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Overview

About Healm and Healm Guides

The online Healm platform gives employers comprehensive guidance for offering the National
Diabetes Prevention Program (National DPP) lifestyle change program as a covered benefit for their
employees. It was developed by a team of public health professionals and industry experts, lead by
the National Association of Chronic Disease Directors (NACDD) and the Centers for Disease Control
and Prevention (CDC).

As a Healm Guide (Guide), you will provide direct support and guidance to employers who sign up
for Healm. You’ll help employers work through various considerations and decision points related
to coverage of the National DPP lifestyle change program.

Purpose of This Navigation Manual

This manual is designed to help you navigate the Healm platform. It will tell you how to:
* Log in to the Healm platform.
* Navigate the Guide Dashboard.
* View your assigned employers.
» Navigate the Employer Dashboard.
* Handle Support Requests.
« Find additional support if you need it.



Who Is Eligible

In your current role working for a health department or business group, you’re already supporting
efforts to expand coverage of the National DPP lifestyle change program across the U.S. workforce.
Your expertise can be a valuable resource for employers who are offering or considering offering
this coverage.

You’re eligible to be a Guide if you completed the National DPP Employer Learning Collaborative
(ELC) provided by NACDD and CDC. We especially want you to participate if you have an active
interest in the National DPP lifestyle change program.
As a Healm Guide, you must also be willing to:

*+ Commit to using the Healm platform with your employers.

» Participate in additional Guide training.

» Refresh your knowledge about coverage and employer engagement as needed.

How to Apply

If you have completed the ELC training, you will be invited to become a Healm Guide. To become a
Guide, you will complete the Healm Guide training, review support materials, and notify NACDD of
your intent via email at diabetes.nacdd@chronicdisease.org.

Once you complete Guide training, we’ll send you an email with the information you need to log in
to the Healm platform. This email will come from Tera Miller, Trina Thompson, or Sara Hanlon.

TIP: Make sure the firewall and spam filters on your computer will not block Healm emails
or contact your organization’s information technology to mark Healm emails as trusted. You
may need to check your Junk mailbox if you don’t see an expected email.
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How to Log In to the Healm Platform

Follow the link in the email and use the login credentials provided to enter the site. Once you have
successfully logged in, you will arrive at the Guide Dashboard.

Welcome to Healm.
TIP: You’ll see the option to Create an Account on the

login screen. This option is for employers. Guides cannot
create their own accounts.

Comprehensive guidance to offer the
National DPP lifestyle change
program as a covered benefit within
your organization.

Login

New? Register Now

Email Address

Password

-

Lost your password?

Login section on Healm home page

Guide Dashboard

Your Guide Dashboard will have three main components: a welcome message, a list of the
employers assigned to you, and the number of Support Requests you have that are currently open.
If you scroll down the page, you’ll also see the Healm Program Pathway.

Assigned Employers “healm
Your list of assigned employers will appear on
the main page of your Guide Dashboard. For Catae Deakbagi
eaCh empl-oyery yOU’“- see the fOlLOWing: ‘Welcome guide1. Here you can manage your assigned Employers and Support Requests.
® Organization name. Assigned Employers Support Requests
* User or employer name. s . © o

e  Email address.
* Last login date.

 View button.
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To contact an employer directly, click on their
email address. You can also click the “View”
button to open each employer’s Employer

Dashboard. Guide Dashboard

g TIP: If a red circle icon appears under the Last Login field, and it says “Not logged in,”

it means the employer has registered but not yet logged in to the platform. Use this
opportunity to reach out to the organization’s point of contact to find out why and help
them move forward.



Employer Dashboard

Each employer that registers for Healm will create
an Employer Dashboard with information about their

organization and workforce. On your Guide Dashboard, pp——

you can click the “View” button next to each assigned

employer to see their dashboard.

Each Employer Dashboard includes the following:

*  Welcome message.

* Information about the employer’s assigned Guide,

including contact information.

*+  Employer’s last login time.

* A Progress Meter showing what percentage of the
Healm Program Pathway content the employer has

completed.

* A button to submit a Support Ticket for help.

* A summary of the employer’s data and metrics.

* Links to the Program Pathway.

TIP: Once you enter the Employer Dashboard,
you’re seeing a live view of what the employer
sees. Any changes you make to the metrics or
other information on this page will be visible to
the employer. If an employer has asked you to

help them enter their data, you will do it here.

Support Requests

The Support Requests box on your Guide
Dashboard shows how many Support Tickets
submitted by employers are open and need to
be answered by you. Click the “View Requests”
button to open the Support Tickets Window.
More information about the Support Tickets
Window is provided in the next section.

TIP: If you have open Support Requests,
you’ll see a red circle with an exclamation
point to alert you to act on them.

Full view of the Employer Dashboard
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Support Requests

Guide Dashboard focused on Support Requests




PI‘O g I'am Pathway Program Pathway

At the bottom of your Guide Dashboard, | 5L
you’ll see the Healm Program Pathway. Click ‘\

on each step to see the content available to AR (M1 LG _
employers. h T ——

TIP: You can select any of the Program
g Pathway steps to view the content.

To return to the Guide Dashboard,

use your browser’s back button. Do

not click the “Return to Dashboard”

button. It will take you to a screen

showing your progress in completing

each step of the Program Pathway, not

to your Guide Dashboard.

Program Pathway

Support Requests

Notification of Open Requests

When employers need help, they submit Support Tickets from their Employer Dashboard. These
tickets then go into the Healm ticketing system as a Support Request. You’ll know you have a
request that you need to respond to in the following ways:

*  You’'ll receive an email alert that you have a new Support Request.
*  You can click the orange “View Requests” button on your Guide Dashboard.

*  YouU’ll see a red circle with an exclamation point in the Support Requests box on your Guide
Dashboard.

Support Tickets Window

The Support Tickets Window provides detailed information about all tickets assigned to you. The
default view is all open tickets. You can use the drop-down menus to filter the view in multiple

ways, including by status, date, or activity. You can use these options to help you find specific
tickets.

Tickets | At vaw

All (2) | New (0) | In Progress (1) | On Hold (1)

Filter Search Bulk Actions Preferences Documentation

All dates ~ Open ~ | AllStatus ~ Al Activity v | All Agents - Il Clients + Ticket ID
All Departments ~ || Filter Reset Filters
2items
Status Title D Department Tag Created by Agent Date Activity
m Missing Employer 642  Technical Support User Name Guide One  Last Modified 1 reply.
example@chronicdisease.org 2022/11/29 at 9:19 pm Last replied 22 hours ago by guide1 (agent).
This ticket was re-opened but had been closed on: 2022-11-29 at: 21:20:44
How do | create a new ticket? 597 Healm Plattorm Guide User Name GuideOne  Last Modified

example@chronicdisease.org 2022/11/09 at 12:27 am Last replied 3 days ago by tthompson (agent).
Status Title v} Department Tag Created by Agent Date Activity

Bulk actions v || Apply

Support Tickets Window



Viewing and Responding to a Support Ticket

When you review a Support Ticket, be sure to read all fields. You can respond in one of three ways:

* Reply to the employer using the Healm ticketing system. Update the status of the ticket when

you’re done.

« Close the ticket without replying if you resolved the issue directly with the employer, outside
of the Healm platform—for example, by phone or email, in a virtual meeting, or in person.

* Reassign the ticket to a Healm manager if you need help or don’t know how to answer the

employer’s questions yourself.

Healm managers can see all Support Tickets behind the scenes. If they see a ticket that they know
should automatically go to them, they can assign the ticket to themselves. If this happens, you
may receive an email that you have a new Support Request, but when you log in to your Guide

Dashboard, the ticket will have been reassigned or resolved.

<healm

Need assistance with cost data

ID Status Date Department
#633 [ in Progress | November 28, 2022 6:29 pm Healm Platform Guide
Employer Test2 2 days ago

I’'m trying to find data to demonstrate cost savings of the program. Can someone contact me?

Write a reply

To reply to this ticket, please go to your admin panel.

My Support Requests

Support Request on a Guide Dashboard

When any action is taken on a Support Ticket, the employer will get a notification on their

Employer Dashboard and an email letting them know the status.

a TIP: Be sure to close tickets once you’ve answered a question or resolved a problem.




Remember that the ticketing system is not meant to be your only way of communicating with your
employers. You’re free to reach out to them at any time. You can also use their Support Tickets—
and your help resolving them—as a way to build relationships with your employers.

TIP: For more information about building employer relationships, see the What Healm
Guides Need to Know document.

Response Time

To help ensure consistent quality of service to Healm users, we recommend that all Guides
respond to Support Tickets within two business days. If you’re unable to respond in that
timeframe, the ticket will be reassigned to a Healm manager to assess.

« If the manager can respond on your behalf, they’ll resolve the ticket and copy their response
to you in an email.

» If the manager doesn’t have enough information to respond, they’ll reach out to you or other
assigned partners. The manager will let the employer know that they’re working to resolve the
issue and someone will respond as soon as they can.

g TIP: If you’re unavailable to respond to employer requests for more than one week, please
notify NACDD.




Additional Support

Q: What additional support or resources are available to me as a Guide?
A: You have several sources of additional support for any questions or concerns you may have.

You’ll have support from national subject matter experts and managers from both NACDD and CDC.

NACDD will offer open office hours and quarterly Guide networking events. Look for invitations by
email to both. NACDD and CDC staff are also happy to meet individually with Guides as needed.
You’ll have continued access to the ELC learning modules to refresh your employer engagement
skills, and this navigation manual provides instructions for using the Healm platform.

Login and Password Questions

Q: What do | do if my Guide login isn’t working?
A: Contact NACDD for help with your login.

Q: What do | do if | forgot or lost my password?

A: Use the lost password function on the Healm platform login screen.

Q: What do | do if an employer’s login isn’t working?

A: Refer the problem to a Healm manager by creating or reassigning a Support Ticket through the
ticketing system.

Employer Questions

Q: | was assigned an employer | don’t know. Why, and what should | do about it?

A: When employers register on the Healm platform, they are automatically assigned to a Guide
according to their location. Healm will be marketed broadly, so we hope to bring new employers to
you! Reach out early to any new employers assigned to you to begin building your relationship.

Q: | wasn’t assigned one of my existing employers. What do | do?

A: Contact NACDD to get the employer added to your Guide Dashboard or to find out why they
haven’t been added yet. You can also submit a Support Ticket to a Healm manager through the
ticketing system.

Q: My employer appears to have been stuck in one place for a long time. How can | help them?

A: Reach out to the employer outside of Healm, by phone or email, to discuss their progress and
find out if there’s anything you can do to help them.

10



Q: The business information for one of my employers—such as their point of contact information
or email address—has changed or is incorrect. What do | do?

A: Multiple people in one organization can create Healm accounts. Reach out to your primary
point of contact to ask how their information should appear. Contact a Healm manager to get the
information updated.

Q: How do | walk a new employer through registering for the Healm platform?

A: New employers will create an account from the home page at healmatwork.org. They will be
asked to complete a simple registration form. The process should take less than five minutes.

Guide Questions

Q: Our organization wants to send a different person to serve as a Guide for the Healm platform, or
we want to add another Guide. How do we do that?

A: To become a Guide, an employee from your organization must first complete National DPP ELC
training, which will make them eligible to sign up for Guide training. Contact NACDD to find out
when the next training session for Guides is available.

Support Ticket Questions

Q: Who do | send a Support Ticket to if the employer has a technical problem that | can’t resolve?
A: Reassign the ticket to a Healm manager.

Q: | can’t change the status of a Support Ticket. What do | do?

A: Try opening the ticket and reading all of the fields for more information. Then try to change the
status again. If you still have trouble, try logging off of the Healm platform and logging back in. If
that doesn’t resolve the problem, reassign the ticket to a Healm manager.

Q: | communicated with an employer outside of Healm (by phone or email or in person) to resolve
their issue. What do | do with the Support Ticket?

A: If the employer’s issue was resolved, you can close the ticket. If you were unable to resolve their
issue, reassign the ticket to a Healm manager.

Q: What if | still need help resolving a Support Ticket?
A: Use the option on the Support Tickets Window on Healm to submit a ticket to your manager.
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The “Diabetes Technical Assistance and Support for State Health
Departments” project is supported by the Centers for Disease Control and
Prevention (CDC) of the U.S. Department of Health and Human Services

(HHS) as part of a financial assistance award totaling $6,500,000 with 100 ,.. "’

percent funded by CDC/HHS. The contents are those of the author(s) and %

do not necessarily represent the official views of, nor an endorsement, by /

|CDC/HHS, or the U.S. Government. NATIONAL ASSOCIATION OF "Il///
l‘

CHRONIC DISEASE DIRECTORS

Promoting Health. Preventing Disease. CONTROL AND PREVENTION

CENTERS FOR DISEASE™
The mark “CDC” is owned by the US Dept. of Health and Human Services
and is used with permission. Use of this logo is not an endorsement by HHS
or CDC of any particular product, service, or enterprise.
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