Quality Provider Program:

Troubleshooting Common Tool Errors

General Instructions: For all issues encountered, first clear your browser cache based on the steps listed below.
Chrome Instructions (preferred Web browser) Microsoft Edge Instructions

1. Click on the Chrome window and then select “Ctrl+Shift+Delete” 1. Click on the Edge window, and select “Ctrl+Shift+Delete.”

2. You should then see a pop-up window (see below), and make sure ALL boxes 2. Select all four boxes in the pop-up window that opens.
are checked. 3. Make sure the “Time range” is set to “All time.”
3. Then, click on “Clear data” 4. Then, click on “Clear now.”
Clear browsing data 5. After cache clears, exit out of the browser to let the browser reset,
and try again. ,
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Specific error messages are addressed on the subsequent pages.
Continued on page 2...
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Troubleshooting Common Tool Errors, Continued

Error — Tableau: Unable to Sign in Message Error — Tableau: Issues with Accessing Clinic Reports
If you receive this error message, If you can log in, but the Super Clinic filter is not working:
please send a screenshot of the 4 ; ;
. _ e +ab le au 1. Click on refreshicon at
window (see right) to your QPP . the top of the page. .
fﬁ':‘gf Gaps by Member
representative, and ask if they can 2. Ifthat does not P st srouanas
confirm your account is still active. Unable to Signr work, please send Sopercinie
(None) -
If your account is NOT active: - : a scre.enlshot and [ —
description of the error  [uesuesecs
1. Call-the help desk 801-442-7979, you are experiencing
Option 2. Be sure to tell the to your QPP representative.
person who answers:
. Your name and CliniC name. Paca avalabls YOU Should aISO Send your QPP
— You cannot log in to view your clinic’s data in the report hub for the T s e . representative a screen shot and
Quiality Provider Program but should have access. problem description if you click on
— Your LDAP user name. If needed, ask your QPP Team to call IT on your S the link in the Report Hub and get an
behalf to determine if your LDAP is expired. Esnkorn citier coptact access denied error.
2. Ifthe help desk staff cannot help, contact your QPP representative to Rt i e W e

Either the view does not exist or you do not have the necessary permissions

check your access.

If your account is active:

1. Tryto access your account on a different device, such as personal
computer or cellular device, apart from the clinic wifi or VPN.

Error Message: Unauthorized. An error occurred. Please contact your
2. If you can access your account on a different device, contact your clinic IT System Administrator

for support. The error could be resulting from a clinic’s firewall/safety feature. . .
1. Make sure your network is working.

3. If you cannot access your account, send your QPP representative a

screenshot and description of the error you are experiencing. 2. Ifyour network is stable and you are

still getting this error message, send
your QPP representative a screenshot
and description of the error.

Unauthorized

Unautherized

An error occurred. Please
Administrator,

Continued on page 3...
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Troubleshooting Common Tool Errors, Continued

Error: Unauthorized Access Error: Loading or Freezing

If you recieve the error message at right, please send a screenshot to your If you leave the QDC Tool open on your browser for too long, sometimes it will
QPP representative and ask if they can confirm that your account is still active.  freeze or have issues loading data. If you have the submit screen open, it may
Then, follow the directions below as appropriate. allow you to enter in information, but not complete the submission; or state

your submission was successfully completed, when it was not.

Unauthorize Access

To fix this issue, refresh your web browser. If the issue persists, exit out of your
web browser entirely and reopen the tool.

You do not have access to this tool. To request access, please email the SelectHealth Medical Home department at medicalhome@selecthealth.org

Your accountis active. | Your account is inactive. If these options don’t work, clear your cache.

1. Tryto access your account on a
different device, such as personal
computer or cellular device, apart from

[ selecthealth.

Quaity Data Correction Tool > Submissions

@ Data Comection Tool v

the clinic wifi or VPN. o\
2. If you can access your account on a
Ask your QPP different device, the cause could be the
representative to clinic’s firewall/safety feature. Contact
submit a request to your IT for support.
grant you access. 3. If you can’t access your account on

a different device, please contact
your QPP representative to escalate
the issue. Send a screenshot and
description of the error you are
experiencing.
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Troubleshooting Common Tool Errors, Continued

Error - Locked Account Error - QDC Tool (Blank Screen)
If you encounter a blank screen (screenshot below) when accessing the

1. Ifyou are unable to . ) ) )
Quality Data Corrections Tool and you've already confirmed access with your

reset your password

and receive the error FOI’bIdd en QPP representative, try signing in using your username instead of your email, or
message shown at vice versa.

right, contact the Help Forbidden

Desk at 801'442'7979, An ermor occurred. Please contact your

option 2. They will System Administrator.

assist you by unlocking

your account and
submitting a support ticket on your behalf.

2. Be sure to save the IT ticket number and inform your QPP Representative, so
they can monitor the status and expedite the process if necessary.

Reset Forgotten Password

Derwctory Btafun Mariagol]
B s PROD B Susccess
it ey N Aokt P ecm i Fad Vi e mEmnaes smEefo8Pfaaos .- ceeizea
8 kesiustions e Fesiion: Pots) Caregises i Chae e Passuse, Cick Hers If the issue persists, email your QPP representative with a screenshot of the blank

screen for further assistance.
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3. This is an error you may receive when trying to log into the QDC tool with a
locked account.

o/ freyaccount inbermountain.net/ sppfwizand reset-passwond, uned parissa B4 0benkermanimd

ntermountain

\ccount Something went wrong

Chick Hara to Start Over From Step One
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