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Objectives
• Learn about innovative approaches to virtual 

facilitation.
• Identify effective ways to match the method of 

virtual facilitation to the learner (the practice).
• Identify mechanisms to refine facilitation methods 

by leveraging ongoing experiences.
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Virtual Facilitation: Why is it 
needed?
• The first performance year of the Quality Payment 

Program was 2017.
• During the first year, the QPP was slated to impact 

the Medicare Part B payments for more than 
600,000 providers across the 50 states and other 
territories.

– Physicians, APRNs, PA-Cs, certified registered nurse 
anesthetists (CRNA) and clinical nurse specialists (CNS)

– Varied specialties and locations
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Virtual Facilitation: The Future
• The 2019 QPP adds seven additional eligible 

provider types:
– Clinical psychologists, clinical social workers, physical 

therapists, occupational therapists, qualified speech-
language pathologists, qualified audiologist, registered 
dietitian or nutrition professionals

• This will increase the number of providers that 
must be educated and provided technical 
assistance to help them report for MIPS.
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Let’s get real!
• In the TMF region alone, we serve eight states and the 

territory of Puerto Rico for the small, underserved and 
rural (QPP-SURS) practices.

– For larger practices, we have four states and Puerto Rico.
– The first year of the QPP, TMF had more than 31,000 

clinicians in its region of responsibility for technical 
assistance.

• Our goal is to help all clinicians improve their scores. 
• How do you help this many practices improve their 

score?
– Looking forward, need to consider that for the seven new 

eligible clinician types, this is their first exposure to the 
Quality Payment Program.
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Background
• The four categories of the Quality Payment Program 

(QPP) are meant to complement each other. 
– They are not silos!
– The legacy programs of the Physician Quality Reporting 

System (PQRS), the Electronic Health Record (EHR) Incentive 
Program and the Value-based Payment Modifier did not 
connect. 

– It was not apparent that improving one legacy reporting 
program would affect another program.

– The QPP has merged all of these legacy programs into one 
program to better link them for practice improvement.

– QPP also reduces reporting burden on providers.
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Legacy Programs
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MIPS Performance Categories
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Types of Virtual Facilitation
• Telephone
• Email
• Virtual meetings
• Online workshops
• Office Hours webinars
• Learning and Action Network
• TMF MIPS Toolbox
• Help desk and call center
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Telephone
• One of the first contacts with a practice or clinician
• Able to complete an assessment of the following:

– Current request or need
– Demographics of practice

• Number of providers and staff
• Electronic health record (EHR) name, CEHRT Edition, current use
• Previous experience with practice transformation, reporting in 

legacy systems (PQRS, Meaningful Use)
• Name and contact information for primary contact 

– Current status on practice transformation
– Needs related to process improvement for the QPP
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Additional Phone Conferences
• With additional phone conferences, our 

consultants tell us they can
– Walk through Enterprise Data Management Amount 

(EIDM) registration (CMS Enterprise Portal)
– Walk through application for Promoting Interoperability 

Hardship for clinicians or groups
– Selection of Quality measures on the QPP.CMS.gov

website.
– When details are needed, send email links to 

information or sites.
– When they have issues, consultants can move the call to 

a virtual meeting to guide them.
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Email
• Useful to supplement phone conversation or 

summarize a virtual meeting:
– Respond to requests by sending links to resources

• Include information about what is at that link 
• Provide brief instructions on how to use the resources

– Send registration links to helpful sessions they may 
attend

– Answer simple questions
• Request a phone call or virtual meeting if question is more 

involved

• Don’t overuse or people get “email fatigue”!
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Virtual Meetings
• Most of our work is done via virtual meetings.
• Introduction is often done by phone or email, but 

this format is used to truly dive into the work.
• Tips:

– Don’t show them what to do. Let them do it!
– May need to begin by teaching how to use the web 

meeting controls.
– Allow sufficient time so person does not feel rushed.
– Do NOT record the session. People are self-conscious 

when recorded.
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Demonstration of Virtual 
Facilitation
• This session began with an overview of the WebEx 

controls.
• Consultant then assisted the client to obtain data 

from her EHR to add to an Excel document.
• Once data obtained, she then provided instruction 

on how to build a run chart.
• Virtual Meeting: How to Build a Run Chart
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https://tmf.webex.com/tmf/ldr.php?RCID=67aac3c596c670a43e22aed0d8484d44


Online Targeted Workshops
• Able to provide assistance to multiple practices 

simultaneously
• Targeted topic:

– At TMF, we focused on the two MIPS categories 
Promoting Interoperability and Improvement Activities

• Overall goal: During the 90-day session, 
participants will have completed the 
measures/activities with 90 days of data 
for reporting in the selected category
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Workshop Structure
• Unique features

– 90 days of structured support and education
– Implementation guides
– Interactive virtual sessions via WebEx
– One-on-one consultant assignments
– Connection and support for TMF MIPS Toolbox

• This tool, powered by BizMed Solutions and customized for 
TMF, allows practices to select measures to estimate their 
performance, retain documentation at no cost and optionally 
report to CMS for a minimal fee to BizMed.
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Workshop Structure, cont.
• The Implementation Guide may be used 

electronically or by printing the PDF.
– Benefit of the electronic version are the links 

to resources.
– Promoting Interoperability Implementation Guide
– Improvement Activities Implementation Guide

• Suggested activities and assignments guide 
their work.

– These activities are in the implementation guide 
and are also discussed in the workshop session.
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https://www.tmfqin.org/Portals/0/Resource%20Center/Quality%20Payment%20Program/PI%20Workshop%20IG.pdf
https://www.tmfqin.org/Portals/0/Resource%20Center/Quality%20Payment%20Program/IA%20Workshop%20Implementation%20Guide.pdf


PI Implementation Guide
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IA Implementation Guide
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Workshop Structure, cont.
• Quality Improvement Consultants are assigned 

to provide assistance as needed:
– Some practices prefer to work on their own, but they 

may call with specific questions.
– Others are new to MIPS and work virtually with their 

consultant as they complete activities.
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Live Workshop Sessions
• Sessions are not 

recorded. This 
encourages 
participation.

• Registration 
questions are asked 
specific to the topic 
so that specific areas 
can be addressed 
based on the needs 
of the registrants.
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How familiar are you with the terms
“outcome  measures” and “process 
measures”?

Not familiar 17

Somewhat familiar 36

Very familiar 13

Have you identified how to monitor 
or measure improvement?

Yes 26

No 30

N/A 9



Live Workshop Sessions, cont.
• Use polls, hand-raising and Q&A to engage 

the participants.
• Chat is only used to provide useful links to 

participants. It is a one-way tool; participants are 
unable to respond. Participant input is captured 
through the Q&A tool.

The following slides are provided ahead of each 
workshop and as participants sign in at the beginning 
of each session to explain how to participate.
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Connecting Your Telephone Audio 

• Select “I Will Call In.”
• Dial phone number provided.
• Enter Access Code.
• Enter your Attendee ID.
 This connects your phone line to 

your WebEx name and enables 
you to speak if you choose.

• Note: These numbers are 
unique for each event.
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Request to Speak

To ask a question verbally:
• Raise your hand using the 

hand icon at the bottom 
of the participant panel.

• A hand icon will appear 
next to your name.

• The host will call on you 
and unmute your line.
 We are unable to unmute call-in 

users that do not connect your 
phone line to your name. 

 If your phone and name are NOT 
connected, a phone receiver will 
not be indicated next to your name 
and we cannot unmute you.

24



Ask Questions Using Q&A

• Questions may be asked using 
Q&A:
 Open the Q&A area 

at the bottom of the Participant 
panel.

 Address your questions to All 
Panelists and click “Send.”
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Watch Your Chat for Links

• When your Chat icon lights up, 
open the chat to see valuable 
links and information. 

• You may wish to keep this panel 
open during the session.
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Polling Questions

We will use polls during our 
session:
• Poll will open on the right side 

of your screen.
• Respond to the Poll in the time 

allotted.
• Click “Submit.”
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Example of Live Workshop
• This example is from one of the Improvement 

Activities workshops:
– Improvement Activities Workshop – Measurement
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https://tmf.webex.com/tmf/ldr.php?RCID=091a7a3e75439a79d8fba7b88132e293


Results of Online Workshops
• Practices signed up for the overall workshop, then 

could register for the specific sessions that they 
wished to work on:

– Promoting Interoperability: 545 enrolled
• Active participants: 130–275 per session

– Improvement Activities: 277 enrolled
• Active participant: 85–112 per session

• A few comments from participants:
– New to MIPS and appreciate the help.
– You guys are doing a great job bringing this information 

to us!
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Office Hours Webinars
• Office Hours also use the WebEx platform but are 

about a variety of topics that are related to the 
current work of our practices

• Use subject matter experts, including from both 
our team and outside speakers

• Done in discussion format, with frequent pause for 
questions (verbal or using the Q&A feature)

• Promote the topics by distributing Constant 
Contact emails and posting on our Learning and 
Action Network
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Example of an Office Hours Topic
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• Speaker was from the 
Reducing Readmissions 
team from the Quality 
Improvement Network

• MIPS-specific 
information presented 
by a QPP consultant

• All questions about 
MIPS are fair game

– Still a discussion, not 
just a presentation



Learning and Action Network
• This website is 

available to anyone
– Registration (free) 

required to access 
resources

– Serves the needs 
of many quality 
improvement 
networks at our 
company

• The site is 
https://www.tmfqin.org
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https://www.tmfqin.org/


Quality Payment Program Home Page
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Resources Available
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Value-Based Improvement 
and Outcomes Network
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TMF MIPS Toolbox
• Free online application for the TMF region

– Select MIPS category measures
– Track progress and calculate a projected final score
– Submit data to CMS*
– Maintain supporting documentation

*$75 submission fee per clinician; no charge for Improvement Activities 
and/or Promoting Interoperability submissions only
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TMF MIPS Toolbox
• Practices have asynchronous access to the toolbox
• Quality improvement consultants may work 

virtually with the practice or review their progress 
asynchronously as well.
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TMF MIPS Toolbox – Home Page
Click “Practice/Users Setup” on the home page to begin setup 
for the practice.
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Selecting MIPS Measures
On the home page, select the “My MIPS Dashboard” button in the center 
of the page.
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MIPS Categories
• This screen shows 

all four MIPS 
categories.

• Once your 2018 
data has been 
entered, you may 
view your 
estimated scores 
on this screen.
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Quality Category
• It is important 

to select your 
submission 
method on this 
screen. 

• Also, enter your 
reporting start 
and end dates.

• Select 
“+Add/Remove 
Quality 
Measures” at the 
bottom of the 
screen to start 
adding your 
Quality 
measures.
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Quality Measures
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• The chart’s legend/information cirlces shows information about this 
measure:

• The benchmark information for each measure is new this year.



Improvement Activities (IA)
• Repeat the selection process for each MIPS category. 

Note the information circles also appear in this 
category. 
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Promoting Interoperability (PI)
• The PI category 

will pre-populate 
the required base 
measures when 
you select the 
“Reporting 
Option.” 

• 2018 PI Transition 
Objectives and 
Measures (2014 
Edition CEHRT) or 
the PI Objectives 
and Measures 
(2015 Edition 
CEHRT)
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2018 PI Transition Objectives and 
Measures (2014 Edition CEHRT) 
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MIPS Score – Summary View
• Once data is entered, 

return to the 
Dashboard tab at the 
top of the screen.

• The default view is the 
Summary View, 
depicting the MIPS 
score for each category.

• You may also view 
more detailed 
information on the 
Dashboard by selecting 
“Switch to Detailed 
Dashboard.” 
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MIPS Score – Detailed View
• By selecting 

“Switch to 
Detailed View,” 
you can view the 
details of each 
MIPS category.

• You may view 
by group or by 
individual MIPS 
clinician.

47



Simplified MIPS Data Submission Option
• To access the submission option, select the green “Register 

to Submit MIPS to CMS” from the Dashboard tab.
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Uploading into the MIPS Toolbox
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Uploading into the MIPS Toolbox
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Future Updates (2018–2019)
• Adding Clinical Quality Measure (CQM), 

standardized QI Monitoring schedules and a central 
data repository

• New QRDA III interface option to reduce 
administrative burden for practices

• Provides peer practice comparative reporting
• Supports CMS goal of year-over-year MIPS CQM 

improvement
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TMF QPP Help Desk
Multiple methods to request technical assistance:
• Request support any time:

– Email QPP-SURS@tmf.org
– Submit a Request for Support form

• Receive an immediate response Monday ‒ Friday, 
8 a.m. ‒ 5 p.m. CT:
– Call 1-844-317-7609
– Live chat at https://tmf.org/QPP
– Directed to a quality improvement consultant 

for response
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https://chat.tmf.org:8443/ECCChat/chat.html
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TMF QPP Help Desk 
Request for Support
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Central Repository for Assignment 
of Requests
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Questions?

Contact Information
• Elaine Gillaspie, Project Director

– Elaine.Gillaspie@tmf.org

• Rose Langdon, Training and Education Lead
– Rose.Langdon@tmf.org
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Oklahoma, Puerto Rico and Texas, under contract with the Centers for Medicare & Medicaid Services (CMS), an agency of the U.S. Department of Health and 
Human Services. The contents presented do not necessarily reflect CMS policy. TMF-QPPSURS-18-186
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