to determine perfermance (Ql
7J.2).
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PRINT SCREEN

The Print screen provides links for printing your publications. If you purchased the Survey Tool,
it also includes links to print numeric results and completed versions of the Survey Tool at
various stages of the survey process.

To access the Print screen:

1. On the Welcome screen, click on a hyperlinked Survey Tool or Standards and
Guidelines name.

Click the print link on the Top Navigation Bar.

The Print screen (Figure 58) will open and display three sections:
e Printer Friendly Completed Survey Tool (Available only in the Survey Tool)
e Numeric Results (Available only in the Survey Tool)

e Printable Versions of Publications

Figure 58. Survey Tool Print screen

Printer Friendly Completed Survey Tool

This function produces Web pages formatted to print complete data from one page. Due to variations in browsers and user-
defined browser settings, there may be variations in print format between Netscape and Internet Explorer. You may print
data from the Survey Tool for any stage of survey to which you have access. Please see the Policies and Procedures for
details on survey stages.

To print data from the Survey Tool stage other than the current one, select the Survey Tool stage from the choices below.
After you have successfully changed stages, use the print links below.

Stage Selector

» Organization Readiness Evaluation
+ Off-Site Survey - currently displayed

Entire Survey Tool (all categories in one document)
uality Management and Improvement

Utilization Management

Credentialing

Members' Rights and Responsibilities

Member Connections

Medicaid

Medicare Advantage

Numeric Results

Click on the link below to open a printer-friendly version of the numeric results.

Print Numeric Results
Print Numeric Results for PDF Writer - (Must have Adobe Professional. Available on Citrix)
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Printer-Friendly Completed Survey Tool

(Available only in the Survey Tool)

The printer-friendly completed Survey Tool displays all the standards, elements and data you
have entered in the Survey Tool on a single Web page for printing.

To print a printer-friendly completed Survey Tool:

1. Click a document link under the Printer Friendly Completed Survey Tool section of the
Print screen.

2. Click [I Agree]on the Disclaimer screen to open the printable page. Click
| Do Not Agree] to cancel. Click on the prompt message to return to the Disclaimer,
or click to cancel the print request and return to the Index screen.

3. When the Printer Friendly Completed Survey Tool screen has loaded, click the
button or click the Print icon on your Web browser.

4. Click the & icon on your Browser to close this screen and return to the Print screen

To print a completed Survey Tool with data from a Survey Tool stage other than the
current one:

1. On the Print screen, select the Survey Tool stage from the listed choices.

2. The Print screen will refresh and the stage you selected will be listed as “Currently
Displayed.”

3. Follow Steps 1 through 4 above.

Printing Numeric Results
(Available only in the Survey Tool)

This feature provides printer-friendly pages of the numeric results of all standards and elements.

To print Numeric Results:
1. Click the Print Numeric Results link.

2. Click [1 Agree] on the Disclaimer screen to open the printable page. Click
| Do Not Agree] to cancel. Click on the prompt message to return to the Disclaimer,
or click to cancel the print request and return to the Index screen.

3. Click the link for the Evaluation Option for which you want to print scoring data.
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Note: Some NCQA Evaluation Options present scoring results for individual Units of
Assessment. In this case, you have the option to select the link to view results for a
specific Unit of Assessment.

4. When the Printer Friendly Results screen is finished loading, click the
button or click the Print icon on your Web browser.

5. Click the B icon on your toolbar to close this screen and return to the Print screen.

To print Numeric Results with data from a Survey Tool stage other than the current one:
1. On the Print screen, select the Survey Tool stage from the listed choices.

2. The Print screen will refresh and the stage you selected will be listed as “Currently
Displayed.”

3. Follow Steps 1 through 6 above.

Printable Publications

This section provides a PDF version of the Standards and Guidelines or Survey Tool for
reference. They do not include any data entered into the Survey Tool. To print a publication:

1. Click a document link under the Printable Versions of Publications section of the Print
screen.

2. When the publication screen has loaded, click the Print icon on your Web browser or on
the Adobe Acrobat Toolbar.

Note: You must have Adobe Acrobat Reader to be able to view and print publications in
Adobe® Acrobat® PDF format. If you do not have this program, download it free of
charge from www.adobe.com.

Publications in PDF format will be opened automatically by Adobe Acrobat Reader.
Use the Adobe Acrobat tool bar (not your Web browser tool bar) to print, save,
navigate or access other functions of a PDF-format document.

3. Click the Xl icon to close this screen and return to the Print screen.
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BEFORE YOU SUBMIT YOUR SURVEY TOOL

There are several steps you need to complete before submitting a Survey Tool for survey,
including:

1. Submit Application & Fee

To formally begin the NCQA Accreditation, Certification or Recognition survey process you
must first submit an application for survey and application fee to NCQA. Applications can be
requested from NCQA Customer Support at 888-275-7585.

Caution: To submit the Survey Tool to NCQA for survey, you must have a completed
application on file with NCQA that includes the Survey Tool license number and
a scheduled survey date. See the Policies and Procedures for complete details on
the application and survey process.

2. Set Survey Start/Submit Date

Once your application is received, an NCQA representative will work with you to set a mutually
agreeable survey start-date for your organization. The survey start-date is the date you submit the
completed Survey Tool and all supporting documentation to NCQA for survey.

3. Set-up Survey Tool

You must set up your Survey Tool before using it to conduct a readiness evaluation and before
submitting it to NCQA for survey. When you submit your Survey Tool to NCQA for survey,
your final Units of Assessment and Evaluation Options selections must match those in your
application for accreditation, certification or recognition. See the Setting up the Survey Tool
section of this manual for more information on how to select Units of Assessment and
Evaluation Options for NCQA survey, upon submission of Survey Tool.
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4. Complete Survey Tool, Including Linking
Supporting Documentation

Use the Survey Tool to conduct your readiness evaluation. During your readiness evaluation you
will link supporting documents by file path to specific elements in the Survey Tool. The file
paths referenced in the Survey Tool at this point are for your organization’s internal
identification purposes only. You may update reference information or revise documents as
needed, including modifying, moving or renaming supporting documents.

5. SUBMITTING YOUR SURVEY TOOL

When you have uploaded all appropriate documents, completed the Survey Tool to your
satisfaction and are ready to submit your Survey Tool for NCQA survey:

1. Click the Submit Survey Tool link on the Top Menu Bar to open the Submit Survey Tool
screen (Figures 59-60).

The system will verify that the required conditions are completed and correct:
- NCQA Survey Fee has been paid
- There is a signed contract on file wW/NCQA
- Evaluation options are selected in the Setup Survey Tool of the ISS.

Warning messages will be displayed if any of the required conditions is not met.

Figure 59a. Submit Survey Tool
All required conditions have not been met

Submit Survey Tool

SETUP MENLU PRODUCT LINE/PRODUCT EVALUATION OPTIONS UPLOAD DOCS SUBMIT SURVEY TOOL

Submission Instructions

Submitting the Survey Tool invalves several steps including:

s verifying your Survey Fee has been paid
e ensuring you have signed contract
e checking if Evaluation Optians are selected.

We strongly encourage you to print the Submission Instructions, which describe the
submission process in detail.

There was an error in your submission.

Please verify that you have paid your survey fee and signed your contract before submission.
If you continue to experience problems, please contact NCOA Customer Support at 888-275-7585.

You have not selected the evaluation options.
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Figure 59b. Submit Survey Tool
Fee has not been paid, Date of Contract has not been signed

Submit Survey Tool

SETUP MENU FPRODUC HE/ : UATION OPTIONS up SUBMIT &

Submigsion Instructions

Submitting the Survey Toal involves several steps including:

o werifying your Survey Fee has been paid
e cnsuring you have signed contract
o checking if Evaluation Options are selected.

We strongly encourage you to print the Submission Instructions, which describe the
submission process in detail.

Please verify that you have paid your survey fee and signed your contract before submission.
If you continue to experience problems, please contact NCOA Customer Support at 888-275-7585.

There was an error in your submission.

[ close this window |

Figure 59c. Submit Survey Tool
Fee has not been paid

Submit Survey Tool

SETUP MENU FPRODUC HME/FRO : UATION OPTIONS SUBMIT &

Submigsion Instructions

Submitting the Survey Toal involves several steps including:

o werifying your Survey Fee has been paid
e cnsuring you have signed contract
o checking if Evaluation Options are selected.

We strongly encourage you to print the Submission Instructions, which describe the
submission process in detail.

There was an error in your submission.

Please verify that you have paid your survey fee before submission.
If you continue to experience problems, please contact NCOA Customer Support at 888-275-7585.

[ close this window |

Note: If a product doesn’t require Survey Fee, then the window below opens directly after

the clicking on the Submit Survey Tool button.
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Figure 60. Submit Survey Tool
This window opens when all conditions required for submission are correct

/3 Submit Survey Tool - Microsoft Internet Explorer provided by NCQA ol x|

Submitting the Survey Tool involves several steps including

o verifying your Survey Tool settings against your application for survey
= ensuring you have uploaded all documents you intend to submit for survey
o checking if your Survey Tool is complete

We strongly encourage you to print the Submissi il which d ibe the submission process in detail.

Survey Tool Setting and Survey Application Summary

Your selections must match those for which you have applied for survey. You may use the menu above to update your selections (if
applicable)

You have selected the following evaluati « MCO Accreditation [Not Completed]
options:

You have selected the following Product « Commercial HNO/POS Comhbined [Completed]
Lines/Products to submit for survey: « Medicare HMO [Completed)]

Supporting Documents

Number of supporting documents referenced in the Document Library: 4

You have not successfully uploaded all the documents in the Document Library. Please verify that you have uploaded all the documents
you intend to submit for survey

To check on the status of your documents, please use the Upload Documents page.

Please note: Your Survey Tool does not have all elements completed.

For most surveys, all el should be pleted hefore submission. Please contact your survey coordinator if you are
unsure if you should complete all elements.

You can submit the Survey Tool with some el i pl but once submitted, you will not be able to update or
change any data.

To checkiiew a list of incomplete elements for the evaluation option(s) you have selected, click Completeness Check

To return to the Survey Tool without submitting, click on "close this window".

To complete your submission process, click on the "Submit Final Survey Tool" button

Submit Firal Survey Tool

2. This screen verifies whether or not your Survey Tool is complete. If your Survey Tool is
verified as incomplete and you proceed with submitting it to NCQA, you will receive a
message warning you that the Survey Tool is incomplete and prompting you to use the
Completeness Check feature to verify that you are ready to submit to NCQA. Please
verify all Survey Tool information before you submit to NCQA. See the Utilities section
of this manual for more information on the Completeness Check feature.

3. This screen also displays your Unit of Assessment and Evaluation Option selections for
NCQA survey, if applicable. Use the screen’s menu options to change your Units of
Assessment and/or Evaluation Option selections if they are not appropriate for submitting
your Survey Tool. See the Setting Up the Survey Tool section of this manual for
information on how to select Unit of Assessment and Evaluation Options for NCQA
survey.

4. Click on the [Submit Final Survey Tool |putton.
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5. You will be prompted to confirm that you are ready to submit your final Survey Tool as
follows:

Microsoft Internet Explorer x|

Click "OK" to canfirm that the Survey Tool is final, complete and ready to submit ko MCOA For review. Click "Cancel” ta
return to the Submit screen without submitting the Survey Tool, Then click "Return to Survey Tool" bo exit the
submission process,

6. Click [OKJto finalize submission of your Survey Tool. Click [Cancel Jto end the
submission process and return to the Survey Tool.

Caution: This is the last chance you have to cancel the submission of your Survey Tool to
NCQA.

7. When the submission of your Survey Tool is complete, the Survey Tool Submission
Confirmation screen will display (Figure 61).

2 Confirmation of Completed Survey Tool Submission - Microsoft Internet Explorer

Figure 61. Survey Tool
Submission Confirmation
screen

Survey Tool Submission Confirmation

COMPLETE STAGE

SETUF MENU FRODUCT LINE/FRODUCT

Confirmation of Completed Survey Tool Submission. Your Survey Tool has been
< submitted. Thank you.
I —

Submission Completed
Thank you for submitting the Survey Tool to NCQA and for participating in the NCQA survey process. A copy of your
assessment and documentation has been successfully transferred to NCQA. Please print this screen for your records.

A project number
What Happens Next for the survey is

When you next log in to the Interactive Survey Systern, a section titled NCQA Survey and Results appears on the assi ned
Welcome page. The NCOA Survey and Results section includes a "read-only" copy of the assessment and a listing of g
docurnents you have submitted including the project number assigned above.

The project nurmber for this surey is: 9606,

For details on the stages of the survey process and how to access the Survey Tool during the process, please see the
Policies and Procedures for the applicable accreditation, certification or recognition program.

Your onginal version of the Survey Tool remains available to you to continue the ongoing process of guality
improvernent

We look forward to working with you in the coming weeks. If you have any questions regarding the survey process,
please contact your assigned NCOA contact directly or WCQA Custarmer Support at 888/275-7585 or
customersupport@ncga. org.

Thank you again for participating in the NCQA survey process.

Please click here to continue.

Caution: If the Unit of Assessment or Evaluation Options on your Survey Tool do not
match the options listed on your application for accreditation, certification or
recognition, you will not be able to submit the Survey Tool.
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Figure 62 shows an example of the error message you will see if there is a
discrepancy between your application and your Survey Tool.

- Application Error - 2002DM Lic: 206 - Microsoft Internet Explorer

i i
A NCOA o
Measuring the Quality of America’s Health Care

- _ WHAT'S " HELP &
FRINT HOME | “ppw | SEARER L arRucTions

LOGOUT

Thank you for your interest in submitting the Survey Tool to NCQA far an accreditation, cerification ar
recognition program su i i==inn of the Survey Tool,

Based on our records, your arganization has applied for a different evaluation optionis) than those identified >
ey Tool

Please contact Customer Support at 888/275-7585 or customersupport@ncga.org to discuss your
application and submission with NCOA,

Return to Survey Tool
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AFTER SUBMITTING THE SURVEY TOOL

Caution: After you submit a Survey Tool to NCQA for survey, you may only access the copy sent to
NCQA in “read-only” mode. You may not make any edits or changes to it.

The next time you log in to the Survey Tool, a section titled NCQA Survey and Results will display on the
Welcome screen (Figure 63). This section contains a copy of the submitted Survey Tool, and includes your
organization ID and survey project number and information on what stage of the survey process NCQA is
working and the start date. See the Policies and Procedures for details about the survey process and the stages
through which the Survey Tool progresses.

You will also retain a copy of the Survey Tool under your license for your continued use after submission.

Figure 63. Welcome screen with NCQA Survey & Results section

Publications & Licenses

Your organizatson has bcensed the followang

« 2013 Ssandauds and Guidelines for she
Accredisation of Hoalth Plans comp for

CPCustSps
Licenss 18177

» 2012 Ssandords and Guidelines fog she
Ascreditation of Health Plans comp for
CPCusSpt

Licerne 18100 )
« 2011 Health Plan Accreditation comp fot
CPCusSpt

Litaras 10749

o 2013 Phiysicion and Hospital Quality
comp for CPCustSot
Licerne 15209

o 2012 SNP Structure & Process 2012 comp
for CPCustSpt
Lcarme 10145 )

Surveys & Results
We hawe conducted or are conducting the
followng suneys

Wﬁcm 10 NCQA's Interactae Sunvey
System, which contans all the
information necessary for understandng
and undergoing an NCQA Accredtation
Certification or Recogntion Survey. The
Standards and Guidelines are embedded
i & 1o help you evakuate your
perdormance as NCQA will evaluate #t
you can also prepare for an NCQA
suneythe Surey Tool becomes the
basis foe the sunvey. The Survey Yool lets
you understand how well you maet the
standards, and lets NCQA conduct
suneys economecally and eficantly
(tecause most of the suney occwrs of-
sfe)

Please contact cusiomar

Margaret E OKane
Presidert, NCQA

.59 f you would kike more

2ANEEQMERNCY
information about how NCQA evaluates quality in heakh care
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PART VIII: ISS ADMINISTRATIVE
FUNCTIONS
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ADMINISTRATIVE FUNCTIONS OVERVIEW

All ISS administrative functions can be performed through the Administration section of
the Welcome screen. Click on the Administrative Functions link to access the
Administration Menu screen (Figure 64).

Using the Administration Menu screen an organization Administrator can manage user
access to the ISS specific Web publications and view a history of user changes to the
Survey Tool.

Everyone in an organization may be added to the user pool for ISS; however, only users
assigned access to specific Standards and Guidelines or Survey Tool publications may
access 1SS Web publications. Therefore, giving a user access to ISS Web publications is
a two-step process. First, the user must be added to the ISS user pool. Second, the user
must be assigned access to specific Standards and Guidelines and/or Survey Tool
publications.

Caution: There must always be at least one user in your organization who has
Administrator rights. Only an Administrator can perform the
administrative functions described in this manual.

Figure 64.
Administration Menu

User Login: External Admin2 / Organization: NCQA

Administration Menu

Manage Users

e Create Hew User in User Pool
s View/Edit User in User Pool

s Assign User to Publication
s View/Edit User Assigned to Publication
» View/Edit User Rights to Publication

Other Administrative Functions

+ View History of Changes |
+ Transfer Data from one Survey Tool to another Survey Tool

« I_>l_I
]

|22"| I_ l_ l_ |o Trusted sites
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CREATE NEW USER IN USER PoOL

Log in as an Administrator.

2. On the Welcome screen, click the Administrative Functions link to open the
Administration Menu screen (Figure 64).

5. Click on Create New User in User Pool link to open the Create New User screen
(Figure 65).
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<=} Create New User - Microsoft Internet Explorer provided by NCOA = | EII_
File Edit Wiew Favorites Tools Help |n

GBack » = - ) 3 ‘ Qhsearch [EjFavorites ¢4 | Ey S | - 3

Create New User

Ta create a new user, complete the following fields and click an the "Save User” button. You may create as
many users in your organization who may need to access 135, However, only those who are actively
to a specific publication will be able to access it.

There is no restriction on the length or mix of alphafmumeric characters of th
screen is completed and saved, you will not be able to change it.

serid. Once this

Passwords mustbe at least 8 characters in length and must also have 3 ofthe 4 following
characteristics

= At least one uppercase character.
e At least one lowercase character.
« At least one numerical character.
* At least one symbol (ie. # §, &, etc))

——

Enterthe user's first name. This can be edited using the Update User screen

Enterthe user's last name. This can be edited using the Update User screen
Last Name:

This will be automatically campleted unless you have administrative righjg for more than one
organization. In that case, select the organization for this user.

Organization:

NCQA

Enterthe user's email address. This can he edited using the Update User screen

This field defaults to the date the license is created. This can be modified ifyou wantto delay
access and can be edited in the Update User screen.

|1 11 472006

This field defaults to a 5-year period. This can be changed if you want this user's privileges to expire
earlier. It can also be extended, even heyand the valid time frame for the publication. This can be
valid To: edited in the Update User screen

|11.f1 32011

Ifyou select"Yes", the user will appear as "Active” on your list of potential users and be ayflable to
be assigned to a product. If you select"Mo”, the user will appear as "Inactive” on the lisyand will not
he eligible to be assigned to a product. This can be edited in the Update User scre

IYES VI

Save User | Save User & Add to Publication

Valid From:

& [ [ |@ Trusted sites _‘
Figure 65. Create New User

4. Complete the following fields:
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a. User ID: Each user must have a unique ID.
b. Password: Enter a Password.

Note: Passwords must be at least 8 characters in length and have at least 3 of the
following 4 characteristics:

e one uppercase letter

e one lowercase letter

e one numeric character

e one symbol (#, $, &, etc.)

Cc. First Name: Enter the user’s first name.
Last Name: Enter the user’s last name.

Organization: This field is completed automatically, unless you are an
Administrator with rights for more than one organization. If this is the case,
select an organization for the user from the drop-down list provided.

f. E-mail: Notification of system changes and Password reminders will be sent
to this address.

g. Valid From/To: Indicate the period of time to give the user access to the ISS.
The system defaults to a two-year period, beginning on the date on which the
user is created. Type in new to/from dates to change the access period.

h. Active?: Select “Yes” to add the user to the user pool. You may have as many
active users in the system as you require.

5. There are two options to save a new user:

2. Click the button. The Create New User screen will refresh to indicate
that the new user has been added to the system.

3. Click the [Save User & Add to Publication] button. The Create New User screen
saves the user, closes, and the Publication Administration page opens, displaying
available tools and publications.

Caution: ISS User IDs must all be unique. If you chose a User ID that already
exists in the system, the user will not save and you will get the following
error message in red at the top of the screen

ERROR UserID already exists, please choose another.
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Figure 66. Create New User screen after a user has been added to the user pool

= Use these
Create New User :
links to
To create a new user, complete the following fields and click on the "Save User” button. You may create as aSSi n the
many users in your organization who may need to access IS5, However, only those who are actively assigned g
to a specific publication will be able to access it user to a
ublication
User has been Updated. - User has not heen given rights to access a publication or Survey Tool. p
Click here to Assign User Access to a publication or Survey Tool. | Click Here to Add Another User or add
There is na restriction on the length ar mix af alphaihumeric characters of the user id. Once this another user
screen is completed and saved, you will not be able to change it.
to the user
newuser! 23 newuser123 ﬂ
ool
[&] pone [ [ @ Trosted sites 7 P

Note: Now that you have added a new user to the ISS user pool but have not
assigned to a publication, you will need to assign the user access to specific
Standards and Guidelines and/or Survey Tool publications. Instructions for
doing this are included in the next (Assigning a User to a Publication) section
of this manual.

ASSIGNING A USER TO A PUBLICATION

Note: Only active ISS users can be assigned access to a Web publication. See the
Adding a User to the User Pool section of this manual for more information.

To assign a user to a publication (Standards and Guidelines or Survey Tool):
1. Log in as an Administrator.

2. Click the Administrative Functions link to open the Administration Menu screen.

3. Click on the Assign User to Publication link in the Manage Users section. The
Publication Administration page opens, listing available publications:

User Login: External Admin2 / Organization: NCQA
Return to: Administration Menu

Publication Administration
Choose the publication to proceed
= 2007 Standards for the Accreditation of Manayed Care Organizations (11111222177
License 3420 }

1 - User License(s)
« 2007 Standards for the Accreditation of Preferred Provider Organizations (11111222178
License 3421)

1 - User License(s)

] [T 3@ ntemet T 100% - ]

©2012 by the National Committee for Quality Assurance
All rights reserved. Printed in the USA. Version 5.2



93

4. Click the link for the publication you want to assign the user to. This opens the
Assign User To page (Figure 67).

Figure 67. Assign User To Publication

Fie  Edi Yiew

rites  Took  Help

3 Assign User to: - Microsoft Internet Explorer provided by NCOA 18] x

daBack - = - (D [2) 4| Qoearch Garavorres 3| E- G v - 5 4

Mo

This field defaults o the date the license is created. This can be modified if you want to delay access. This can be edited in the Update User
screen.

Valid From:
[itnseos

This field defaults to a &-year period. This can be changed ifyou wantihis user's privileges to expire earlier. This can also be extended, even
alld T beyond the valid time frame for the publication. This can ke edited in the Update User screen.
alid To:

frimszon

Ifyou select"Ves," the user will appear as "Active" an your list of users assigned to the product and can access the product If you select"No," the
userwill anpear as "Inactive” on the list and will not be eligible to access the product

Active?:
[ves =]

[IESE N The fields below allow you to assign this ussr rights to specific areas and functions of this Survey Tool
This section is Not Anlicable for Standards and Guidelines - vou do not need to complete any fields. All users will have -]

Assign User to: =
2006 DM Accreditation and Certification Standards, Guidelines and Assessment Tool

To assign 3 user to this publication, complete the following fields and click on the *Save User’ button. The
number of active users is limited to the number of licenses you purchased. If you get a message that there are
no remaining licenses, you may purchase additional licenses, reassign a currently assigned user id for this
product or change  currently assigned user id to "Inactive.”

Enter any existing active User ID here,
USER ID:
Enter the user's email address.
Email:
OR:
Using the drop down list of existing active User Names/IDs, selectthe user you want to activate by
clicking on the user name/lD. This will not cause the fields to populate butwill assign this active
userto the license. Complete the remaining fields and click on the Save User button below. To
delete a user from the license, skip the remaining fields and click an the Delete button below.

lim, Bond - joond

This allows you to designate  user to have Administrative rights. Administrators have the ability to -
PYITRRIE periorm all of the user management functions. You should have atleast one person with
[T i minisirative rights and rmay give Administraiive rights o any and all active licensed users. Ifyou
(IR <clectves" in this drop down hox, the user will have Administrative rights to this publication. Ifyou
select"No," the userwill stll have access to the publication, hut notthe Administrative screens

@

[ [ (@ Tustedsies

5. On the Assign User screen (Figure 67) complete the following fields:

a. User ID: Select a User ID from the user pool by either entering the User ID or
e-mail address, or selecting the User Name from the drop-down list provided.

b. Is User Administrator for this License?: Use this field to assign
administrative capabilities to the user, as appropriate.

c. Valid From/To: Indicate the period of time to give the user access to the
publication. The system defaults to a two-year period, beginning on the date
on which the user is created. Type in new to/from dates to change the access

period.

d. Active?: Select “Yes” to make the user’s access active for the publication.
You may have as many active users on a publication as your license permits.

User Rights (Applicable to Survey Tools only): Assign the user rights
to specific areas and functions of the Survey Tool.
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Note: All users assigned to Standards and Guidelines publications have read-only
rights to all standards category information. In addition, Standards and
Guidelines publications do not include Results or Submission features to
which user rights need to be assigned.

For Organization Background (if applicable) and each standards category in
the Survey Tool, identified by the category name abbreviation (e.g. Ql, UM,
CR, RR, etc.), assign one of three levels of rights:

e Read and Change (R&C). The user can read all content and data in
the category and enter, edit and save all data, including answers to
element questions, evaluation text, comments and private notes. This is
the default level of rights.

o Read Only (RO). The user can read all content and data, including
answers to element questions, evaluation text, comments and private
notes but cannot enter, edit or save data.

e No Access (NA). The user can read Standards and Guidelines
content but cannot enter or edit Survey Tool data.

For the Results section, assign one of two levels of rights:

o Read Only (RO). The user can read results. This is the default level of
rights.

e No Access (NA). The user cannot obtain Survey Tool results.
For Survey access:

After the submission of the Survey Tool for survey, ISS makes a copy of
available in “read only” mode. This version is separate from your Readiness
Evaluation and is used to conduct the survey.

6. To provide access to this version: Leave the box checked. This is the default level
of rights for new user

7. To prohibit the user from accessing this version: Uncheck the box.

For Survey Tool Submission to NCQA for survey, assign one of three levels
of rights:

8. Documents and Survey Tool. The user can upload documents and execute the
final Survey Tool submission. This is the default level of rights.

9. Documents. The user can upload documents but cannot execute the final Survey
Tool submission.
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10. No Access (NA). The user cannot upload document or execute the final Survey
Tool submission.

11. Click the button; the Assign User To screen closes, and the
Administration Menu main page opens.

Note: The number of users that you can add to a publication is limited to the
number of licenses purchased by your organization. If you receive a message
indicating that there are no remaining licenses available when you attempt to
assign a new user access to a publication, you will need to either inactivate a
current user on the publication or purchase an additional license to give the
New user access.

To purchase an additional license, contact NCQA Customer Support via e-
mail at customersupport@ncga.org or by phone, toll free, at 888-275-7585.
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VIEW/EDIT USER RIGHTS TO PUBLICATION

1. On the Administration Menu screen click on the View/Edit User Rights to
Publication link in the Manage Users section and open Publication
Administration page.

2. Select a publication, click on it and open View/Revise User Rights for page.
3. Scroll down the page, view or edit rights for the selected user, click on the

button (Figure 68).
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Figure 68. View/Revise User Rights

User Login: External Admin2  Organization: NCQA
Return to: Administration Menu

View/Revise User Rights for:

2007 Standards for the Accreditation of Manhaged Care
Organizations

The fields below allow you to assign this user rights to specific areas and functions of this Sumvey Tool
This section is Not Applicable for Standards and Guidelines - you do not need to complete any

fields. All users will have Read Only rights to all Categories. The Standards and Guidelines do not
R Submission features.

Forthe Organization Background and for each Categony of Standard's (identified by a letter code) in the
Survey Toal, assign ane of three levels of rights:

« Read and Change (R&C). The user can read all content and data in the category/area and enter,
edit and save all data, including answers to questions, evaluation text, comments and private notes.
This is the default level of rights.

« Read Only (RO). The user can read all content and data, including answers to questions, svaluation
text, comments and private notes but cannot save any edits to data

« No Access (NA). The user can read all content ISS-develaped content (2.4., Standards and
Guidslines) but cannot read or edit any data entered by the organization

T Category | Category | Category | Category | C

ategory
W | Results Submission

(N i

@oone [ [ [@ useasmes

MANAGING A USER’S ACCESS TO A
PUBLICATION

To edit or manage a user’s access to a specific publication (Standards and Guidelines or
Survey Tool):

4. On the Administration Menu screen click on the View/Edit User Assigned to
Publication link in the Manage Users section and open View/Edit Users page.

5. Click on the User ID link and open Update User for page.

6. The user name associated with the User ID you chose above will be highlighted in
the User Name field. (You can select another user by entering the User ID and e-
mail address or by highlighting a different user name.)

7. Make changes to the user’s access (Administrator rights, access period, active
status, and Survey Tool user rights) as needed.

Note: See the User Rights instructions included in the Assigning a User to a
Publication section of this manual for detailed information on assigning user
rights to specific areas and functions of the Survey Tool.

8. Click the button to save your changes
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Figure 69. Update User assigned to publication

User Login: External Admin2 / Organization: NCOA

Return to: Administration Menu

Update User for:
2006 DM Accreditation and Certification Standards, Guidelines and Assessment Tool

The number of active users is limited to the number of licenses you have purchased. If you get a message that
there are no remaining licenses, you may purchase additional licenses by contacting us or change a currently
assigned User ID to "Inactive.”

T change the status of a user for this license, use the following fields. You may change a user from Active to
Inactive or vise versa and click on the "Save User" button. You may also delete an existing user assigned to
this Standards and Guidelines or Survey Tool by selecting the user and clicking on the "Delete” button,

Usze the links above to return to the User Administration Menu or to Assign/Manager Users by Product

Enter any existing active User D here.
USER ID:

Enter the user's email address.
Email:

OR:

Using the drop down list of existing active User Names/IDs, select the user you want to activate by
clicking on the user namelD. This will not cause the fields to populate but will assian this active
userto the license. Complete the remaining fields and click on the Save User button below. To
delete a user from the license, skip the remaining fields and click on the Delete button below.

Jim, Bond - jand!
Mister, Roberts - Mr

Is User This allows you to desianate a user to have Administrative rights. Administrators have the ahility to
i perfarm all of the user management functions. You should have at least one person with
Administrative rights and may give Administrative rights to any and all active licensed users. Ifyou
License?: select™Yes" in this drop down box, the user will have Administrative rights to this publication. Ifyou
select"Mo/" the userwill still have access to the publication, but notthe Administrative screens.

Yes w
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This field defaults to the date the license is created. This can be modified if you want to delay access. This can be edited in the Update User
streen

Valid From:

11014/2008

This fleld defaults to a S-vear period. This can be changed ifyou want this user's privileges to expire earlier. This can also be extended, even
beyond the walid time frame for the publication. This can be edited in the Update User screen

11132011

Ifyou select "Yes " the userwill appear as “Active” on your list of users assigned to the product and can access the product. Ifyou select"Mo," the
Actve? userwill appear as “Inactive” on the list and will not be eligible to access the product.
clve?:
Yes ¥

The fields below allow you to assign this user rights to specific areas and functions of this Surey Tool

Valid To:

This section is Not Applicable for Standards and Guidelines - you do not need to complete any fields. All users will have
Read Only rights to all Categories. The Standards and Guidelines do not have Results or Submission features.

For the Organization Background and for each Categony of Standards (identified by a letter code) in the Survey Tool, assign one of three
levels of rights:

« Read and Change (R&C). The user can read all content and data in the category/area and enter, edit and save all data,
including answers to questions, evaluation text, comments and private notes. This is the default level of nghts.

« Read Only (RO). The user can read all content and data, including answers to guestions, evaluation text, comments and private
notes but cannot save any edits to data.

o No Access (NA). The user can read all content 1IS5-developed content (g.g., Standards and Guidelines) but cannaot read or edit
any data entered by the organization

For Sunvey Access:

After the submission ofthe Survey Tool for survey, 1SS makes a copy available in "Read Only" mode. This version is separate from
wour readiness Evaluation and is used to conduct the survey

Survey Tool only
Edit the user
rights to specific

= To provide the user access to this version: Leave the box checked. This is the default ievel of rights for a new u;

+ To prohibit the user from accessing this version: Uncheck the box

areas and
Organization | Category | Category | Category | Category | Category | Category Survey H
Ba‘:kground Mw fu n Ctl O n S

R&C » R&C = R&C R&C * R&C » R&C R&C » RO = Documents & Survey Toal » 2
Update User Delete

REMOVING A USER’S ACCESS TO A
PUBLICATION

To remove a user’s access to a publication (Standards and Guidelines or Survey Tool):

1. On the Administration Menu screen click on the View/Edit User Assigned to
Publication link in the Manage Users section and open View/Edit Users page.

2. Click on the User ID link and open Update User for page.

3. The user name associated with the User ID you chose above will be highlighted in
the User Name field. You can select another user by entering the User ID and e-
mail address or by highlighting a different user name.

4. Scroll to the bottom of the screen and click the button.
5. Click the button to remove the user from the publication.
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REMOVING A USER FROM THE USER POOL

Note:

A user must be removed from all publications (Standards and Guidelines
and Survey Tools) before they can be removed from the user pool entirely.
See the Removing a User’s Access to a Publication section of this manual for
more information.

To remove a user from the user pool:

1.

On the Administration Menu screen click the View/Edit User in User Pool link and
open View/Edit Users page. The page displays all users.

Click on a User ID link to select the user to delete. The Update User screen will
open and display the user’s information.

Click the button.

Click the button to remove the user from the publication.

Figure 70. View/Edit Users

View/Ed

it Users

This screen allaws you to create and view a list of potertial users and to change attributes for existing users

You may change pa

To Create a MNew Usi

sswords or email address ar delete users who are no longer eligible to access the IS5,

er, click on the gray box

To update or alter an existing user, select from the User 1D in the list below.

To send an email to

a user, click on the user's email address

Add New Liser

User ID: This is the User ID created when the user was added. This cannot be edited. To update or
edit attributes for a user, click on the User ID
First Name: This is the user's first name. This can be edited using the Update User screen
Last Name: This is the user's last name. This can be edited using the Update User screen
Email: This is the user's email address. This link will allow you to send an ermail to this user. This
can be edited using the Update User screen,
0 This is the for this user.
Active?: If the user appears as "Active," the user is available to be assigned to a product. If the user
appears as “Inactive” on the list, you will not be able 1o assign this user to a product. This
can be changed in the Update User screen.
Valid From: This field defaults to the date the license is created. This can be modified if you want to
delay access. Thig can be changed in the Update User screen,
Valid To: This field defaults to a S-year period. This can be changed if you want this user's privileges
to expire earlier. This can also be extended, even beyond the valid time frame for the
publication. This can be changed in the Update User screen
Valid
User ID First Name Last Name Email Organization | Status
From To
101105DuplUser2 Duplicate User2 Lofdnega org NCQA Active 10/14/2005 | 10/ 472007
abeattie2 Angela Beattie abeattie@mpro.org NCQA Active 33002005 3r30z2007
AlanSitver Alan Sikver asilver@nygio.sdps.org NCQA Active 21 612005 123142008
alee AN Lee lee@ncga.ory NCQA Attive Gr132005 aM13/2007
Ambratt Ann-Matie Brattain brattaia@fdhe state lus NCQA Active 107812004 10082006
21542002
Alan Rosenbery NCQA Inactive 904 Ph 21512006 j
] [ [ [ [8entemet CRC )
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CHANGING THE ADMINISTRATOR ON A SINGLE-
USER LICENSE

Changing the Administrator on a single-user license is a three-step process; it requires
adding a new user to the ISS, replacing the Administrator and removing the previous
Administrator from the license.

Step 1: Adding a New User to the User Pool

1.

A L T

Log in as the current Administrator.

On the Welcome screen click on the Administrative Functions link to go to the
Administration Menu screen.

Select the Create New User in User Pool link and open Create New User screen.

Complete all fields on the Create New User screen.

Active?: Select “Yes.”

Click the button.

Now that the new user has been added to the system you can replace the current
Administrator.

Step 2: Replacing the Administrator

On the Administration Menu page click on View/Edit User Assigned to Publication
link in the Manage Users section and open Publication Administration page.

Select a license on the Publication Administration screen and open View/Edit
Users page.

Click on the User ID link for the Administrator you want to replace in the table of
users.

On the Update User for screen, change the answer to the question “Active?” from
LCYeS” to “NO.”

Scroll down and click the button.

On the Administration Menu page click on the Assign User to Publication link and
open Publication Administration page.

Select a license and open Assign User to page.
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8. Enter the new Administrator’s User ID or e-mail address (or choose the User
Name from the drop down list provided).

9. Change the answer to the question “Is User Administrator for this License?”
from “No” to “Yes.”

10. Scroll down and click the button.

1. Logout.

Step 3: Removing the Previous Administrator

It is not always necessary to delete a user from the 1SS user pool; you only need to delete
a user who will never need to access the ISS again. To inactivate an account, remove user
access to specific assigned publications. To do this:

e.

Log in as the new Administrator, click on the View/Edit User Assigned to

Publication link and open Publication Administration page.

Select a publication, click on the link and open View/Edit Users page.

Select the User ID for the previous Administrator in the user table to go to the
Update User screen; the previous Administrator should show as inactive now.

Scroll down to the bottom of the page and click the button.
Click the button.

On log-in, the inactivated Administrator will not longer have access to the
publications from which access has been removed.
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REVIEWING THE HISTORY OF CHANGES

Note: This feature applies to Survey Tool publications only.

The View History of Changes feature allows an Administrator to search and review changes
made to scoring data, assessment notes and documents in the Survey Tool, including
information on who made the change and when. To view a history of changes:

e Log in as Administrator.

e Click the Administrative Functions link to open the Administration Menu
screen.

e Click the View History of Changes link in the Other Administrative
Functions section and open Publication Administration page.

e Select a publication from the Publication Administration page, click on it
and open View History of Changes page (Figure 71).

; NCQA RDS Admm Microsoft Internet Explorer

m Figure 71.
' N(JQAMM“ I vz N s View History of Changes

screen, before search

User Login: ST Admin / Organization: Demo Org

Return to: Administrative Menu View changes since a
specific date

View History of Changes or leave the field
blank to view all

This screen displays the change histary for Changes

MCO 2004 License - License 595

| ( mmddd/yy - leave blank for ALL)
Select I Cancel

@ 2002, 2003 Mational Comrmittee for Quality Assurance
Use ofthis YWeh snefapphcallun constitutes acceptance of NCQA's User Agreemnent and Privacy Policy. _|

5 BN
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e View changes since: Leave this field blank and click the button to
view all changes made to the Survey Tool

or

Enter a date (in mm/dd/yy format) and click the button to view the history of
changes since that date.

e The page will refresh to display a table of changes to the publication (Figure
72). Changes are tracked in terms of what information in the Survey Tool was
changed, including:

6. Data. Changes to scoring information.
7. Assessment. Changes to notes and assessments.
8. Documents. Changes to linked documents.

In addition, information on the type of change made (adding, editing or deleting
information), a date and time stamp of when the change was made and the User ID of the
person who made the change are also included.

7 NCQA RDS Admin - Microsoft Internet Explorer =] 7]

File Edit Wiew Favorites Tools  Help ﬁ
NCOA .. ey Jr
Measuring the Quality of America’s Health Care

Figure 72. View
History of Changes

HonE ELF- LoGoUT screen, after
User Login: ST Admin § Organization: Demo Org SearCh
Return to: Administrative Menu Standard / element

View History of Changes Change date & time

This screen displays the change history for

User ID
MCO 2004 License - License 595
faet (mmpafilyy - leave blank fog ACL) Type of change

(add, edit, or delete)

Standard Eleraient Change Dale UserlD Type of Chanrje Where Changed

2R 41215 P | oAaEn Data What changed
(data, assessment, or
DataEntry1 . document
| RR7 ‘ B ‘ 2/9/2004 4:11:36 PM ‘ D Eohliser ‘ Edit ‘ Data = )
&1 Done [T @ mtemet
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TRANSFER DATA FROM ONE SURVEY TOOL TO
ANOTHER SURVEY TOOL

The copy data process allows organizations that have undergone an NCQA survey, to copy that
data to their current survey tool. This applies to organizations that are updating or striving for
accreditation, certification or recognition of newly published NCQA products. Please keep in
mind that this process is limited to selected NCQA products, and must be approved by NCQA.
Organizations that have not received approval will not have the ability to use this functionality
and must contact NCQA for approval. For example, an organization that went through a 2004
MCO survey, and has purchased a 2006 MCO survey tool, will have the option to copy the data
from the 2004 MCO survey to their 2006 MCO survey.

To copy data from a previous NCQA survey:

1. Click the Administrative Functions link on the ISS homepage.

2. Click on the Transfer Data from one Survey Tool to another Survey Tool link in the Other
Administrative Functions section and open the Publication Administration page
(Figure 73).

Figure 73. Publication Administration. Transfer Data

User Login: External Admin2 / Organization: NCQA
Return to: Administration Menu

Publication Administration SE|9Ct a
Chaose the publication to pracesd
- 2007 for the itation of Managed Care Organizations (11111-222-177- pUbllcatlon
License 3420) :
- Uoer Lcensefs) you will be
- 2007 for the itation of Preferred Provider Organizations (11111-222-178- Copying data
License 3421)
1 - User Licensefs) to
« 2007 Standards for the Accreditation of Preferred Provider Organizations (11111222 176
License 3422)
1 - User Licensefs)
« 2007 Standards for the Accreditation of Preferred Provider Organizations (11111222176

License 3423

7 - User Licensets)

+ 2007 for the itation of Managed i Health O
11111222 181-License 3424
1 User Licenseis)
+ 2007 for the itation of Managed i Health O
11111222 181-License 3425
1 - User License(s)
+ 2007 for the itation of Managed Care O izations (11111222177
License 3448
1 - User Licenss(s)
+ 2007 for the itation of Managed Care O izations (11111222177
License 3454
1 - User Licenseds)
=
&) [ [ @ Trusted stes ]
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3. Select a publication you will be copying data to and click on the link. The Data Copy
Options page will open (Figure 74).

Figure 74. Data Copy Options

User Login: External Admin2 / Organization: NCOA

Return to: Administrative Menu
Instructions

Data Copy Options

» Copy data from a previously licensed DM survey tool
» Copy data from a previously licensed survey tool that is not DM —

-]
& [ | @ Trosted sites 7

4. Select the appropriate link on the Data Copy Options page (Figure 74).

5. For organizations that select the first option, the following page will list all survey tools
purchased by your organization (Figure 75a).

Figure 75a. Select a tool to copy from

Return to: Administrative Menu

| —

Waming: You have chosen to copy data to survey tool 3383. If you have already entered information into
survey tool 3383, the information entered will be overridden when you complete the copy process.

Select the survey tool from which you want to copy information. Click the continue button at the bottom of the
screen, after making your selection

€7 2004 MCO Survey Tool Weh-hased (Single user) - License 965

7 2004 MCO Survey Tool Weh-hased (Single user) - License 3342

2004 PPC Survey Tool - License 3475

7 2004 PPC Survey Tool - License 3476

€7 2004 PPC Survey Tool - License 3477

" 2005 Quality Plus - License 3358

€ 2005 Quality Plus - License 3467

" 2006 DM Accreditation and Certification Standards, Guidelines and Assessment Tool - License 3363

|&] pone : [ [ [ @ Trustedssites

-
4

6. Select the previously undergone survey with the data that will be copied, and click the

button to proceed with the data copy process (Figure 75a).
7. For organizations that select the second option, the following page will display a
confirmation page; verify the “From” and “To” survey tools involved in the data copy

(Figure 75b).

©2012 by the National Committee for Quality Assurance
All rights reserved. Printed in the USA. Version 5.2



107

Figure 75b. Copy Data

[
Return to: Administrative Menu
Survey Tools for Data Copy
Please verify the license numbers below. To view the list of elements that will be copied, click the Continue button. To
stop the copy process, click the Cancel button.
From: License 3321
Ta: License: 3266
Continue Cancel
=
[&] Dore [ [ [@ trusted stes v

8. Click the button, and note all the elements to be copied to the selected survey
tool (Figure 75b).

9. Click the button and click “OK” to the verification pop up box to copy the

data from the elements in the “From” survey tool, to the matching elements in the “To”
survey tool (Figure 75c).

10. The following page will list the status of the data transfer. If you experience problems
copying data, please contact NCQA customer support @ 888-275-7585

Figure 75c. Copy Data

Please note that data far the following elements will be copied to your current survey tool. Click the Copy Data button
below to transfer the information. J
Copy Data | Cancel |
To: Survey Tool From: Survey Tool To: Survey Tool From: Survey Tool
License - 3266 License - 3321 License - 3266 License - 3321
CO1 Element A CO1 Element A Arthritis Arthritis
CO1 Element C CO1 Element C Astl Astl
CO2 Element A CO2 Element A
CO3 Element A CO3 Element A
CO3 Element B CO3 Element B
CO4 Element A CO4 Element A Ll
[@ T [ [ 3 ntemet 0% -
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UPDATING THE ORGANIZATION NAME

Users have the ability to modify the organization name prior to submitting the Survey Tool.

1. Click on Administrative Functions from the ISS Home page.

HOME WHAT'S NEW HELP & INSTRUCTIONS LOGOUT

Administration
Click on the link below to enter the administrative area

» Administrative Functions

» Change User Password

Inactive Projects

Click on the Inactive Projects link listed below to view inactive projects

» Inactive Projects

2. Click on View/Edit Organization Name under “Other Administrative Functions”.

Administration Menu

Manage Users

o Create New User in User Pool
o View/Edit User in User Pool

¢ Assign User to Publication
« View/Edit User Assigned to Publication

« View/Edit User Rights to Publication

Other Administrative Functions

« View/Edit Organization Name
« View History of Changes
¢ Transfer Data from one Survey Tool to another Survey Tool

3. Change the organization name and click Update.
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Return to: Administrative lenu

View/Edit Organization Name

This screen allows you to view and edit your organization name. Please note that you won't be able to edit
once your organization name is finalized

Organization Name: |ncaa

4. The organization name has been updated. .

Return to: Administrative Menu

View/Edit Organization Name

This screen allows you to view and edit your erganization name. Please note that you won't be able to edit
once your organization name is finalized

Organization Name: |ncos
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PART VIV: SUPPORT
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HELP AND INSTRUCTIONS SCREEN

Help resources are provided within the ISS. Access the Help screen (Figure 76) by clicking the
Help & Instructions link on the Top Navigation Bar. The Help screen displays links to the

following resources:

Interactive Survey System Instructions
General Support

Standards and Policy Clarification
General Inquiries or Comments

Figure 76. Help screen

We look forward to helping you understand and use the Interactive Survey System and all our programs and
services.

Below is a list of helpful links and contact information.
Interactive Survey System User Resources
Instructions

Instructions for the Standards and Guidelines and Survey Tool - click here for instructions on:

navigating in the Standards and Guidelines and Survey Tool
setting up the Survey Tool

using the Survey Tool for evaluation

document management and

submitting the Survey Tool for survey.

If you are experiencing issues with the Document Library, try the troubleshooting tips
User Manuals

User manuals are provided in Adobe Acrobat PDF. Download times for POFs will vany depending on the size of
the file and your Internet connection speed. To view the PDF format, you must have Adobe Acrobat Reader. If
you do not have this program, download it here for free at www adobe.com. Mote: User manuals are updated
periodically and may not cover recently added features. Please note the version date. Online instructions
{above) include all current functionality.

o User's Manual (3.8MB) - click here to access a user manual of all I35 features (July 2003)
ISS Demonstrations

IS5 demonstrations use a tutorial software. Once you click on a link below, it will open a new browser window
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Interactive Survey System Instructions

General Instructions provide information on ISS log in, sessions and top-level navigation,
including basic menu information and user management information for Administrators.

After you select specific Standards and Guidelines or Survey Tool, the Help screen also gives
you the option to view Instructions for the Standards and Guidelines and Survey Tool that
explain key features specific to the publication and offer detailed information on how to:

« Set up the Survey Tool to use it for a readiness evaluation.

« Enter data to conduct a readiness evaluation.

« Reference and manage documents to support your evaluation.
o Submit the Survey Tool to NCQA.

General Support

Contact customersupport@ncaga.org or call toll free at 888-275-7585 for questions or comments
related to ISS, including general use or technical issues; the survey process, including application
information; publications and conferences, including purchasing and registration; information
about a specific organization; information about accreditation, certification or recognition.

Standards and Policy Clarification

Contact NCQA for specific answers to standards and policy questions as follows:

NCQA Accreditation and Certification Programs

For specific answers to standards and policy questions related to NCQA Accreditation and
Certification programs.

« Click FAQs to review answers to commonly asked questions about accreditation or
certification.

« Click Policy Updates to access the Policy Updates screen.

 Click Ask a Question to submit a question to the NCQA Policy Clarification Support
(PCS) staff.

Recognition Programs

For standards and policy questions specifically related to a recognition program, click
customersupport@ncga.org to contact NCQA.
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General Inquiries or Comments

If you have general questions or comments about the NCQA Web site, submit them to the
Webmaster or contact NCQA.

Webmaster@ncga.org or 888-275-7585

1100 13th Street NW
Suite 1000

Washington, DC 20005
Telephone: 202-955-3500
Fax: 202-955-3599
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PART X: TROUBLESHOOTING TIPS

ISS TROUBLESHOOTING TIPS

The following are some basic troubleshooting tips to enhance your ISS experience.

Pop Up Blockers

To view some ISS screens and features, you may need to disable the pop-up blocker feature of
your Internet browser. Please refer to your browser Help menu or customer support function for
instructions on how to disable this feature.

Clearing the Cache

If you are unable to view an ISS screen or function, you may need to clear your browser Cache.

The Cache is a temporary storage place on your hard drive for snapshots of the Web pages that
you have visited. Upon visiting a Web page, your browser checks to see if the page is currently
cached, to allow faster retrieval, rather than downloading the page to your computer. However, if
the particular URL has been modified, the page in cache may be different than the page currently
offered on the Web. Having an old snapshot of a web page in cache can cause issues when using
the web page if the page has “moved on” since the snapshot was taken:

To clear your web browser cache:
Internet Explorer version 5.0, 5.5, 6.0, 8.0:

« on the Tools menu of the Internet Explorer toolbar, click Internet Options

« on the General tab, in the Temporary Internet files area, click Delete Files, click Delete
Cookies and Clear History then click OK.

e click OK to close Internet Options

e close and reopen Internet Explorer.

Designating the ISS as a Trusted Site

To view some ISS screens and features, you may need to designate the ISS as a trusted site. This
is specifically required to allow ISS to open a document stored on a local or network drive or
directory. To designate the ISS as a trusted site:

e on the browser menu go to Tools and select Internet Options
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e click on the Security tab

« inthe box containing icons for the Internet Explorer zones, click the Trusted Sites zone
« click the Sites button below this box

« enter the URL for the ISS into the "Add this Website to the zone..." field

o click Add

« click OK to close this window

o click OK to close the Internet Options window.
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