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Communication in the project
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Literature Review and Conceptual framework AR L) dgalal) ciluad )

Case Study: Four-Step Process for Effective Communication (1)

Springfield Community Hospital is a large hospital located in the northwest portion of the
United States. They have eight campuses throughout Washington and Oregon. Their
hospitals specialize in general practice, heart health, long-term care, and health

education. This is a key example for the four steps for effective communication.

The project, led by Martin Anderson, was a paperless initiative that allowed doctors and
nurses to use wireless technologies with patient interaction. The project, while large and
ambitious, helps patients receive more care that is accurate, reduces paperwork, and

streamlines processes throughout the hospital.
1. Identify Communication Requirements

“A project of this size, with this vast amount of stakeholders, requires this much
communication,” said project sponsor Kisper, as she stretched her arms wider and
wider apart. “Communication is, without a doubt, a project manager's most important

job.”

Throughout the project, Anderson had to work with interfaces from medical, technical,
legal, public relations, business managers, the Health Insurance Portability and
Accountability Act of 1996 (HIPPA), inspectors from the Office for Civil Rights, and
personnel from the Department of Health and Human Services. One of the first tasks
within the project was to create a project team directory that included e-mails, phone
numbers, campus locations, and roles for each project team member. This directory
was published in print and on the hospital's intranet. Because of the variety of the
project team members, it was not ideal to locate all of the project team members in one

place physically, but the directory helped bring the project team closer together.
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. Identify the 5Ws (Why, What, When, Where, Who) and 1H (How)

« Who—Anderson, the project manager, had a large project team to work with. His
team included network engineers, wireless engineers, nurses, doctors, and other

health liaisons to incorporate into the project team.

« What—The project team, in its early stages, stayed very segmented between the
technical staff and the medical staff. Each part of the project team had never really
worked with each other. Once the project team began to see how they needed to
work with each other in order for the project deliverable to be successful, the walls

began to break down and thoughtful communication began

« When—The initial phase of the project went well thanks to the planning and
simulations the project team completed. Once the first campus was moved to the
wireless system, the project team monitored the facets of the project and then
reported them as expected to the project manager. Anderson then worked with the
project team experts to create solutions for any problems that cropped up and within
two weeks' time, the system was functional. The first campus served as a model for

the remaining campuses

« Where—Anderson created, with the project team's help, a schedule for weekly
status reports throughout the project. In addition, the communications management

plan defined the following:

* When the project team would be expected to report variances in the project

implementation;

* How the project team was to interact with other team members through the project's

work authorization system;

» The expectations from management for status reports, variance reports, and project

summary reports;



» The hospital's public relations department role announcing and reporting on the project

progress;

» The expected communication among the project team, Anderson, and the functional

managers of the project team members;
» The expected modalities for the types of communication; and

* The knowledge management system the hospitals use to store and retrieve project

communications.

« Why—In order for the project to succeed, Anderson knew that effective
communication was paramount. In addition to the large project team, he had
considerations from the hospital board of directors, the community, and ultimately
the hospital patients. Very early in the project Anderson addressed the

Communications Management Plan

« How—The project communications management was based on a template for all
projects within Springfield Community Hospital. This project plan, however,
addressed new areas of communication demands because of the structure of the IT
department compared to the structure of the medical staff, their expectations, and
availability for communication. Anderson continually reinforced the pending
communication expectations to keep the project team, stakeholders, and
management abreast of the project
The project team also relied on one another. One of the first tasks within the project
was to create a project team directory that included e-mails, phone numbers,
campus locations, and roles for each project team member. This directory was
published in print and on the hospital's intranet. Because of the variety of the project
team members, it was not ideal to locate all of the project team members in one
place physically, but the directory helped bring the project team closer together.
Regular status meetings, e-mail, phone conferences, and impromptu hallway

meetings all contributed to the project's success.

3. Identify and Accommodate the Enterprise Environmental Factors



This project focused on changing the culture to a paperless working environment. They
had to comply with the expected norms and standards of any health organization. They
used the intranet within the organization. The major databases that provided inputs
were the patient records, medical history, etc.

4. Identify Organizational Process Assets

o Hospital standards and policies;
o Hospital guidelines, work instructions and performance measurement criteria,

o This was a paperless initiative that allowed doctors and nurses to use wireless
technologies with patient interaction;

o Future use of tablet PCs to assist with health care administration, patient interviews,

and hospital rounds;
e Project closure requirements;
« Financial controls and procedures;
e Process measurement database;
o Project file structure, organization and retention; and

« Historical patient information.

Conclusion

This paper strongly suggests communication is the key for success for any project. It
lists the importance of communication, the communication process, the steps to keep
communication alive, an effective communication plan, four steps for effective
communication, the obstacles in communication, importance of communication in a
diverse work group and tips for any individual to communicate effectively in a team.
Finally, it elaborates a case study for the four-step effective communication. It saves

time and money, makes life easier, makes you more profitable, and it just makes sense!
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