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HIMSS Summit

Project Management Workshop

Welcome & Agenda
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Workshop Agenda

Slides with this icon in upper right corner indicate 

inclusion of specific reference to Healthcare

Time Module

2:30 – 3:45 Project Management

Project Management Knowledge Areas

Change Management

3:45 – 4:00 Break

4:00 – 4:50 Project Management & Agile Methodologies

Project Management and Lean/Six Sigma

Workshop Wrap-up
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Project Management

Overview
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Why is Project Management Necessary?

WEBLOG.CEMPER.COM – Typical Project Life / Posted on 09-09-2003 

(Internet Archive)
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Project Management Overview

Definition

What is a project? “temporary endeavor undertaken to create a 

unique product, service or result”1

has a definitive beginning and end

ends when objectives have been completed 

or project is terminated for other reasons

outcomes can be tangible or intangible

temporary does not necessarily mean a short duration

1 Project Management Institute, A Guide to the Project Management 

Body of Knowledge (PMBOK Guide) – Fifth Edition

5
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Healthcare 

examples of 

Product, Service, 

and Result 

created by 

Healthcare 

projects 

Project Management Overview

Definition

A health plan (e.g., 

Aetna) undertakes a 

project to develop a 

new health benefit 

plan with new 

coverages and 

includes it in its 

latest annual 

enrollment process 

Product

A provider practice 

adds a new 

capability to its 

patient portal to 

allow patients to 

manage 

appointments 

online, view their 

medications, and 

send/receive emails 

to/from the primary 

care physician and 

specialists 

Service

An Accountable Care 

Organization 

enhances its ability 

to automatically 

generate Quality 

Measure reporting 

to CMS in order to 

ensure accurate and 

timely reporting per 

Managed Shared 

Savings Program 

regulations 

Result

6

Project Management Overview

Aspects of Project Management

Tools, Techniques, 

& Methodology
Communication

Change 

Management

Analysis

Benchmarking
Teamwork

Coordination

7
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Project Management Overview

Project Life Cycle

� A series of steps or phases that needs to be completed to fulfill the goals 

and objectives of the project

� Steps are frequently sequential, but can be iterative depending on specific 

needs of the project and adoption of some variation in project methods 

(e.g., Agile project methodology to be discussed later)

� Steps or phases can be defined by specific deliverables, key milestones, 

planned checkpoints, time allowed, resource or $$ availability, etc.

Project 
Start 

Planning
Doing the 

Work

Ending 
the 

Project

Variation in how to plan

and execute the work

8

Project Management Overview

Project Life Cycle

Starting 

the 

project

Planning 

the 

project

Doing the 

work

Ending 

the 

project

Time

R
e

so
u

rc
e

s 
a

n
d

 C
o

st
s

Risk
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Project Management Overview

PMBOK2 View of the Project Lifecycle and Process Groups

Executing

Processes

Executing

Processes

Planning

Processes

Initiating 

Processes

Initiating 

Processes
Closing

Processes

Closing

Processes

Monitoring and Controlling Processes

Can be iterative

2 Project Management Institute, A Guide to the Project Management Body of 

Knowledge (PMBOK Guide) – Fifth Edition

� Initiating - those processes performed to define a new project

� Planning - those processes required to establish the scope, refine the objectives, and define 

the course of action required to meet the objectives

� Monitoring and Controlling - those processes required to track, review, and regulate the 

progress of the project 

� Executing - those processes required to complete the work to meet project specifications

� Closing - those processes performed to finalize all project activities

10

Healthcare has 

been challenged 

by an abundance 

of change the last 

5-10 years, much 

of which has been 

introduced by 

government.  This 

constant reaction 

to change has 

been a challenge 

relative to the 

project lifecycle.

• Abundance of change:

– Meaningful Use

– ICD-10

– Healthcare Reform

– Technology: EMR, CPOE, Mobile Applications

• Creates internal competition for resources 

and funding

• Difficult to maintain focus for duration of 

projects

• Frequent push for IT solution without 

workflow review and improvements

Project Management Overview

Healthcare Project Lifecycle Challenges

11
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Workflow reviews 

are key to 

achieving user 

adoption and buy-

in. IT 

implementations 

that don’t 

consider workflow 

risk burdening 

users, rather than 

delivering value. 

Management Driving Toward a 
Paperless Facility

Users’ Workflow Reliant on 
Paper Documentation

Project Management Use Case

EMR Implementation 

12

Project Management Overview

Stakeholders and Governance

Who is a stakeholder?

• Individual, group, or organization who has 
input that can impact the project, or who 
may be impacted by the project

• May be internal or external to the 
organization owning/sponsoring the project

What is governance?

• Structure that provides articulation and 
communication of roles & responsibilities

• Aligns project leadership and all 
stakeholders

• Requires coordination amongst all 
stakeholders to ensure needs & objectives 
of all stakeholders are considered and met 
to the best of the project’s abilities

13
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Project Management Overview

Stakeholders and Governance – Key Roles

Functional 

Manager

Person who has 

management 

responsibilities 

of functions 

impacted by the 

project, and 

whose resources 

are project team 

members

Users, 

Customers, 

Clients

Persons or 

organizations 

who will be 

approving, 

managing, and 

using the 

project’s 

products, 

services, or 

results

Project 

Manager

Person equipped 

with the 

knowledge and 

interpersonal 

skills to oversee 

the tasks, teams, 

and individuals 

to meet scope, 

timing, and  

financial 

objectives of the 

project

Sponsor

Person who 

provides 

resources and 

overall support 

for the project; 

ultimately  

responsible for 

the project

14

Project Management Overview

Stakeholders and Governance - Illustration

Project

Sponsor

Project 

Manager

Project 

Team

Executive

Steering

Committee

Other

Stakeholders

Business

Partners &

Vendors

Functional

ManagersCustomers, 

Users, Clients

Portfolio

Manager

Program

Manager

PMO

15
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Many key 

healthcare 

stakeholders are 

challenged 

schedule-wise to 

participate in 

projects at the 

level required

Project Management Overview

Stakeholders and Governance – Project Team 

Challenges
• Physician and Non-Physician Clinician engagement is 

difficult to achieve

• Value and benefit to the clinical staff is not defined and 

clearly communicated

• Full value of project is not achieved and is not 

sustainable

• Financial and Clinical Quality leaders are challenged to 

engage at the level required 

• Measures, metrics, and key performance indicators are 

difficult to define due to the frequency of change

• Frequent emphasis of IT stakeholders and project team 

vs clinical and health systems functional experts 

• IT delivery precedes operational and workflow 

improvements that are required to fully optimize 

benefits of technology enablement

FreeDigitalPhotos.net

16

• Determine the 

required and 

optional 

participants 

for key 

meetings and 

deliverables

• Take 

advantage of 

existing 

physician 

meetings

• Focus on peer 

leaders/ 

champions

• Securing participation from multiple 

stakeholders is difficult in any industry

• Scheduling can be a significant challenge 

when your stakeholders are practicing 

physicians with demanding patient schedules

Project Management Use Case

Physician (Stakeholder) Engagement 

17
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Healthcare has 

several specific 

factors and 

conditions that 

add to the 

complexity of 

project 

management.

Project Management Overview

Project Management, Program Management, 

and Portfolio Management – Healthcare 

Challenges

Other Factors Unique to Healthcare
• Project scope crosses organizations or groups with competing goals & objectives (health 

systems, provider groups, payers)

• Government engagement and influence on priorities

• 10+ years of disruptive change (meaningful use, ICD-10, healthcare reform, service 

delivery models) 18

Project Management Overview
Project, Program, and Portfolio Management

Projects Programs Portfolios

Scope Defined objectives; scope 

progressively defined during 

project life cycle

Larger scope and more significant 

benefits; program is supported by 

multiple projects

Strategic scope aligned with 

company and organizations, 

considered in selection of 

programs and projects

Change As change is expected, it is 

managed and controlled through 

defined processes

Change expected from inside and 

outside the program

Portfolio managers continually 

monitor company goals and 

objectives, as well as external 

influences

Planning High-level information 

progressively translated into

detailed plans and tasks

Overall program plan drives the 

program and guides the 

supporting projects

Processes and communications 

focused on the aggregate 

portfolio

Management Project managers manage the 

project team to meet project 

objectives

Program managers manage 

project managers while providing 

project vision and leadership

Portfolio managers directly 

manage or oversee program and 

project managers

Success Success measured by quality, 

timeliness, budget, and 

customer satisfaction

Success measured by 

accumulated success of projects

within the program

Success measured by overall 

impact of programs and projects 

on company or organization goals 

and objectives

Monitoring Monitoring and control focused 

on producing the product, 

service, or result

Monitoring and control of 

accumulated benefits of the 

projects within the program

Monitoring and control of 

strategic benefits and risk 

management of the portfolio

3 Project Management Institute, A Guide to the Project Management Body 

of Knowledge (PMBOK Guide) – Fifth Edition

Comparative Overview of Project, Program, and Portfolio Management3

19



1/15/2016

11

Healthcare 

stakeholders 

expect more from 

their project 

managers; e.g., 

clinical 

knowledge, 

revenue cycle 

knowledge, etc.

• Person equipped with the knowledge and 

interpersonal skills to oversee the tasks, teams, and 

individuals to meet scope, timing, and financial 

objectives of the project.

• These core and pure project management skills, knowledge, and 

experience are transferable across industries; however, 

Healthcare has some peculiarities.

Project Management Overview

Project Manager in Healthcare

20

• Healthcare projects require more:
Healthcare sponsors, project teams, and stakeholders expect healthcare expertise in their 

project managers; little patience and trust for those not in healthcare

Strong leadership and ability to achieve consensus across health system leaders, providers, 

and (sometimes) payers is a challenge unique to the healthcare industry, and requires 

some end-to-end knowledge of the healthcare life cycle

Ability to drive change and apply proven change management methods is essential

Basic understanding of healthcare data and clinical analytics is a rapidly expanding knowledge 

area for healthcare project managers 

Opportunity to 

add value is 

tremendous:

• Health care 

spend as % of 

GDP – US 17.1%; 

Rest of world 

9.9%

• Spend expected 

to be $4.8 

trillion by 2021

• Quality of US 

heath care –

32nd in World 

amongst leading 

50 nations

Source: 

data.worldbank.org

� Balanced delivery of care quality, cost containment, 

and external review (compliance)

� Improved cross-functional communications, 

collaboration, and relations

� Assurance of engagement by all needed stakeholders

� Improved sustainability of products, services, and 

results

� Prioritization and alignment of processes, workflows, 

and policies with technology enablement

� Enablement of new measures, metrics, and key 

performance indicators to monitor improvements 

against existing operations baselines

Project Management Overview

Value and Benefits

21
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Project Management

Knowledge Areas

PM may 

frequently be 

assigned to 

person with 

availability to 

lead, but person 

may not have PM 

skills

Project Management Knowledge Areas
Overview

Executing the project 

processes requires a 

set of skills, 

experience, and use 

of tools; i.e., 

knowledge of areas 

specific to project 

management; PMI 

has categorized 

these into 10 

Knowledge Areas

4 Project Management Institute, A Guide to the Project Management Body of 

Knowledge (PMBOK Guide) – Fifth Edition

Knowledge Areas4

1. Project Integration Management

2. Project Scope Management

3. Project Time Management

4. Project Cost Management

5. Project Quality Management

6. Project Human Resource Management

7. Project Risk Management

8. Project Communication Management

9. Project Procurement Management

10. Project Stakeholder Management

PM role frequently assigned to a person 

inexperienced in PM or to a vendor

23
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Project Management Knowledge Areas
Project Integration Management

Project Integration Management involves the coordination of all project 

activities throughout the lifecycle and across all project processes

Monitor and Control Work and Progress

Manage and Control Change

Develop a 
project 
charter

Develop a 
project 
management 
plan

Lead & 
manage the 
work

Manage 
phase 
transitions & 
project close

24

Given the level of 

change in 

healthcare, 

adoption of more 

agile approaches 

may be required 

as part of many 

projects

Project Management Knowledge Areas
Scope Management

25
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Project Management Knowledge Areas

Scope Management 

Managing scope is really a project within the project

• Defines the work that needs to be performed to deliver the desired 

product, service, or result

• Assumes then that features, functions, and outcomes expected of the 

product, service, or result are defined

• How can we define and manage the scope without knowing the 

expected features, functions, and outcomes of the product, service, or 

result?

• We cannot!!

26

Project Management Knowledge Areas

Scope Management

Collect Requirements

Define Scope

Build Work Plan

Review and Sign Off

Manage Scope

27
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Project Management Knowledge Areas

Scope Management

�Capture and document requirements 

�Create a plan with detail including:

• Tasks required to complete the work

• Time that it will take to complete each task

• Resources required to complete the tasks in 

the amount of time scheduled

• Project budget created by aggregating the cost 

of each task

�Manage change with a formal Change 

Management process

Establishes

The

Baseline

28

Project Management Knowledge Areas
Scope Management- Work Breakdown Structure (WBS)

1 Project Management Institute, A Guide to the Project Management Body of Knowledge (PMBOK Guide) – Fifth Ed.

1

2

2 http://gunston.gmu.edu/healthscience/ProjectManagementInIT/Project

InitiationAndPlanning.asp

29
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Given the level of 

change in 

healthcare, 

projects are often 

challenged to 

maintain original 

scope.

Project Management Knowledge Areas
Scope Management

Project 

Scope

Time Quality

Cost

Resourcesincluding

30

Project Management Knowledge Areas

Time Management

• In project management, Time = Schedule

• Scheduling is not an exact science, it is art and science:

– Estimation using proven project management tools

– Parametric estimation: using a formula to calculate 

duration based on historical data or project parameters

– Bottoms-up estimation: estimating each task from the 

most granular level and summing together

– Analogous estimation: educated “guessing” based upon 

experience

• The project schedule is in constant motion and state of 

change

31
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Given the PM 

challenges in 

healthcare 

discussed so far, 

tools to help with 

estimating 

objectively the 

task and 

deliverable 

durations can be 

useful.

• Program Evaluation and Review Technique 

(PERT)

Shortest Time + (4 x Likely Time) + Longest Time

• Helps remove bias towards using shortest 

times to complete tasks or phases of a project

Project Management Knowledge Areas

Time Management

6

Shortest = 4 days

Likely = 7 days

Longest = 12 days

4 + (4 x 7) + 12

6
= 7.3 days

32

What is needed to 

develop a schedule?

1. Scope

2. Required activities 

and resources

3. Resource calendars

4. Likely risks

Schedules…

• provide a basis for 

monitoring and 

tracking against tasks

• help determine how 

delays in some tasks 

will impact the overall 

project

• indicate how to work 

load resources across 

activities

• provide a means to 

track progress against 

plan

Project Management Knowledge Areas

Time Management Healthcare 

resources 

required to 

complete many 

tasks have 

limited 

availability; yet 

this is frequently 

not taken into 

consideration 

when developing 

the schedule.

33
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Project Management Knowledge Areas

Time Management

Scheduling Tools

– Gantt charts visually show all tasks and their relationships 

against a time scale

Finish-to-

Finish (FF)

Finish-to-

Start (FS)

Start-to-

Start (SS)

34

Project Management Knowledge Areas

Cost Management 

Cost management can vary greatly by project and 

depends upon several factors

Cost Mgmt.

CultureCulture

Policies

Size, Scope 

& 

Complexity

Budgeted vs 

Non-budgeted

35
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Frequently in 

healthcare 

organizations, 

there is no 

capability to easily 

capture non-IT 

FTE hours spent 

on project work 

through normal 

time recording 

systems.  #2 then 

needs to be 

defined, 

understood, and 

approved by all 

stakeholders.

Project Management Knowledge Areas

How to build a project budget

Project Costs

FTEs PTEs Consultants

IT software IT hardware

1. Define components of cost to 

be budgeted, tracked, and 

reported

2. Determine how each 

component will be captured; 

e.g., FTEs = hours x (salaries + 

benefits)

3. Develop plan for managing 

cost; tracking, reporting, 

escalating

4. Perform cost estimation (tools 

and techniques)

• Task and activity level

• Aggregate to total project 

budget

5. Manage cost
36

Project Management Knowledge Areas
Cost Management Scenario

Schedule 10 days Budget at Completion $100,000

Scenario 1

By Day 5

• 30% work 

completed

• $30,000 

spent to-date

Scenario 2

By Day 7

• 70% work 

completed

• $90,000 

spent to-date

behind schedule

on budget

on schedule

over budget
37
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Project Management Knowledge Areas
Quality Management

Executing

Processes

Executing

Processes

Planning

Processes

Initiating 

Processes

Initiating 

Processes
Closing

Processes

Closing

Processes

Monitoring and Controlling Processes

Can be iterative

Quality 

Management

• Quality management is persistent across all PM processes

• Quality measures and metrics must be established during project initiation

• Quality pertains to both the ending product, service, or result and the overall management of 

the project

• Poor management of the project may result in:

• Extra cost due to rework

• Low project productivity

• Low morale of project team and stakeholders

• Hesitation to take on new projects

Project Management Institute, A Guide to the Project Management Body of 

Knowledge (PMBOK Guide) – Fifth Edition

38

Project Management Knowledge Areas

Quality Management Tools and Techniques

ProcessesProcessesSuppliersSuppliers InputsInputs OutputsOutputs CustomersCustomers

Q
u

a
n

ti
ty

Causes of Errors

SIPOC Pareto Chart

Fishbone Diagram

Others

Workflow Diagrams     

Run Control Charts

Kaizen Events

Failure Mode Effects Analysis

39
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Project Management Knowledge Areas

Risk Management

• Project risks are uncertain events that may have a positive or 

negative effect on one or more project objectives, such as 

cost, time, scope, and quality8

• Risk triggers are indications that a risk has occurred or is 

about to occur8

8 Project Management Institute, A Guide to the Project Management Body 

of Knowledge (PMBOK Guide) – Fifth Edition

40

Project Management Knowledge Areas

Risk Management Tools and Techniques

ABC Project Risk Control Chart

Risk Control Objective Insignificant Acceptable Moderate Excessive

Cost < 1% change 1% < change < 5%

within planned 

contingency > 10%

Time

< 1% of total time in 

weeks 1% < change < 5% 5% < change < 7% > 7%

Scope Insignificant Minor

Moderate - likely 

allowed but needs 

review

Major areas of increase 

or decrease in scope -

needs immediate 

escalation and review

Quality Any impacts to quality need review and approval

• Must understand the level of risk acceptable for each 

project objective

• Document during Monitoring and Controlling process

Image courtesy of bplanet at FreeDigitalPhotos.net

41
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Project Management Knowledge Areas

Risk Management Strategies - Negative Risk

• Risk will occur in any project

• A balanced approach to managing negative risk is generally 

favored

– No control or response can cause project failure

– Overcontrol can restrict team engagement, innovation, and 

introduction of increased value in the project

Accept Risk – the cost of avoiding 

or mitigating the risk may outweigh 

the cost of incurring the risk. 
Risk

Avoid Risk – take all actions to 

eliminate the risk.  Highest cost 

strategy.

Limit Risk – cost benefit approach 

in most business and project cases.  

Cost effective actions taken to 

mitigate risk exposure.

Risk

Transfer Risk – transferring risk to a 

willing other party, project phase, 

subsequent project, etc. This is not 

a passive action, but is a thoughtful 

action. 42

Project Management Knowledge Areas

Risk Management Strategies - Positive Risk

Accept Risk – if 

probability of 

occurrence and impact 

are low, would be a 

waste of resources to 

pursue it

Share Risk– good option if 

there is a high probability of 

the event happening, but 

would have low positive 

impact on the project

Exploit Risk– if probability is 

high and the positive impact 

would be high, then there is 

high value in maximizing the 

likeliness of the event 

occurring

Enhance Risk – add 

resources to increase 

the probability of 

event occurring if 

impact would be high, 

but probability is 

currently low

43
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Project Management Knowledge Areas

HR Management

Plan Acquire Develop Manage

44

Project Management Knowledge Areas

HR Tools & Techniques - Planning

Negotiation

Project Management Institute, A Guide to the Project Management Body of 

Knowledge (PMBOK Guide) – Fifth Edition

45
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Project Management Knowledge Areas

HR Tools & Techniques - Planning

Clarify Roles and Responsibilities

Project XYZ Roles and Responsibilities As of 4/4/2014

Legend R Responsible A Accountable C Consulted I Informed

Project Business IT Executive Change Management

Task Manager Team Lead Team Lead Sponsor Lead

Schedule and facilitate kick-off A I I R I

Prepare weekly status reports AR R R I R

Develop change control process C R R CI AR

Track and manage issues A R R CI R

Assess and manage IT vendors CI CI AR CI I

Develop testing approach and plan A R R CI R

Oversee process improvements CI AR C CI CI

Manage and report project budget R R R AC R

RACI Chart

Negotiation

46

Staff planning 

from a complex 

payer project

Project Management Knowledge Areas

HR Tools & Techniques - Planning

Resource Staffing Plan

47
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Project Management Knowledge Areas

HR Tools & Techniques - Acquiring team members

Virtual 
teams

Multi-
criteria 

decision 
analysis

Acquisition

Negotiation

Pre-

assignment

48

Project Management Knowledge Areas

Procurement Management

• Some projects may require the procurement of external 

party products, services, or results 

• Activities may often take the form of a subsequent project 

component within the scope of the main project

� Vendor analysis and selection

�Requirements

�Request for Proposal (RFP)/

Request for Information (RFI)

�Selection

� Contracting

� Testing

� Implementation
49
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Project Management Knowledge Areas

Procurement Management

Key Questions

• Which meetings need vendor 

participation?

• How is vendor escalation supported? 

• Who manages vendor costs?

• Who manages the vendor relationship?

• Who coordinates any needed training?

• Who manages vendor resources?

50

The project 

manager 

managed the 

client’s resources 

while working 

closely with the 

vendor PM.

The business 

analyst led 

configuration 

sessions to 

customize the 

portal and created 

training manuals 

specific to the 

client’s 

organization.

Project Management Use Case
Project management of vendor 

implementation of patient portal

The problem
A healthcare organization purchased a patient portal 

solution 6 months prior; however, the project had failed to 

move forward due to a lack of internal project 

management and business analyst resources complicated 

by a vendor requiring a high level of management

The solution
• InfoWorks provided a project manager and business 

analyst for the project

• The project manager worked with the vendor’s 

implementation team to create a new project plan and 

hold the vendor accountable for on-time delivery

• The PM escalated issues to project sponsors when 

contract negotiation or similar tasks were necessary 51
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Change Management

Project Management Knowledge Areas
Change Management Overview

• Typically projects are created to evolve 

any aspect of an organization’s people, 

process, product/service, operations, or 

infrastructure

• Healthcare has seen an increased speed 

of change of delivery models and 

financial incentive structures in the last 

five years than previously experienced

Project success is therefore intertwined with the 

ability to transition and adopt new approaches and 

processes of carrying out daily tasks

Kotter definition of 

change management4: 

Change management is 

a set of basic tools or 

structures intended to 

keep any change effort 

under control, with a 

goal of minimizing the 

distractions and 

impacts of the change.

4 http://www.kotterinternational.com/ebook/Kotter-8-steps-ebook.pdf
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Project Management Knowledge Areas

Why is Change Management important?

• The pace of change is accelerating at an exponential rate

– examples include total patents filed annually, hard drive disk storage 

space, or shares traded on NYSE annually

• The higher the degree that the change is dependent on 

employees, the higher the need for change management

• Healthcare reform, the Accountable Care Act, demographic 

trends and disease trends are all driving accelerated change 

– Change management is the wrapper around any transition in 

processes, operations, or systems that enable desired behavior 

transitions of impacted employees, in order to realize organization 

goals

54

An example of 

stakeholder 

engagement in 

healthcare includes 

the value of up-front 

physician and clinician 

engagement for 

successful Meaningful 

Use, Computerized 

Physician Order Entry, 

and ICD-10 projects; 

lack of engagement 

has proven to cause  

project delays, led to 

troubled 

implementations, and, 

in some cases, failure

Project Management Knowledge Areas
Change Management Components

Stakeholder Engagement

identify, engage, and monitor engagement of key 
resources 

Communication Management

planning, developing, delivering, and monitoring 
project-related communications 

Training & Education

organizing, managing, and leading the team, tracking 
readiness, and enabling reinforcement 

55
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Project Management Knowledge Areas

Change Management – Stakeholder Engagement

Organizing

Leading

Training

Performance

Team Building

Selection

Orientation

Processes

Business Risk

Challenges

FTEs & PTs

Conflicts

Matrixed Organization

Cross Skills & Backgrounds

Competing Priorities

Ethics & Compliance

Resource Changes

Dispersion

Buy-In

“Politics”

Image courtesy of Stuart Miles at FreeDigitalPhotos.net

56

Project Management Knowledge Areas

Change Management – Stakeholder Analysis

Interest

P
o

w
e

r

Power/Interest Grid7 •High power, interested people: these are 

the people you must fully engage and make 

the greatest efforts to satisfy.

•High power, less interested people: put 

enough work in with these people to keep 

them satisfied, but not so much that they 

become bored with your message.

•Low power, interested people: keep these 

people adequately informed and talk to them 

to ensure that no major issues are arising. 

These people can often be very helpful with 

the detail of your project.

•Low power, less interested people: again, 

monitor these people, but do not bore them 

with excessive communication.

7 https://www.mindtools.com/pages/article/newPPM_07.htm

Becomes a key input to change management planning; e.g., communications by audience

57
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*actual example from 

a complex ICD-10 

project

Project Management Knowledge Areas

Stakeholder Engagement: Sample Project Chart

• Code Mapping

• Mapping/Claims 

Simulation

• Code Maintenance

• Clinical Criteria Set 

Updates

• Med Policy Review

• Reporting

• Product/Benefit 

Validation

• Updates SOPs, 

workflows, business 

changes

• Supplemental Table 

Updates

• Dual Processing

• Training and 

Education

• Contracting

• Develop Test Cases

• Reporting

• Department 

Automation

• Vendor Products 

Coordination of 

Updates, 

Implementation, & 

Testing Readiness

• Databases, Extracts, 

Reports

• Desktop Software

• Planning/Design/ 

Execution/Testing/ 

Implementation

• Vendor Planning and 

Alignment of Test Cases 

per Update with 

Business Units

• Develop Test Case 

Success Criteria with 

Business Units

• Technology 

Identification, Planning, 

& Execution

• Business Planning & 

Execution

• Strategic Partner 

Testing

• Reports & Extracts

• Financial Neutrality, 

Claims 

Reimbursement, 

Medicare/Medicaid 

Revenue

• Reporting

• Extracts

HIM Director COO CIO IT Director
Work 

Stream 

Lead(s)

Operational 

Area Subject 

Matter 

Experts

Change 

Leaders

CFO

HIM 

Readiness

Business 

Readiness

Technology 

Readiness
Testing 

Project Manager

Executive 

Sponsor

Business Lead

Executive 

Steering 

Committee

Project Change 

Champion

Financial 

Management
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Project Management Knowledge Areas
Change Management – Communication Components

Key Methods

Timing & 

Cadence
Key Messages

Key Audiences

59

• Consider culture and 

leadership strengths, 

project requirements, and 

end goal in determining 

audiences

• Customize messages and 

methods by audience

• Consider painting the 

picture of why first, 

followed by key messages 

by phase tied to readiness, 

then launch messages

• Post-launch messages 

articulating value drive 

higher engagement in long 

term 

• Consider multiple 

methods per audience, 

in person town halls, 

podcasts, emails, and 

visual methods such as 

posters or buttons

• Mix of push and pull

• Timing and cadence 
will vary by audience

• Audiences typically 
need to hear 
something 5-7 times 
before fully processing 
the content

Value
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Project Management Knowledge Areas
Communications Example: Key Benefits Matrix

All Project Stakeholder 

Groups

Working Groups Leadership Team Team Members

Group 

Purpose/Description

Existing stakeholder groups are 

not part of a governance 

committee, but will be affected 

by the new governance process.  

Their purpose is to select and 

prioritize projects within 

constraints by the leadership 

team.

Working groups will be 

responsible for selecting and 

prioritizing tactical 

enhancements and bug fixes 

within constraints set by 

Operational Steering 

Committees (OSC).

The leadership team is 

responsible for leading the 

delivery of key projects to 

stakeholder groups within the

company.

The team members are 

responsible for the delivery of 

key projects to stakeholder 

groups within the company.

Key Change The PMO will be providing 

updates as well as prioritizing 

investment and resource 

requests for these groups.

Working groups will report to 

and communicate with the 

PMO as well as their respective 

OSC.

A PMO Director will be 

reporting to the Leadership 

Team on project progress, 

issues, risks, and resource 

requirements.

The team members will have a 

PMO to provide tools and 

templates as well as to 

prioritize projects and 

resources.

Benefits of 

Governance Re-

Design

-Provides consistency in process 

and communications across 

stakeholder groups and project 

teams

-Helps with reporting of 

outcomes and goals

-Provides a forum to 

communicate needs, escalate 

risks, and gain approval for 

resource requests

-Provides visibility into ideas 

generated

-Provides a forum to evaluate 

and update project roadmaps

-Provides visibility into project 

portfolio health (red, yellow, 

green status)

-Helps with understanding the 

value of projects and 

alignment to strategic vision

-Provides more visibility into 

prioritization and value of 

work being performed

-Provides visibility into the 

overall project portfolio and 

status

-Helps with understanding the 

connection between the work 

they are performing and the 

overall vision

*actual example from 

a healthcare project
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Project Management Knowledge Areas
Change Management - Communications

Regardless of method, the basic model of communications 

contains the same components:

Sender Receiver

Encode

Decode

Decode

Encode

Medium

Transmit

Acknowledge

Feedback

Noise

Noise

Noise

5 Project Management Institute, A Guide to the Project Management 

Body of Knowledge (PMBOK Guide) – Fifth Edition

Basic Communication Model5
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*actual example from 

a healthcare project

Project Management Knowledge Areas
Sample Communication Plan

ABC Health Systems As of: 4/4/2014

Project Communications 

Plan

Project: Project Manager: Sponsor:

Deliverable (What) Recipient(s) (Who) Method(s) (How) Frequency (When) Responsibility (Owner)

Project Core Team Status Project Core Team

In person and teleconference

MS Project

Excel Weekly Project Manager

Executive Steering Committee Status Executive Steering Committee

In person and video conference

PowerPoint

Extended Project Team Status In person and video conference Monthly Project Manager

Physician Champions Meeting Division Physician Champions

In person and teleconference

PowerPoint

Monthly

As needed Change Management Lead

Project Status Report - All 

Stakeholders All Stakeholders

PowerPoint

eMail

SharePoint Weekly Project Manager

Project Budget Review CFO, CIO, Executive Sponsor

Excel

PowerPoint

Quarterly

As Needed Project Manager

Marketing Communications Planning CMO and Communications Director

In person

Excel Marketing Communications Plan Quarterly Change Management Lead

Quality Control and Risk Management 

Update Quality Control Team

In person and teleconference

Issue Log (Excel)

Risk Plan (PowerPoint) Monthly Project Manager

Page 1 of 3 62

Project Management Knowledge Areas
Why are Training & Education Important?
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Project Management Knowledge Areas

Training & Education Components

– Assess baseline and track readiness for change

– Educate about the change impact to each 

individual, functional areas

– Document new daily activity/process flows, how 

work will change with the new system or 

capability

– Train on the new flows and system

– Reinforce new capability, WIFM

– Turn off alternate options to limit workarounds
64

Project Management Knowledge Areas
Change Management – Training & Education Process

Team Development6

6 Tuckman and Jensen 1977

Forming
Team meets

Learns about project

R&R

Acts independently

Storming
Project work underway

Collaboration may or may not exist

Lack of cooperation can lead to project issues & risks

Project manager must manage and escalate as needed

Norming
Work habits change

Team trust develops

Team sharing ideas and activities

Performing
Team activities are well organized

Team members are interdependent

Effective team management of issues

Open and honest communications

Establish Ground

Rules

Conduct Team-Building

Activities

Deliver Rewards

& Recognition

Active Mentoring

& Coaching

Promote Team

Progress Promptly Manage

Conflicts
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Project Management

Agile Methodologies

Project Management & Agile Methodologies
Learning Objectives

By the end of this session, you will be able to:

• Explain the difference between traditional project life cycles and agile 

methodologies

• Understand the Minimum Viable Product (MVP) approach and how to use it

• Recognize key agile terms

• Identify roles and responsibilities on an agile team

• Explain how project management responsibilities fit within an agile 

framework

• Execute the major components of the scrum process
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What is Agile?

Manifesto for Agile Software Development 

http://www.agilemanifesto.org/

We are uncovering better ways of developing software by doing it 

and helping others do it. Through this work, we have come to 

value:

Individuals and interactions over processes and tools

Working software over comprehensive documentation

Customer collaboration over contract negotiation

Responding to change over following a plan

That is, while there is value in the items on the right, we value the 

items on the left more. 68

Executing

Processes

Planning

Processes

Initiating 

Processes
Closing

Processes

Monitoring and Controlling Processes

Can be iterative

2 Project Management Institute, A Guide to the Project Management Body of 

Knowledge (PMBOK Guide) – Fifth Edition

Traditional Project Management Overview

PMBOK2 View of the Project Lifecycle and Process Groups
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Agile Project Management Overview 

Planning

Doing the 
Work

Reviewing

Demo

Kick-off

1

Planning

Doing the 
Work

Reviewing

Demo

Planning

Doing the 
Work

Reviewing

Demo2 3

http://istqbexamcertification.com/what-is-agile-model-advantages-

disadvantages-and-when-to-use-it/

Delivery DeliveryDelivery
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Why Agile? 

Pareto Rule in Software

How to focus on the 20%

1. Create your roadmap from scratch every 3-6 months

2. Have loosely defined features and focus project 

budgeting based on projected ROI

3. Allow highest ROI features to focus effort

4. Allow new ideas/features into scope if ROI allows it

One of the 

challenges in agile 

is getting buy-in 

from leadership 

since there is not 

a complete 

picture of the 

deliverable 

identified at the 

beginning of the 

project.

The solution? 

Focus on 

identifying the 

ROI of the 

functionality to be 

delivered.
1 http://championshipbasketballschool.com/2013/12/11/the-rule-of-

80-20/

1
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Minimum Viable Products (MVP) 

How to Deliver an MVP in Software

� Identify and deliver a true MVP

� Let pain/feedback guide the way

� Stop when the time does not justify the effort

http://blog.deming.org/2014/11/minimal-viable-product/

72

Scrum Process Overview
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Scrum Team 

� Team Member Completes the tasks in the sprint backlog, while 

consulting with the PO and stakeholders on 

requirements and “doneness.”

� Product Owner The single voice of the customer who owns, 

contributes to, and prioritizes the product backlog. 

Owns the ROI.

� ScrumMaster Facilitates the Scrum process as a “servant-leader,” 

radiates information to the stakeholders, and clears 

roadblocks out of the team’s way.

� Stakeholders Care about milestones and how the project impacts 

them. 

Definitions provided by The Braintrust Consulting Group

Examples of 

Stakeholders in 

Healthcare:

- Clinicians

- Payers

- Patients

- Hospital 

administration

- Practice 

groups and 

health systems

74

Scrum Process Overview
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Product Backlog
Backlog Refinement Session

� End of each sprint

� 1 hour

� Attendees:

• Team

• Product Owner

• Scrum Master

Sprint Backlog
(Focus on the 

Stones and Pebbles)

© 2012 The Braintrust Consulting Group

Objective: Have user stories ready for sprint loading

Establish and review 
acceptance criteria

Discuss 
priority & 

dependencies 
of upcoming 

stories

Split (right size) 
user stories

Discuss user 
stories

76

What is a user story?

As a <<user role>>,

I want <business need>>,

so that <<business value>>.

Characteristics 

of Good User 

Stories

Independent

Negotiable

Valuable

Estimate-able

Sized 

appropriately

Testable

As a clinical reviewer,

I want a prioritized assignment process,

so that time sensitive reviews are completed first.
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MoSCoW Principle of Prioritization

� Must have this requirement 

to meet the business needs

� Should have this requirement 

if possible, but project 

success does not rely on it

� Could have this requirement 

if it does not affect anything 

else in the project

� Would like to have this 

requirement later, but it 

won’t be delivered this time

https://www.projectsmart.co.uk/moscow-method.php
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Sprint Planning

The “What” and the “How”

© 2012 The Braintrust Consulting Group

Elaborate and 

estimate tasks for the 

highest-value User 

Stories, creating Sprint 

Backlog

� Start of each sprint

� 2-3 hours

� Part 1 (Context)

� Part 2 (Load Sprint)

� Attendees:

• Team

• Product Owner

• Scrum Master 

• SMEs (optional)

Estimated 

Sprint Tasks

Loaded Sprint 

Backlog
(Product Backlog items 

selected for sprint, plus a 

plan for delivering them)

“What” 

conversation

“How” 

conversation
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Daily Scrum

3 questions to ask to track progress

� What did you accomplish yesterday?

� What do you plan to do today?

� Are you facing any roadblocks?

To Do In Progress Ready for Review Done

K

K

K

K

M M

M M

MM

M M

80

Daily Scrum

Burndown Chart

Burndown chart 

from custom 

software 

application 

development 

project for a 

healthcare 

company
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Sprint Review
Sprint Review Session

� End of each sprint

� 2-4 hours

� Attendees: Team, Product Owner, 

Scrum Master, Users (optional), 

Interested Stakeholders (options)

Formally Declare Sprint 

Stories Complete or Not

Revised Team or 

Project Structure

Re-Order 

Backlog

New Features on 

Product Backlog

© 2012 The Braintrust Consulting Group

Present 

completed user 

stories

Demo live 

functionality 

completed in prior 

sprint

Adjust Product 

Backlog
• Remove completed 

functionality

• Unfinished functionality 

is put back in the 

product backlog

• Adjust priorities based 

on feedback

Adjust Project 

Structure
• Reformulate or resize 

the team

• Schedule or reschedule 

a release

• Decide to stop the 

project

82

Sprint Retrospective
Sprint Retrospective Session

© 2012 The Braintrust Consulting Group

With respect to people, 

process, relationship,

and tools:
• What should we 

stop doing?

• What should we 

start doing?

• What should we 

continue doing?

Process Revisions

(e.g., Change to 

Working Agreement)

Project or Team 

Structure Revisions

Other Improvement 

Action Items

� End of each sprint

� 1 hour

� Attendees:

• Team

• Product Owner

• Scrum Master
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When to use Agile?

Plan-Driven Process Agile Process

Predictive Adaptive

Fixed Scope Fixed Schedule

Adjusts Schedule to Preserve 

Scope

Adjustable Scope to Preserve 

Schedule

Long Development Cycle Short Development Cycle

Linear Cyclic

Organizes Work into Major

Phases

Organizes Work into Small 

Deliverables

Delivers Value at Project

Completion

Delivers Value Incrementally 

Over Time

https://www.cprime.com/tag/when-to-use-agile/

Examples of Agile 

healthcare projects

• Nursing App for 

Scanning 

Barcodes in ER

• Development of 

Inventory 

Management & 

Reporting System

• Development of 

Hospital 

Management 

Software

84

The Product 

Owner helped 

determine that 

this ask was a low 

priority task in the 

product backlog 

and saved the 

$10,000 of 

development time 

to spend on high 

priority features.  

Customer Ask

• Auto-generate and complete tasks

• Consume data from another source

• Allow edits in case of mistakes

• Implement both exceptions and success reporting

Delivery on Agile Completion

• Manually generate and complete tasks

• Consume data from another source

• Do not allow edits after complete

• Track only the exceptions

What was the impact?

• < 1 hr impact for not auto-generating/completing tasks

• < 2 requests out of 100 completed tasks per month to 

edit a record due to a mistake

Use Case in Healthcare
MVP in Software
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Agile gave the 

team the ability to 

pivot quickly to 

resolve a 

justifiable need.

Use Case in Healthcare

Prioritizing based on anticipated ROI

The problem 
One healthcare client realized 

that the liability risk for not 

providing an Annual Benefits 

Report based on the terms of 

the contract was causing them 

to lose clients due to breach of 

contract

How agile approach helped 

to solve the problem
The ROI was higher for 

customer retention than the 

feature the team was currently 

implementing so they were 

able to pivot

http://www.atelier.net/en/trends/articles/startups-must-be-prepared-

pivot-when-necessary_423130
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Project Management

Lean/Six Sigma
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Project Management & Lean/Six Sigma

Agenda

• Project Management/LEAN & Six Sigma Overview

• Some Actual Project Results

88

Project Management & Lean/Six Sigma

Improves the Quality of Change

“Insanity: doing 

the same thing 

over and over 

again and 

expecting 

different 

results.”

Albert Einstein
89
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Project Management & Lean/Six Sigma

What is Lean/Six Sigma?

• Lean/Six Sigma integrates powerful continuous 

improvement methodologies to drive revenue and cost 

savings 

• A catalyst for a customer-valued culture

• Lean – “do it quickly”

– Lean uses kaizen events for quick productivity gains by 

reducing waste and cost in our processes

• Six Sigma – “do it right”

– Six Sigma uses statistical tools and analytical 

techniques to discover root causes of problems and 

reduce process variability

90

Project Management & Lean/Six Sigma

What are the key aspects of Lean/Six Sigma?

• Create value for customers and the business

• Manage using data and fact-driven voice of the customer

• Search for cause and effect relationships

• Minimize waste and increase quality simultaneously

• Foster collaboration and learning

– Team-oriented projects

– Open, knowledge-sharing culture

L/SS uses our business PROCESSES as an 

enabler to achieve results
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Project Management & Lean/Six Sigma

What Can We Gain by Integrating PM and Lean/Six Sigma?

• Improved business & IT understanding of business processes, 

current state, & future state

• Better understanding of business needs & objectives

• Simplified view of business requirements

• Protection of IT funds and resources

• Speed & quality built into the solution

• Shorter delivery cycle

• Fewer defects in testing, implementation, and production
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Project Management & Lean/Six Sigma

Lean Principles

• Specify value

• Align value-creating activities 

• Make value flow 

• Pull in response to customer demand

• Pursue perfection

http://silodrome.com/ford-model-t-assembly-line/
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Skills

� Any failure to fully utilize the 
time and talents of people

� Ex. Clinical staff performing 
non-clinical activities

Project Management & Lean/Six Sigma
Learn how to spot waste all around you

Overproduction

� Producing too much, 
or producing too soon

� Ex. Preprinting policies

Over-processing

� Any non essential work

� Ex. Order med tests which 
aren’t used

Inventory

� Any more than the minimum 
to get the job done

� Ex. Ordering more flu shots than is 
reasonable

Motion

� Any motion that does not 
add value

� Ex. Ineffective use of EMRs

Defects

� Correction of an error or 
an incomplete activity

� Ex. Patient gets hospital 
infection

Waiting

� Waiting on info and 
paperwork, or decision making

� Ex. Long wait times in ER

Transportation/Handling

� Any nonessential transport is 
waste

� Ex. Re-bedding patients 
unnecessarily

1 http://www.fastcompany.com/3051260/innovation-

agents/reinventing-medical-school
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Project Management & Lean/Six Sigma

What is Six Sigma?

• A highly disciplined process that helps us focus 

on developing and delivering near-perfect 

products and services 

• A statistical term that measures how far a given 

process deviates from perfection

• A measurement of how many “defects” you 

have in a process

• A philosophy that promotes a culture of 

continuous improvement by engaging all levels

of the organization

The goal is to systematically figure out how to eliminate 

defects and get as close to “zero” as possible

Image courtesy of David Castillo Dominici at FreeDigitalPhotos.net
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Project Management & Lean/Six Sigma

Six Sigma Concepts

Critical to Quality

• Attributes most important to 

the customer

Defect

• Failing to deliver what the 

customer wants

Process Capability

• What your process can deliver

Variation

• What the customer sees and 

feels

Stable Operations

• Ensuring consistent, 

predictable processes to 

improve what the customer 

sees and feels

Design for Six Sigma

• Designing to meet customer 

needs and process capability
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Project Management & Lean/Six Sigma

The Six Sigma Difference

99%...
– 20,000 lost articles of mail per hour

– 200,000 wrong drug prescriptions per year

– 2 aborted airplane landings per day

– 50 newborns dropped at birth per day

99.99966%...
– 7 lost articles of mail per hour 

– 68 wrong drug prescriptions per year

– 1 aborted airplane landing every 5 years

– 1 newborn dropped at birth every 2 months
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Project Management & Lean/Six Sigma

Cost of Poor Quality

• Most companies operate at 3 or 4 Sigma, which 

costs them 10-15% of their revenue 

• In contrast, a company with key functions 

operating at Six Sigma can generate 

considerable savings

– According to one source, the savings as a 

percentage of revenue vary from 1.2-4.5% 

[source: ISixSigma] 

That means a company with revenues of $1 million 

could save up to $45,000, and a company with revenues 

of $1 billion could save up to $45,000,000
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Project Management & Lean/Six Sigma
The Six Sigma Process - DMAIC
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Project Management & Lean/Six Sigma

Combining Lean and Six Sigma

Drive for Continuous Service Improvement

Pull by the customer

Lean

USLLSL

USLLSL

USLLSL

failure!

eliminate 
defects

minimize 
variation

target

xbar (µ)

LSL

σ σ σ σ σ σ

USL

σσ 

Six Sigma

A powerful combination ...

LeanSix Sigma

+

... that drives impressive improvement

SpeedQuality

eliminate 
waste

minimize 
lead time

Make value flow

Define value

Create value streams
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Project Management & Lean/Six Sigma

Outcomes Perspective – The Lean/Six Sigma Difference

Without L/SS Perspective 

• Drives to company needs

• Finds problems after the fact

• Accepts some error, waste, 

rework

• Organizes by functional ‘silos’

• Manages the workforce top-

down

• Short-term profit is the primary 

goal

L/SS Perspective

• Drives to customer needs

• Prevents problems

• Commits to zero defects

• Enables cooperative, cross 

functional teams

• Empowers the workforce

• Long-term business viability is 

the goal
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Project Management & Lean/Six Sigma

Enhanced Project Management Discipline

102

Project Management & Lean/Six Sigma

If they want to engage 

physicians, hospital 

administrators must 

show how 

improvement projects 

benefit doctors.
Quality Progress, 

November 2005

Faster Turnaround Time

After seeing an increase in patient volume, North 
Shore University Hospital implemented Six Sigma 

to reduce worsening delays in bed turnaround 
time. In six months, the Six Sigma team decreased 

its mean turnaround time by 136 minutes.
Quality Progress, March 2006

Lowering Medical Costs

CIGNA, a national healthcare insurance company, 
uses Six Sigma to drive down costs while 

improving medical outcomes by applying a holistic 
three-tiered approach to implementation.

ASQ World Conference on Quality and Improvement, 
May 2005

Quality Intervenes at a Hospital

The Nebraska Medical Center completed a Six 
Sigma project in its interventional radiology 

department to turn around a decline in patient 
volume and achieve higher satisfaction for 

patients, employees, and referring physicians.
Quality Progress, February 2005

Pursuing Perfection in Healthcare

In response to the need for models of excellence 
in healthcare, the Robert Wood Johnson 

Foundation initiated a Six Sigma type national 
demonstration program to show that healthcare 

organizations can gain outstanding patient 
outcomes and financial viability by making quality 

a central business strategy.
Quality Progress, May 2002 

Reduced Medication Errors

After a mid-sized hospital used Lean/Six Sigma to 
change its policies and practices, errors dropped 

sharply, labor costs fell, patients were more 
satisfied, and employee morale improved.

Quality Progress, April 2005

Toward Error Free Lab Work

A project to reduce errors in the accessioning 
process (a registration process) at a lab that 

performs more than 3.5 million tests annually led 
to $339,000 in added revenue and cost reduction. 

Six Sigma Forum Magazine, November 2004
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Project Management & Lean/Six Sigma

Information Systems Turnaround Time 
and Quality

Time to move through business requirements to 
technical specifications was increasing and the 

number of errors discovered in testing phases was 
growing rapidly, and applying L/SS reduced 

turnaround time by 45% and increased accuracy by 
75%.

Quality Overcomes Fear

Quality improvement project at a large hospital 
in Dubai centered on unreported medication 

errors, using Six Sigma tools to determine root 
causes and identify potential improvements. 

Upon implementing a variety of low-cost 
solutions, staff members felt more comfortable 

in reporting errors, thus providing valuable 
information for building safer systems.

Reducing Wait Times for MRI Exams

The Radiology Department in a northeastern Ohio 
hospital used L/SS to reduce wait times for MRI 

exams by days and weeks. Following the 
improvement project, the hospital earned $1.2 

million in first-year incremental revenue. 

OR Patient Flow Improvement

An academic medical center in Philadelphia, PA, 
used value stream mapping to identify and 

execute seven lean projects to systematically 
improve operating room patient flow.

Building a Quality Culture

A major health system in Mississippi adopted Six 
Sigma Critical Success Factors (CSFs) and 

incorporated these into their culture through 
training, customer service, corporate and 

departmental measures, and performance 
evaluations to drive a quality-based culture that 

has earned them multiple Baldrige National 
Quality Awards.

Streamlined Enrollment

A large Colorado health system used L/SS to 
evaluate and improve Medicaid enrollment 

processes. A three-month project resulted in a 45 
percent gain in Medicaid membership while 

increasing Medicaid revenue by more than $1 
million annually.
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Workshop Wrap-Up
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What’s Been Provided Today?

With
30+ References to 

Healthcare

20+ PM, Lean, and 

Six Sigma Tools

Lean & Six Sigma 

methodology, 12 Healthcare 

success case examples, and 

two exercises 

Agile methodology, 

tools, and one 

exercise

1Image courtesy of David Castillo Dominici at FreeDigitalPhotos.net

1

2Image courtesy of mrpuen at FreeDigitalPhotos.net

2 106

Components, Tools and 

three Healthcare success 

case examples


