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Project Justification
Business Needs  (Why do it?)

· MGT has identified Client’s explicit need for a workshop to improve the performance of technical customer service representatives

· Client’s will provide better customer service to their clients

Feasibility  (What makes us think we can do it?)

· We have strong executive commitment

· We have an adequate budget

· We have the necessary time to develop the courseware

· We have expertise in instructional design

· We have client subject matter experts

· We have desktop publishing and word processing capabilities

Project Charter

Client, Inc. has indicated a need to improve the performance of their technical customer service representatives.  To meet this demand, we will develop a facilitator-led four hour Customer Service Workshop.

	Sponsor
	
	Project Manager
	

	Date
	
	Date
	


Project Scope Statement

MGT Performance Improvement will develop a highly interactive Customer Service Workshop containing tools, knowledge, and skills for technical customer service representatives at Structure, Inc.

This workshop will be four hours in length and will be instructor-led.  The course will be modularized for easy delivery.  Sound adult learning principles will be employed to facilitate the learning process.

Content will include:

· Company Best Practices

· Industry Best Practices

· Common Pitfalls to Avoid

· Boundary Management

· Interpersonal Awareness

· General Phone Skills

· Vendor (3rd party) Management

· Problem Solving

· Using Questions to Uncover Problems

· Identifying Explicit vs. Implied Problems

Deliverables will include:

· Project Plan

· Requirements Document

· Design Document

· Student Guide

· Facilitator Guide

· PowerPoint Slides

· Job Aids (Paper)

· Audio Tape

Stakeholders

	Stakeholder
	Role
	Organization
	Contact Info

	Ben Sydner
	Executive Sponsor
	MGT
	Phone: 303-693-8832

Fax: 303-727-6753

Email: brsnyder@sic-i.com

	Don Crabtree
	Program Director
	MGT
	Phone: 800-747-9783

Fax: 303-756-2211

Email: dcrabtree@MGT.com

	Mark Tamer
	Project Manager, Instructional Design
	MGT Performance Improv.
	Phone: 480-699-9393

Fax: 480-699-9393

Email: mtamer@mgtperformance.com

	Joe Trey
	Desktop Publishing
	MGT
	Phone: 800-747-9783

Fax: 303-756-2211

Email: jtrey@MGT.com

	Michael Kuehn
	Director of Sales
	MGT
	Phone: 800-747-9783

Fax: 303-756-2211

Email: mhuehn@MGT.com

	Stephanie Kuehn
	Client
	(i) Structure, Inc.


	Phone: 720.888.6233

Fax:  
Email: Stephanie.Kuehn@i-structure.com

	End-users
	SMEs
	TBD
	Phone:

Fax:

Email:

	
	
	
	


Benefits

· Increase MGT’s market share

· Demonstrate MGT’s ability to create learning solutions for client implied and explicit needs

· Improve the performance of customer service representatives

· Establish effective communication skills for customer service representatives

Assumptions

· All resources will be made available per project plan

· Non of the final deliverables will infringe upon any known copyrights

· MGT will replicate and distribute the final deliverables

· (i) Structure will provide SMEs to populate the custom content. 

· MGT will be responsible for instructional design and development of the course materials.

· MGT will be responsible for setting client expectations, replicating all workshop materials, and coordinating the logistics of the pilot and all other workshops.

· Stock graphics will be used to support written materials and presentation slides

· (i) Structure will convert all paper job aids to Web-based

Exclusions

· MGT will not obtain copyrights to the final deliverables

· There will be no custom graphics to support written materials

· MGT will not provide web-based job aids

Constraints

· The project manager, project team, and SME’s will be dedicated to this project part-time

· The project team is geographically dispersed 

· We have three months to complete this project

Strategies

· Identify client expectations of workshop objectives

· Identify end-user knowledge and performance needs

· Recruit client SMEs to populate the content

· Use Stephanie Kuehn’s expertise to validate the content

· Employ Mark’s expertise in instructional design to assure high-impact

· Conduct a pilot workshop to identify final revisions

· The Student and Facilitator Guides will be developed in MS Word

· The workshop presentation slides will be developed in MS PowerPoint

· Stock graphics will be used to support written materials and presentation slides

· An audio tape will be created as a teaching tool

Risk Assessment

	Risk
	Elimination / Mitigation Strategy

	Workshop does not meet client expectations
	Conduct client needs assessments to identify workshop objectives, Stephanie’s knowledge of client needs

	Infringement of copyrighted material
	Populate content using primary sources of information, custom design all materials (excluding graphics)

	Unable to recruit client SMEs
	Offer incentives to compensate for effort

	Not enough time for project
	Revisit project deadlines weekly and make adjustments as necessary


Required Resources

Human Resources

· Client subject matter experts

· Desktop publisher

· Stephanie Kuehn

Material Resources

· TBD

Other Resources

· TBD

Work Breakdown Structure

TBD

Project Schedule

	Phase
	Objectives
	Deliverables
	Deadline

	Assess
	· Collect user input from clients, program directors, facilitators

· Survey existing literature

· Distribute and collect assessment instrument

· Synthesize data

· Define needs
	· Needs Assessment Survey instrument, paper and email

· Needs Assessment Report

· Requirements Document
	1/19/01

	Design
	· Select and organize workshop modules

· Create workshop outline

· Select learning strategies / activities

· Design PowerPoint slide Template

· Design Facilitator template

· Design Student Guide template
	· Design Document

· PowerPoint Slide template

· Facilitator Guide template

· Student Guide template
	1/26

	Develop
	· Populate workshop content

· Create Facilitator Guide

· Create Student Guide

· Create PowerPoint slides 

· Create Job Aids

· Create audio tape
	· Facilitator Guide

· Student Guide

· PowerPoint slides

· Certification questions

· Job Aids

· Audio Tape
	2/16

	Implement
	· Organize pilot workshop

· Conduct pilot workshop
	· Pilot workshop
	2/23

	Evaluate
	· Solicit feedback from participants

· Determine and incorporate  beneficial refinements
	· Workshop Feedback form

· Final versions of workshop materials
	3/2
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