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1. INTRODUCTION

1.1 Background

Chapter 479, Statutes of 1999 mandated the creation of a single statewide California Child Support Automation System (CCSAS) by the Franchise Tax Board (FTB) as agent for the owner, the Department of Child Support Services (DCSS).  This unique owner/agent relationship requires appropriate and, in some respects, new communication patterns and mechanisms within and between both organizations.  

Further, the CCSAS Project must establish and maintain communications with oversight organizations and numerous child support program stakeholders.  Ensuring effective communications within and between these entities is essential to successful procurement, development, implementation, and operation of CCSAS.  This Plan is intended to reflect the agreed-upon structure, operating principles, and approaches to meet these communication challenges.

1.2 Guiding Principles

To manage the complexity and size of the CCSAS Project, participants are committed to the following guiding principles governing communications throughout the project life cycle: 

· Work collaboratively in an atmosphere in which project team members are respected, valued, and trusted in executing their assigned duties.

· Ensure that project team members fully understand their assigned duties, scope of authority, and responsibilities for keeping others informed.

· Establish clear and agreed-upon expectations for products, deliverables, and outcomes with recipients, who include participants, approvers, reviewers, system users, and other stakeholders.

· Ensure DCSS and FTB project participants and executive staff inform, verify, and validate the approach and progress to date, carefully confirming or revising future expectations, resolving issues, addressing areas of special interest, and setting touch-back points.
· Confirm that communications are understood as well as received, because both FTB and DCSS project participants use special terms-of-art that may be misinterpreted.

· Conduct direct, face-to-face communications, especially for developmental, definitional, or direction-setting activities.

CCSAS Project participants, moreover, will actively seek and use opportunities to practice these principles in interpersonal interactions and communications within and between DCSS and FTB, as well as with overseers and stakeholders.

1.3
Definitions, Purpose, and Objectives

For the purposes of this communication plan, ”CCSAS Project” is the information technology effort mandated by California law to procure, develop, implement and maintain a single statewide automated system as executed by the Department of Child Support Services and Franchise Tax Board organizations. 

Communications in organizations are transactions between individuals.  

Communications may be formal, informal, written, verbal, or nonverbal.  The nature of information and ideas, means of transmission, directions of the transmission, intent of the sender, and perception of the recipient are all part of the communication process  A successful project relies on appropriate, timely, accurate, and effective communications at all levels throughout its life cycle.

The purpose of this CCSAS Project Communication Plan is to provide the structure and focused attention necessary to promote effective communications and ensure continuous dialogue among participants, approvers, reviewers, and system users, as well as external parties.  The objectives of the CCSAS Project Communication Plan are to ensure that participants:

· Transmit timely and accurate information between the agent and owner necessary for each to perform their project roles.

· Take personal responsibility for imparting and receiving information that may contribute to the success of others in completing their work and in making decisions.

1.4
Scope

The CCSAS Project Communication Plan builds upon and enhances an established communications infrastructure and practices.  The plan documents this structure in Section 2, and then defines roles, responsibilities, and approaches in the communication arena (Sections 3-6).    Document standards, including templates and meeting guidelines, have been developed to support this plan and are available in the CCSAS Project Library.  The meeting guidelines contain standards for timely production of meeting artifacts.  The Records Management Plan will address the collection and filing structures of communication documents.   
The CCSAS Project Communication Plan does not attempt to restate or encompass communication processes delineated in other CCSAS plans.  For example, the Project Management Plan (PMP) is an umbrella document with several supporting plans devoted to Risk Management, Transition Management, and In-Process Reviews, among others.  These supporting plans cover communication structures and processes specific to the delineated tasks.

Similarly, DCSS communicates with a variety of stakeholders on child support program issues and has drafted a number of plans and concept papers to clarify several program initiatives.  For example, there are concept papers/plans for the Statewide Training Program, Customer Service, Outreach, and Media Relations.  The CCSAS Project Communication Plan does not attempt to capture the details of these plans and protocols, although it is recognized that a sub-component of each of these plans consists of activities and communications relating to the CCSAS Project.

1.5
Approval of Plan

The CCSAS Project Communication Plan and any subsequent updates are subject to approval by the FTB Executive Officer and the DCSS Director.  Updates to the plan will be scheduled at the time that significant project milestones are met; for example, approval of the CSE contract.
1.6
Plan Evaluation and Maintenance

The CCSAS Project Communication Plan is a living document that is expected to evolve over the life of the project.  The Deputy Director of the CCSAS Project’s Financial Management, Communications, Planning and Policy Bureau, as the owner of this plan, is responsible for the quarterly evaluation of the strategies recommended herein and subsequent updates.  The FMCPP Deputy Project Director will consult with the DCSS Project Leader in conducting these quarterly plan evaluations. 

1.7
Implementation

Many of the communications structures and mechanisms outlined in this plan have been implemented since DCSS and the CCSAS Project organizations began operating in early 2000.  Staff will be involved, informed, and trained as appropriate, as new communication strategies or approaches are developed and implemented.  
It is the responsibility of DCSS and CCSAS team leads, managers, Deputy Directors and Executive Management to monitor and promote adherence to the guiding principles, objectives, and approaches recommended in this plan. 

1.8
Distribution of Plan

The CCSAS Project Communication Plan will be made available through the CCSAS Project Library, which is the repository for all current and archived project-related records, including but not limited to project plans, deliverables, reports, meeting minutes, and presentations that are created or received during the term of the project.   The FMCPP, which owns and manages the CCSAS Project Library, will send an email to all CCSAS and DCSS staff with a link to the location in the Project Library as each version of the CCSAS Project Communication Plan is archived.   All CCSAS and DCSS managers will be responsible for directing their staff to the plan and answering any related questions.
2. STRUCTURE OF CCSAS COMMUNICATIONS

2.1 Overview

The CCSAS Project is a large and complex automation effort that is taking place within a child support program environment that is at the same time undergoing significant restructuring.  The project is further complicated because it involves two state entities with differing organizational cultures that must work as one to accomplish the project goals.  Moreover, the child support program environment contains numerous and dispersed external overseers and stakeholders with unique, as well as shared, expectations, interests in participation, and information needs.  To achieve success, participants must understand and embrace a clear structure for CCSAS Project communications.  

2.2 Communication Levels 

This plan envisions a communication structure consisting of four levels and specific strategies associated with each level to ensure effective two-way communications within and between the child support program and CCSAS Project, with overseers, and with stakeholders: 

· Level I addresses CCSAS Project communications internal to the respective Project Owner and Project Agent organizations—DCSS and FTB.  These are referred to as intra-agency communications; for example, the standing meetings held in the respective organizations as illustrated in Tables 4 and 6.  

· Level II consists of communications between DCSS and FTB CCSAS Project staff, referred to as interagency communications; for example, formal meetings or reports that are jointly attended or prepared as illustrated in Tables 8 and 9.  

· Level III addresses communications with oversight entities—those organizations to which the program and project are directly accountable for management and funding—referred to as oversight organizations.  State and federal oversight communications, such as milestone reporting, are illustrated in Tables 10, 11, and 12.
· Level IV refers to communications with stakeholders—individuals or organizations involved in or affected by the child support program and CCSAS Project.  Examples of communications with stakeholders, such as LCSAs, are included in the Child Support Stakeholder Analysis.
2.3 Communication Approach
Specific target audiences within each of the communication levels have shared expectations, interests in participation, and information needs.  The DCSS Policies, Procedures, and Practices Project (P3 Project) successfully established the initial framework and approach to involving external stakeholders in child support program redesign and decision-making.  DCSS has adopted this philosophy and practice of collaboration with stakeholders in its daily operations.

To ensure an all-inclusive and structured approach to stakeholder collaboration, DCSS is completing a detailed Stakeholder Analysis as part of the development of a broader-based Child Support Program (CSP) Outreach Program.  The Stakeholder Analysis clusters stakeholders into five areas of involvement defined by the type of participation with DCSS:  general administration, CSP administration (which includes the Local Child Support Agencies (LCSAs), CSP third party interfaces, CSP advocacy, and CSP customers.  Analysis within each area details what is communicated, the communication medium, the frequency of communication, and the DCSS person responsible for determining and meeting the needs of each stakeholder interest.
The special communication needs of those organizations critical to the success of the statewide automated system, such as the LCSAs, will be addressed in the Stakeholder Analysis.

The completed Stakeholder Analysis is not duplicated in this plan, but will be maintained by the DCSS Customer and Community Services Branch and used as a resource for Department and CCSAS communication needs.       
Figure 1 displays a partial set of the specific individuals, entities, or organizations involved in the various levels of CCSAS Project communications.  The figure reflects an initial identification of CCSAS Project communication requirements that will be updated, as appropriate, based on the DCSS Stakeholder Analysis.
Figure 1.  CCSAS Project Levels of Communication







2.4 Roles and Responsibilities  

Three major parties are involved in communicating CCSAS Project information:  

· Department of Child Support Services (DCSS) as the Project Owner

· Franchise Tax Board (FTB) as the Project Agent

· Business Partner (BP) selected to develop and implement CCSAS. 

This subsection summarizes the communication responsibilities, defined to date, of each party in turn. 

2.4.1 DCSS – Project Owner

The department of Child Support Services is the client for whom the CCSAS is being built.  Table 1 identifies the communication responsibilities of the key managers of DCSS in planning and executing the CCSAS Project.  The communication responsibilities are handled in a variety of methods as further documented in this plan.

Table 1. DCSS CCSAS Communication Responsibilities
	 DCSS CCSAS Role
	DCSS CCSAS Communication Responsibilities

	DCSS Director – Project Owner 
	· Lead the ongoing CCSAS governance structure, including chairing the CCSAS Project Executive Steering Committee (composed of the DCSS Director – Project Owner, FTB Executive Officer – Project Agent, and the Secretary of the California Department of Health and Human Services – Executive Sponsor).

· Articulate the Child Support Program (CSP) project vision, provide program policy direction, and define CCSAS business requirements and required functionality.

· Report project progress to the Governor, Legislature, federal oversight organizations, LCSAs, and other CCSAS Project stakeholders.

· Provide input, guidance, and signoff on predefined CCSAS products, deliverables, methods, and strategies.

· Ensure that CSP stakeholder interests are represented in the planning and execution of the project.

	DCSS Chief Deputy Director (CDD)


	· Provide the direct line of communication between the DCSS Director and the DCSS Project Leader.
· Participate as a representative of the DCSS Director in meetings and forums necessary to provide program input and/or direction to the project.  Key areas of focus are schedule development and maintenance, understanding of DCSS tasks and responsibilities, establishment of quality standards and management processes.

· Convey program needs relative to the CCSAS Project.

· Articulate program-related policies, guidance, and input, and signoff on predefined CCSAS products and deliverables.

· Chair and/or participate in various ad hoc committees and work groups.

· Guide and oversee CCSAS transition activities with program impacts.

	DCSS Project Leader
	· Communicate to the CCSAS Project Director and FTB staff programmatic needs as they affect CCSAS procurement, design, and development.

· Recommend approval and acceptance to the Project Owner of certain significant project deliverables.

· Approve the acceptance criteria for key CCSAS documents and the CCSAS solution and make recommendations to the Project Owner for approval of the system solution or components to be implemented as a production system.

· Serve as the focal point for communication on the project.

· Communicate to the Project Owner and other staff at DCSS the needs of the Project Director and other FTB staff.

· Direct day-to-day communication with federal agencies.

	DCSS Deputy Director, Technology Services Division 


	· Keep the DCSS Director and Chief Deputy Director apprised of scheduling, staffing, and product development life cycle requirements and changes.

· Provide day-to-day guidance and oversight for PRISM-related activities.
· Coordinate and communicate DCSS PRISM technical activities.

· Chair the PRISM Advisory Group (PAG) and the Requirements Analysis Workgroup (RAW).

· Provide input to the CCSAS Project on PRISM-related activities that may have impacts on data, business processes, statewide system requirements, scheduling, and resources.

· Articulate program needs relative to the CCSAS Project.
· Review and provide feedback on CCSAS products and deliverables.

	DCSS Deputy Director, Administrative Service Division
	· Communicate state and departmental policies related to budget and administrative matters regarding CCSAS.
· Articulate department financial and management needs as they pertain to the design and implementation of CCSAS.

· Communicate with FTB in coordinating approaches to project funding and procurement.


2.4.2 FTB – Project Agent

As Project Agent for CCSAS, FTB’s role in CCSAS Project communications is vital.  Table 2 identifies the communication responsibilities of the key managers within FTB.  These communication responsibilities are handled in a variety of methods as further documented in this plan.
Table 2.  FTB CCSAS Communication Responsibilities

	FTB CCSAS Role
	 FTB CCSAS Communication Responsibilities

	FTB Executive Officer – Project Agent
	· Responsible for the procurement, development, implementation, and maintenance of the single statewide automated system (CCSAS).

· Serve as a voting member of the CCSAS Project Executive Steering Committee.

· Report project progress to DCSS Director, CCSAS Project Executive Steering Committee, FTB oversight organizations, and FTB stakeholders.

· Provide leadership to the CCSAS Project Director during ongoing interactions on the project’s progress and performance.

· Serves as the executive liaison with the primary Business Partner, signing contract terms and conditions.

	CCSAS Project Director 


	· Meet with, prepare reports for, and communicate project status with the DCSS Project Leader and FTB Executive Officer on progress of deliverables, impacts of major issues and change requests, including findings of IV&V.

· Report to the DCSS Project Leader and FTB Executive Officer on staffing requirements and staffing/de-staffing schedule via federal/state funding documents.

· Chair weekly (and ad hoc) meetings with the Chief Architect and Deputy Project Directors to inform them of decisions and to discuss issues and concerns

· Chair monthly (and ad hoc) In-Process Reviews (IPRs) with DCSS to review project status and discuss critical project issues.
· Conduct frequent project status meetings with program and project principals to ensure early alerts of events and issues.

	Deputy Project Directors


	· Responsible for communication of the day-to-day CCSAS Project activities and issues related to procurement, development, implementation, and maintenance of CCSAS.

· Work with the Project Leader on communication, resource, and planning issues related to DCSS participation in the CCSAS Project.

· Prepare required federal and state reports for management and funding of the CCSAS Project.
· Prepare budgets and financial reports.

	Project Management Office
	· Responsible for ensuring that the project’s management tools—policies, practices, standards, and processes—are in place to communicate project status and manage the associated risks and issues.


2.4.3 Business Partner (BP)

The business partner will describe its communication role in the proposed solution.  This communication plan will be updated following contract negotiations to reflect the agreed upon communication processes and information artifacts, consistent with the intent and principles of this plan.

3. STRATEGIC APPROACHES TO CCSAS PROJECT COMMUNICATIONS

3.1 Intra-Agency (Level I) Communications

Level I communications regarding the CCSAS Project take place inside the collaborating agencies—DCSS and FTB.  In this section, the distinctive roles and responsibilities of executives, managers, and staff within each agency are specified.   Each form of communication can be handled by any of the methods listed below.  The actual guidelines for each method will be the appropriate procedures used within the organization.    

3.1.1 DCSS Approaches

As the Project Owner, DCSS has established an internal CCSAS Project Team to support the CCSAS Project.  This support is provided within the context of the changing environment of California’s child support program.  The structure for DCSS internal communications is outlined in Table 3.

Table 3.  DCSS Internal Communications on CCSAS

	 DCSS CCSAS Role
	DCSS Approaches to CCSAS Communication Responsibilities

	DCSS Director (Project Owner)
	Chair meetings of Leadership Team, Executive Management Team, and CCSAS Project Team.

	Chief Deputy Director (CDD)
	· Participate in team meetings and chair in the absence of the Director.

· Serve as the key contact for the Project Leader regarding the CCSAS Project.

	DCSS Project Leader
	· Report to the Project Owner and CDD.

· Coordinate with the CDD the resolution of communication, resource, and planning issues related to DCSS participation in the CCSAS Project.

· Communicate as needed with DCSS Deputy Directors regarding business activities affected by the CCSAS Project.  

· Communicate the requirements for support of the CCSAS project to DCSS management and staff, as appropriate.
· Attend daily project team meetings.

	Technology Services Division Deputy Director
	· Report to the DCSS Director and CDD on progress of deliverables, impacts of major issues, and change requests, including findings of IV&V.

· Report to the Project Owner and Project Leader on staffing requirements related to DCSS participation in the CCSAS Project.

· Chair daily and ad hoc meetings with the DCSS CCSAS Project Team to provide input and gain feedback on project-related transition issues, progress, processes, products, and deliverables.

· Oversee DCSS document control for CCSAS related documents.

	DCSS CCSAS Project Team


	· Provide advice on processes, products, scheduling, resource requirements, and transition issues.

· Research and provide guidance on project approaches, alternatives, strategies, and impacts of alternatives, as requested.


DCSS uses the following internal communication processes, patterns, and mechanisms to ensure that CCSAS Project information is effectively shared:

· Formal Meetings:  The DCSS managers and staff attend regularly scheduled and ad hoc meetings to stay abreast of CCSAS Project developments.  These meetings are described in Table 4. 

Table 4.  DCSS Standing and Ad Hoc Meetings

	 Meeting
	Purpose
	Attendees

	Frequency

	Leadership Team
	Coordinate and share information about key projects, initiatives, and progress on ongoing work.
	DCSS Director, CDD,Project Leader, Regional Administrators, and DCSS Branch Chiefs, and above
	Weekly

	Executive Staff
	· Share detailed operating issues and related decision-making.  

· Discuss and make assignments relative to CCSAS Project, as needed.
	DCSS CDD, Project Leader, Deputy Directors, and Lead Regional Administrator
	Weekly

	CCSAS Project Review
	· Update on project, products, deliverables, and processes for the week prior and upcoming weeks.

· Solicit input, direction, and decision-making on outstanding issues.

· Explain complex project issues and/or provide necessary education and training.
	DCSS Director, CDD, and CCSAS

Project Team
	Weekly

	Automation Leadership Team
	· Share information across projects.

· Provide direction and guidance to automation activities.
	DCSS Leadership Team
	Monthly

	Chats with Chief Deputy Director
	Share detailed information, obtain guidance, and make decisions.
	DCSS CDD and individual Executive staff
	Weekly for each Executive staff member

	CCSAS Project Staff Status Meetings (led by Technology Services Division Deputy Director)
	· Share and synchronize activities, assignments, and workload.  

· Coordinate participation in processes, products, and deliverables.  

· Identify issues to be raised to DCSS Directorate.
	DCSS TSD Deputy Director, Project Leader, and DCSS CCSAS staff
	Daily

	Special Meetings
	Focus attention on subject matter-specific issues that cannot be handled in regularly scheduled meetings
	Variable - DCSS leaders, CCSAS Project Team, other DCSS managers or staff
	As necessary

	Ad Hoc


	· Share and discuss detailed, focused, or complex CCSAS Project issues.

· Make decisions, as needed.
	Variable - DCSS leadership, CCSAS Project Team, other DCSS staff 
	As necessary

	Pre-Meetings for External Events
	Pre-meetings to review topics and issues and to complete work necessary for various other forums, e.g., interagency, external, or advisory groups (PAG, RAW, Executive Steering Committee, and others)
	Variable - DCSS leadership, CCSAS Project Team, other DCSS managers or staff
	As necessary


· Concept papers:  DCSS writes and distributes concept papers in major program initiative areas to guide managers and staff in their work, and externally to ensure stakeholders understand and participate in major policy directions.  These concept papers are designed to clarify Department direction and plans for both specific and general topics.  They provide early thinking on strategies and implementation alternatives to enhance decision-making and information sharing.

· Other media:  To further team building and project information flow, DCSS disseminates CCSAS Project information to appropriate staff through a variety of means, including:

· Written materials

· Intranet read-only files

· Newsletters

· Scheduled briefings for staff

· Orientation sessions for new staff

· Issue papers, concept papers, and decision-making documents.

3.1.2 FTB Approaches 

FTB has established the following internal communication processes, patterns, and mechanisms to ensure that CCSAS Project information is effectively shared:

· CCSAS Project Information Center:  This intranet site is housed on the FTBNet.  It is intended to display easily understandable information about the project and staff.

· CCSAS Project Library: The CCSAS Project Library is the repository for all current and archived project-related records, including but not limited to, project plans, deliverables, reports, meeting minutes, presentations, document standards, templates, and guidelines that are created or received by the project.  All of the documents mentioned in this plan, along with reference material, are maintained electronically in the CCSAS Project Library (see CCSAS Library Process 200-FM-12-0100 or the CCSAS Configuration Management Plan).

· Formal Meetings:  FTB managers and staff attend regularly scheduled and ad hoc meetings to stay abreast of CCSAS Project developments.  These meetings are described in Table 5. 

Table 5.  FTB Standing and Ad Hoc Meetings
	Meeting
	Purpose
	Attendees

	Frequency

	Executive Staff 
	Share information on decisions rendered by Executive Steering Committee, discuss project issues and concerns
	CCSAS Project Director, Deputy Project Directors, Chief Architect, PMO, and Legal
	Weekly

	FTB Joint Section Managers
	Forum for section managers to share information, ideas, issues, and concerns
	FTB Bureau/Section Managers
	Weekly

	FTB Individual Sections
	Forum for individuals to share information, ideas, issues, and concerns
	Section members
	Weekly

	Ad Hoc
	Share and discuss specific project issues to bring forward for decision, e.g., discussion of strategy prior to budget pre-hearings and hearings
	Various FTB leaders and staff
	As necessary


· Formal Reports:  The CCSAS Project reporting requirements listed in Table 6 include only those reports and documentation that are not detailed in the DCSS/FTB Interagency Agreement.  

Table 6.   CCSAS Reporting Requirements

	Report or Document
	Responsibility
	Frequency
	Purpose
	Recipient 

	Reports to 3-member Franchise Tax Board
	Deputy Project Director, FMCPP
	As Needed
	Project Status
	Project Agent

	PMO Monthly Reports
	PMO 
	Monthly
	Contract Status
	Executive Project Director, Contract Manager

	Newsletters (FTB’s Information Return, IT Project Newsletter) 
	Deputy Project Director, FMCPP
	Monthly
	Project Milestones
	All FTB Staff 


3.2 Interagency Communications (Level II)

The second level of the CCSAS Project-related communications crosses agency boundaries and takes place between and among DCSS and FTB staff.  Mutual formal reporting requirements of the two agencies are described in this section of the plan, as well as the strategies to promote the guiding principles outlined in Section 1 of this plan.

3.2.1 Operating Strategies

DCSS and FTB have clarified relationships among project principals and staff beyond what is described in the Project Charter and Interagency Agreement.  Regardless of their agency affiliation, CCSAS Project participants have agreed to the following strategies for enhancing communications:

· Team building and teamwork:  The four stages of teamwork are “forming, storming, norming, and performing”.  Teams naturally progress and move back and forth through these stages as a normal part of organizational behavior.  DCSS and FTB project team members have been co-located to promote frequent informal interaction.  
· Managing expectations:  In any organization or project, the most frequent cause for disagreement and strife is unmet expectations.  As a means for establishing common expectations, CCSAS will conduct a kick-off meeting for major initiatives, deliverables, and products.  All participants will be briefed on the scope, pre-defined success criteria, content, and schedule requirements for the initiative and subordinate tasks.  Input from appropriate stakeholders will be sought at all stages to prevent rework and to build trust.

· Project information flow and inter-task communications:   To ensure that all CCSAS Project participants are well informed, a variety of proactive communication mechanisms will be employed to reach the maximum number of affected staff.  Some of the mechanisms are:

· An electronic Meeting Bulletin Board for scheduling and reporting on all meetings. 

· Shared drive on the intranet and CCSAS Project Library to house project artifacts, such as project organization charts.   

· Meeting disciplines:  Meetings are the most frequently used means of information exchange and development and for decision-making.  However, meetings expend a great deal of staff time and must be well managed to obtain the maximum return.  Effective and consistent meeting disciplines are essential to maximize the information exchange and arrive at the best decisions.  DCSS and FTB have implemented standard templates for agendas, minutes, and action items.  CCSAS Project managers will ensure that standard meeting protocols are followed in all meetings; all action items are reviewed and captured during the meeting; and meeting minutes, including actions items, are generated and distributed within an agreed-upon timeframe.

· Scheduling:  Because of the magnitude of change facing the DCSS and the sweeping changes to be made by the CCSAS Project, the potential for significant bi‑directional impacts is very high.  Therefore, it is necessary to anticipate events and points of change as far in advance as possible.  The CCSAS Project schedule must reflect the major demands that will be placed on both FTB and DCSS in accomplishing the tasks identified in the schedule.  It must also identify the important dependencies between the CCSAS schedule and DCSS program building efforts.
· Quality and quality assurance:  DCSS and FTB will include quality elements in the product and project acceptance criteria for each initiative and obtain agreement from approving entities before beginning product development.  Although it is the job of the Quality Assurance (QA) vendor to ensure adherence to a universal QA quality policy and review procedures, each project and task leader must stand behind the product or deliverable before submitting it to QA.  Peer, user, and subject matter expert reviews must be built into the schedule for each task.  
3.2.2 Approaches

· Formal meetings:  DCSS and FTB have set up standard meeting days and times for the exchange of information, as outlined in Table 7.
Table 7.  Major Interagency Formal Meetings
	Meeting
	Purpose
	Attendees

	Frequency

	Joint Coordination Team
	· Share cross-project information, dependency tracking, and coordination.

· Develop project schedule.
	DCSS, FTB
	Monthly


	In-Process Review
	Provide key oversight agency representatives with current information on major issues and the overall health of the CCSAS Project.
	DCSS, FTB, PMO, QA, BSA, and IV&V
	Monthly

	Requirements Change Control Board
	Review change requests (and associated impact analysis) not approved at the lower level and take appropriate action 
	DCSS, FTB
	Weekly

	Schedule Control Team
	Review project schedule, make adjustments, and resolve related issues.
	PMO and designated FTB/DCSS Staff
	Weekly

	Transition Management Team
	Forum for identifying, assessing, and orchestrating transition activities
	DCSS, FTB
	Biweekly

	Risk/Issue Management
	Forum for identifying, managing, and resolving CCSAS Project risks and issues.
	DCSS, FTB
	Weekly

	Managers’ Forum
	Forum for reviewing cross-functional workgroup activities, resource requests, and materials to be presented at the Transition Management planning sessions.
	DCSS, FTB
	Biweekly

	DCSS and FTB Executive Staff 
	· Share information on decisions rendered by Executive Steering Committee

· Discuss project issues and concerns.
	CCSAS Project Director, DCSS Project Leader, Deputy Project Directors, Chief Architect
	Weekly

	Pre-meetings for External Communications and Events
	Pre-meetings to review topics and issues to be addressed during discussions with outside agencies and external forums, e.g., federal contracts, PAG, RAW, Executive Steering Committee
	Variable—DCSS and FTB leadership, CCSAS Project Team, other management or staff
	As necessary


· Formal reports:  A number of reports and formal documents required to manage the CCSAS Project are included in the CCSAS Project Formal Communication Guide of the Interagency Agreement that outlines the responsibilities for preparation and signature.  Table 8 lists the CCSAS Project management and oversight agency reporting responsibilities during the project’s life cycle.

Table 8.  Major Interagency Formal Reports and Documents

	Report or Document
	Responsibility
	Frequency
	Purpose
	Recipient 

	DCSS/FTB Interagency (I/A) Monthly Report
	FTB CCSAS-- FMCPP
	Monthly
	Monthly project status as required by DCSS & FTB Interagency Agreement
	DCSS Chief Deputy Director



	Federal Claims and Statistical Reports
	FTB CCSAS-- FMCPP
	Quarterly
	Claim for federal share of project costs
	DCSS TSD &/or ASD Deputy Directors

	Legislation and Bill Analysis
	FTB CCSAS--FMCPP and DCSS Asst. Director for Legis.

Affairs
	As needed
	Determine effect of legislation on CCSAS Project
	CCSAS Deputy Director, DCSS TSD Deputy Director


3.3 Oversight Organization Communications (Level III)

Both DCSS and FTB must comply with independent reporting and accountability requirements of their separate governing organizations and boards.  As the CCSAS Project Owner and Project Agent, respectively, there are also joint requirements for reporting to the oversight organizations with vested interests in the project’s milestones and outcomes.  A prime example of such an organization is the federal Office of Child Support Enforcement, which approves plans and provides Federal Financial Participation (FFP) for the CCSAS Project.  While responsibility for external communication generally lies with DCSS as the Project Owner, FTB and DCSS must work closely to ensure timely and appropriate communications with oversight organizations.

3.3.1 State Communication Requirements 

A Stakeholder Analysis maintained by the DCSS Customer and Community Services Branch lists all state-level oversight organizations and stakeholders with whom DCSS must communicate regarding the CCSAS Project.  The most prominent of these are the Governor, Legislature, California Health and Human Services (CHHS) Agency, and Department of Finance. 

DCSS routinely prepares formal reports and documents, as listed in Table 9, to keep external agencies informed of CCSAS-related developments, as well as other developments in DCSS.

Table 9.  DCSS Formal Reports and Documents

	Report or Document
	Responsibility
	Frequency
	Purpose
	Recipient 

	Week Ahead Report
	DCSS CDD
	Weekly
	Inform Agency
	CHHS Secretary



	Bi-monthly Report
	DCSS CDD
	Bi-Monthly
	Inform Agency
	CHHS Secretary

	Executive Project Status Report
	DCSS Project Leader (prepared by FTB CCSAS, FMCPP)
	Monthly
	Inform Agency and Department of Finance
	CHHS Secretary


FTB also has various state-level reporting responsibilities regarding the CCSAS Project, as outlined in Table 10.   

Table 10.  FTB State-Level Oversight Communication Requirements

	Reports 
	Responsibility
	Frequency
	Purpose
	Recipient 

	Franchise Tax Board Meeting
	Executive Officer, FTB
	Monthly, or information provided as requested
	Monthly project status or milestone reporting
	3-Member Board—State Controller; Chair, Board of Equalization; Director of Finance

	Media Requests re.  CCSAS

	Public Information Officer, FTB
	As requested
	Referral of inquiries to DCSS
	Public Information Officer, DCSS

	Public Records Act Requests 
	Disclosure Office, FTB
	As requested
	Meet federal/state disclosure mandates
	CCSAS Legal Staff

	Strategic Plan
	Executive Officer, FTB
	Quarterly Issue Analysis
	Long-range planning
	All FTB employees; 3-member Board; Members of the Legislature; all interested stakeholders

	Information Management Strategy Plan
	Chief Information Officer, FTB
	Annually
	Reports FTB’s strategic and IT planning


	Department of Finance (DOF)

	Project Status Report
	FTB Project Oversight & Guidance 
	Monthly
	Inform State & Consumer Services Agency (SCSA) and DOF
	SCSA Secretary and DOF

	Feasibility Study Report
	FTB CCSAS, FMCPP
	One-time
	State approval of CCSAS Project implementation 
	SCSA Secretary, DOF, Legislative Analyst’s Office (LAO)

	Special Project Report
	FTB Project Oversight & Guidance
	As Needed
	Report changes in project scope, cost, schedule
	SCSA Secretary and DOF

	Taxpayer Practitioner and Tax Advocate Groups
	Taxpayer Advocate Bureau
	Annually
	Meet information requests re. project status
	Taxpayer Practitioner and Tax Advocate Groups

	Operations Report
	FTB Budget Office
	Annually
	Displays revenues and costs of the programs (tax and non-tax) administered by FTB and compares activities with the prior year (includes Child Support collections).
	All interested parties


3.3.2 Federal Communication Requirements

DCSS and FTB staff meet jointly with OCSE staff on a regular basis to update the federal agency on the CCSAS Project and pending issues, as shown in Table 11.  DCSS and FTB staff will always prepare jointly for these conference calls and meetings by coordinating identification of issues to be discussed and the development of the agenda.
Table 11.  Federal-Level Oversight Meeting Requirements

	Meeting
	Purpose
	Attendees

	Frequency

	OCSE/State Technical Call
	Discuss and resolve federal/state technical issues regarding CCSAS procurement and reporting requirements
	DCSS, FTB
	Weekly

	OCSE/State Video Conference
	Discuss and resolve federal/state technical issues regarding CCSAS procurement and reporting requirements
	DCSS, FTB
	Monthly

	OCSE/State Quarterly Meeting
	Report project’s progress—deliverables, milestones
	DCSS, FTB
	Federal Quarter:  Oct, Jan, Apr, Jul


In addition to direct communication, the Project relies on regular formal reports to document the experience and plans for the CCSAS.  Table 12 lists major federal reports and documents that are submitted to OCSE by DCSS.

Table 12.  Federal-Level Oversight Reporting Requirements
	Report or

Document
	Responsibility
	Frequency
	Purpose
	Signatory

	Advance Planning Document and Updates (PRISM)
	DCSS TSD Deputy Director
	Annual and as needed
	Funding Approval
	DCSS TSD Deputy Director

	Planning Advance Planning Document (PAPD) and Updates
	FTB CCSAS

 
	Annual and  as needed
	Funding Approval 
	DCSS TSD 

Deputy Director 

	Implementation Advance Planning Document (IAPD) and Updates
	FTB CCSAS
	Annual and as needed
	Funding approval for project continuation and system implementation
	DCSS TSD 

Deputy Director

	Feasibility Study (FS)
	FTB CCSAS
	One-time
	Review of system solution
	DCSS TSD 

Deputy Director

	Quarterly Report
	FTB CCSAS
	Quarterly
	Report of project status
	DCSS TSD 

Deputy Director

	Claims and Statistical Reports
	FTB CCSAS
	Monthly
	Claim for federal share of project costs
	DCSS TSD 

Deputy Director


3.4 
Stakeholder Communications (Level IV)

Diverse customers, advocacy groups, and other external parties have interests in the progress and outcome of the CCSAS Project.  The Transition Management Plan defines as “stakeholders” the broad set of groups and individuals interacting with or having an image of the CSP including:  customers (the individuals or families seeking or impacted by CSP services); other individuals and entities assisting in administering or providing data exchanges or interfaces with the CSP, and the general public (those who are potentially eligible for or otherwise may have an image of the CSP).  These audiences have different information requirements.  Conveying the right information and message about the CCSAS Project in the right medium and at the right time to each stakeholder is the communication challenge.

In accordance with its ongoing Stakeholder Analysis and overall communication and outreach plans, DCSS intends to use different delivery methods to communicate CCSAS-related messages, depending on the stakeholder group and the content.  A critically important part of the DCSS Stakeholder Analysis is direct dialogue with each identified target audience to determine participation and/or information needs.  DCSS is assigning a lead person to each target audience to initiate and maintain the dialogue, as well as to serve as the ongoing primary point of contact.  The DCSS lead person will become the in-house expert relative to the participation and/or communication needs of the assigned target audience. Both recurring communications and event-driven communications will be carefully targeted to stakeholders during the life of the project.

Further, it is intended that the Stakeholder Analysis will identify target audience expectations and interest in direct participation in completing work related to the CCSAS Project.  While this is not the only vehicle for identification of primary user and stakeholder participation expectations, it will provide valuable information to be shared with appropriate CCSAS program and project workgroups.  It is also incumbent upon each CCSAS program and project workgroup to identify, solicit, and ensure primary user and stakeholder participation in those areas deemed essential by the CCSAS Project.  

Finally, the BP will develop a timeline for their CCSAS Project Outreach Program, which should utilize the CSP Stakeholder Analysis and extend throughout the life cycle of the project. 
3.4.1 Media Contacts
Given the size and complexity of the CCSAS Project and its impact on all parts of the state, it is likely that the project will receive periodic inquiries form the press and other news media.  In addition, the state should make an effort to inform the public through the news media regarding the progress that the project is making in achieving its goals.

The DCSS Director shall act as the chief public spokesperson for the project.   The DCSS will take lead responsibility for responding to inquiries from the press regarding the project and related activities.  Inquiries made to FTB and the business partner should be referred to the Office of Public Affairs at DCSS for review and response.
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� Processes for responding to IV&V findings are outlined in the IV&V Deliverables Management Plan; internal processes for responding will be further defined by DCSS and FTB.


� Additional participants may be included in these meetings depending on the agenda subject matter.


� Additional participants may be included in these meetings depending on the agenda subject matter.


� Additional participants may be included in these meetings depending on the agenda subject matter.


� All media requests for information about the CCSAS Project are referred to DCSS for response. 


� Additional participants may be included in these meetings depending on the agenda subject matter.
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