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1. Introduction

1.1. Background

The HHSDC Systems Integration Division (SID) created the Best Practices Support Group (BPSG) in 1999 as a sign of commitment towards continuous process improvement and use of best practices. The BPSG supports all of SID’s acquisition projects by collecting and assessing current business practices, and incorporating industry best practices to ensure quality in the organization.

1.2. Purpose

The purpose of this report is to describe the planned communications that the BPSG will perform to ensure all stakeholders and participants are informed of current initiatives, status, issues and risks.  

1.3. Scope of the Document

This report discusses the planned communications that the BPSG uses. Ad-hoc communications also occur, as necessary and appropriate. This document focuses on communications initiated by the BPSG. 

1.4. Reference Documents

The following section lists the documents that were used in the creation of or referenced in this report. 

Table 1. Reference Documents

	iManage #
	Title
	Date
	Author

	750_8
	BPSG Charter
	12/18/2002
	BPSG

	1700_2
	BPSG Contract Management Plan
	TBD
	BPSG

	1728_2
	BPSG Document Management Plan
	06/06/2003
	BPSG

	1727
	BPSG Master Schedule
	n/a
	BPSG

	1803_2
	BPSG Project Assistance Tracking Log
	n/a
	BPSG

	1798_1
	BPSG Project Plan
	02/08/2003
	BPSG

	2078_3
	BPSG Web Site Management Plan
	06/05/2003
	BPSG

	2009_1
	SID Training Roster
	n/a
	BPSG


2. Organizational Structure

2.1. Project Organization

The following diagram depicts the organization of the BPSG project. The BPSG is responsible for active and timely communications to various internal and external organizations. These organizations are described below. 

Figure 1. BPSG Organization
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2.2. Internal Stakeholders

The following stakeholders are internal to the Systems Integration Division (SID) of the HHSDC.

2.2.1. BPSG Executive Sponsor

The SID Assistant Director is the sponsor of the BPSG and their activities. The sponsor is responsible for reviewing received communications and coordinating communications with external organizations, as necessary.

2.2.2. Management Steering Council (MSC)

The MSC is composed of the BPSG executive sponsor and the senior managers from each of the BPSG projects. The MSC is responsible for reviewing key work products of the BPSG (such as updated policies), and providing guidance and direction to the BPSG’s efforts. In some cases, the MSC is responsible for coordinating communications with their own project staff (such as signups for workshops or All-SID meetings). 

2.2.3. SID Staff and Consultants

The SID staff and consultants are the primary recipients of the BPSG communications. Typical types of communications include invitations to workshops, participation in Process Action Teams (PATs) and new content on the Best Practices web site (BPweb).

2.3. External Stakeholders

The following organizations are external to the SID and BPSG.

2.3.1. HHSDC Cannery

The HHSDC Cannery staff often are invited to workshops and meetings led by the BPSG to ensure proper coordination of activities, and sharing of lessons learned and best practices. Cannery staff participate and receive communications as approved by their managers.

2.3.2. Other State Organizations

Occasionally, the BPSG must assist with communications to HHSDC’s control agencies (e.g., DGS, DOF) and/or the Health and Human Services Agency. 

2.3.3. Other Users

Because the Best Practices web site is available on the Internet, this information is available to anyone with Internet access. Therefore, anyone could submit comments regarding the web site and SID information available on the web site.

3. Types of Communications

3.1. Informal Communications

Informal communications are those communications that occur on an ad-hoc (unscheduled) basis. The following are the typical communications in which the BPSG participates.

3.1.1.1  Coordination Conversations

Because the BPSG is a small group, there are frequent ad-hoc conversations related to coordinating activities and reporting interim status. These conversations occur as needed, and do not generally generate meeting minutes or action items. 

3.1.1.2  Project Assistance

The BPSG serves as a resource for the SID projects on project best practices and lessons learned. The SID staff may contact the BPSG at any time to request information or assistance related to SID best practices, work products, or clarification of previously disseminated information (such as on the BPweb). The BPSG will work with the requestor to ensure the desired information is received and understood, providing additional information, analyses, or follow-up, as appropriate. This type of communication may occur via e-mail (either from the BPweb’s “Contact Us” feature or directly to a BPSG representative), phone, or in person. 

In addition, anyone with Internet access may use the BPweb “Contact Us” feature to request clarification or information regarding the BPweb content. Response to these external users is limited to clarification and does not include further analysis or follow-up by the BPSG.

In both of these cases, the request for assistance is tracked in the BPSG Project Assistance Tracking Log (iManage #1803) along with the resolution provided. This information is reported on a monthly basis and used to identify trends where further work or dissemination may be appropriate. 

3.1.2. Best Practices Web Site (BPweb)

The BPweb is the process repository for the BPSG and SID. The web contains information on standard life cycle processes, supporting processes, references to industry and government standards and resources, and samples from SID projects. There are two web sites: an intranet version and an Internet version. The intranet version is updated when materials become available, and the Internet version is updated at least quarterly with the updates from the intranet. For more information on the BPweb, refer to the BPSG Web Site Management Plan (iManage #2078).

3.2. Formal Communications

The following are the regularly scheduled communications in which the BPSG participates. 

3.2.1. Status Reporting

3.2.1.1  BPSG Weekly Meetings

The BPSG staff participate in weekly meetings with the BPSG Manager. These meetings include a discussion of BPSG status and concerns, and information from other SID meetings. Meeting minutes are recorded along with action items, risks and end-of-the-month metrics. A single file contains all minutes for the month (usually titled BPSG Meeting Minutes & Agendas (month year)). The meeting minutes are kept in iManage. 

3.2.1.2  MSC Monthly Meetings

The BPSG facilitates the monthly MSC meetings. These meetings summarize the status of current initiatives and are used as a forum for setting priorities, coordinating staff participation, review and approval of policies and key work products, and general direction for the BPSG. Meeting minutes are recorded along with action items, risks and decisions made. The meeting minutes are stored in iManage, disseminated to MSC members via an e‑mail and posted on the BPweb intranet site. Refer to Appendix C for the regular schedule of MSC topics. 

3.2.1.3  Contractor Monthly Status Reports

The BPSG employs contractors to supplement state staff. Each contractor company is required to submit a monthly status report detailing tasks planned and accomplished for the month, deliverables planned and submitted, and hours and costs expended for the month and to date. The contractor monthly reports are submitted in accordance with the terms of their Statement of Work (SOW) and the BPSG Deliverable Process (described in the BPSG Contract Management Plan (iManage #1700)). Contractor monthly invoices are submitted and processed in accordance with the terms of their SOW.

3.2.1.4  All-SID/All-Site Meetings

Approximately twice a year (usually January and June/July), the BPSG coordinates an All-SID/All-Site meeting. The purpose of these meetings is to share current status of BPSG initiatives and SID business with all SID staff and to answer any questions. 

The January meeting usually occurs at the HHSDC Training Center with two 2-hour sessions occurring on a single day. All state staff are required to participate and consultants may attend at their manager’s discretion. This meeting places a stronger emphasis on SID business and status at a high level. Action items are recorded, as appropriate, and copies of the presentation are posted to the BPweb (both sites).

The July meeting is generally a one-hour session that occurs one time at each location. When possible, the All-Site meetings occur as part of a project’s All-Staff meeting. The format of this meeting is generally a combination of BPSG status and showcasing one project’s lessons learned or recent successes. Action items are recorded, as appropriate, and copies of the presentation are posted to the BPweb (both sites).

3.2.2. Technical Interchanges

3.2.2.1  Process Action Teams (PATs)

Periodically, the BPSG convenes a collection of project duty experts called a PAT to discuss a particular phase or aspect of the project life cycle or a supporting process. PAT members are primarily SID staff, but may include representatives from the HHSDC Cannery or other external organizations, as appropriate to the topic. The effort also may include establishing processes for use of common tools and methods of conduct for the Sponsors and SID projects. 

Meeting minutes are prepared for each meeting, and the results of the PAT are summarized in a Findings Report. When the Findings Report is approved, the content is added to the Best Practices web site. The Findings Report is stored in iManage along with the meeting minutes. 

3.2.2.2  Quality Assurance Working Groups (QAWGs)

The purpose of the QAWG is to assist in the development of SID standards and policies, and to ensure that project office processes comply with the SID standards and policies. The workgroup also shares information that assists all projects prepare for their CMM assessments and address the findings from their assessments. QAWG members are generally the QA representatives from each of the SID projects. Meeting minutes are prepared and standards and policies are created or updated as appropriate. The results of the QAWG (usually a policy) are presented to the MSC for approval prior to division-wide dissemination and implementation. Meeting minutes and the policy are stored in iManage and posted to BPweb. Often, the policy initiates a Getting Connected Workshop to inform staff of the new requirements. 

3.2.2.3  Capability Maturity Model (CMM) Assessments

Once a year, the BPSG conducts a CMM assessment of each SID project to assist with process improvement and ensure SID is adhering to industry best practices. The assessment consists of reviewing project work products and interviewing project staff. The results of the assessment are summarized in a Findings Report and a CMM Assessment Implementation Plan (CAIP).

The Findings Report is reviewed with the project and by the MSC, and posted to the BPweb intranet site. The CAIPs are reviewed with the MSC and used by the project and the BPSG to track progress on the findings. CAIP progress is reviewed twice a year with the MSC and quarterly with the QAWG to ensure visibility and assistance in addressing the findings. The BPSG creates a draft of the CAIP for the project, but the project is responsible for maintaining and reporting on the CAIP and its status. 

3.2.2.4  Getting Connected Workshops (GCWs)

Approximately monthly, the BPSG hosts or conducts GCWs to share information on various topics of best practices. The GCW schedule and signups are available through the BPweb and classes are open to all HHSDC staff. Copies of the presentations are posted to BPweb, stored in iManage, and the workshops are periodically repeated and updated. 

Evaluation forms are used to collect feedback on the presentation and to solicit ideas for additional workshops. Evaluation forms are available only in hardcopy and are stored at the BPSG work site in binders.

3.2.2.5  Lessons Learned Sessions

Periodically, the BPSG facilitates lessons learned sessions on a particular topic with the MSC and may also facilitate phase-end lessons learned gathering at the project level. The results of the session are documented and disseminated, as appropriate, depending on the topic. Copies are stored in iManage, but are not posted to BPweb in every case, due to legal concerns.

3.2.2.6  New Manager Orientations

When a new project manager joins SID, the BPSG provides an orientation to the SID best practices and explains the service that the BPSG provides. The presentation includes a tour of the BPweb and a description of the current initiatives in work. The presentation is stored in iManage and updated as appropriate.

3.2.3. Project Reviews/Checkpoints

3.2.3.1  BPSG Life Cycle

The BPSG operates according to an 18-month life cycle which includes development of concepts for initiatives, prioritizing the initiatives and executing the initiatives. The life cycle process is described in the BPSG Charter (iManage #750). The planning and control activities of the life cycle are discussed as part of the MSC meetings. Refer to Appendix C for the usual schedule of planning meetings. 

3.2.3.2  SID Risk Reviews

The BPSG facilitates tracking and identification of cross-project and SID-wide risks. Twice a year a risk identification session is held as part of the MSC meeting. Status of risks is monitored at each monthly MSC meeting. Results of the discussion are recorded in the MSC minutes. 

3.2.3.3  SID Training Program Review

The BPSG facilitates review and scheduling of cross-project and SID-wide training needs. Twice a year these discussions occur as part of the MSC meeting. Results of the discussion and action items are recorded in the MSC minutes, and updates are made to the SID Training Plan, as appropriate. 

3.2.4. External Presentations

3.2.4.1  Government Technology Conference (GTC)

The BPSG and MSC strive to submit a presentation each year to the local GTC. This forum is used to share SID best practices and findings with other government organizations in an effort to generate discussion and sharing of perspectives and lessons learned. The BPSG assists with presentation development and facilitates the details of the presentation. One of the MSC members usually conducts the presentation. The presentation is posted to BPweb and stored in iManage.

3.2.4.2  Local Project Management Institute (PMI) Chapter Meetings

The BPSG encourages active participation in the local PMI chapter’s meeting and forums. Periodically, the BPSG develops a presentation to share information and lessons learned from the BPSG projects. These presentations may be conducted by the BPSG staff or a member of the MSC. The presentation is posted to the BPweb and stored in iManage. 

3.3. Media and Public Requests

The BPSG does not usually receive requests for information from the media or public records requests. If any requests were to be received, they would be coordinated with the HHSDC Public Information Officer (PIO) and SID Assistant Director.

4. Information Management

4.1. Communication Tracking

Most regularly scheduled communications are included in the BPSG Master Schedule (iManage #1727) and tracked on a monthly basis. 

All requests for assistance are tracked in the BPSG Project Assistance Tracking Log (iManage #1803) along with the resolution provided. This information is reported on a monthly basis and used to identify trends where further work or dissemination may be appropriate. Requests may be received in person, via phone, e-mail directly to a BPSG representative or from the BPweb “Contact Us” feature.

Action items, issues, risks and outstanding issues are documented in meeting minutes and discussed at each meeting. At this time, there is no formal roll-up of all the items into a single tracking system. 

Signups for the GCWs are tracked on the BPweb via a Roster page for each class. Attendance is taken at the class and the signups and attendees are logged in SID Training Roster (iManage #2009).  The sign-in sheet and course evaluations are kept in a binder in the BPSG work area. 

4.2. Communication Storage

All documents are stored in the SID standard tool for document management called iManage. The BPSG iManage database is SIDdocs. Each document has a unique number assigned in iManage and versions and history information is tracked for each document. For more information about how the BPSG manages their documents, refer to the BPSG Document Management Plan (iManage #1728)

E-mail communications are created, distributed, and stored in MS Outlook. Important emails are stored in a personal folder within MS Outlook for archival purposes, or may be imported into iManage. 

The BPweb is implemented in MS FrontPage and is updated as necessary. The site contains only the latest pages. Copies of presentations, meeting minutes, lessons learned, and CMM assessments are posted to the BPweb, as appropriate (master copies reside in iManage). 

Critical hardcopy items or communications available only in hardcopy are stored at the BPSG work area in labeled binders. Refer to the BPSG Document Management Plan (iManage #1728).

4.3. Changes to Communications

4.3.1. Changes to the Communications Process

Any changes to the process of communication will be discussed at the MSC meeting. Usually, these changes are minor and involve only a change to the reviewers or receivers list. If the process changes are significant, the MSC will determine if the BPSG plans need to be updated based on the process change and will determine a due date for the updates. Decisions and due dates are recorded in the MSC meeting minutes. 

4.3.2. Changes to Communication Content

If there are significant changes (non-typographical) to the content of a formal communication, the document would be updated and follow the document approval processes described in the BPSG Document Management Plan (iManage #1728) according to the appropriate level of version control.

Draft documents are always marked as such, and most reports, plans and processes include a revision page indicating when changes were made and why. 

4.4. Communication Formats 

Most communications are transmitted via MS Outlook as document attachments. The BPSG uses the MS Office suite of tools for document creation and Adobe Acrobat for packaging documents that should not be modified. 

4.5. Information Tools

The BPSG uses the following tools for communication creation, transmission and storage. 

Table 2. Tool Versions

	Tool
	Version
	Purpose

	Adobe Acrobat
	5.0
	Packaging and Viewing Documents

	iManage DeskSite
	6.5
	Primary access to iManage documents

	iManage MailSite
	4.0
	MS Outlook access to iManage

	iManage WorkSite
	4.3.15
	Web access to iManage

	MS FrontPage
	2000
	BPweb creation and maintenance

	MS Internet Explorer
	6.0
	Viewing and review of the BPweb

	MS Office 

(Word, Excel, PowerPoint)
	2000
	Documents, Spreadsheets, Presentations

	MS Outlook
	2000
	E-mail 

	MS Project
	2000
	Work Planning

	MS Visio
	2000
	Diagramming


4.6. Dissemination Rules

At this time, the only dissemination restrictions are related to the BPweb. Refer to the BPSG Web Site Management Plan (iManage #2078) for a discussion of sensitive files.

5. Assumptions and Constraints

5.1. Best Practices Web Site Audience

The primary purpose of the BPweb site is to assist SID projects. Therefore, the majority of the content is geared to SID staff. Other users, such as the HHSDC Cannery and public users, must tailor and review the content with this information in mind.

Also, the BPweb was developed for use with Internet Explorer. There BPweb uses some features which Netscape Navigator and other browsers may not support.

5.2. Information Distribution

The BPSG facilitates a variety of meetings composed of SID staff at various levels. Although the representatives were chosen to participate based on their experience and current job profile, often the information need extends beyond the participants. It is assumed that each project representative will share the information learned at the meetings with the other interested parties in their own project. They are also free to invite additional participants to the meeting, if appropriate. 

5.3. Quality Assurance

The BPSG and SID do not have a separate QA group to over see and monitor the effectiveness of BPSG communications. It is the responsibility of the communication receiver to discuss with the BPSG any concerns, need for clarification or correction.

Appendices

Appendix A  -  Acronyms & Abbreviations

	BPSG
	Best Practices Support Group

	BPweb
	Best Practices web site (http://bpweb or http://www.bestpractices.cahwnet.gov)

	CAIP
	CMM Assessment Implementation Plan

	CMIPS
	Case Management Information and Payrolling System

	CMM
	Capability Maturity Model

	CWS/CMS
	Child Welfare Services/Case Management System

	DGS
	Department of General Services

	DOF
	Department of Finance

	EBT
	Electronic Benefit Transfer

	GCW
	Getting Connected Workshop

	GTC
	Government Technology Conference

	HHSDC
	Health and Human Services Agency Data Center

	ISAWS
	Interim Statewide Automated Welfare System

	MS
	Microsoft

	MSC
	Management Steering Council

	PAT
	Process Action Team

	PIO
	Public Information Officer

	PMI
	Project Management Institute

	QA
	Quality Assurance

	QAWG
	Quality Assurance Working Group

	SAWS
	Statewide Automated Welfare System

	SFIS
	Statewide Fingerprint Imaging System

	SID
	Systems Integration Division

	WDTIP
	Welfare Data Tracking Implementation Project


Appendix B  -  Communications Matrix

	Type of Information/ Purpose
	Recipient/ Participants
	Type
	Frequency
	Transmittal Method
	Storage Location
	Source of Information
	Responsibility


	BPweb Contact Us
	BPSG

SID Representative

External Stakeholders
	E-mail
	Ad-hoc
	Oral, 

MS Outlook
	BPweb, 

MS Outlook
	BPSG
	BPSG Staff (C, D, M)

	Lessons Learned Sessions
	BPSG

SID Representatives
	Report
	Ad-hoc
	Oral
	iManage
	SID Representatives
	BPSG Staff (C, D, M)

SID Representatives (C, D)

	New Manager Orientation
	BPSG,

New Managers
	Meeting,

Charts
	Ad-hoc
	Oral
	iManage
	BPSG
	BPSG Staff (C, D, M)

	PMI Presentations
	BPSG,

MSC,

External Stakeholders
	Meeting,

Charts
	Ad-hoc
	Oral,

BPweb
	iManage,

BPweb
	BPSG,

MSC
	BPSG (C, D, M)

MSC (C, D)

	Project Assistance
	BPSG

SID Representative

External Stakeholders
	Meeting,

E-mail,

Ad-hoc Report
	Ad-hoc
	Oral,

MS Outlook
	iManage,

BPweb, 

MS Outlook
	BPSG
	BPSG Staff (C, D, M)

	Government Technology Conference (GTC) proposals
	BPSG,

MSC,

External Stakeholders
	Meeting,

Charts
	Annually
	Oral,

BPweb
	iManage,

BPweb
	BPSG,

MSC
	BPSG Staff (C, D, M)

MSC (C, D)

	All-SID / All-Site Meeting
	BPSG,

MSC

SID Staff
	Meeting, Charts, Evaluation Forms
	Biannual
	Oral, 

BPweb
	iManage, 

BPweb
	BPSG,

MSC,

External Stakeholders
	BPSG Staff (C, D, M)

MSC (C, D)

	Quality Assurance Working Group (QAWG)
	BPSG

SID Representatives
	Meeting, 

Minutes
	Bimonthly
	Oral,

MS Outlook,

BPweb
	iManage,

BPweb,

MS Outlook
	BPSG
	BPSG Staff (C, D, M)

	BPSG Consultant Invoices
	BPSG Consultants
	Invoice
	Monthly
	U.S. Mail
	iManage
	BPSG Consultants
	BPSG Consultants (C, D, M)

	BPSG Consultant Monthly Reports
	BPSG Consultants
	Report
	Monthly
	MS Outlook
	iManage
	BPSG Consultants
	BPSG Consultants (C, D, M)

	MSC Meeting
	BPSG

MSC 
	Meeting,

Charts, Minutes
	Monthly
	Oral, 

MS Outlook
	iManage,

BPweb
	BPSG,

MSC
	BPSG Staff (C, D, M)

	BPweb
	BPSG
	Web pgs
	Quarterly
	BPweb
	BPweb
	BPSG,

MSC,

SID Staff

External Stakeholders
	BPSG Staff (C, D, M)

	CMM Assessment Implementation Plan
	BPSG

SID Representatives
	Meeting. 

Report
	Refer to Schedule
	Oral,

BPweb
	iManage,

BPweb
	BPSG,

SID Representatives
	BPSG Staff (C, D)

SID Representatives (D, M)

	CMM Findings Reports
	BPSG 

SID Representatives
	Meeting,

Report
	Refer to Schedule
	Oral, BPweb
	iManage, 

BPweb
	BPSG, 

SID Representatives
	BPSG Staff (C, D, M)

SID Representatives (C, D)

	Getting Connected Workshops (GCWs)
	BPSG

SID Representatives

HHSDC Cannery
	Meeting, 

Charts, Evaluation Forms
	Refer to Schedule
	Oral,

BPweb
	iManage,

BPweb
	BPSG,

HHSDC Cannery
	BPSG Staff (C, D, M)

HHSDC Cannery (C, D, M)

	Process Action Teams (PATs)
	BPSG Staff,

SID Representatives
	Meeting,

Charts, Minutes

Report, 

Web pgs
	Refer to Schedule
	Oral,

MS Outlook,

BPweb
	iManage,

BPweb
	BPSG,

SID Representatives
	BPSG Staff (C, D, M)

	BPSG Meeting
	BPSG Staff,

BPSG Manager
	Meeting, Minutes
	Weekly
	Oral
	iManage
	BPSG
	BPSG Staff (C, D, M)


Appendix C  - MSC Recurring Meeting Topics

	Month
	Topic
	Source

	January
	Prioritize Ideas – Propose Items
	Charter

	January
	BPweb review
	BPweb

	February
	Prioritize Ideas – Signoff
	Charter

	February
	Training Program Review
	CMM Policy

	March
	Cross-Project Risk Review
	CMM Policy

	March
	Develop Proposal – Propose Items
	Project Plan

	April
	Overall CAIP Status Review
	CAIP

	April
	Develop Proposal – Finalize Resources
	Project Plan

	May
	Signoff BPSG Charter Updates
	Charter

	May
	Performance/Priority Check
	Charter

	May
	All-Site Meeting Prep
	Project Plan

	June
	BPSG Annual Report of Accomplishments
	Charter

	June
	Signoff BPSG Project Plan Updates, including Training Plan
	Project Plan, CMM Policy

	July
	BPweb Review
	BPweb

	August
	Training Program Review
	CMM Policy

	September
	Cross-Project Risk Review
	CMM Policy

	October
	Overall CAIP Status Review
	CAIP

	November
	Performance/Priority Check
	Charter

	December
	All-SID Meeting Prep
	Project Plan








� C – Responsible for Creation; D – Responsible for Dissemination; M – Responsible for Maintenance of the Information
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