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1 Introduction

1.1 Purpose

This document is the tailoring guide for the OSI Communication Management Plan Template. It provides guidelines for the development of a project Communication Management Plan, as the project progresses through the Office of Systems Integration (OSI) Acquisition Life Cycle Phases, as described on the OSI Best Practices web site (BPweb) (http://www.bestpractices.cahwnet.gov).    

In most cases, the Communication Management Plan will be created during the Planning life cycle phase. The Communication Management Plan Template and this tailoring guide should be consulted during the initial creation of the plan, and should be consulted again at the beginning of each life cycle phase and used in the update of the project Communication Management Plan.  
1.2 Scope  

This tailoring guide describes general instructions for using the guide, instructions for the initial creation of the Communication Management Plan, tailoring considerations as the project moves through the life cycle phases, and typical communications for each life cycle phase. 

This guide uses life cycle phase and project size as a consideration when tailoring the plan. Instructions are provided for completing or updating each of the sections of the project’s Communication Management Plan (based on the OSI template). 

1.3 Acronyms

	APDs
	Advance Planning Documents

	BCPs
	Budget Change Proposals

	BPweb
	Best Practices for Systems Acquisition web site 

(http://www.bestpractices.cahwnet.gov) 

	DGS
	Department of General Services

	DOF-TOSU
	Department of Finance’s Technology Oversight and Security Unit

	IPOC
	Independent Project Oversight Consultant

	IT
	Information Technology

	M&O
	Maintenance and Operations

	R&Rs
	Roles and Responsibilities

	OSI
	Office of Systems Integration 


2 Using This Tailoring Guide

The following items describe general instructions for using the OSI template and tailoring guide. Items referenced in this tailoring guide and other communication management references are available from the BPweb, via the Communication Management Function and Topics. 

· Choose the appropriate tailoring model that fits the current profile for the project. 

	Streamlined Model
	Typical Model

	Between 5-20 state and consultant staff
	If the project office is large (over 20 state and consultant staff)

	System (or service) is somewhat complex and has minimal impact to/from external interfaces
	The system has many complexities and interfaces with external entities

	Stakeholder pool requires a moderate level of regular interaction with the project office
	Stakeholder pool is large, very active in the project, and/or requires regular interaction with the project office

	A prime contractor has not been acquired OR 

A prime contractor is on contract AND requires minimal management oversight
	A prime vendor has been acquired or will start shortly and requires a high level of management oversight

	The project is in the Planning, Procurement, or Closeout phase 
	The project is in the Development, Implementation or Maintenance and Operations (M&O) phase


· If this is your first time using this tailoring guide, start in Section 3 (The Communication Management Plan Template) of this document. 

· Develop the project’s Communication Management Plan with emphasis on how the project will implement the OSI methodology.  Make reference to the methodology presented on the BPweb and do not duplicate it.

· DO NOT delete the first and second level headings of the template as part of the tailoring process (e.g., Section 1 – Introduction and Section 1.1 – Purpose must always be present in the Communication Management Plan).  Identify unneeded sections as “not applicable”.  Heading 3 sections or lower may be deleted or may be combined with other sections as appropriate. 

3 The Communication Management Plan Template

The following describes considerations and guidance for completing each specific section of the Communication Management Plan. Each section’s title refers to the corresponding section of the Communication Management Plan (e.g., Section 3.1 corresponds to Section 1 – Introduction in the Communication Management Plan/Template). 

Some of the information contained in this plan may overlap with other key management plans such as the Configuration Management Plan, Document Management Plan, Website Management Plan, etc. In these cases, reference the appropriate plan and avoid duplicating information where possible. (Some duplication may be necessary for context.)

When developing the plan, focus on specific roles and responsibilities; the specific meetings, reports and metrics used; and communication tools that will be used by the project. Focus on coordination, transmission and understanding of communications and not on development, review or storage details. 

3.1 Section 1 – Introduction

Sections 1.1 and 1.2 are standard and should not need much modification. 

Section 1.3 – References should be updated to indicate the project’s iManage database name and location. If the project is not using iManage, indicate the location of the project’s electronic document repository as well as the project’s hardcopy library. 

Section 1.4 is standard and should be updated only to include project specific acronyms used in the plan.

3.2 Section 2 – Participants Roles and Responsibilities (R&Rs)

In this section, briefly describe the project organization, as it pertains to the flow of communication internally (vertically and horizontally), and relationships between the project office, the project sponsor, and the prime contractor (if applicable).  This section will also identify the control agencies and other stakeholders that will be involved in managing communications. 

Briefly describe the roles and responsibilities as they relate to communications. A full list of roles and responsibilities (in a general sense) are contained in the Governance Plan (for external organization R&Rs) and the Staff Management Plan (for project staff R&Rs).

	Communication Management Plan Section 
	Streamlined
	Typical

	Section 2 – Participants Roles and Responsibilities
	(
	(
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For streamlined projects, this section may refer to the Master Project Plan or other document where the roles are discussed. 

3.2.1 Section 2.1 – Project Office

This section should be fairly standard. The project office generally manages most project communications. 

3.2.2 Section 2.2 – Project Sponsor

This section should summarize the sponsor’s involvement in communications. The following is a sample. 

“CDSS, as the Project Sponsor, is responsible for the success of the project and ensuring that project-related program policies are implemented. The project office and project sponsor frequently communicate on project status, issues and risks. The Sponsor is the point of contact for federal and state agencies and the State Legislature regarding program policy issues. Communication regarding project status and all program policies and decisions on issues with statewide impact is conducted in coordination with the project office. 

The Sponsor office provides legal support to the project office, particularly in the area of procurements and contract management. The Sponsor also obtains the services of an Independent Verification and Validation (IV&V) and/or Independent Project Oversight Consultant (IPOC) to provide an unbiased opinion of project progress.”
3.2.3 Section 2.3 – Executive Committee

If the project has an executive committee, this section should be added. Describe the role of the committee in issue resolution, escalation and dispute resolution. The following is an example: 

“The Welfare and Institution Code Section 10069 establishes an EBT Executive Advisory Committee (the EBT Committee) to advise OSI “on the development and implementation of a statewide electronic benefit transfer system.
The Executive Committee is an executive-level group that provides policy direction and advice to the project on the development and implementation of the statewide system. It may make recommendations for strategy changes and significant and critical project issues. Members help to ensure the success of the project strategy by sharing project information with the stakeholder groups they represent. “ 

Then list the organizations who participate in the executive committee. Avoid names, but instead indicate the position who participates (e.g., OSI Assistant Deputy , xxx Branch Manager, xxx Division Chief, etc.).  

3.2.4 Section 2.4 - Prime Contractor

If the project does not yet have a prime contractor, this section should be marked as not applicable. If the prime contractor has been selected, indicate how they assist the project with communications and what communications the project receives from the prime.  The following is a sample: 

“The prime contractor for the project is responsible for design, development, implementation and operation of the system statewide. <Prime Contractor > is responsible for carrying out the requirements of the Contract, which includes the Invitation to Partner, the negotiated terms and conditions, and other documents specified therein. 

The prime contractor communicates project progress and status to the project. Face-to-face communication occurs with county and consortium staff as part of workgroups, and as implementation activities in the counties begin. The prime contractor communicates with stakeholders as specific implementation issues may arise with individual stakeholders, or with groups of stakeholders at the request of the project.”
3.2.5 Section 2.5 – Stakeholders

Briefly describe the primary stakeholders in the project that will be the audience for various project communications.  Consider the communication needs of stakeholders that will be end users of the system, as well as others that could influence the outcome and success of the project.  Typical stakeholders include federal partners, the system users, interfacing organizations, advocates and unions. 

The following are samples for this section. 

“Department of Finance (DOF)

DOF is responsible for approving the annual funding for the project and will approve the Budget Change Proposals (BCPs) and the Planning and Implementation Advance Planning Documents (PAPD and IAPD). DOF’s Technology Oversight and Security Unit (TOSU) is responsible for overseeing information technology projects and initiatives. DOF-TOSU requires periodic status reports and reviews project APDs, BCPs, and prime contract procurement documents.
Department of General Services (DGS), Procurement Division

DGS is responsible for conducting major information technology procurements for the State of California. DGS reviews and approves project documents pertaining to the procurement of the prime contractor. DGS is the single point of contact for questions from bidders and potential bidders. DGS will assist in the facilitation of contact negotiations and will be a signor of the final prime contract and any subsequent amendments.

Users: County Welfare Departments 

The system will be implemented in each county welfare department (the county). The county, along with its eligibility system contractor or consortium, is responsible for ensuring that the county is prepared to interface and convert to the system during the implementation period. 

The county will communicate directly with prime contractor related to county-specific implementation plans and status; however, it is the responsibility of the project to direct the work of the prime contractor and to monitor the prime’s performance. Communication about such issues will be directed to the project.

The county will be responsible for identifying local stakeholders and issues and addressing them at the county level. The project and the county will maintain an open dialog regarding issue management and stakeholder communication. 

County Welfare Directors Association

The County Welfare Directors Association (CWDA) represents county welfare directors and their designees. CWDA meets regularly to discuss program policy and welfare automation. County welfare directors’ support for <Project Name> is essential because it promotes collaboration between the State and counties to successfully accomplish development, conversion, and system implementation.
The < Project Name > will communicate regularly and keep CWDA informed of project status, schedule and issues. The < Project Name > Office will provide monthly input to the CWDA IT newsletter.”

3.3 Section 3 - Internal Communication

	Communication Management Plan Section 
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	Typical

	Section 3 – Internal Communication
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This section should describe the formal and regularly occurring internal communication channels.  Internal communication encompasses communication within the project office, within the project OSI hierarchy, and between the Project Office and the Project Sponsor.  Descriptions of communication should include 

· What: what is the communication called, what is the type of information

· Audience: who is intended to receive the information

· Frequency: how often is the communication produced

· Purpose: what is the purpose of the communication, what is typically contained in the communication

· Media: What is the media for communicating (e.g. oral, written minutes, meeting charts, e-mail transmittal of document, fax transmittal, web page posting, etc.)

Descriptions of communication may also include, as appropriate:

· Who is responsible for producing the communication? 

· What method is used to transmit the communication (mail, e-mail, fax, web posting)?

· How feedback on the effectiveness of the communication is evaluated?
· What is the transmittal method (if not indicated in Media column)?

· What is the storage location (iManage, physical library, shared folders, e-mail folder)?

· What or which group is the source(s) of information?

· Who has the responsibility for Creation/Update, Dissemination, and Maintenance of the information?

Generally this information is presented in a matrix. The matrix may be included in this section or placed in an appendix. The following is a sample. Refer to Appendix A for a description of the typical types of communications. 

	What
	Audience
	Frequency
	Responsible Party
	Purpose
	Communication Media

	Managers Meeting
	Managers and Leads
	Weekly
	
	Discuss project status, risks, issues, work plans and assignments.
	Oral presentation, staffs round table, question and answer.

	OSI/Sponsor Weekly Status Meeting
	OSI and CDSS Project team members and other CDSS stakeholders
	Weekly
	
	Discuss project status, risks, issues, work plans, upcoming events and assignments.
	Oral presentation, written status, staff round table, question and answer.

	OSI/Prime Weekly Status Meeting


	OSI/CDSS/

Prime Contractor team members
	Weekly
	
	Discuss project status, risks, issues, work plans, upcoming events and assignments.
	Oral presentation, written status, issue & risk database,

Project Workplan

	Project Director/Project Sponsor meeting
	Project Director and Project Sponsor
	Weekly
	
	To discuss status, risks, issues, and schedule and resolve project issues.
	Oral presentations, issue database, issue papers.

	OSI Joint Executive Staff Meeting
	OSI Directorate, Deputy Directors, OSI Project Managers.
	Semi-monthly
	
	OSI Director and Executive Managers share progress, issues and concerns regarding Data Center and OSI projects.
	Oral presentation

	Project Sponsor Briefings
	CDSS Executives, OSI Executives, CHHS Executives 
	As needed
	
	Report project status, and discuss program policy issues.
	Oral presentation and issue papers

	Project Office Management Plans
	Sponsor
	According to Schedule
	
	The Sponsor will signoff the key project management plans identified in the Project Charter. 
	Written Plans, Formal Written Signoff

	Technical Architecture Meetings
	Project Technical Staff, Prime Contractor Staff, Cannery Operations Staff
	As Needed
	
	To coordinate configuration of the production equipment residing at the Cannery
	Oral discussion, written meeting minutes


3.4 Section 4 – External Communication

	Communication Management Plan Section 
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This section describes the formal and regularly repeated external communication channels.  External communication encompasses any communication that is intended to go outside of the OSI hierarchy or that is intended for release to stakeholders or the broader public.  In the example below from the EBT Project, the types of communication are broken down according to their intended audiences.  This breakdown by audience is not required. 

Clearly indicate which communications are the responsibility of the project office vs the project sponsor. 

See the list above under Internal Communication for the elements that should be included in the communication matrix. The following is a sample. 

	What
	Audience
	Frequency
	Responsible Party
	Purpose
	Media

	Executive Committee or Steering Committee
	Various, see Section 2.4
	Monthly
	
	To provide status updates, and discuss project issues which impact multiple stakeholder groups.

Agenda and minutes are sent to participants.
	Oral presentations, status reports, issues

	Internet website
	General public
	As needed
	
	To provide general project information, schedule, progress, contacts, FAQ, resources with all stakeholders
	Electronic communication

	Project Status Update
	DOF-TOSU
	Monthly
	
	Report project status including significant accomplishments, issues and costs. The < Project Name > submits report to OSI Director’s Office, which collects reports for all OSI projects and forwards them to DOIT.
	Electronic Copy

	Budget Change Proposals
	DOF-TOSU and DOF Budgets
	Semiannual
	
	To request funding for the current and upcoming budget year.
	Document

	Advance Planning Documents (APDs)
	DOF-TOSU, DOF Budgets and FNS
	Semiannual
	
	To provide updates to project scope, schedule and cost
	Document

	Briefings
	DOF-TOSU, DOF Budgets, Legislature, FNS
	As needed
	
	To facilitate control agencies review and approval of key project documents and deliverables.
	Oral presentations, issue papers

	Work Groups
	Work group members
	As needed
	
	These session are conducted to solicit information from county and State resources to develop procedures, user guides, and training materials
	Workgroup meetings, oral presentations, electronic communication, hard copy documentation

	Implementation Training
	Counties
	Presented regionally by implementation waves two months prior to County Planning and Installation
	
	To assist each county in finalizing the decisions evaluated by the counties during the County Readiness Phase. 
	Training sessions, planning/user guides

	General Project Information
	Counties and CWDA
	Quarterly
	
	To provide counties and other stakeholders with various types of project information and updates.
	Newsletter, Letters

	CDSS

Information Letters
	Counties and CWDA
	As needed
	
	Project-related Program, Fiscal or Policy information State Regulations 
	Document

(ACL, ACIN, State Regulations)


3.5 Section 5 – Other Communications

This section describes the OSI policy regarding inquiries from news and print media and other public records requests.  This standard policy language can be incorporated for all OSI projects.

	Communication Management Plan Section 
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Section 5.1 – News and Print Media

Standard language has been provided. Only the sponsor information may need to be updated. 

Section 5.2 – Public Inquiries and Public Records Requests

Standard language has been provided.  Only the project contacts may need to be updated. 

A public records request should be made in writing, unless the request involves records that are maintained by the project for the purpose of immediate public inspection, and should sufficiently describe records so that project personnel can identify, locate, and retrieve the records.

Public records maintained by the project will be available for inspection by members of the public during the regular business hours of the project. Requests for inspection or copying of public records should be directed to the Chief Administrative Officer, and should be specific, focused and not interfere with the ordinary business operations of the project.  The operational functions of the project will not be suspended to permit inspection of records during periods in which project personnel in the performance of their duties reasonably require such records.  If the request requires review of numerous records, a mutually agreeable time should be established for the inspection of the records.

Section 5.3 – Dispute Resolution Process

Refer to the location/iManage number of the actual dispute resolution process. If a prime contractor is not hired yet, this section may be marked as not applicable. 

Section 5.4 – Escalation Process

Refer to the location/iManage number of the actual escalation process.

Section 5.5 – Problem/Defect Tracking Process 

Refer to the location/iManage number of the actual problem/defect tracking process. If a prime contractor is not hired yet, this section may be marked as not applicable, since this process deals with SYSTEM problems. General contractor problems or project problems/issues are dealt with in separate processes (Contractor Deficiencies and Issue/Action Item Management). 

3.6 Section 6 – Information Management
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3.6.1 Section 6.1 – Communication Protocol

Communication protocols are necessary to properly manage the amount and type of information that will be communicated.  Communication protocols are advantageous for a variety of reasons, including, to better manage and control the flow of project-related information, to minimize misinformation and maximize the sharing of accurate information across the appropriate communication channels, and to provide structure to the formal and informal communications that are shared with external stakeholders.

This section describes the protocols for the dissemination of project information necessary to manage the amount and type of information that is communicated.  This section should discuss or reference such things as dissemination rules (e.g., APDs and BCPs must be reviewed by the sponsor prior to submission to OSI Budget Office), quality assurance reviews, and response to stakeholder requests for information or attendance at meetings. 

Section 6.1.1 – Electronic Mail

This section describes the key rules for use of e-mail, including types of information that can be transmitted via e-mail and level of formality in e-mail. This information is sometimes included in the IT staff’s policies, the Administrative Manual, and/or configuration management documents. 

3.6.2 Section 6.2 – Communicating Tracking and Storage

Discuss how communications received by the project are tracked and stored. 

This section shall refer the reader to the procedures for document tracking, naming conventions, and document version control.  Also indicate how critical e-mail are stored and if fax transmissions or acknowledgements are retained. 

Section 6.2.1 – Communication Tools

This section should focus on communication transmission tools, such as web sites, e-mail distribution lists, bulletin boards, and/or generic e-mail accounts (e.g., info@ebtproject). Document creation tools should be listed in the Document Management Plan.

3.7 Section 6.3 – Communication Format

This section shall refer the reader to the policy and procedures regarding proper document format and editorial conventions used within OSI. If there are specific transmission format requirements, they should be listed here. 

3.8 Section 6.4 – Communication Effectiveness

This section should address how communication effectiveness will be evaluated, the frequency, and how improvements to communication effectiveness will be implemented.  Some of this material may overlap with the Quality Management Plan. 

3.9 Section 6.5 – Communication Changes

This section should address changes to the communication process, such as implementing a new or modified report, adding or combining meetings, updating the distribution lists, etc. Indicate what types of changes require approvals, notification of pending changes and where such changes are documented.

In streamlined projects, this may simply be handled in meeting minutes with the appropriate stakeholder groups. In larger projects or in situations involving critical stakeholders, greater coordination may be required. 

Discuss how changes to specific communication formats or content are handled. What happens if a report needs to be retracted due to a critical error? How are updated reports re-distributed? For documents with regular periodic updates, are change pages or revision markings included or distributed with the new version? 

In some cases this information may be contained in other documents. Reference the other document where appropriate.

4 Tailoring By Life Cycle Phase

4.1 Initiation 

There is no Communication Management Plan created during this phase because a formal project has not yet been established. 

4.2 Planning

During the Planning phase, the Communication Management Plan is created for the first time. Refer to Section 3 of this document for instructions on creating the initial plan. 

The Communication Management Plan focuses on how the project will implement the OSI communication management methodology.  This document identifies the known, periodic communications. Informal, ad hoc communications are not listed. 

Section 2.4 – Prime Contractor

This section may be marked as not applicable. 

Section 5.3 – Dispute Resolution Process

This section may be marked as not applicable

Section 5.5 – Problem/Defect Tracking Process

This section may be marked as not applicable. 

4.3 Procurement

The primary focus is to address risks to the procurement effort and ensure users and stakeholders are kept adequately apprised of current status. During the procurement phase, there is a greater emphasis placed on confidentiality and “need-to-know” to avoid compromising the procurement. 

The following describes considerations and guidance for updating specific sections of the Communication Management Plan. 

Section 2 – Participants Roles and Responsibilities

Update if necessary to reflect more sponsor and user participation. Indicate which organizations will be assisting with dissemination of communications and clarify who has the primary responsibility for distributing information regarding the procurement, particularly with bidders. 

Section 2.4 – Prime Contractor may be marked as not applicable. 

Section 4 – External Communications

Additional information should be added to discuss communications with control agencies regarding the procurement, including DOF-TOSU, DGS - Procurements, DGS - Legal, and the Feds. Also clarify the types of communications to be shared with the users and stakeholders. Clearly indicate which types of communications and information is considered sensitive or confidential. In some cases, information will not be released until the recipient signs a confidentiality and conflict of interest certification. 

Indicate how information will be released to the prospective bidders and how questions from bidders and the public will be addressed. 

Section 5.3 – Dispute Resolution Process

This section may be marked as not applicable

Section 5.5 – Problem/Defect Tracking Process

This section may be marked as not applicable.

Section 6.1 – Communication Protocol

This section should be updated to discuss the specific rules and protocols used during the procurement phase, including the approach to receiving and responding to RFP comments, distribution of procurement status, and confidentiality reviews of documents prior to their release. 

Section 6.2 – Communication Tracking and Storage

Discuss which communication items are the responsibility of DGS vs. the project office. DGS is required to maintain and perform certain communications. Discuss what materials must be kept for the procurement files and where the procurement documentation will ultimately be stored (often the official records are retained by DGS). 

4.4 System Development

The primary focus is to track communications with the prime contractor and user community.  Because many of the prime contractor communications may be contract-related, refer to the Contract Management Plan and the specific contract/Statement of Work, as appropriate. 

The following describes considerations and guidance for updating specific sections of the Communication Management Plan. 

Section 2 – Participants Roles and Responsibilities

Update to reflect the prime contractor and other additional participants. 

Section 3 – Internal Communications

This section should be updated to reflect additional communications related to the prime contractor and the workgroups associated with developing and testing the automated system. 

Section 4 – External Communications

This section should be updated to reflect additional communications related to system interfaces, project coordination, implementation coordination and project marketing. 

Section 5.3 – Dispute Resolution Process

This section should be completed or refer to the contract’s specific procedures for handling contract disputes. 

Section 5.5 – Problem/Defect Tracking Process

This section should be completed by summarizing the purpose and scope of the process (and any interactions with help desk process). Refer to the location/iManage number of the actual process. 

Section 6.1 – Communication Protocol

This section should describe any additional protocols for communicating with the prime contractor, or rules for the prime contractor communicating with the sponsor and users. 

4.5 System Implementation

The focus is to address communications related to implementation preparations, execution, and post-implementation evaluation. Some of these may be described in the Implementation Plan. Reference that document as appropriate.  

Section 2 – Participants Roles and Responsibilities

Update, if necessary, to reflect more county/local office participation. 

Section 4 – External Communication

Update, if necessary, to reflect more communications with the county/local office.

4.6 Maintenance and Operations

The entire Communication Management Plan should be carefully reviewed and updated to reflect the change in business approach and processes for the M&O phase.  Reporting needs and participants typically change and the types of communication needs change. 

Section 2 – Participants Roles and Responsibilities

Update to reflect the prime contractor and other additional participants. 

Section 3 – Internal Communications

Update to reflect new or modified status reporting, work groups, change control board participants, help desk operations, and relationships with the prime contractor (including review of service level objectives and performance reporting and metrics). 

Section 4 – External Communications 

Update to reflect changes in reporting to control agencies and stakeholders. Discuss new user forums and ongoing interface coordination meetings.

Section 6.1 – Communication Protocol

Update to reflect the rules and conventions for communications in the M&O phase. Clearly define the rules for communicating with the users. 

Section 6.4 – Communication Effectiveness

A stronger emphasis is placed on evaluating communication effectiveness with the sponsor and user. Discuss methods of measuring and ensuring adequate sponsor and user participation in ongoing project efforts. 

Section 6.5 – Communication Changes

Discuss how changes to communications may be proposed by the user or sponsor to respond to current business practices. 

4.7 Closeout

The focus is to manage the communications related to project shutdown and closure. Generally, communications in this phase involve coordination with state control agencies to closeout financial books and to archive/store/dispose of project records and assets.  

If the Closeout phase is scheduled to be less than one year, the Communication Management Plan is not updated. If the Closeout phase is expected to last more than one year, the Plan should be updated as during the M&O phase. 

Appendices

Appendix A: Types of Project Communications

Management and Governance 

Various types of management and governance documents exist to describe the approach to the project and the roles, responsibilities and authority of the project participants. These documents are reviewed and updated annually, or when there is a major change in the project approach. Refer to the Master Project Plan, Interagency Agreement, and Governance Plan for more information. 

Status Reporting 

Regular status reports and status meetings occur both within the project and external to the project. Typically status reports focus on recent accomplishments, planned activities for the next reporting period, issues, risks, and any disputed or escalated items. Meeting minutes are kept, decisions are documented, and any action items are logged and work to resolution.  Refer to the appropriate status report templates for more information. 

Issue and Action Item Tracking 

Issues are defined as project management concerns or needs which require decisions or resolution. Issues may generate action items to assign specific tasks for resolution. Action items are specific defined tasks (usually related to project management concerns) assigned to a single individual to be completed within a specific timeframe or deadline. Where appropriate, the sponsor, users and stakeholders are involved in major project decisions and issue resolution. Project staff may also assist with the analysis and resolution of division-level issues or action items, as appropriate.  Refer to the Issue and Action Item Tracking Process for more information

Dispute Resolution 

Dispute resolution involves the formal process of resolving a disagreement regarding a project management or contract-related concern. Legal staff often are involved in the resolution of disputes. The Dispute Resolution Process may feed into the Escalation Process or may follow a similar process with different time frames and participants. Refer to the Dispute Resolution Process for more information. Some contracts include a dispute resolution process as part of the terms and conditions of the contract. 

Escalation Process

The purpose of the Escalation Process is to raise a problem, issue, action, risk, critical problem or deficiency to a higher-level of management for resolution, particularly when resolution cannot be reached at the project level.  Refer to the Escalation Process for more information. Some contracts include an escalation process as part of the dispute resolution process included in the terms and conditions of the contract.

Problem/Defect Tracking

Problem tracking involves the analysis, management, and resolution of concerns or issues with the automated system and/or system documentation. Typically, a help desk would collect system problems and manage the eventual resolution. Tracking of problems may be the responsibility of the prime contractor or the project.  Refer to the Problem/Defect Tracking Process for more information.

Performance Reviews

Performance reviews are conducted with the project team, Project Manager, and OSI Assistant Director periodically. When appropriate, the sponsor, users and key stakeholders are included in the reviews. The project team also conducts periodic reviews and surveys with the sponsor, users and key stakeholders to ensure their needs are being met. Performance reviews include such topics as current status, upcoming milestones and decisions, dependencies, pending problems, issues and risks and their status. Refer to the appropriate performance review templates for more information. 

Technical Interchanges

Technical interchanges include the working groups and meetings used to gather, review and validate the technical business of the system, including the requirements, design, testing and implementation efforts. These interchanges typically involve the sponsor, user, and prime contractor. Refer to the Master Project Plan for more information. 

Administrative Records

Finally, there are the general administrative communications and records associated with the operation and administration of the project office. These things include personnel records and communications, facility information, network and e-mail administration, and time reporting. Refer to the Administrative Manual for more on administrative functions. 
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