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1. SUMMARY & RECOMMENDATION

1.1. Purpose

The ABC Company Intranet Governance Plan outlines the administration, maintenance, and support of the ABC Company’s intranet environment. It identifies lines of ownership for both business and technical teams, defining who is responsible for what areas of the system. Furthermore it establishes rules for appropriate usage of the intranet environment.

An effective governance plan ensures the system is managed and used in accordance with its designed intent to prevent it from becoming an unmanageable system. The management of an enterprise-wide system involves both a strategic, business-minded board to craft rules and procedures for the use of the system and also a tactical, technically-competent team to manage the routine operational tasks that keep the system running. Users of the system will be empowered by a support and developer community sponsored by the business leaders.

The primary objective of this plan is to establish the creation of a governing body for the usage and management of the intranet. Other objectives are:

· Create the people infrastructure to govern and support the intranet.
· Document initial governing policies and procedures of the intranet.

· Communicate the need for the business to provide support via people resources.
· Identify appropriate business owners willing to provide strategic insight and direction for the portal, and able to drive strategic initiatives into their respective organizations.

· Identify appropriate infrastructure (IT) resources to provide operational support for the system.

· Create an effective support system with proper channels of escalation for end users of the intranet.

· Communicate the need for business leaders to provide technical support to the system in the form of technically talented employees both willing and able to customize, personalize, and use the intranet in a manner that fulfils the business opportunities as identified by the strategy board.

· Establish initial governing usage and maintenance policies and procedures for the intranet.

1.2. Scope 

The scope is limited to the deployment and governance of the Microsoft Office SharePoint Server 2010 at the ABC Company for the purpose of an intranet portal. This document does not cover any qualification or validation activities.

1.3. Description & Background

The ABC Company has identified a business need for a professionally developed intranet to enhance end user productivity, and to be the primary platform for timely business sensitive information, workflow functions and document management solutions.  

Primary business and user/functional requirements supported by Microsoft SharePoint 2010 include, but are not limited to: blogging, wiki’s, document management, site wide searching, workflows, discussion boards, issue tracking, calendar, email and surveys.

1.4. Associated Risk

The following are risks to an effective governance plan:

· Lack of executive buy-in

· Inadequate support from the business leaders to affect proper governance.

· Administrators or users refusing to abide by the given policies in this plan.

· Lack of policy enforcement.
· Too much effort to implement governance policies and procedures
· Challenge of changing how people will work.
1.5. Locations

This governance plan covers all Intranet usage for employees and contractors of the ABC Company in Alexandria, VA office.

2. RESOURCES
2.1. Team Roles and Responsibilities

The intranet will be managed by two teams: a strategy team and a tactical team. They will play distinct roles and have distinct responsibilities. For the purposes of this governance plan, the teams are defined as follows:
2.1.1.  Strategy Team

This team consists of appropriate business owners willing to provide strategic insight and direction for the portal, and able to drive strategic initiatives into their respective organizations. Resources represent a good balance between business and IT. This team is a small team reconstructed on a quarterly basis with new volunteers to maintain a fresh perspective on the business and exploit the collective wisdom of the company.  The team will be modeled after a typical product focused advisory group. The purpose of the group will be to provide input to the planned feature enhancements/portal roadmap and share feedback around adoption and centralize some control of the portal and entire intranet’s look and feel.
2.1.2. Tactical Team

The tactical team consists of three sub teams all charged with supporting the directives of the strategy team: Operations, Support, and Development.

· Operations: Infrastructure (IT) resources provide operational support for the system as they help to ensure the enforcement of the governance plan and manage the more routine maintenance of the system by performing nightly backups, usage monitoring and analysis, scheduled task validation, and keeping the system current with security releases and system upgrades.

· Support: Intranet site owners, system administrators, help desk personnel, and other various support resources create an effective support system with proper channels of escalation for end users of the intranet. This team handles application questions, bugs, prioritizing support requests  and other problems requiring issue resolution.

· Developers: Technically talented people able to customize, personalize, and use intranet in a manner that fulfils the business opportunities as identified by the strategy team. This team is a loosely-knit community of developers with varying degrees of proficiency in software development. Members can range from highly skilled programmers to technically savvy end users in charge of personalizing departmental team sites. Skilled developers will handle large change requests, new features, and program management while ensuring adherence to standards.

	Strategy Team

	Role
	Provide strategic insight and direction for the portal. Provide a balance between centralized control and decentralized empowerment.

	Who
	Appropriate business owners representing a good balance between business and IT.Each rotation will include one individual at the VP level.

	Chair
	Natasha Bell (SharePoint Business Analyst)

	Meeting Frequency
	Bi-Weekly

	Responsibilities
	· Be willing and able to drive strategic initiatives into their respective organizations

· Volunteer for a three month service rotation to maintain a fresh perspective on the business and exploit the collective wisdom

· Seek answers to the following:

· How do we improve business processes and how do we deliver on that?

· What structures need to be in place to deliver this value?

· What areas of the business offer the most opportunity for growth?

· How can we align our activities with the goals of the business?

· Are there synergies that can be created between divisions and departments?

· What groups are doing similar initiatives and how can we help?

· What ways can we reduce inefficiencies and duplication?


	Tactical: Operations Team

	Role
	· Provide operational (IT-related) support and maintenance for the system infrastructure.

	Who
	· Infrastructure (IT) resources; Information Technology.

	Chair
	· Matthew Crawford

	Meeting Frequency
	· Bi-Weekly

	Responsibilities
	· Help ensure the enforcement of the governance plan.
· Release Management of upcoming patches and releases.

· Manage routine maintenance tasks such as:

· Nightly backups.
· Usage monitoring and analysis.
· Scheduled task validation.
· Keeping the system current with security releases and system upgrades.


	Tactical: Support Team

	Role
	Provide support of the intrnet applications to end users.

	Who
	Intranet site owners and help desk personnel.

	Chair
	Natasha Bell (SharePoint Business Analyst)

	Meeting Frequency
	Bi-Weekly

	Responsibilities
	· Create an effective support system with proper channels of escalation.
· Respond to application questions, bugs, and other problems requiring issue resolution.

Discuss what  issues are commonly being logged with the helpdesk, and any open issues that are still outstanding.
· Host monthly lunch and learns to site managers and end users.




	Tactical: Development Team

	Role
	Customize, personalize, and use the intranet in a manner that fulfils the business opportunities as identified by the strategy team.

	Who
	· Technically talented people. This team is a loosely-knit community of developers with varying degrees of proficiency in software development. Members can range from in house SharePoint specialists versed in SharePoint and SP Designer to technically savvy end users in charge of personalizing departmental team sites. Outside resources will be used if the requirement is mandatory and budgeting is available.

	Owner
	· Natasha Bell (SharePoint Business Analyst)

	Meeting Frequency
	· Bi-Weekly

	Responsibilities
	· Develop customized and personalized solutions for departmental team sites and divisional portal sites.

· SharePoint specialists will in addition handle large change requests, new features, and program management while ensuring adherence to standards.

· All major changes will follow a change control board process.




2.2. INDIVIDUAL ROLES AND RESPONSIBILITES
2.2.1. SharePoint
	Role
	Responsibilities and Tasks
	Permissions

	MOSS Administrator
(Matthew Crawford)
	· Backups/restoration.
· SharePoint support.

· Manage file size limits or quotas.
· Initial configuration of WSS and intranet portal site.
· Responsible for global portal and SP2010 configuration, shared services, policies, procedures, and portal vision.

· SharePoint configuration.
· Responsible for SP2010 database, site collection, and site backups for local SP2010 server.
· Configuration of SharePoint.
· Site provisioning.
· Responsible for portal applications and third party applications.

· Managing Ifilters.
· Monitoring index server disk space usage.

· Backup contact for local employees
	· Has portal administrator rights and
site collection access
· Access to intranet portal and site configuration settings, but should not make any changes without the Portal Administrators permission.
· Total access to the entire portal areas and all sites.

· Total access to portal and site configuration settings.

· Has no system administrative or SQL administration rights.
· Local MOSS site collection administrator.

· No - portal configuration access.
· Access to Central Admin

	SharePoint Business Analyst
(Natasha Bell)
	· Disseminate general Intranet info

· Teach Intranet
· Support Intranet
· Enforce site standards (layouts, security processes, etc.).

· Local contact for local employees.

· Meet with business on "how-to" accomplish tasks.
	· Total access to the entire portal areas and all sites.

· Total access to portal and site configuration settings.

· Has no system administrative or SQL administration rights.
· Local SP2010 site collection administrator.



	SQL Administrator

(Matthew Crawford)
	· SQL backups and restores
	· Has no portal or WSS administration rights.

	Infrastructure Resource(s)

(Dave Posner/Matthew Crawford)
	· Responsible for the acquisition, installation and maintenance of the hardware infrastructure.

· Provide day-to-day operation support to Portal Team.
· Review existing infrastructure setup and develop best practices and operation guidelines.
· Assist with Setting up the portal to use Active Directory (AD) for authentication.
· Assist in synchronization of portal with AD.
	

	Site Manager
(specific member of each department)
	· Responsible for managing department sites and all subsites underneath

· Works under the direction of the Business Owner

· Responsible for administering and maintaining site.
· Manage security for their department including all sub-sites

· Responsible for their department’s portal area content.

· Manage security for their department
· Primary and secondary site owner.

· Manage the site layout (look and feel), structure, and content.

· First level support for their department users
	· Custom permission where they can manage the site but not create subsites for department site and all subsite underneath

· Full control for department project sites

	Member Contributor
	· ABC Company Employee that are members of a specific program.
	· Read-write access.
· Can delete files

	Non-member contributor
	· ABC Company Employee that are not members of a specific program.
	· Read-write access.

· Cannot delete files

	Reader
	·  ABC Company Employee not a member of specific program
	· Read-only access to content.


2.2.2. Business Roles
	Role
	Responsibilities and Tasks

	SharePoint Business Analyst
	· Translating business needs addressed by the Strategy Team into initiatives for the portal and coordinating portal administrator efforts.

· Gather initial business requirements.
· Design the phase 2 architecture for successful development.
· Provide architectural guidance to development.
· Work alongside consulting team for initial release.
· Manage project risks, and escalate incidents to the team as necessary.
· Work with the infrastructure team to develop infrastructure and operation best practices.
· Work with System Administrators to develop best practices.
· Responsible for building the framework and features of the portal.

· Build the intranet look and Feel.

· Modify intranet templates as needed.

· Build New Web Parts.

· Participate in design Tasks as needed.

· Participate in development and testing as needed.

· Responsible for portal applications and third party applications.

· Build and maintain applications or web parts that leverage KPI data

· Business Intelligence, Reporting, Dashboards, and data analytics.

· Responsible for communicating with the business to gather requirements and translating them into business solutions.

	Business Champions
	· Business savvy users recognized for the business skills which will help drive balance to control versus decentralized empowerment.

· Volunteers recognized for their skills as user champions to help mainatian a fresh perspective on the business and exploit the collective wisdom of the company. 

	Business Owner
	· Responsible for owning and directing a specific piece of the portal, relevant to their business unit, department, or team.

	Portal Content Creator
	· Responsible for content creation at the Portal level
· SharePoint Business Analyst at direction of Strategy team

	Department Content Creator
	· Responsible for content creation at the Department level

· Department site managers and members


2.3. People
	Strategy Team

	This team will provide strategic insight and direction for the intranet portal. A business, technology, and geographically diverse representation is ideal. Membership is temporary and volunteer.  First round of members.

	Contact
	Department

	Susie Smith
	OHE

	Alex Jones
	MMR

	Dave Posner
	IT

	Bill McCoy
	Operations

	Joan Lawson
	BMH

	Natasha Bell
	IT

	Val Powell
	HRE

	Sidney Stone
	Executive Office


	Tactical: Operations and Helpdesk Support Team

	This team will provide operational (IT-related) support and maintenance for the system infrastructure. Membership is more or less permanent and required.

	Contact
	Department

	Dave Posner
	IT

	Matthew Crawford
	IT

	Natasha Bell
	IT

	Jenny Chang
	IT


	Tactical: Development Team

	This team will customize, personalize, and use intranet in a manner that fulfills the business opportunities as identified by the strategy team. 

	Location
	Department

	Natasha Bell
	IT

	Matthew Crawford
	IT

	Site Managers

	This team will oversee governance, act as first line of support, and other relevant activites as they relate to their departments’ requirements.  Membership is assigned by member’s business unit on either a permanent or ad hoc basis.  At times, members will be called on to participate in testing activities.

	Department
	Site Manager

	Institute Wide
	Dave Posner, Natasha Bell

	Executive Office
	Mel Brown, Mary Sanchez

	Finance
	Jared Stafford, Tracy Edwards

	Grants & Contracts
	Paola Cope, Penny Swan

	Communications & Advancement
	Val Simms, Kennedy Toth

	Data Management
	Patti Robinson,  Kennedy Toth

	Operations
	Joyce Alexander, Kennedy Toth

	Brain , Mind & Healing
	James Lee

	Military Medical Research
	Beth Jans, Jason Brand

	Optimal Healing Environments
	Kyle Hutchinson, Paola Cope

	 Health Research and Education
	Allison Wong, Kimberly Seals


2.4. Equipment

The following equipment is subject to this governance plan except where existing IT governance policy dictates otherwise. In cases of discrepancy, any existing IT policy will prevail. Unless otherwise noted, all equipment is located in Alexandria, VA USA where the time zone is EST -5.

	Production Intranet Server farm

	Server Role
	Server Name (FQDN)
	IP Address
	 

	SharePoint Application Server
	ABCspapp01.siib.hsventures.org
	10.0.177.118
	 

	SharePoint Web front end server
	ABCspfe01.siib.hsventures.org
	10.0.177.116 (NLB Enabled 10.0.177.147)  
	 

	SharePoint Web front end server
	ABCspfe02.siib.hsventures.org
	10.0.177.117 (NLB Enabled 10.0.177.147)  
	

	SQL Server 2008 (1)
	ABCsqlnv01.siib.hsventures.org
	10.0.177.154
	 

	SQL Server 2008 (2)
	ABCsqlnv02.siib.hsventures.org
	10.0.177.155
	 

	SAN Array (1)
	ABCsan01.siib.hsventures.org
	10.0.177.102
	 


	Test Environment 

	Server Role
	Physical Server Name (FQDN)
	Physical IP Address
	 

	SharePoint Application Server
	ABCspapp02.siib.hsventures.org
	10.0.177.137 
	 

	SharePoint Web front end server
	ABCspfe03.siib.hsventures.org
	10.0.177.131 (NLB Enabled 10.0.177.135)
	 

	SharePoint Web front end server
	ABCspfe04.siib.hsventures.org
	10.0.177.136 (NLB Enabled 10.0.177.131)
	

	SQL Server 2008 (1)
	ABCspsql03.siib.hsventures.org
	10.0.177.153
	 


	Windows SharePoint Services Servers

	Server Role
	Physical Server Name (FQDN)
	Physical IP Address
	 

	 
	 
	 
	 

	Web and Search (1)
	ABCsp08.siib.hsventures.org
	10.0.177.150
	 


3. GOVERNANCE HIERARCHY

3.1. Intranet Management
The intranet will be managed out of the Alexandria, VA offices. Environments to manage will be both IT infrastructure operations and the portal application usage. The Strategy team will govern all portals housed on the intranet and be the  final decision makers.  The day to day operations and decisions will be made by the Operations and Development team. 

3.2. Intranet Governance

The  Strategy Team will provide a unified, centrally governed approach to the intranet. This team is the overriding authority for all architectural, design, and development decisions, including all policies and procedures created for the intranet. IT will strongly influence foundational and framework-related issues.
Governance will be tightly controlled in areas where there is substantial public exposure in terms of readership (whether internal or external) or potential litigation issues. In areas with limited readership or public exposure, governance will be less controlled and allow for a more de-centralized empowerment of end users. IT will generally defer to the business’ direction or influence for features and content-related issues.
The following areas will be considered by the Portal Strategy Team for inclusion in this governance plan:

· Internal/external users, internal/external data sources, and inputs/outputs.
· Personal, team, departmental, divisional, corporate, global considerations.
· Technologies, processes, logistics, and finances.
· Cultural, political, religious, social, economic, and gender forces and influences.
· Look and feel standarizations
3.3. Governance Model
	Taxonomic Section
	Characteristics
	Owners

	Corporate Portal
	· Permanent

· Controlled; tightly governed

· Push information to users

· Dashboards, Business Intelligence, BPM

· Applications, Content
	· Portal administrators

· Corporate stakeholders

	Department Sites
	· Permanent

· Controlled; tightly governed

· Push information to users

· Collaboration

· Ad hoc, 
	· Divisional business owners

· Departmental business owners

	Project AdHoc Sites
	· Short lived, timed expiration

· Collaboration

· Ad hoc
	· Departmental business owners

	Workspace AdHoc Sites
	· Short lived, timed expiration

· Collaboration

· Ad hoc
	· Meeting owner


4. OPERATIONAL POLICIES

4.1. System Administration

	Tasks

	· Manage SQL databases and available storage space.

	· Backup and restoration schedules and audits (list what to backup and where).

	· Auditing of security logs.

	· Monitoring: usage analysis and tuning; automatic monitoring (MOM) and event notifications.

	· Maintenance of the servers (service packs, etc).

	· Set and manage quotas for sites.

	· Provide self-support for hardware and software. Where escalation is required, escalate through normal channels (third party vendors and partners).


	Documentation

	· Document the installation and configuration of the system in its environment. The system must be documented well enough so as to be reinstalled and reconfigured to last known good operating standards.

	· Document and maintain a document of Scheduled Tasks.

	· Document the IT support team and escalation points of contact.

	· Document the installation and configuration of the system in its environment. The system must be documented well enough so as to be reinstalled and reconfigured to last known good operating standards.


	Policies

	Disaster Recovery

	· Portal recovery must provide a full recovery from last backup. Recovery of lost sites will be to the current state of the site at the time the last backup was done.

· Periodically test the site restore procedure (quarterly)

	Hardware

	· Access to and governance of hardware is subject to existing IT policies.

	· Hardware will be kept up to date with latest service packs and security updates.

	· Adhere to policies created by the Portal Strategy Team.

	· The general purpose server should be used for File, Print, and SharePoint only.

	Change Management

	· Communicate with all IT staff about any required changes to infrastructure components prior to performing any changes.

	· Communicate with all IT staff any proposed changes to the software application, including custom web applications or web parts.

	· Follow appropriate change request procedure prior to making any changes.


	Scheduled Tasks

	The system provides for some self-maintenance in the form of scheduled tasks. Those tasks that run automatically and unattended on a routine scheduled basis.

	There is a need to coordinate the timing of the scheduled tasks to ensure no conflicts of scheduled tasks.

	Scheduled task
	Schedule

	Active Directory imports
	Nightly

	Index replication
	Nightly

	Indexing of content

	Various content-dependent schedules during non-business hours.

	File system and database backups
	Nightly

	Data replication, if needed for disaster recovery purposes
	Real time

	Time Zones

	For scheduling purposes, the following time zones shall be observed:

	Location

North America

Time Zone

DC, USA EST -5

DC, USA GMT -5

8 am – 5 pm




4.2. SharePoint Business Analyst
	Tasks

	· Auditing of indexing logs; search and index tuning.

	· Monitoring: Usage analysis and tuning.

	· Policy creation and enforcement.

	· Assist with determining what data stays local and what data gets stored on the Portal.

	· Enforcement of allowable/prohibited file type storage.

	· Perform routine releases and upgrades to the application. (Testing first)

	· Create site templates for various business scenarios.

	· Responsible for modifying permissions for portal sites and team sites. 

	· Get authorization for all changes.


	Documentation

	· Document the configuration of the system in its environment such that it could be reconfigured to last known good operating standards. E.g.; patches, upgrades and customizations.

	· Document the application support team and escalation points of contact.

	· Create online documentation for training and support needs. This documentation might include a listing of FAQs, “how to’s”, and a glossary of terms.


	Policies

	· Coordinate with Portal Strategy Team for policy creation and enforcement.

	· Cannot install custom web parts on the server.

	· Cannot install other apps including custom web applications. This specifically includes SQL Server applications.

	· No customization of site templates, definitions, or navigation without consensus from the portal strategy team.

	Releases, Upgrades and Customizations

	· Maintenance releases will be offered to end-users once a quarter. 

	· Releases will be rolled out from development to test and then to production environments according to procedures and schedules as yet undefined.

	· Testing will occur at each stage (test/production) and sign-off will be given before advancing to the next stage.


4.3. Intranet Site Manager

	Tasks

	· Add users to site

	· Enforcement of Governance plan

	· First line of support to team member

	· Serve as tester during new release times

	· Coordinate with operation and helpdesk support team on user issues

	Documentation

	· Document site permission matrix

	Policies

	· Cannot install custom web parts on the server.

	· Cannot install other apps including custom web applications. This specifically includes SQL Server applications.

	· No customization of site templates, definitions, or navigation without consensus from the portal strategy team.


5. APPLICATION USAGE 
	Policies

	Site Provisioning (intranet, extranet, regional vs. corporate, etc.)

	· Sites should target a specific audience.

	Portal Sites should only be used in instances where:

· Content that applies to multiple parts of the organization is being aggregated and made available.

· There are resources responsible for maintaining the content on the site.

· The site can be recognized as a top level topic within the organization and is enduring. (e.g., Human Resources, IT)

· Site managers are allowed to add referential contents that will appear in the portal by adding these contents in the referential content area of their department site.   The system will roll up these referential contents to the portal.

	Department Sites Description

	Team Sites should be used as follows:

· For all document workspaces and meeting workspaces. 

· By teams as a method for organizing information that is specific to the team or project they are currently working on. 

	· Portal Administrators may decide to provision top level sites and grant business owners provisioning permissions (create, administer, delete) over their own sites. Portal Administrators may need to coordinate and create project sites since all users may not have access initially; however, smaller team sites can be created by site administrators.

	· Sites will be created with templates appropriate for their business purpose.

	· Sites are based on templates that are centrally designed. 

	· The assigned business site administrator is responsible for assigning further access to new sites.

	Sites will adhere to the following standards:

· Site owner must be displayed in the top-right corner of each site.

· SI template to be used for all top level sites

· Sub-sites list for immediate (single level) child sub-sites to be displayed under site owner.

	Sites requests will list the following as required information:

Purpose
· What is the intention of the site to be created?

· Will it be a departmental, project, or community site?

Value
· How will this site benefit employees or the business?

 Audience
· Who will need access to the site and use the site?

 Site Owner

· Who is the person ultimately responsible for the site? This is the primary contact.

 Site Administrator

· Who will administer and maintain the site? This is the secondary Contact.

 Features
· What are the features needed on the site?

· Document storage, newsletter, calendar, team collaboration, etc.

· Limits site hierarchy to four layers deep.

	Site URLs will be created according to the standards published in the ABC Company Portal Planning Policy. Briefly, the standards are as follows:

· Departmental & Group Sites – http://abccompany/department
· Meeting Workspaces – http://abccompany/adhoc/mws/meetingname
· Team & Project Sites created manually or in outlook – http://abccompany/adhoc/project/projectname
· Team & Project Sites created in EMPOWER – http://abccompany/adhoc/pws/projectname


	Site Management

	· Site auto expiration: To ensure stale sites are removed and data storage is reclaimed, sites untouched for 90 days will be slated for automatic deletion. Site owners will be notified if their site is slated for deletion and provided with a mechanism to remove it from the automatic deletion list.

	User Access

	· All SharePoint administrators must review the training materials and complete a skills assessment prior to becoming an Administrator.

	Development

	· Custom development needs to be first scoped by the developer and then approved by Portal Administrators. 

	· No web development tools other than those provided by SharePoint for development of the SharePoint user interface (no SharePoint Designer, a.k.a. FrontPage, no Visual Studio, no Cold Fusion, etc). These tools are permissible only for the development of custom web applications outside of SharePoint. These applications are considered external to SharePoint.

	· ABC Company employees must develop web sites in compliance with Intranet design standards and laws concerning copyrights, proprietary names and trademarks.

	Storage Quotas

	By default SharePoint imposes a 50MB limit on the size of a single document that can be uploaded into a document library.

· 100 MB of storage is allotted for each user’s My Site.

· 250 MB of storage is allotted for all top-level Team Sites
· Team Site administrators receive alerts when storage is at 90% of quota.

· SharePoint administrators can override storage quota for Site Collections if necessary.

	Document Management 

	· All business documents will be stored on the portal.

	· Allowed file types: doc, xls, ppt, pdf 


	· Prohibited file types: mp3, avi, mdb,ade,adp,app,asa,Ashx,Asmx,Asp,Bas,Bat,Cdx,Cer,Chm,Class,Cmd,Cnt,Com,
Config,Cpl,Crt,Csh,Der,Dll,Exe,Fxp,Gadget,Grp,Hlp,Hpj,Hta,Htr,Htw,Ida,Idc,Idq,Ins,Isp,Its,Jse,Ksh,Lnk,Mad,
Maf,Mag,Mam,Maq,Mar,Mas,Mat,Mau,Mav,Maw,Mcf,Mda,Mdb,Mde,Mdt,Mdw,Mdz,Msc,Msh,msh1,msh1xml,msh2, msh2xml,mshxml,msi,msp,mst,ops,pcd,pif,pl,prf,prg,printer,ps1,ps1xml,ps2,ps2xml,psc1,psc2,pst,reg,rem,
scf,scr,sct,shb,shs,shtm, shtml,soap,stm,svc,url,vb,vbe,vbs,ws,wsc,wsf,wsh,

	· Posting software to the intranet must comply with the rules of software distribution.  (See SI IT-050 policy)

	Content Management

	· All portal content that reaches the portal site is created by a user and then deployed to the portal by having the department site manager add the content in the department’s referential content area or by approval of the strategy team.

	· Content will be maintained by the appropriate business content owner, typically the author of the content.

	· Document conversion from docx to html based on content types and controlled by permissions.

	Content posted to the Intranet as:

· INTERNAL is not to be transmitted outside the ABC Company.  Content that is not identified is considered to be INTERNAL.

· CONFIDENTIAL is not to be transmitted or shared with anyone who does not have authorization to see it.

· PUBLIC USE has been deemed to not contain proprietary or confidential information and may be shared with anyone.

· PRIVILEGED is regarded as attorney-client communication and shall be dated and not transmitted or shared with anyone who does not have authorization to see it.

· COPYRIGHTED shall be assumed to be protected by copyright and shall be dated and marked. It shall show the copyright owner’s name and shall not be reproduced in electronic or hard-copy form without authorization.

	· Users follow a built-in approval process for getting content published to their sites. If the setting is “automatically approved” the content is immediately available. Where approval is required, the content must be approved by the appropriate content approver or site administrator. In this case, the content approver is responsible for reviewing and approving content posted to the Intranet.

	Conduct

	· ABC Company employees or agents of the ABC Company using the Institute’s the intranet are representing the Company.  They are expected to conduct all business in a professional business manner.


	Procedures

	How to Obtain Support

	· Contact the site owner listed on the site.
· Contact the SI SharePoint administrator. 
· Contact the helpdesk.

	Requesting a New Site (Site provisioning)

	1. Business owner fills out requirements on site request form.
· Assign site owner and site administrator (self or direct report). May be same person.

· Define the target audience (e.g., HR, OPS).
· Define who (public or only members) has visibility to this content. (Contributors will appreciate knowing who can see the posted content and determine what is appropriate).

· Define the intended purpose of the site.

· Define value to employees or business.

· Define features needed.

2. Submit form for approval

· Team Site / Project Site requests are submitted to the department owner

· Area site requests are submitted to the area owner

· Portal Site / Community Site requests are submitted to the portal administrator.
· Extranet Site requests are submitted to the portal administrator.
3. Site provision request received by appropriate portal or department administrator.
4. Request approved or denied with “more info needed”.
5. Upon approval, appropriate administrator creates site with requested template (according to site type, business purpose, and features).

6. Email is generated and sent to business owner that site is available.

	Requesting Access to a Site

	· Find the site owner listed on the site you want access to.

· Contact that person to request access.

· Alternatively, if the site has access requests enabled, simply submit the access request when presented with that option.


6. Governance Plan Enforcement
6.1. Communication to the Business
Communication to the business regarding this Governance Plan will be in the form of web content on a site off the home page of the corporate portal site. There will be sections on the page for the following:
	Communication to the Business

	Hierarchy of Governance (Summary)

	Team roles and responsibilities

	· Strategy Team

· Tactical Operations Team

· Tactical Support Team

· Tactical Development Team

	Individual roles and responsibilities

	· IT roles

· SharePoint roles

· Business roles

	Current membership of above teams

	Hardware equipment hosting the SharePoint environments (IT access only)

	How to obtain support, by location

	Operations Policy (System Administration)

	· Tasks

· Documentation

· Policies

· Scheduled Tasks

· Extranet environment 

	Operations Policy (Portal Administration)

	· Tasks

· Documentation

· Policies

· Extranet environment

	Application Usage Policy

	· Policies

· Procedures


6.2. Communication to the Governance Teams
	Forms of communication to the Governance Team

	· Scheduled meetings or conference calls.

· Ad hoc communications via email.

· Web content as stated above




7. TRAINING AND SUPPORT

7.1. Training 
	Training

	All users of the system will require some form of training.

	Business Owners need education of the product including capabilities.

	Site Owners need advanced training, including office integration and security policies.

	End Users need usage overview training.

	Helpdesk personnel require intense training and troubleshooting analysis. 

	Training approach should begin by covering elementary tasks and progress to more difficult tasks, culminating in administrator level tasks and administrator “certification”.

	Training tools may include:

· “How to” documentation. 

· Instructor-led training hosted by the Portal Administrator or other competent individual(s).
· Online labs hosted on a sandbox environment


7.2. Support 
The types of support required for the intranet are operational support (both back-end system administrator and front-end portal administrator support) and application support for end users.

7.2.1. Operational Support

The SharePoint business analyst will support the day to day operational issues for their Team Site deployments. Infrastructure issues requiring technical escalation will be escalated to the Director of Information Technology. Final escalation would be to the appropriate hardware or software vendor.

7.2.2. End User Support

The ABC Company helpdesk  will be the primary end user support contact for intranet issues. 
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