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1. Introduction

1.1 Purpose

This document is the Communication Management Plan for the <Project Title> Project. The purpose of communication management is to identify planned and typical methods of exchanging information both within the project and to stakeholders and interested parties outside of the project.  

This document will be reviewed at least annually and updated as needed, as a result of continuous process improvement efforts by the project management team. Lessons learned as a result of continuing communication management efforts will be captured at the end of each project phase and used to improve the division-level standards.

1.2  Scope

The Communication Management Plan identifies the procedures used to manage communication for the project. The plan focuses on formal communication elements. Other communication channels exist on informal levels and enhance those discussed within this plan. This plan is not intended to limit, but to enhance communication practices. Open, ongoing communication between stakeholders is critical to the success of the project.

1.3 References

1.3.1 Best Practices Website

For guidance on the Systems Integration Division (SID) communication management methodology refer to the SID Best Practices website (http://www.bestpractices.cahwnet.gov).  The communication management materials are available through the “By Function-Phase” link.

1.3.2 Project iManage Repository

Refer to the iManage repository located at < path and/or server > for all project-specific documentation associated with communication management.

1.4 Acronyms

	BPweb
	Best Practices web site for Systems Acquisition

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

	CHHS
	California Health and Human Services Agency

	HHSDC
	Health and Human Services Data Center

	MS
	Microsoft

	PIO
	Public Information Officer

	SID
	Systems Integration Division


2. Participants Roles and Responsibilities

There are various staff resources and stakeholders involved in managing project communications. 

< Refer to Tailoring Guide for suggestions on combining the following roles to fit project-specific assignment. >

2.1 Project Office

The project office is responsible for the management of the project, including procurement and oversight of contractors, as appropriate.  The project office performs the majority of the communications described in this plan.

2.2 Project Sponsor

< Refer to Tailoring Guide for suggestions on entering project-specific information. >

2.3 Executive Committee

< Refer to Tailoring Guide for suggestions on entering project-specific information. >

The project’s Executive Committee is comprised of the following representatives or their designees: 

· < List member organizations that participate in the Executive Advisory or Steering Committee >

2.4 Prime Contractor

< Refer to Tailoring Guide for suggestions on entering project-specific information. >

2.5 Stakeholders

In addition to the entities mentioned above, numerous project stakeholders have varying interests in the implementation of the system.  Stakeholders may or may not have any direct responsibility for project tasks, but their participation and support is essential to project success. Some of these stakeholders will periodically need to be kept informed of key milestones, findings and decisions that may indirectly impact their relationship to the project. Other stakeholders require very detailed and frequent communication, as their organizations or job functions may be directly affected by project implementation.

< Refer to Tailoring Guide for suggestions on entering project-specific information. >

2.5.1 Control Agencies

Control agencies are responsible for approving project approval documents and budgets. The project communicates with control agencies, as needed, to obtain required approvals. The following are the control agencies identified for this project.

< Refer to Tailoring Guide for suggestions on entering project-specific information. >

2.5.2 Federal Partner: <organization name >
< Refer to Tailoring Guide for suggestions on entering project-specific information. >

2.5.3 Users: < organization name >

< Refer to Tailoring Guide for suggestions on entering project-specific information. >

3. Internal Communication

Formal internal communication is required to keep the project staff informed of project status, workplan status, issues, and risks. Internal communication also includes communication within HHSDC, and between the project and the Project Sponsor. The following table shows the formal internal communications for the project.

< Refer to Tailoring Guide for suggestions on entering project-specific information. >

Table 1. Internal Communications

	What
	Audience
	Frequency
	Responsible Party
	Purpose
	Communication Media

	
	
	
	
	
	

	
	
	
	
	
	


4. External Communication

Formal external communication is required to keep key stakeholders informed of project status, workplan status, issues, and risks. The following table shows the formal external communication for the project.

< Refer to Tailoring Guide for suggestions on entering project-specific information. >

Table 2. External Communications

	EXECUTIVE LEVEL COMMUNICATIONS

	What
	Audience
	Frequency
	Responsible Party
	Purpose
	Media

	
	
	
	
	
	

	
	
	
	
	
	

	CONTROL AGENCY COMMUNICATIONS

	What
	Audience
	Frequency
	Responsible Party
	Purpose
	Media

	
	
	
	
	
	

	
	
	
	
	
	

	USER LEVEL COMMUNICATIONS

	What
	Audience
	Frequency
	Responsible Party
	Purpose
	Media

	
	
	
	
	
	

	
	
	
	
	
	

	PUBLIC COMMUNICATIONS

	What
	Audience
	Frequency
	Responsible Party
	Purpose
	Media

	
	
	
	
	
	

	
	
	
	
	
	


5. Other Communication

5.1 News and Print Media

Project staff are not allowed to communicate with the media unless prior approval or direction has been granted from the HHSDC Director’s Office. If a news or print media requests an interview or information, the Project Director must immediately contact the HHSDC Public Information Officer (PIO) and the Project Sponsor, who will contact the Sponsor’s PIO. The Director’s Office will request direction from the California Health and Human Services Agency (CHHS). CHHS will direct who will be responsible for responding to the inquiry. 

< Refer to Tailoring Guide for suggestions on entering project-specific information. >

5.2 Public Inquiries and Public Records Requests

Occasionally, the project may receive requests from the public for information (e.g., statistics, reports, program information). If the project receives any of these requests, the requestor should be directed to the Project Manager, who will refer the individual to the appropriate agency or department.

The project may refuse to disclose any records that are exempt from disclosure under the Public Records Act. (Refer to Government Code Section 6254.)

Physical inspection of the records shall be permitted within the project’s offices and under the conditions determined by the department.  Upon either the completion of the inspection or the oral request of project personnel, the person conducting the inspection shall relinquish physical possession of the records.  Persons inspecting project records shall not destroy, mutilate, deface, alter, or remove any such records from the project.  The project reserves the right to have project personnel present during the inspection of records in order to prevent the loss or destruction of records.

Upon any request for a copy of records, other than records the project has determined to be exempt from disclosure under the Public Records Act, project personnel shall provide copies of the records to any person upon payment of a fee covering costs of duplication.

For more information about public records requests, consult the Project Librarian, Chief Administrative Officer, or project Legal Counsel. 

< Refer to Tailoring Guide for suggestions on entering project-specific information. >

5.3 Dispute Resolution Process

In case of a contractual disagreement with a contractor, the project invokes the Dispute Resolution Process (iManage #xxxx) to address the item. The Dispute Resolution Process gathers the appropriate parties to discuss and resolve the item. if the dispute cannot be settled by the specified due date, the item is escalated to the next level of management for resolution. 

< Refer to Tailoring Guide for suggestions on entering project-specific information. >

5.4 Escalation Process

The Escalation Process is used to raise a problem, issue, action, deficiency or dispute to a higher-level of management for resolution, when a resolution cannot be reached at the project level. Refer to iManage #xxxx.  

< Refer to Tailoring Guide for suggestions on entering project-specific information. >

5.5 Problem/Defect Tracking Process

Problems or errors found in delivered system products and software are tracked and managed to resolution. Refer to iManage #xxxx. 

< Refer to Tailoring Guide for suggestions on entering project-specific information. >

6. Information Management

6.1 Communication Protocol

The scope of information shall be limited to that within the individual’s project domain.  All communication related to project-wide status is directed to the Project Manager, unless otherwise advised.  Because of the broad scope of this project, only those individuals at the project management level will be able to provide a comprehensive and accurate status update on the project as a whole.  It is therefore imperative that all other project team members limit their project-related communications, both formal and informal, to information within their individual project domain or job functions. 

Project information that needs to be disseminated widely to user staff is disseminated through the individual designated as the primary user contact, or user project manager.  It is then expected that that individual will disseminate information appropriately to other affected user personnel.

< Refer to Tailoring Guide for suggestions on entering project-specific information. >

6.1.1 Electronic Mail

Electronic mail (E-mail) is used as a means for informal, ad hoc communication between project team members and stakeholders. Outgoing e-mail is not to be used as official correspondence. E-mail may be used to alert the recipient that a correspondence is forthcoming, but should not be used as a means of official correspondence itself. Official outgoing correspondence will always be in the form of a letter, memorandum or document. 

Appropriate uses of e-mail include scheduling meetings, forwarding documents or other information, and general questions and answers. Incoming e-mail should not be used as official correspondence; however, if the e-mail contains pertinent or historical information, the e-mail should be given a document tracking number and archived in the project document management tool.

< Refer to Tailoring Guide for suggestions on entering project-specific information. >

6.2 Communication Tracking and Storage

Please refer to the Configuration Management Plan, Document Management Plan and Website Management Plan for information about the project’s policies and procedures for communication and document naming, tracking, review, storage, retention, and change control.

Written communications received or generated by the project are retained and stored in the project’s library and/or document management tool, depending on the format in which they were received.  Project e-mail that document decisions or have pertinent value to the project are stored in the project’s library and/or document management tool and retained for historical purposes. 

< Refer to Tailoring Guide for suggestions on entering project-specific information. >

6.2.1 Communication Tools

< Refer to Tailoring Guide for suggestions on entering project-specific information. >

6.3 Communication Format

Formal communication and project documentation generated by the project shall conform to the standards described in the most recent version of the HHSDC Format and Style Guide. Also refer to the Document Management Plan for more on the available project templates and formats. 

< Refer to Tailoring Guide for suggestions on entering project-specific information. >

6.4 Communication Effectiveness

Periodically the project will confirm the effectiveness of the communications with the sponsor, users and stakeholders. Surveys or meetings will be conducted to ensure the communication methods present the project’s message clearly, timely and in a method that is easily received and understood. 

< Refer to Tailoring Guide for suggestions on entering project-specific information. >

6.5 Communication Changes

Changes to the communication process may be proposed by any recipient or communication creator. The Project Manager must approve the change for it to be approved. Often a draft version will be used to generate discussion with the communication stakeholders prior to making the change official. 

Changes to communication format or content are handled through the normal document change control process. Changes to content must be approved by the respective project lead or manager (depending on the content), and then are disseminated with an explanation of the change. Appropriate revision and version markings are included with the updated version. 
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