Project Communication Plan


Tech-Synergy Transcription Philippines
UPMC & Milton Hershey 
Team Operating Agreement
Purpose of the Team Operating Agreement (TOA)

This Team Operating Agreement promotes efficiency among the members of the Tech-Synergy Transcription Philippines Medical Transcription team.

This TOA serves as the guidelines and ground rules to help the project team work most efficient together over the course of the project. The TOA is a living document and may be updated as the need arises throughout the project. Any updates will be discussed with and ratified by the project team members.

Team Communications

[Describe how project team members will communicate with each other. Include where project documents will be stored, how they may be accessed, some instructions/protocols, how and when meeting agendas and minutes will be distributed, and how confidential information will be handled.]

· 1. Fastest, easiest and effective way of communication nowadays is through toolbox meetings, backed up by group/corporate SMS (text message) or emails.  Also checking the bulletin board for updates and for reference could also be helpful.

· 2. Anything that is discussed within the meeting must remain confidential within the team members and not be discussed outside of the meeting.

· 3. All communications must be done by putting yourself in the shoes of your team members.  Be empathetic and sensitive and show respect.  Any communication during these meetings must be given with signs of respect and courtesy and it must be received with an open mind and not take it in negatively or defensively.

· 4. Proper endorsement is highly important in terms of communication to avoid error in the reports, job priorities and updates, especially with the Project Manager and the team.  Endorse properly to the shift next to you, regarding priorities, updates, etc. The Project Manager and OICs will inform the team whenever there is an update or important issues to discuss.

· 5. Ensure that all E-mails about the project or from the client should be answered if they need so.

· 6. Absent/Leave/Late:  Always communicate or inform your Project Manager via text message or call. ABSENT- Two hours before your given absence. LEAVE- One week before, except for emergency leave.
Decision Making

[Describe how project team members will make decisions. Everyone must agree on how decisions will be made to ensure that everyone can live with the decisions made and to ensure that the project can move forward. Include guidelines for voting on decisions, how decisions will be documented, definitions of key terms, and what happens if the team cannot come to a decision (for example, escalation to the project sponsor or to a governing body).]

· 1. Brainstorming, deliberation/discussion then voting/consensus.
· 2. Deliberate on issues/ problems/ comments/ suggestions in full attendance.

· 3. Extend issues of the group not just to the concerned but to all so as to avoid doing the same errors/issues.

· 4. Decisions could either be suggested openly or agreed upon impromptu or use of secret ballots and rotations to come up with a consensus on what majority agrees upon.

· 5. ll information/minutes of the meeting must be well-documented so that team members will be duly informed.

Meetings

[So much project work and decision-making happens during meetings that it is important to establish how project team meetings will work. Address what will happen at meetings (generally)]

· 1. Bimonthly meetings should be enough to hear out daily operation problems/incidents/updates etc., discuss them and eventually resolve them, unless there’s a concern/issue that needs to be addressed right away (just email or ask via chat the person you think can give the answer/resolution to such issues).  The PMs should delegate facilitators to remind members of the meeting and prepare materials/resources (if needed) for the schedule meeting(s).

· 2. All ISSUES during meetings must be RESOLVED so as to avoid conflicts in the future and establish a stable team that follows a common rule set/discipline to achieve a common goal.

· 3. All team members must be punctual so that all meetings will start and end on time.  No proxies allowed.  Your presence is highly appreciated.

· 4. Be responsible enough to update yourself on issues discussed during meetings.  IGNORANCE due to ABSENCE is not an excuse.

· 5. For reminders’ sake, all issues or conditions agreed upon on previous meetings must be reviewed, discussed and updated.

Personal Courtesies

[Outline the personal courtesies that team members will extend to one another. The contents of this section depend largely on the culture of your company. Do not assume that personal behaviors are understood.]
· 1. Respect and addressing properly of those in higher positions must be observed at all times.  Respect each other to avoid conflicts. When asking for favors or asking someone to listen to the blanks in the file, be sensitive if the person is not having a hard time with his/own file or look for a better timing to ask.

· 2. When discussing quality issues, put yourself in each others shoes.  Show sensitivity, courtesy, respect and understanding and be empathetic.

· 3. Avoid “pointing fingers”.  Rather, state the errors committed during meetings to avoid unethical embarrassment and hurting ego/feelings.

· 4. Do not discuss to your seatmate, but discuss concerns within the group. SPEAK and BE HEARD.  If you’re the shy type, write it down.

· 5. ATTENDANCE is a MUST.  It shows that you are a part of the team.

· 6. Turn off computers/cell phones when in a meeting.  Be courteous to the facilitator.

· 7. Everyone must have a say in any issues that will be discussed during meetings.

ACCOUNT PROTOCOLS

[This is to ensure that the turnaround times and production are managed in all hospitals]

· Everyone (TR/QC) is responsible and must be aware of monitoring the priorities in ALL platforms.

· Strict compliance for MTs who are doing irregularities including:

· Locking files in all levels (1st and 2nd) if not instructed to do so.

· Not doing the priority work types or as instructed
· QAs/editors/MTs who are not helping out first level jobs in critical status.

· QAs/editors and MTs who are leaving the short files and hard dictators.

· QAs/editors/MTs who are cherry picking.
· Multiple files logged on different platforms compromising TAT.

· QAs/editors/MTs  switching platforms not according to priority.

· SCHEDULE:

· Everyone must be aware and responsible on checking your own shift and days off.  Count your days off, 4 offs in a month.  Or a total of 26 shifts per month, whichever applies.
· OICs:
· Must know all the tools in monitoring files.
· Internal and external communications.

· Reports immediately to the Project Manager any and all incidents or issues pertaining to work within the shift.

· Maintains accurate reporting as to line count.

· Reports all emergent issues without fail when it happens and not after the shift.

· Resolves any internal conflict within the shift in the absence of his/her immediate superior and makes an incident report of the same.

· Assist QAs/editors/MTs.

· Reports to the IT on shift for any technical issues.

· PROPER ENDORSEMENTS

· All MTs are responsible of endorsing issues, new instructions, etc. to the next shift.
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