STATE ADMINISTRATIVE MANUAL USER FOCUS GROUP
 October 13, 2016  Department of General Services – Dr. Michael Sears, OSPPR

I moderated the SAM users focus group this morning. Overall, I think it was a success. I don’t think anything serious or major came up, but there were a few interesting ideas, lots of insight on how users interact with and think of SAM, and expressed interest and support for updating SAM and trying to get some SAM content addressed or updated. Anyway I wanted to provide a topline summary of the group discussion based on what was most memorable and what most stuck out to me.

Of the six final recruits, five made it to the group. The following is me dumping my memory of the group, so it’s rough but an immediate read on the group discussion.

1. SAM was very important to the daily work that respondents performed, and they refer to it daily or weekly
1. Refer to SAM for many different reasons, mostly finance, travel info, for training purposes
1. Respondents were aware of and familiar with the two versions of SAM (notebook/searchable SAM and print SAM)—they said they like both versions and refer to each version for different reasons, different needs, or under different circumstances
1. Referred to Searchable SAM as Searchable SAM without any prompting from me
1. No preference for one version over the other and not using one version more than the other—really depends on the circumstance and what they need to know (i.e. something very specific and aware of what chapter it’s in or where it lives, then print; basically all other purposes go to notebook)
1. Everyone said they regularly print sections or whole chapters of SAM—used often for training purposes or quick reference
1. Everyone also said they constantly need to be able to find out what SAM said historically, and they don’t find the current documentation of changes or past versions very useful; instead they tend to just save old copies of SAM on their computer desktop (some even said they had volumes of old SAM on their desktop to make it very easy to refer back to an old version of SAM)
1. The main reason they need historical copies is when they are audited—auditors ask why things were done this way as old ways don’t match SAM, so they pull out old versions of SAM that outline why they did things that way and then it’s ok
1. There was a lot of discussion about authority and finding out about authority, not only through SAM but having to cross reference SAM with SCM, government codes, other statutes
1. Along these same lines, respondents said there are often contradictory policies or it seems like one or the other is outdated but hard to know which is so they have to contact other agencies
1. When asked what was good about SAM, what’s working, what they like, respondents offered:
10. Inclusion of government codes in SAM and links within SAM and to external SAM (links other than GC)
10. SAM is a good training tool
10. SAM is a good central location to go to for information
10. Searchable SAM and the fact it’s easy to find stuff with it
10. Table of Contents—both versions
10. Language level (that it’s written at a high school level)
10. Examples that are included in some sections
10. Forms at the end of some sections
10. SAM is an excellent reference resource
10. Current versions of SAM are much better than the old book, in terms of being updated and getting those updates
1. When asked what was bad about SAM, what’s not working, what could be better, respondents offered:
11. Policy or content in SAM is not always clear, language can be vague, seems like instructions or info is missing, also grammar issues and sentence structure
11. Respondents said there are sometimes conflicts or contradictions within sections
11. Some sections seem to hang, or just end, leaving them wondering “what’s next?”
11. Some of the examples provided are insufficient, outdated, or missing altogether
11. Forms sections can have broken links or be completely obsolete
11. All links do not work, some broken
11. Not always aware of updates or easy to determine what was updated or how it changed, unless you subscribe to update emails (but those emails add to the regular bombardment of emails)
11. Changes are not color coded or made easy to find and identify
11. No links to prior versions, very difficult to find prior versions unless you save them yourself
11. The subject index reference is no longer there
11. No footnotes to expand on terminology or pointing to related content
1. Respondents pointed out a couple sections that appear to be outdated, in need of an update, very old, or contradictory (will need to listen to recording to get specifics)
1. Sections that are in need of attention were mostly related to finance, if not entirely related to finance
1. Respondents shared their frustrating experiences with trying to get answers from Finance—their own questions would eventually be posed to them (they send a question to finance, finance passes it around until they forget who even asked it, then send it back to the person who actually sent it thinking they will have the answer…) or getting very basic or uncaring responses from finance about outdated or unclear content/policies
1. They think there should be meetings with the content SMEs to inform them of the unclear areas and try to push them to clean up or update them
1. They didn’t have any major ideas for changing SAM and mostly rattled off the things they want to see fixed or easier to use—making old versions easier to find and available; maybe bringing back the index; updating links and examples; making it more clear what changed when; 
1. [bookmark: _GoBack]Generally liked the idea of moving SAM to digital or website, but did not think it was necessary or that the PDF versions are difficult or that moving it to the website would make SAM any easier to use than it already is—rather, if it addresses the problems they see SAM having then they are all for it (if it makes it easier for them to find info, figure out what has been changing by whom and when, follow along with updates and changes, figure out who to contact when things aren’t clear, look at old versions, etc.)
1. One other idea was to try to work with FISCAL to have links and information from SAM pulled into FISCAL so when they are filling out a form they can just hover over a title or entry field and get an explanation or reminder what they are supposed to do

I’m going to work on quickly transcribing the group discussion or just pulling out quotes so that I can write a summary report and try to offer some conclusions based on what was said by group participants.

