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Organizational
Transformation
for Cross-
Functional Teams

Introduced a new MS
Teams file organizing
system while working with
cross-functional teams
under VHA-IVC
Communications,
customized and aimed at
enhancing team workflow,
time management, and
ensuring government RCS
compliance. Processes
were reconfigured across
all teams, supported by
multi-team training, and
change management
communications.
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What problem needed solving?

The VA-VHA Office of Integrated Veteran Care (IVC) 16-person communications
team produces hundreds of internal and external-facing communication
products for dozens of IVC offices and VA/VHA stakeholders. This requires
reviewing numerous documents to create new deliverables. In 2022, the IVC
comms director requested a re-organization of the team’s file system which
had the following problems hindering the team’s work:

The team had no clarity on where to locate and store specific documents.

Valuable information produced by team members was lost or difficult to
locate leading to repetition of work and inadequate knowledge capture.

Without an effective records capture system, documents were not
categorized for RCS government reporting, risking non-compliance.

Team members reporting their deliverables were unable to place links on
Smartsheet because they did not know where to store them on MS teams.



https://www.youtube.com/watch?v=f1BIUllOulo

Federadl

Organizational
Transformation
for Cross-
Functional Teams

Introduced a new MS
Teams file organizing
system while working with
cross-functional teams
under VHA-IVC
Communications,
customized and aimed at
enhancing team workflow,
time management, and
ensuring government RCS
compliance. Processes
were reconfigured across
all teams, supported by
multi-team training, and
change management
communications.

U.S. Department of Veterans Affairs

Veterans Health Administration
Office of Integrated Veteran Care

Case Study

What was done?

[=]

Transition to the PRPP file-organizing system was successfully completed for the
VA-VHA-IVC communications team in March 2023.

A central repository was created for storing all records in one place.

Clarity on document location enabled faster creation of communications
deliverables and maximized team efficiency and collaboration.

Team members no longer needed to email each other to find documents.
(Requests for information decreased from 25% of hours at work to 0%).

100% knowledge capture was achieved with 2549 records renamed and
transferred to new folders.

The built-in PRPP file system was understandable to new and existing staff
creating long-term sustainability.

PRPP system’s alignment with RCS government reporting requirements enabled
easy compliance for the entire team 2003 and beyond.

All documents renamed under the PRPP file naming convention provided
consistency and clarity on the document’s function without opening it.
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The challenge—

Putting the problem into context

54% of government professionals report searching up to 2.5 hours per day
for crucial documents in online filing systems. This seriously affects
productivity while underutilizing the collaborative potential of MS Teams.
Some of the pain-points employees encounter include the following:

Team members waste time emailing each other to figure out where
specific documents are stored.

Team members create new MS Teams channels and folders independently
and randomly where they tend to work in silos.

Important documents could not be found easily during meetings.

Without standardized document names, team members had to spend time
opening documents to figure out their function.

Duplicate documents and folders caused confusion in version control.

New team members were not able to navigate effectively through MS
teams folders because document storage was not self-intuitive.

Documents for FOIA requests could not be found in a timely way.
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Recognition for
Outstanding Work
and Innovation—

August 15, 2022

“ Danielle was extremely helpful in the implementation of two very vital
projects for the communications team — the Key Messaging Playbook and our
collaborative knowledge capture, communications and records management
system. Each one was essential to our productivity. Danielle ran with both
projects. She created, from scratch, both initiatives that | and the team have
found extremely helpful. She didn’t just leave it at that — she created an entire
training package with one-on-one sessions with team members to help them
with implementation and created a comprehensive onboarding package. | wish
| had two of Danielle and | wish she was staying as part of our team. Whoever
gets to work with her is very lucky.”

Donna Bell,
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Planning for
Change

Phases of the change
management plan
included crafting a
solution and vision for
the tranSfOFmatlon, Crafting a Vision and Leadership Alignment and Buy-in

. . Plan for Change +  Presenting vision of change to Director (PRPP presentation)
present'ng |t to a” teams r ng What problem will the change sclve?
t I d h *  How does it work? How will it be implemented?

O encourage leaaersnip
and team buy-in, |
5 Organization for Cultural Preparation .

p re pa ri ng fo r helping employees recognize and understand the need for change

Change
organizational change,

VA-VHA-IVC Communications Team
Transitioning the 16-member team to a new Collaberative File Organizing System on MS Teams

“

Preparing the

initiating team—bu”ding Individual One-on-One Meetings with Team Members Face-to-Face Team-Building

Team Building and + Identifying pain-points relating to document search Meetings in Colorado
and motivation workshops Employee Motivation * Feedback * Lego Challenge

¢ S0P Slides (team exchange)

by Creating training « Change Presentation - PRPP
videos, managing change o ,

Manage Change Initiate Training Presentations for Team Members
implementation and imol tati 5 presentations and individuals meetings with team members

) mplementation

»  Office hours for questions

sustaining transformation

Embedding Changes Within Company Culture and ¢ Upload all training materials to MS Teams

outcomes with continued
one-on-one training
sessions.

Sustain Qutcomes

Practices with training and renaming documents, plus
guidance on where to store in new MS Teams system

Reconfigure all files and folders on M5 Teams
Workshops with staff on where to locate documents
Roadmap to File Categories
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Change
Management
Training

Planning Resources and Process folders contain all documents
needed by the team in order to create the final communications

Prepa rl ng the tea m for products stored in Products.

Organizational Change 70 The second benefit is
Wlth 5 Transformational How does the o r ; - that it enables easier Storing all files in one Place — as a central repository

B . methOd Work? T team collaboration
Training Presentations by:

describing the system and
how it works. Saving time and maximizing efficiency

Presentations were given

during MS Teams

meetings and in one-on-

one sessions. The entire

16-person team received PROCESS

an estimated 4 weeks of oy B 1Procs: Gt~ & bty

L. rces needed ir bl g content on any subject
tra I n I ng- rder to achieve the team's goals 03_PROCISS - Communications needed by the team is:
and creation of thetr fina * extracted from the
source,
* placed by subject in
the KMP Subject
Matter Reference
: folder
“ NOTE: SOPs are in the » regularly updated with
Communications Process Commm:: :;oomm:.r”
because manage
“administration” of the team itself,

but rather the “creation” of what the * and the resource
team produces. folder linked to from

the KMP sections.

additional information
and documents,
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Key Messaging
Playbook

Developed a new,
comprehensive 100-page
guidebook capturing
knowledge on key topics
for VA-VHA-wide access,
including new human-
centered design visual and
functional enhancements
capturing all categories of
content with links to more
information on a special
MS Teams channel.

QP
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INTEGRATED VETERAN CARE (IVC)

IVC Key Messaging

Playbook

QUP =
g e
IVC Key Messaging
Playbook

TEGRATED VETERAN CARE VC)

Advanced Medical Cost Management Solution (AMCMS)

VA 2

B IVC - KMP Key Messaging Playb...

COMMS POC SME SME SME SECTION
(Subject Matter Expert) Functional Area Sub-Functional Area UPDATED
DINA VAN-PELT 7/5/2022
RAMON
SOURCE / MORE INFO ADVANCED MEDICAL COST MANAGEMENT SOLUTION - HOME {SHAREPOINT.COM)
ONLINE AMCMS - VA.GOV

What is it?

« The Advanced Medical Cost Management Solution (AMCMS) integrates financial
management, medical management and data analytics to accurately forecast, monitor and
control the cost of community care medical services for stakeholders. The system is an
interactive model that provides an actionable and sustainable solution to calculate and

SharePoint

IVC - KMP Key Messaging Plz

Name
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Collaborative
Strategic
Communications

Strategic Communications Plan Template
COLLABORATIVE MANAGEMENT TEMPLATE

e Communications

Strategic Objectives How We hope to Achive them via th

Plan Template

8w
1
Designed and developed a Innovative Strategic Stratedic Target Objective ko Messages Deliverables  C Trackers  Mesetings  When?  Frequency
| d Ob : g \ - Yy g EXISTING & PROPOSED, SONTENT | HOW WE KEEF TRACK NTERRAL
. €as ]eCt Ives Brand Ing Audience T WHAT OO WE I O | & METHOD OF DELVERY  SUPPORE | OF COMMUMICATIONS | COMBMUNICATIONS
new Strategic ~ ~ s e noy COMMUNICATE?
Communications Plan
. NEW, SUGGESTED Strategic Objactive: Brand Messaging: MCT government and TO— encourags Comipanants: MCTeam Talks MCTeam Talks 3" Wednesday of each | nonthly
Te m p I ate fo r e a S | e r DEUWVERABLES: To brand MCT as the driving Regularly communicating | contractors communication between | * MCTL »  PowerPaint menth
farce behind technology and ashort phrass that MCT teams and * Prasentation » Juby 21, 2021
. ®  Strategic innovations that enhance emphasizes the value leadership znd promotza | » nE » August 18, 2021
collaboration among VA- Communicatons lan & | yererans expereaces ot e | HSLMCT brings, or fedtog o el " Septamber 15, 2021
. Tracker by expanding VEQ awarenass example: 'fMLTr:T.PJe ':Ix:-:h hie
V EO_ M CT te ams d es| g ne d : Reew Tri‘:'nf\.‘;ek n regarding MCT's rale in these i::ﬁ;;n::i::cvk:;ne TO — build awarenass of emonstrable successfor | Py Accomplishments By end of September | Annual
’ BN jith "Nate from sarvice areas] miission to provide the MICT's success stories this FY in the following ‘Word Document
to ca t u re a I I St rate ic the Director” segment 1. Digital Modernization bﬁf_p&:s.ible msromer_ f'E?:SI?T MCT“'DF":
p g — a ona-page, weskly 2. Comtact Center service to veterans while -
template combining and addressing all their -
reporting MCT's 2 needs " -
goa |S, methOdS Of headlines and Podernization
. . . intersgency suppart Customer Data Brand RHEIE"HD"E MCT government and Promote the MCT brand, “wheekly” with Note Content 1. Weekly Headlines & Duge Tussdays @ 12:00 | weekly
d I d wiork that adds valus to rdansgement Reccgnizable Logo to contractors, all VEO weekly achisvements and from the Director accomplishments
e Ive ryl a n m I SS I O n VED. Promate Brand departments offer & platform for segment Report
. . Obiectives for specific Develc:“’leljr'.'.'th 4 leadership in the ‘wWord Document / PDF
S u p po rt 0 bJ ectlves jectives for 3 : SEgMENS of MCT's work, "Director’s Motas"” ssction email embedded
* Communications: beincluded in MCT is respensibiz for 6-7 Content 2. Interagency support Dus Wednesdays weekly
MCTeam Talks Objectives: presentations and projects in thase metrics “Waakly" Document 1200
Communications to VED [how BMCT is doing [Imteragency Cross-
» Fadlitate productive, Logo: on & weskly basis) Project walk)
positive working leads submit data to VEQ
relationships. Content 3. Headlines email — Due ? wieekly
* Generste engaged, “Wieakly” reparting relevant
participatory discussion content from
fram all team members. Headlines
»  Expand knawledze of ¢ Communications ‘Wednesdays Wizekly
RACT's rale within VED znd Tracker
WA 5. WED Upooming D ? Waekly?
Events Tracker
50 that MCT and zll of vED Duge Thursdays @C0B | waekly
i are of 2 s or talks
that might benefit them
WEQD, MCT and other WED All Hands 3™ Thursday of the Monthky
directo Mesting month
LS, Department of Veterans Affairs
e Communications Mondays @12:00 Wizekly

Office of Infegrat

team (K,D,LA)

Team weekly
Preparation
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Veterans Experience Office Accomplishment and Impact Goals for Digital Modernization

I I h t
t! k' o
Y . .
CCOlIlp IS lllen S .J Multi-Chg 3l Technology o= fr]
.\ wholi innel Te LN %ﬁ' Dlgltal Modermzat on *  Digital Experiences [DX) aims 10 enzble communication between Veterans and the WA, integrating
customer seif-service applications 2nd information for use by Veterans into one mademnized platform,

P

Supparting development and delivery of seff-service tools far best online

experience in the federal government primarily thraugh VA.gov.

Enterprise Veteran Self-Service [EVSS] works to enable convenient, sezmiess interactions and
transactions for Veterans and their representatives to apply for VA benefits through a self-service,
MICT's strategic goal of digitsl modernization provides Veterans, families, caregivers, survivors and paperless environment, primarily through eBenefits and the Stakeholder Enterprise Portal (SEF).
Digits-to-Digits (D2D) aims to improve the disability benefit claims process by utilizing a Veteran Service

emplayees with vital services and information while delivering intuitive online seif-service toals to provide

the best online digital experience in the federal government and achieve the highest level of customer Organizations (VSO] Claim Manzgement System [CMS), reducing the time required to submit, establish,
C re a t e d A n n u a I MCTs Digital initiztive delivers data where, when, a2nd how it is needed, with and uplead clzim documentation for 2 claim to the VA's Veterans Benefits Management System

self-service tools that sre on par with top private sector companies. By utilizing Human-Centsred Design [vBms).

(HCD] toals ta develop user-frisndly tools, MICT helps Vaterans and their beneficiaries more easily navigate *  Veteran Identification Cards (VIC) are offered to Veterans with the goal of eliminating the need for

VA information and obtain all svailable benefits, services, and heslthczre. Veterans to carry military discharge papers or other photo identification cards o to share sensitive

Accomplishment Reports
for VA Veterans

personzl information when seeking ta obtain discounted goods 2nd services.

Projects Supporting Service Areas Customers

Digital Modernization Velerans Health W Velerans PROJECTS
. . -- Digital Experiences {(VA.gov) Administration (VHA) F Families Digital Enterprise Digitsto-Digits | Veteran
EX p e rl e n Ce Offl Ce — Enterprise Veteran Self-Service Vele-la.ns Benefits C Caregivers Experiences Veteran Seff- (pzD) Identification
(EVSS) / (eBenefits) Administration (VEBA) S Survivors ACCOMPLISHMENTS [VA.gov] Service (EVSS) Cards (vIC)
. - Digits-to-Digits (D20} Office of Information E Employees Providing Veteran-Centered X
capturing t he work of all = Veteran Identcaton Carcs (V) | | anq Technology (01T) Mobie Access
Centralizing Information on X

VA gov [/ Improving One-Step
Key FY21 Accomplishments Impact to Veterans Access to VA

¥ Provid
¥ Centra

strategic teams, including
new human-centered
design document
enhancements, links,

One-St} i Table for Operations and Projects Supporting Contact Center

< Modernization %)b%
Suppos "'a‘ Customer Data Management I

¥ Imor
Improy 3 Delivering an enterprise data management solution that provides reliable
v Expandg 'OPERATIONS AND PROJECTS customer data when, where and how it is needed.

Resour !
¥ Providi

MCT's Data Management (DM) ensures that Veteran customers can easily sccess, navigate, 2nd obtain their

H =y
g -
Q ¥ Suppos H £y benefits and services through simplified access and intuitive navigation—designed to reduce the burden on =
Suppot ol v | & WA customers to provide the same ipl to VA, and to help Floyess provide
y) ¥ Suppi £ = ¥ | 2
\dentit = o B ] é ] more efficient and customized service.
t § ¢ & &l = L
. . . g R AEAERAN
I nfo ra h ICS S u m m a rl es ¥ Respor] % g = = Sl =] & E B Priorit d zimed for Customer Data include supparting Healthcare
) ACCOMPLISHMENTS § g = AR § g g Transformation [Cerner and Health Infarmation Exchange implementation, Heslth Benefits redesign),
Bzl . 2| 3 e &l B g E| g8l incorporating Military Personnal Record data from VADIR in combination with VA administrative data to 0
. . 55| 5 B3¢ 5|8 828|323 desermine eligibilit far VA benefits, impraving data quality by ond anforcing |
w| £ 2 £ @ T w| B
= ¥l o 8] %] = % 5| = 2 | € data specifications and quality standards for VEO's assigned data subject areas, implementing 3 VEO Data
’ ’ o2 €| 5851558 0% 8%
el g a4 2| & ] g g Quality Strategy and establish 2 VEO Data Quality Governance Structure, finzlizing dats quality plans and
THEHEEEEREE R E o i "
. B At A 2|52l 5 g g5 E HEAER IR directives for the Contact Information and Identity data domains, obtaining VA Data Gavernance Council | -
a n d a CCO m I IS h m e nts fo r VA - : HEIN R b g E HEIES é B (DGC) approval for WA Profile as the Autheritative Data Source for Contact Infarmation, and operationalizing
S| 2|58 5[8%|88=z|82 5 the Customer Experience Data Warehouse version 2.0 to incorporate Telephony, CRM, social media, survey,
and other customer-related data to enzble prescriptive znzlytics
. Improving One-Stop Access to VA X
Veterans , VIsSua e e % % :
Veterans’ Identities _ N Service Areas
Expanding Veteran Omnichannel | X Projects Supporting Customer Data Veterans Health
. .
cohesiveness, and clarit S oarae e
’ A Supporting Veteran Caregivers X — VA Profile Veterans Benefits
Improving Employee Efficiency and X X X X X ~ Authoritative Data Sources (ADS) and Data Administration (VBA)
o 5‘2‘"‘:':5"“’ s 4 astor Dt Office of Information
Improving Understanding of X X[ x [x M "’g'i"' overnance and Master baia and Technology (01T}
Customer Feedbak anagement
il X X X - EGCM: Customer Data Management
— - Data Quality Management and Govemance
Supporting Veteran Care Recovery X X X dentity & Access Management (IAM) Customers
- Veteran Information System (VIS)/VADOD v el
Supporting Veteran Benefit X X Identity Repository (VADIR) Support eterans
?E(‘“E’d’f T 5 K% % — Customer Experience Data Warehouse (CxDW) F Families
LT . - Registration, Eligibiity, and Enrollment € Garegivers
Providing Direct Customer Support X EE/ES) S Survivors
E Employees
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Digital Fliers &
Overviews

MCT At a Glance Communications & Planning

Impact to Veterans Impact to Veterans MCT Weekly Headlines Annvual F Planning

Created a new MCT Digital
2-Page Flier for VA-VEO-

» Weterans no longer need to provide the same
information numerous times

* Improved user experience

=  Faster, easier accass to benefits

# simplified and secure Veteran identity confirmation
+ COVID-19 support

e military to Veteran

#  \eterans receive accurate infarmation in a timely

VEQ Spreadshest

MCT Accamplishment

. . Impact to VA manner Reoports - FY ®
# Sgrye as the VA's online front door s L
M CT Co m m u n I Catl O n S #  Allin-one place access for users Impa:EE:\fn_j e A e =
d . I d h . #  Enhanced self-service capabilities *  Synchronize data to reduce VA costs MCT M MCT —
-News
Team, used in leadership \mpact o v Emplayees -

presentations and

Impact to VA Employees
#  Transparency in benefits
#  Enhanced self-service

s Reducing time

[

. . . . capabilities
Congressional inquiries,
featuring the work and Providing industry best Projects & Operations
impact to Veterans of proctice technology for our
customers DIGITAL CONTACT CENTER CUSTOMER DATA SERVICE
eac h of t h e 4 st rateg | C VETERANS || FAMILIES Impact to VA: MODERNIZATION MODERNIZATION MANAGEMENT . DfITEmvEm'
f * v Profile
. I'mpa:c; E‘::J:al by CAREGIVERS || SURVIVORS Digjtal Experiences * \EQ Contact Center Operations e Officz of Client Relations, * Authoritative Data Sources
d | re Cto rate a re a S’ inDDI’tiI’" VA EMPLOYEES [\.'n_gcr.-l:n * VEQ Dcnlzrroanber—ﬁer 1 Office of the Secretany (05WA [ADE) and Data Stewardship
= Enterprise Veteran Self- e Enterprise Contact Center OCR) * CIS Frogram Govemnance and
o o o strategi = '; Senvice [EVSS) Business Inteliigance Sanvice * VEO Contact Center —White Master Data Management
summarizing all projects Q) Ll sy e i

and operations, and
providing a visual map of
all MCT communications

environment
critical i

ECOVETY

seamless man Impact to Veterans

rases i * Reducing lihoad th

Impact to Veterans " A eq ronment that

* etersn Identification

cards (VIC)

» Patient Advocacy Tracking
System Replacement (PATS-R)

omnichannel {Chatbot)
Omnichannel {skva)
Customer Data Management
[ECChe-va profile)

Customer Data Management
[Interaction Histary)
Research and Disoovery Team
Wsignals Implementation

A Enterprise Knowledge
Management (K]

Cata Quality Management &
Governance

Cata Quality Operations
Identity and Access
Managemeant [Lan|

‘eteran Information System
[wIs}/va/DoD Identity
Repasitony (VADIR]
Individual Longitudinal
Expasure Record {ILER)

p rOd u CtS . e o I, = uickly respands to »  Entarprise Telephony/Cuality ® \eterans Information Eligibility
. . [ .ts_. ng VA y neads. NManagement 8 RepOIting System [VIERS)
’ saving time, avoiding e = E « Workforce Managsment (G & » Customer Experience Data
o Provi ironme WEM) Warehouse (xR / Summit

. Bt nds through enhanced reporting to improve

#  Member Services CRM
# CRM Unified Desktop

Optimization [CRM-UDC)
Education Call Centar CRM

Cata Platform

Registration, Eligibility, and
Enroliment {REE] / Enroliment
System [ES| [ Authoritative
Cata Repositony [ADR) /

#  Community Care CRM P
In support of the Veterans Experience Office [VED) mission to enable the VA to be the leading customer service arganization in [commCare CRM) :Li’-':;:::;:;‘_:_:}:::ﬁl’d
government, MCT has been leading the VA's customer experisnce by deploying new t=chnologies and digital capabilities, the d W:':E HC]:USEV-“ Hotfing
(Fhasze 3

operation of two contact centers (the WA's “front door” and 24-hour hotling), a5 well as innovation in service recovery, performance
improvements, and enhancements in customer data Manzgemant across VA,

VA @ e
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Newsletters

Created a newsletters
providing an overview of
federal agency work,
mission statement from
the new Director,
summary of
achievements, and value
brought to Veterans and
stakeholders. Target
audience included
members of Congress,
government, and the
public.

A‘ "\, / l‘ (

P
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Multi-Channel hnology (MCT)_; q
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PROJECTS AND
OPERATIONS
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MCT AT A GLANCE

STRATEGIC AREAS AND IMPACT TO VETERANS, VA, AND EMPLOYEES

MCT drives VEO's Modernization and data-driven decision-mazking
objectives, helping VA to deliver a consistent, world-class customer
experience and lead the way in innovative technological solutions to
meet Veterans’ most pressing needs.

Improved user experience, faster,
easier access to benefits, simplified
and secure Veteran identity
confirmation, COVID-18 support.
Serving as the VA's

online front door, zll-

in-one place access
for users.
Transparency in
benefits,

enhanced self-
service

capabilities

Accurate, ti
smooth tra
military to Vetsran status.

ly information,
on from active

Faster update of
information over
multiple systems.

synchronized
data to reduce
VA costs.

Improving tools
for employees,
bringing
seamless
management of
cases between

Creating a VA
environment
that recognizes
and quickly
responds to
Veterans’ needs.

systems.

Providing Vetarans with consistent, Working across all VA stakeholder
prompt service when contacting VA, groups to develop 2 sophisticated
saving time, avoiding multiple data responsive environment critical to
entries, providing one number to call service recovery.

for benefits

WORDS
FROM THE
DIRECTOR

Nathan T. Sanfilippo
Director, MCT, VEO

MCT teams have
implemented an
impressive number of
projects and
operations in fiscal
year 2021 that directly
support the VEO's
mission to enable the
VA to be the leading
customer service
organization in
government—with
solutions that greatly
enhance the
experience of our
Veterzns, their
families, caregivers,
survivors, and VA
employees.

“We are proud to deliver
the best customer experience for veterans , their

ivers, survivors, and

{ employees

A SUMMARY REVIEW
OF LAST YEAR'S
ACHIEVEMENTS

We are proud of MCT’s work for fiscal year 2021
which greatly enhances the VA’s customer
experience through the deployment of new
technologies and digitzal capabilities. Some of our
achievements include the operation of two contact
centers (the VA's “front door” a2nd 24-hour hotline),
as well as innovations in service recovery,
performance improvements, and enhancements in
customer data management. This enables the VA to
offer an effective delivery of services basad on an
understanding of customer needs, easy access to
customer VA information and navigation of VA
benefits and services through 2n integrated digital
experience, personzlized responses to Veteran
concerns with clear and consistent information,
employee ability to direct customers to the help
they need, and seamless transition from active
military to Veteran status zlong with access to VA
benefits and services.
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Newsletters

Created regular monthly
publications / digital
newsletters for NIH-OD-
OIT (Office of Information
Technology) and worked
with OIT website
designers to provide the
online format.
Newsletters included
important security and
technical information of
importance to the NIH
scientific community for
over 2500 NIH customers.

m National Institutes of Healtt

From all of

Upcoming OIT Customer Oulreach

Meetings with OD Program Areas

cellent

nical needs,

o
2
©

gram where

er representativi ide them

d pre

our OIT Customer S

cket alang with 3

brief 20 minute overview of OIT ser

ces far NIH Offic

would includir

ark Operations

will be contactin

schedule a my

reach out

OITSRE

Teviou

th's Toch-News

OIT Office of Information Technology

ployle

Happy New Year

at your OIT Customer Care Te: OfTCustomerfe

Preparing for your meeting

Before

start a meeting, ensure that your

rand network are working properly

¥ unexpected prablems during

eting.

all the files that you intend to share

you can quickly

locate them during the meeting

- t your meeting early, and practice
that you intend to share with attendees.

« Ensure that you have the URL for your
backup mi ite handy, in cas
primary site is unavailable. do not
knaw the URL for your backup site, ask
your Meeting Center site administratar

* Once you &t ting, write down the

meeting number, host key, and, if you are

the integrated teleconferencing

e, the teleconference number,

numbers appear on the Info tab in

the co

ent viewer,

Run applications before a meeting starts

Ta save time during a meeting, begin run

the meeting's sta me, and then

minimize their win
time during the mees

begin sharing an applicat

n, without waiting

for the application to start

y il

Spend less time typing with Flash Fill.

Ju

tart typing in 3 column to

« right of

your data. In this example, we

yped Smit
then North. Excel then did its magic and gave

suggestions for rest of the cells. To

, press Enter, and

Get your total by going formula free

Here's 3 handy tip for tables: Add a Te

al

Row t writing a formula. Just click

anywhere i

de an Excel table. Then pre:

Ctri+Shift+T and Excel will add the Total Row

to the bottom

Tables make your data pop

Want to turn ardinary data cells into a full

fledged Excel table? Just click anywhere

inside your data and press Crl+T. A table

pravides all sorts of handy conveniences, fike

alternating colored rows and adding

Autofilter buttons. Pl

s better,

tao.

Chart your data: it's as easy as ALT+F1

Select any cell in your data rany

Alt+F1. And you have an instant chart

TEAM IMPROVEMENTS

COLLABORATION

m

Tuarn Colusorstion

incude the CO Progras

NEW TECHNOLOGY

O is Offerirg PIV-D-

ch News Wieb Version

National Institutes of Health

UPGRADES PouCY

YOUR ARCHIVES f | FACTS |

Flest imuret Sewrch

Upgradieg teWindows 10 Sextion 508 Compliancs . i s
Move you U rghoe — Acchi, 3

CIT-N

- Tdbowng >
HHS 08 poverning pubcies

TECH-PERKS

Microseft Home Use
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I l I l p rove I I I e n t’ At the beginning of a campaign, the entire team comes together and collaborates on the single project. Later in the
campaign, the team works individually, coming together again at the end of the process to assess.

Workflow, and
Data Call

’ -'- e _Curnms Te_am
IVC Analytics Client-Centric
Il ' Workflow

T I IVC Communications Structure, :.
em p ates Responsibilities, Workflow and SOPs -O.= o _
Developed a new human- Comms and ll
Outreach

centered design SOP
presentation created for Nl
VA-VHA-IVC |
Communications Team Care (IVC) 8 : | :
capturing workflows and

@
cp etens ~ ;.-.." Sample SOP—
responsibilities of all 4 T N —
. t t IWC External or IVC Cﬂmms TEAM 2. Communications team assigned (1 person from each of
directorate areas and Oversight & Approwl nternal Comems the & functionsl reas)
v ppren Products Requests - 3. Meeting with client — Creative Brief created
H - I 1 T g : 4. Team debrief meeting — everyone brings to the table
supporting the 16 S | | i ‘ o Workflow together as a el
| ] | . 5. Campaign Proposal created
mem be r tea m. @ ® L ;.a -.- 6. Client presented Campaign Propasal
.- ! [ -.- INDIVIDUAL 7. Revisien of Campaign Proposal
i I (e Digital fﬂ cutive TEAM-WORK 8. Messaging and written products created—
. Comms and IVC Leadership o i I EEE S
Media 10. Products graphically designed—Digital Media
Outreach 11. Approval process—Digital Media
; . 12. Marketing and outreach—Executive Comms & Outreach
I Ly 13. Analytics gathered—A
L.:ﬁa. 14, Action Report [entire team comes together to assess)
b J Unified Team
IVC Comms Team, Planning, Resources & Proces:
Management Documents T Team

IVC Comms Team Workflow [\ e—— Integrated Veteran Care (IVC)
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How to Write Weekly Headlines and Accomplishments - Lunch-&-Learn "Writing Impact Customers =V,F,C,5,E
. Workshop” and other suidance on MS Teams — LINK veterans / Families / Caregivers /
m p rovemen , MCT — FY22 Weekly Headlines i

2 Supporting this Office: Quarter 1 - October 2021
3 . . g
Workflow, and wuosiimas [ oo [ s W i [
i i -+ what was done g B -Iwhatwas done ¢ g -Whatwas done g g -1-Whalwas done E
uarter Accomplishment invelves work " r g g g -
s & - A — E e P - VHA VBA NCA o Project Lead/POC  -2- Impact to ¥4 Emplovess E T -2- Impact to WA Employess E T -2 Impactto VA Employess E € - 2-lmpactto VA Employees z
LERnEEE e MG R U R e e for {backup} -5 Impact o Yeterans ] E 3 impactto Yeterans ] & -3 Impactto Veterans i & -3 Impactto Veterans g
milestone 4 |mpact ko W& G E -4 Impact to WA G E -4~ Impact to ¥4 S E 4 impacttoVa ]
P o 2
-G-4/hich customers? V. F,C.SE = “5-Which custorners? Y F LS E = -5-which customers? V.F.C.SE = -5-which customners? V.F.C.SE 2
4 Oct 6-12, 2021 Oct 13-19, 2021 Oct 20-26, 2021 Oct 27-Nov 2, 2021 =

Milestones (FY22) Project Lead:
[emplates 5 B
Q4 Fully migrate front-end features from eBenefits
6 to VA gov

Work on HCD efforts and site improvement VIC/VA Protile i

Created a custom- ;o e

as Work on web brand conselidation around Tier

designed Excel '
Begin migration of eBenefits back-end services i
4 a1 Implement coaching program for front
9 toVAgov line staff
d h t 't h 3 34 Comms/Marketing effarts surrounding the i .
Sprea s ee WI 10 a1 mohile app at Review and update White House VA
1 a1 Chat MVP deployment Hotline/OCR SOP & Business Rules

lines ca pturing a || four 12 Q1 Aomated dependency questionnaire qu  Implement Other Category program

13 Ql Begin modernization of MHV site improvement;
directorates and ro'ect 14 al Sunset Legacy Debt Man page al Conduct guali
p J 15 ai 310:(;‘755 Sit;;fm’“ VA:E;V : - Compl-ete ang o Store & share person level attributes to
al rofile (on VA gov) updates to account for effectiveness help identify homeless Veterans

names along with weekly e Tt tormaenming 1 WESBEM a1 magrete amto Ughthouse

17 az low vision Veterans contractand d a1 AHA Ph2
a n d m O nt h Iy 18 Q2 Migration of legacy VAMC sites a1 Finalize CRM ¢ a1 Deceased Indicator
19 04 Addition of Vet Center websites a1 Develop new Q1 Improve VAPRO Response to Contact
a Ccom Iish ments b VA 20 Q4 Add VHA debt to portal certification p Expand use of Veterans communication
p y = a1 DevelopaSeq Q1-03  preferences allowing Veterans to specify
. 21 at Work on back-end service migration Q2 Build retentio the way they want to be contacted.
V EO- M CT te C h Nica I te am S' 22] QL Workon SEP migration efforts qp  CompletePAT 1Q2  EHRDataMigration
ar Turn Offdependencv application submission in improvement Quga meort of Military Personnel Data
including value broughtto  ° e cp POt Offeeg Domsins (VADIR)
g g » Q1 - Oct Q_1 -Nov Q-] -l Development a CRM Integrations: Member Services,
_— CommCare
Vete ra n S . Q2 Complete qua a2 Improve VAPRO Response to Contact
Q2 Universal address module
Qz Onboard new partners (e.g. Loan

Build plan for Q2
Q2 Translation co
Build supervis  Q2-Q3
development
Implement ng
certification p
Q2 Establish ECC(

Guaranty, Education Service etc.)
Include Demographics API (Race, Religion,
Ethnicity, Marital Status, and LBTQ)
Q2-04  use.
Q2-Q4  Ratings and Awards
a3 CRM Integrations: VEQCC (Write), ECC

Q2

Q2

B Q3 Integrate USVETS data source.
Plan far full in onboard of wEl
03-04 nboard of new consumers (e.g. MPI,
Lighthouse)

o4 CRM Integrations: UDO, PATS-R, AVA
a4 Update demographics in VA Profile
Include the ability to add Intl phone
numbers as Contact Info
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Infographic
enhancements
for Federal RFP

Responses

Comprehensive
Communications Process
Infographic best practices
tailored to government
needs— developed and
created for the
Government Proposal
Team.

Communications —
Research, Analysis and
Evaluation (5.3)

Research

o data/metrics

¢ qualitative /
quantitative

e primary/secondary

Analyze

e study data

Evaluate

e Draw conclusions

¢ Identify opportunities

¢ Recommend Strategies

Comprehensive Communications Process Template

I SN

Communications
Planning (5.4)

Brand Positioning
Framing

Messages

Channels

Target Audience
Calendar with Milestones
Sync Comms Products

e Share Point File System

e Comms SOPs

Strategic

Communications
Plan

& Strategic Goal

Communications
Product Development (5.4)

Web Site Portal

Content Development ‘}?'gf‘ Social Media
o Photﬁgraphs ﬁ Videos
e Graphics .
« Infographics |:|DE| Mobile (.:on1-:ent
¢ Videos |LE] Publications
e Animations |E Play Books
¢ Interactive Content ];; Exhibits
e Quotes
@ Interviews
LTy Briefings
Tactical ) | Speeches
Objectives
Supporting

Strategic Plan

Hisv BV v

Government Approval \/
Report to Government

. . .
Government Input / Revision E‘_,.
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Onboarding
Packets and

Presentations
Created for the VA VHA-

Our structure

Our team has four main We use our collective knowledge, skills Projects vary widely by size, scope, complexity,
and abilities to support hundreds of timeline and priority, from immediate SecVA

functional areas:
communication requests per year. taskers to multi-year projects.

Welcome to the Office
of Integrated Veteran

. i e °
Strategic B [ ——

Communications - e

(prepares content)

Iversight & Approval

IVC Communications * Executive
. . Care ('VC) Commtr:,l(:iwlions& o AR == =
Tea m’ |nclud|ng : ) Outreach {prepares and o : &b
) Communications Team markets content) 262 S0 ) SSa
. * Digi sdia (distributes 3 - R
everything that new team Onboarding Dol ks curuces [ - 7 V' o

* Analytics (reports and
assesses effectiveness)

members need to know & Team Resources
about the team, mission,
procedures and important
links to documents,

SharePoint, Smartsheet
and other content. :
i ﬁ A Py w & | m ﬂ

o Vetuinns Al ry

Our workflow

We follow this workflow to achieve the best
customer service and communications results.

2. 3. N 4 5. 6.
MR B S E

Nywe Mengavse R My Wiaebd
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Facilitating Team

BU I I d I ng IVC Comms — Team Building LEGO Challenge IVC Comms — Team Building LEGO Challenge

Devising a Lego Challenge
team building exercise to
establish familiarity with
team members’ work
styles, generating better
communication as well as
collaborating and sharing
ideas in preparation for
change implementation VA | €D womom,
and team buy-in for a ;

major organizational

Round
OBIJECTIVES:

% * Get to know each other better.

O * Build familiarity with members’ work styles.
* Generate communication.
* Collaborate and share ideas.

IVC Comms — Team Building LEGO Challenge

transformation. Building a -
spaceship Wmmnlg
Eithout 2 teams! Round 1 Round 2
model T:;: Speed = Accuracy Speed Accuracy
= Team 2
Team 3

Team 4
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