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EXECUTIVE SUMMARY (ABSTRACT)

James Dublin and Associates, a small Law firm located in the heart of St. John’s in the
twin Island state of Antigua and Barbuda, has being in operation for over ten (10) years.
The firm comprises a mother, daughter Attorneys at Law partnership with varied
specializations. This legal team has experience in practicing law in the Civil Supreme
Court, Family Court, Industrial Court, Court of Appeal, Magistrate’s and High Courts. Their
aim is to be the ultimate law firm providing efficient and effective services to their clients,
by offering legal services to private companies, financial institutions and individuals. They
are supported by a professional integrated team with experience in litigations and
security.

The firm’s primary focus is that of fulfilling their clients’ legal needs, and it is their view
that clients are entitled to be treated with the greatest of respect. The firm’s understanding
of the local culture allows them to offer services in but not limited to personal injuries, real
estate/conveyancing, family law and debt collection/litigation. In addition, they also
provide services in notarizing documents and alternative dispute resolution (ADR) also
known as mediation and arbitration. They are committed to working with low income
earners, thus they are confidently recommended by the Legal Aid Department of the
Ministry of Legal Affairs.

James Dublin and Associates continues to receive and work with new and existing clients.
This has created the need to be able to retrieve clients’ information in an expedient and
timely manner. Clients’ information was collected in the past during consultation while a
physical file was being created. However, this process has proven to be ineffective where
the retrieval of client information is concerned. Often it is laborious and time consuming
to go through the filing cabinets to locate a client’s file just to retrieve a telephone number
or court appointed date. Therefore, a Customer Management Software is needed to not
only keep track of clients, but also to allow for time optimization in terms of retrieving the
relevant client’s information.

The general object of this project was to create a project management plan for the
implementation of a Customer Management Software (CMS) that will improve the
management of client information according to the recommendations offered in the
PMBOK® Guide. The specific objectives were: to perform a current state analysis of the
present process to better understand the needs that a CMS should address; to propose
a new improved business process to allow for time-optimization and efficiency; to develop
a Scope Management Plan which will have the collected requirements, defined scope
and WBS to allow for scope validation and control; to develop a Schedule Management
Plan which will have defined activities and their sequence, estimates of activity
resources, durations, and schedule to allow for schedule control; to develop a Cost
Management Plan to estimate costs and determine the project budget to control costs;
to develop a Risk Management Plan, which identifies risk, reports on Qualitative and
Quantitative analysis and planned risk respones to allow for control of risks; to develop a
Stakeholder Management Plan in order to manage and control stakeholder engagement.



The research project invovled the use of descriptive and analytical research
methodologies. In order to conduct a current state analysis to better understand what the
needs of a CMS would adress, interviews were conducted and documentation of the
process made. A descriptive research method was employed to describe the previous
workflow, when a client needed to be registered. Analytical research was employed to
analyze information which was gathered to create an improved workflow and subsidiary
plans, which are included in the Project Managaement Plan for a CMS for James Dublin
and Associates. The fifth edition of the Guide to the Project Management Body of
Knowledge (PMBOK® Guide) was used as the main guide to develop the subsidiary plans
and supporting documentation.

In conclusion of the research project, the methodologies employed allowed the planning
of the project to be detailed and organized. Two flowcharts were developed, to show the
graphical interpretation of the present and time optimized business processes. Seven
subsidiary plans were developed using templates, which assisted in the organization of
the data gathered. This allowed for a higher standard and professionalism in planning
and presentation.

The Project team of the James Dublin and Associates Customer Management Software
Project should utilize the methods outline in the subsidiary plans presented by the FGP.
The Project’'s management should ensure that a Project Charter is developed to give
guidance to the Project Manager. In addition, the new business process should be made
available to all staff of the law firm as a guide to ensure an effective and efficient process
as it pertain the CMS. It is recommended that documentation be stored in an organized
manner, as a reference for future projects at the law firm. Therefore, becoming the law
firm’s first Organizational Process Assets.



1.

INTRODUCTION

1.1 Background

James Dublin and Associates is a small civil practice law firm which has been in
existence for over a decade. It is presently located in Alpha Josiah Building,
Redcliffe Street, St. John's, Antigua of twin Island state of Antigua and Barbuda.
The firm's aim is “to be the ultimate law firm which provides efficient and effective
services to their clients.” (James Dublin and Associates, 2017) The Law firm
provides legal services to private companies, financial institutions and to

individuals.

James Dublin and Associates takes pride in being a civil practice Law Firm, which
offers professional services in matters pertaining to Personal Injuries, Family Law,
Real Estate/ Conveyancing and Debt Collection/Litigation.

The Legal team comprises a mother-daughter partnership, Miss Judith A. Dublin,
senior Attorney-at-Law, and Miss Joy D. Dublin, junior Attorney-at-Law. Judith
Dublin B.Ed., L.L.B, L.E.C., the founding member of the Firm and head of
Chambers, is the holder of a Bachelors of Education Degree from The University
of Technology, formerly College of Arts Science and Technology (C.A.S.T),
Jamaica. She is a qualified Attorney and holds a Bachelors of Laws from the
University of Wolverhampton, England and the Certificate of Legal Education from
the Council Legal Education of the West Indies (Hugh Wooding Law School).
Documentation on the company also notes that she was called to the Eastern
Caribbean Supreme Court Bar in October 2000, and since then, has been in
private practice. (James, Dublin and Associates,2017) Joy Dublin, LLB. L.E.C. is
a member of The Honourable Society of the Middle Temple. In 2009, she was
admitted to practice at the Bar of England and Wales. In 2010, she was called to
the Bar of the Eastern Caribbean Supreme Court in Antigua and Barbuda, and
since then, has been in private practice with the Law Firm of James Dublin and

Associates. She has represented litigants in the Civil Supreme Court, Family
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Court, Magistrates Courts, the Industrial Court and the Court of Appeal. Ms. Dublin
is also a certified mediator and a member of the internationally recognised,
Alternative Dispute Resolution Group, which is based in the United Kingdom.”
(James, Dublin and Associates,2017).

The Attorneys are supported by another team which consists of a litigation clerk
and a securities clerk.

1.2 Statement of the problem

James Dublin and Associates should aim to have clients’ information collected and
stored efficiently so that information can be quickly retrieved whenever the need
arises. The process of collecting and storing client’s information should be straight
forward and simple enough so that the attending clerk or Attorney can register a
client. Hence, the firm can optimize the time of processing. However, the firm’s
present process involves a client entering the office, whether by appointment or as
a walk-in, presenting their request to the clerk at the front desk, or requesting to
meet with an Attorney to be advised accordingly. If the client is to be represented,
a physical file is created which captures the client’s personal information. Captured
on file is the client’s name, address, telephone number and a general description
of what is to be executed on the clients’ behalf. As time progresses, additional

information may be recorded, such as schedule of court dates and appointments.

This method has proven to be cumbersome and time consuming, as the physical
file must first be located. Retrieval of basic information such as the client’s
telephone number, or court date, may take anywhere from five to fifteen minutes
to be located. Using a Customer Management Software for managing and
retrieving basic customer information, rather than searching through filing cabinets,
James Dublin and Associates can eliminate the wasted minutes and reduce file

size.
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1.3 Purpose

The Office of James Dublin and Associates has been in operation for over ten
years, and as the business grows in age, it is also growing in terms of their clients.
Such clients seek advice pertaining to personal injuries, family law, real
estate/conveyancing and debt collection/litigation. A section of the clientele is
comprised of low income earners who are referred by the Legal Aid Department of

the Ministry of Legal Affairs (James Dublin and Associates, 2017).

Currently the firm does not have a proper system in place to register clients' data
and to keep track of their information such as name, mailing address, contact
numbers and other relevant information. Given the growth that the law firm has
been experiencing, it has been decided that the best option is for a Customer
Management Software (CMS) to be implemented to keep track of customers and

their relevant information.

This project management plan, which documents the processes to be followed in
the implementation of a CMS, is developed to be a guiding document to ensure

that the project is monitored and controlled effectively.

1.4 General objective

To create a project management plan for the implementation of a Customer
Management Software (CMS) that will improve the management of clients’s

information according to the recommendations offered in the PMBOK® Guide.

1.5Specific objectives

To perform a current state analysis of how clients’ information is collected stored
and retrieved in order to better understand the needs that a CMS should address
To develop a new improved business process to allow for time-optimization and

efficiency with a CMS.
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e Todevelop a Scope Management Plan which will have the collected requirements,
defined scope and Work Breakdown Structure (WBS) to allow for scope validation
and control.

e To develop a Schedule Managment Plan which will have defined activities and
their sequence, estimates of activity resources , durations, and schedule to allow
for schedule control.

e To develop a Cost Management Plan to estimate costs and determine the project
budget to control costs

e To develop a Risk Managment Plan, which identifies risk, reports on qualitative
and quantitative analysis and planned risk respones to allow for control of risks.

e To develop a Stakeholder Managment Plan in order to manage and control

stakeholder engagement.

2. THEORETICAL FRAMEWORK
2.1 Company/Enterprise framework

2.1.1 Company/Enterprise background

The James Dublin and Associates Law firm is one of its kind in Antigua and Barbuda. The
firm is captained by Miss Judith Dublin who was previously employed as a secondary
school teacher, who specialized in Office Procedure, Accounts and Typing. She
envisioned being self-employed and not only for her own benefit, but also to serve others.
She took on the challenge of educating herself, and can recall many struggles and
sacrifices, of not only herself, but also of her family members, which resulted with her
fulfilling her dream. Encouraged by her mother’s determination, Miss Joy Dublin followed
in her mother’s footsteps in also pursuing a niche in the profession of law. Her route was
different from her mother’s, as she could benefit from her mother's lessons and

experience.
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Today so not to forget their past, James Dublin and Associates see it as a rewarding
experience to assist each client whom they encounter in fulfilling their own specific

expectations on legal matters.

2.1.2 Mission and vision statements

James Dublin and Associates has focused the mission and vision of the firm on clients
and their needs. Their mission involves providing efficient and effective services to their
clients. This may involve helping the client to understand their legal rights, as well as to
solve the legal issues on which they seek advice. They communicate the message that
their clients can be confident that their issues will be resolved. It is envisioned that each
client would receive what they are entitled to, which will not only involve resolving legal
issues but also being “treated with the greatest of respect.” (James Dublin and
Associates, 2017)

2.1.3 Organizational structure

The organizational structure of the James Dublin and Associates law firm is simple in its
layout. Headed by the senior attorney who has as an assistant junior attorney, the small
team is supported by a litigation clerk and a securities clerk who work well as a team to
accomplish the firm’s mission and goals. See Figure 2.1 for a visual representation of the

firm’s organizational structure.
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Senior Attorney-at-Law

iJunior Attorney-at-Law
|

litigation clerk | securities clerk

Figure 2.10rganizational Structure of James Dublin and Associates Law firm
(source: compiled by Author)

2.1.4 Products offered

James Dublin and Associates offer a variety of services which may or may not require
representation in the Magistrates Court or High Court in Antigua and Barbuda. They are

specialized in but not limited to the following services;

e Personal injuries — James Dublin and Associates offer a variety of services as it
relates to personal injury. Personal injury may be where a person was harmed by
the wrongful conduct of others and may be compensated. For example, such
matters may pertain to physical injury to an individual as well as injury caused by
defamation of a person’s character. Here physical injury may include harm to a
person whether by negligence, trespass to the person or employer’s liability. In
addition, injury may be from defamation of character, being a statement that is a
permanent form of slander, a statement that is on transient form. (Commonwealth
Caribbean Tort Law, pp 96,33,72, 2009)
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e Real estate/conveyancing — the law firm represents clients in what is otherwise
known as land law or real property which is concerned with “the rights and liabilities
that arise in respect of immovable property.” This may include but is not limited to
acquisition, disposal, financing and development of property, in addition to
purchase and sale. It may also involve mortgage-backed financing which may
include preparing loan and security documentation, and facilitating landlord and

tenant with restrictive covenants and easements.

e Family law - this aspect of the firm’s services is focussed on laws governing the
relationship between child/children and parent, and between adults of close
emotional relationship. There are various aspects of law that impact the family
such as immigration, taxation, social security and insurance. (Herring, 2009).
James Dublin and Associates understands the sensitive nature of the various legal
issues which a family may encounter. Advice offered mainly in this area to clients
pertains but is not limited to “property settlement, divorce, child custody,
preparation of wills, probates, administration of estates and other succession

issues”. (James Dublin and Associates, 2017)

e Debt collection/litigation — this is the situation where a client requires the
assistance of a lawyer in order to recover debt. Often times it is initiated with a
formal lettter, on behalf of the debt collector. If this means fail to produce positive
results a legal process would immediately begin. This process is referred to as
ligitation. James Dublin and Associates offers representation both in contentious
and non-contentious matters. The former being when the debtor refuses to repay

the debt and the latter when the debtor acknowledges his debt.
2.2 Project Management Concepts

2.2.1 Project

“A temporary endeavour undertaken to create a unique product, service, or result” is the

definition of a project which can be found in the PMBOK® Guide pp 3. In simpler terms,
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another definition states, “A Project is usually a onetime activity with a well-defined set of
desired end results.” (Taylor, 2004) From these two definitions, it is evident that a project
consists of a start and end date, delivers something such as a set of results, a product or
services, and that it is unique or is one of its kind. The latter means that although many
projects may seem identical, they are not the same. What makes a project unique can
range from the nature of the project team, the location, customer requirements, to the

time involved.

The outcome of a project whether it is a product, service or result is based on the
requirements of the customers. The project manager would obtain these requirements
and validate his/her interpretations with the customer to ensure that the requirements are
clearly defined. Therefore, a certain level of success can be measured on delivering the

requirements set out by the customer.

Projects are defined as temporary, which may also depend on the industry or environment
in which it takes place. For example, a project to build a house, may take six months;
however, a project to build a software package may take 2-3 months. The time line of a
project may not mean that it is completed within a short space of time, rather, that is has

a definite start and end date.

2.2.2 Project management

The PMBOK® Guide page 5, defines project management as “the application of
knowledge, skill, tools, and techniques to project activities to meet the project
requirements.” There are five process groups into which forty-seven (47) project
management processes are categorised. It is the “appropriate application and integration”
of these management processes in which project management resides. Taylor (2004)
further defines project management as the art and science of managing projects to a
specific schedule, at or below a predetermined budget, to the customer's performance

requirements and within the resources available.
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2.2.3 Project life cycle

Project life cycle is defined as “a systematic way to get from the beginning to the end of
the project.” (Boyde, 2015) A project must past through a certain set of phases from start
to finish. The PMBOK® Guide identifies five phases of a project: Initiating, Planning,
Executing, Monitoring and Controling and Closing. Figure 2.1 below shows the execution

process of a project and the various processes/phases through which a project will pass.

A
Initiating Planning Executing Monitoring Closing
Process Process Process and Control Process
Group Group Group Process Group Group
Level of
Process
Interaction
¢ -
“‘-n._‘_l -
u >
Start Finish

Figure 2.1 Process Group Interact in a Project (source: PMI, 2013)

The Initiating Process Group involves the activities that should be completed to outline
what are the requirements, objectives and elements of a new phase or project, as well
as receipt of authorization to begin. Here the questions of the following nature apply: What
do they want? What will we give them? What will it cost us to give them? What will we get

in return from them? And What is at stake? Are answered. (Boyde, 2015).

In the Planning Process Group the questions which may be asked are: We need what,
when and how much? How will we know we got it right? What do we think can go wrong?
(Boyde, 2015) Answering these questions will assist in the planning process where the
scope of a project is established as well as the project’s objectives. In addition, they help

to specify what actions need to be done to achieve the defined objectives.
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The Executing Process Group entails those activites which are carried out or acted upon
to complete the various conditions which were established in the project management
plan. Questions which could be asked in this process include: How exactly will the team
do it? And, Is the team done yet? (Boyde, 2015)

Monitoring and Controling Process Group requires that “those processes required to
track, review, and orchestrate the progress and performance of a project identify any
areas in which changes to the plan are required and initiate the corresponding changes.”
(PMI, 2013)

The Closing Process Group involves finalizing activities that need to be completed
throughout all the process groups in addition to formally closing the project or the project
phase. Questions which may be asked are: Did we get it right? Does everyone agree
that its all done? What have we learned? (Boyde, 2015) Figure 2.2 gives a more visual

representation of the Project Life Cycle and the interaction of groups with each other.

Figure 2.2 Project Life Cycle (Roseke,2016)
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2.2.4 Project management processes

The processes which are involved in the Planning of a Customer Management Software
(CMS) for the James Dublin and Associates Law firm, are Initiating and Planning. The
Project Management plan will include documents which support it such as the Scope
Management Plan, Schedule Management Plan, Cost Management Plan, Risk

Management Plan, Stakeholder Management Plan.

2.2.5 Project management knowledge areas

Knowledge Areas breaks down into specialized subjects the various topics of project
management. The PMBOK® Guide states that Knowledge Areas “represents a complete
set of concepts, terms, and activities that make up a professional field, project
management field, or area of specialization.” There are ten Knowledge areas according
to the PMBOK® Guide to which the forty-seven (47) identified processes are allotted.
These Knowledge Areas are Project Integration Management, Project Scope
Management, Project Time Management, Project Cost Management, Project Quality
Management, Project Human Resource Management, Project Communications
Management, Project Risk Management, Project Procurement Management and Project
Stakeholder Management. These are incorporated into the Final Graduation Project

(FGP). Figure 2.3 below shows a visual representation of the ten Knowledge Areas.
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2.2.5.1.1 Project Integration Management

Integration is defined as “the act of bringing together smaller components into a single
system that functions as one. (Rouse, 2015 ) This helps to understand what Project
Integration Management is about. Project Integration Management is “the processes and
activities used to identify, define, combine, unify, and coordinate the various processes
and project management activities within the Project Management Process Group”.
Figure 2.4 shows visual representation of all that is involved in Project Integration. Here
we see a Project Manager who must be able to balance each one of these process to
have a successful project.
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Figure 2.4 Project Management Integration (Source: (Boyde, 2015) )

At a glance Project Integration Management would include the following processes:
Developing the Project Charter, Developing the Project Management Plan, Directing and
Managing Project Work, Monitoring and Controlling Project Work, Performing Integration
Change Control, and Closing the Project. Figure 2.5 Below show the PMBOK® Guide’s
Breakdown as to the processes such as the inputs, tools and techniques and outputs
which make up Project Integration Management.
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Figure 2.5 Project Integration Management Overview (Source: (PMI, 2013)

2.2.5.1.2 Project Scope Management

Project Scope Management involves making sure that activities pertaining to work that is
to be done are agreed upon. It also involves gaining signoff by both the customer and the
project manager on the agreed upon deliverables. Scope, as it pertains to a project, is
“the part of project planning that involves determining and documenting a list of specific
project goals, deliverables, tasks, costs and deadlines.” (Rouse, 2015) As defined by the

PMBOK® Guide, Scope “includes the processes required to ensure that the project
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includes all the work required, and only the work required, to complete the project
successfully.” The processes which make up Scope Management are: Plan Scope
Management, Collect Requirements, Define Scope, Create WBS, Validate Scope and
Control Scope. Figure 2.6 below shows in detail the inputs, tools and techniques as well

as the outputs of these activities.

Project Scope Management
Overview
5.1 Plan Scope 5.2 Collect
Requirements 8.5 Define Scope

1 Inputs 1 Inputs 1 Inputs

1 Project management plan 1 Scope management plan 1 Scope management plan
2 Project charter 2 Requirements management 2 Project charter
3 Enterprise environmental plan 3 Requirements documentation
— factors = 3 Stakeholder management plan = -4 Organizational process assets
4 Organizational process assets 4 Project charter
5 Stakeholder register .2 Tools & Technigues
.2 Tools & Techniques .1 Expert judgment
.1 Expert judgment .2 Tools & Technigques .2 Product analysis
.2 Meetings 1 Interviews .3 Alternatives generation
2 Focus groups 4 Facilitated workshops
.3 Outputs 3 Facilitated workshops
1 Scope management plan 4 Group creativity techniques 3 Outputs
.2 Requirements management 5 Group decision-making 1 Project scope statement
plan techniques 2 Project documents updates
e / 6 Questionnaires and surveys AN S
7 Observations
8 Prototypes
9 Benchmarking
19 Donext g
11 Document analysis
1 Inputs 1 Inputs
.1 Scope managsment plan -3 Outputs ) 1 Project management plan
.2 Project scope statement 1 Requirements documentation 2 Requirements documentation
.3 Requirements documentation 2 Requirements traceability 3 Requirements traceability
4 Enterprise environmental \_ matrix Y, matrix
factors -4 Work performance data

5 Organizational process .5 Organizational process assets

" assets
8.8 Validate Scope .2 Tools & Techniques
.2 Tools & Techniques .1 Variance analysis

.1 Decomposition

2 Expert judgment —1 -1 Inputs | -3 Outputs
.1 Project management plan .1 Work performance
3 ODutputs -2 Requirements documentation information
1 Scope bassline -3 Requirements traceability .2 Change reguests
2 Project documents updates matrix ) .3 Project management plan
- . -4 Verified deliverables updates
.5 Woark performance data .4 Project documents updates
.5 Organizational process assets
.2 Tools & Techniques updates
.1 Inspection \_ J

.2 Group decision-making
technigues

.3 Outputs
.1 Accepted deliverables
.2 Change requests
.3 Work performance information
.4 Project documents updates

p )

Figure 2.6 Project Scope Management Overview (source: (PMI, 2013)

2.2.5.1.3 Project Time Management

The purpose of Project Time Management is to ensure that the project is completed within
the agreed timeframe, and that each of the agreed milestone dates are achieved. (Boyde,

2015) It is important to pay attention to time as it can impact the project in a major way.
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Time is considered to be a constraint in all projects as, if not managed efficiently, it can
lead to project failure. Project Time Management is defined as “the processes required
to manage the timely completion of a project.” (PMI, 2013) Figure 2.7 below shows
visually all the processes invovled in Project Time Management as well as their inputs,

tools and techniques and outputs.
Project Time
Management Overview
6.3 Sequence 6.4 Estimate Activity

6.1 Plan Schedule
Management

.2 Tools & Techniques

J

assets
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6 Enterprise environmental
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4 Organizational process factors A4 Milestone list .4 Resource calendars
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technigues

6 Reserve analysis

.2 Project documents updates

6.6 Develop Schedule

2
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structure ule |
9 Enterprise environmental 7 Activity duration estimates .6 Organizational process
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structure
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3 Parametric estmating .13 Organizational process technigues
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Tools & Techniques
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8 Scheduling tool
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5 Project management plan
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2.2.5.1.4 Project Cost Management

Project Cost Management includes the following processes: Planning Cost Management,
Estimate Costs, Determine Budget, and Control Costs. The purpose of Project Cost
Management is to ensure that the project is completed within the agreed and approved
budget. (Boyde, 2015) The PMBOK® Guide illustrates the processes of Project Cost

Management as seen below in Figure 2.8.

Plan Cost Management — invovles establishing “policies, procedures, and documentation
for planning, managing, expending, and controlling project costs.” Therefore, one can be

guided as to what is exepcted in terms of spending during the project.

Estimate Costs- here an estimation is made as to as to the amount of money that would

be needed to complete the project.

Determine Budget — the cost of individual activities is established in this respect as well
as a cost baseline. A budget allows for cost performance to be meaured up against it

when it comes to monitoring and controlling cost.
Control Costs — this is where the knowledge area of monitoring and controlling is applied.

Therefore, in this respect, “monitoring the status of the project to update project costs and

managing changes to the cost basline” takes place. (PMI, 2013)
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Figure 2.8 Project Cost Management Overview (source: (PMI, 2013)

2.2.5.1.5 Project Quality Management

Plan Quality Management, Perform Quality Assurance and Control Quality are processes
which are a part of Project Quality Management. These activities are what “determine
guality policies, objectives, and responsibilities so that the project will satisfy the needs
for which it was undertaken.” (PMI, 2013) In other words, the purpose of Project Quality
Management is to ensure that the project’'s deliverables conform to the agreed
Acceptance Criteria, and to ensure that the project team members are following the
relevant quality processes and procedures. (Boyde, 2015)

Plan Quality Management — invovles “the identifying of quality requirements and/or
standards for the project and its deliverables, and documenting how the project will

demonstrate compliance with relevant quality requirements.” (PMI, 2013)
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Perform Quality Assurance - this process falls into the execution process group. It
involves auditing the quality requirements and the results from quality control
measurements to ensure that appropriate quality standards and operational definitions

are used.

Control Quality - this “is the process or monitoring and recording results of execting the
(PMI,

2013) Below is a visual representation of Project Quality Managemet and its processes.

guality activities to assess performance and recommend necessary changes.”

Project Quality

Management Overview

8.1 Plan Quality
Management

.1 Inputs
.1 Project management plan
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A4 Requirements documentation
.5 Enterprise environmental
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— A Quality control measurements

8.2 Perform Quality
Assurance
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.2 Statistical sampling
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review
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5 Change requests

6 Project management plan
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8 Organizational process assets
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J

Figure 2.9 Project Quality Management Overview (source: (PMI, 2013)

2.2.5.1.6 Project Human Resource Management

All that is involved in organizing, managing and leading the project team is what Project

Human Resource Management is about. The purpose of Project Human Resource
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Management is to ensure that the people aspects of the project are handled in a humane
manner, to ensure that the project team members are utilized effectively and efficiently.
(Boyde, 2015) The processes invovled are: Plan Human Resource Management, Acquire
Project Team, Develop Project Team and Manage Project Team. Figure 2.10 shows

visual representation of Project Human Resource Management.

Plan Human Resource Management — involves identifying and documenting all the
responsibilities, roles etc. as welll as creating a staffing management plan
Acquire Project Team — is the process of recruiting the members with in or without the

organization who may have the skills necessary to acommplish the project goals.

Develop Project Team — may involve training and improving team members in terms of

hard and soft skills.
Manage Project Team — is the “process of tracking team member performance, providing

feedback, resolving issues, and managing changes to optimize project performance.”
(PMI, 2013)
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2.2.5.1.7 Project Communications Management

Over 85% of Project management involves communication; therefore, it is also important
to implement Project Communications Management. Involved in this process is the
following: Plan Communication Management, Manage Communications and Control
Communications. Project Communications Management involves the processes that
require timely and appropriate planning, collection, creation, distribution, storage,
retrieval, management, control, monitoring, and the ultimate disposition of project
information. (PMI, 2013)

The purpose of Project Communications Management is to ensure the timely and relevant
bi-directional exchange of project information, and to ensure that records of such
stakeholders’ interactions are kept for future reference. (Boyde, 2015) The Processes

include:

Plan Communications Management — a process of planning things such as policies, and

guidelines, as well as all communications requirements for stakeholders.

Manage Communications — thisrefers to the sharing of information, whether it has to do

with creating, collecting, distributing, storing or retrieving.
Control Communications — refers to the monitoring and controling of communication

during the entire project. Figure 2.11 shows a visual representation of Project

Communications Management.
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Project Communications
Management Overview
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Management Communications Communications
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.1 Project management plan .1 Communications management .1 Project management plan
.2 Stakeholder register plan .2 Project communications
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4 Organizational process assets
.2 Tools & Technigues .2 Tools & Technigues
.1 Communication requirements .2 Tools & Techniques .1 Information management
analysis .1 Communication technology systems
.2 Communication technology .2 Communication models .2 Expert judgment
.3 Communication models .3 Communication methods .3 Meetings
-4 Communication methods 4 Information management
.5 Meetings systems .3 Outputs
.5 Performance reporting .1 Work performance information
.3 Outputs .2 Change reqguests
.1 Communications management .3 Outputs .3 Projectmanagement plan
plan .1 Project communications updates
.2 Project documents updates .3 Project management plan 4 Project documents updates
o S updates .5 Organizational process assets
.2 Project documents updates updates
.4 Organizational process assets e J
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Figure 2.11Project Communications Management Overview (source: (PMI, 2013)

2.2.5.1.8 Project Risk Management

Risk in terms of Project Management is defined as “an uncertain event or condition that,
if it occurs, has a positive or negative effect on a project’s objectives.” (PMI, 2013)
Managing Project Risk is an integeral part of Project Management. Therefore Project Risk
Management invovles processes where risk management planning, identification,

analysis, response planning and controlling the risks are important.

The purpose of Project Risk Management is to ensure that the project is not derailed by
risks and issues that confront it. (Boyde, 2015) Figure 2.12 shows visual represenation
of Project Risk Management and its processes.

Plan Risk Management invloves identifying risk management activities to know how to

deals with all risks.
Identify Risks —is specifying risks and documenting how they can or will affect the project.

Perform Qualitative Risk Analysis — invovles indepth analysis of all identified risks,

including prioritizing them in terms of their impact and how they can be dealt with.
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Perform Quantitative Risk Analysis — refers to analyzing risks from a mathematical
prospective in respect of how they can affect the project, whether by cost or time overruns

or other challenges.

Plan Risk Responses — involves specifying all options regarding how to deal with risks

when they occur.
Control Risks — invovles putting into action risk response plans, tracking identified risk

and monitoring residual risks, identifying new risks and evaluating risk control processes
for effectiveness throughout the project. (PMI, 2013)
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Figure 2.12 Project Risk Management Overview (source: (PMI, 2013)

2.2.5.1.9 Project Procurement Management

The PMBOK® Guide defines Project Procurement Management as “the processes
necessary to purchase or acquire products, services, or results needed from outside the
project team.” There are four activities involved in this process. They are: Plan
Procurement Management, Conduct Procurements, Control Procurements and Close
Procurements. Refer to Figure 2.13 which shows the processes involved with Project
Procurement Management.

35



The purpose of Project Procurement Management is to ensure that the inanimate
resources of the project are handled appropriately, and to ensure that these resources
are utilized effectively and efficiently. (Boyde, 2015)

Plan Procure Management — refers to the identification and documentation of decisions,

specifications, and potential sellers.

Conduct Procurements- means collecting the identified sellers’ responses and

completing the process of selecting a seller and awarding contracts.

Control Procurements — involves the process of monitoring contract performance and

procurement interactions, as well as making changes and connections as appropriate.

Close Procurements — refers to compleing each project procurement. (PMI, 2013)
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.1 Make-or-buy analysis
.2 Expert judgment
.3 Market research
4 Meetings

.3 Outputs

.1 Procurement management
plan

.2 Procurement statement of
work

.3 Procurement documents

4 Source selection criteria
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6 Claims administration

.1 Records management system

.1 Work performance information

.2 Change requests

.3 Project management plan
updates

4 Project documents updates

5 Organizational process assets
updates

/

Figure 2.13 Project Procurement Management (source: (PMI, 2013)



2.2.5.1.10 Project Stakeholder Management

The purpose of Project Stakeholder Management is to ensure that the project
stakeholder's needs, wants expectations, perceptions and concerns are handled
appropriately. (Boyde, 2015) The processes involved in Project Stakeholder Management
are as follows:

Identify Stakeholders — this is undertaking a process of identifying Stakeholders, where
each stakeholder is analyzed based on the impact or influence they can have on the

project. It also means documenting this information.

Plan Stakeholder Management — based on the anlaysis which was conducted in the
Identify Stakeholder process, strategies are developed in this activity in order to
effectively engage Stakeholders during the project. This may involve addressing their

needs, or interests.

Manage Stakeholder Engagement — is where the strategies developed in the previous
processare acted upon. The project manager would keep in constant contact with all
stakeholders, keeping them up-to-date according to his or her interests or needs.

Control Stakeholder Engagement — according to the PMBOK® Guide this is “the process
of monitoring overall project stakeholder relationships and adjusting strategies and plans
for engaging stakeholders.” (PMI, 2013) Figure 2.16 is a visual represenation of Project

Stakeholder Management and its processes.
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Project Stakeholder
Management Overview

13.1 Identify
Stakeholders

13.2 Plan Stakeholder
Management

.1 Inputs
.1 Project charter
.2 Procurement documents
.3 Enterprise environmental
factors

4 Organizational process assets

.2 Tools & Techniques
.1 Stakeholder analysis
.2 Expert judgment

.3 Meetings
.3 Outputs
.1 Stakeholder register
1 J

13.3 Manage Stakeholder

Engagement

.1 Inputs
.1 Stakeholder management plan
.2 Communications management
plan

.3 Change log
4 Organizational process assets

.2 Tools & Techniques
.1 Communication methods
.2 Interpersonal skills
.3 Management skills

.3 Outputs
.1 Issuelog
.2 Change requests
.3 Project management plan
updates
4 Project documents updates
.5 Organizational process assets

updates
\§ J

.1 Inputs
.1 Project management plan
.2 Stakeholder register
.3 Enterprise environmental
factors
4 Organizational process assets

.2 Tools & Techniques
.1 Expert judgment
.2 Meetings
.3 Analytical techniques

.3 Outputs
.1 Stakeholder management
plan
.2 Projectdocuments updates

. J

13.4 Control Stakeholder

Engagement

.1 Inputs
.1 Project management plan
.2 Issue log
.3 Work performance data
4 Project documents

.2 Tools & Techniques
.1 Information management
systems
.2 Expert judgment
3 Meetings

3 Outputs

.1 Work performance
information

.2 Change requests

.3 Project management plan
updates

4 Project documents updates

.5 Organizational process assets

updates

- /

Figure 2.14 Project Stakeholder Management Overview (source: (PMI, 2013)
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3.METHODOLOGICAL FRAMEWORK

3.1 Information sources

An information source is defined as “any system producing information or containing
information intended for transmission...” (Information Source, n.d.) This article continues
the discussion by stating that information sources can be presented in various forms.
These can be textual, meaning books, journals, manuscripts and the like, graphic which
represents information by graphs, diagrams, plans and charts, or audiovisual, such as
sound recordings, motion pictures and slides. The latter especially may change over the
process of time and the invention of new technology, as in the case, for example, of the
evolution of vinyl records to cassette tapes and now to cd/dvd cartridges for audio

recordings.

Although information sources may be sub-divided as previously mentioned, whether one
uses published or unpublished information is of major importance. Published information
may be referenced for scholarly purposes, since such information would have been
authenticated and officially registered. Such sources are considered part of information
science, which is the “conventional designation for scholarly documents or publications,
which serve not only as important sources but also as the means of transmission of
information in space and time.” (Information Source, n.d.) Information sources can also

be divided into primary sources and secondary sources.

1.5.1 Primary sources

Primary sources are defined as sources which “chiefly contain new scholarly information
or a new comprehension of known ideas and facts, such as books (excluding handbooks),
periodicals and serials, special kinds of technical publications, scientific-technical reports,
dissertations, and information charts.” (Information Source, n.d.) In other words, the

information is original and may come directly from an organisation or person.
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1.5.2 Secondary sources

Secondary sources are defined as sources which have “information from primary

documents or about them, such as reference literature, surveys, journals of abstracts

”

which can be sourced through “library catalogues, bibliographical indexes and card

catalogs.” (Information Source, n.d.) Therefore, the information may be an interpretation

or comment on the original/ primary information.

Chart 1 Information sources lists the Primary and Secondary sources as it pertains to the

FGP.

Chart 1 Information sources (Source: compiled by Author)

needs that a CMS should address.

Objectives Information sources
Primary Secondary
1. To perform a current state analysis of how | Interviews with | PMBOK®
clients’ information is collected, stored and | James Dublin and Guide, PMI
database, Data
retrieved in order to better understand the | associates management

and CMS best
practices textual
and internet

2. To develop a new improved business
process to allow for time-optimization and

efficiency with a CMS.

Interviews with | PMBOK® Guide
and PMI
database and
associates and | Internet

James Dublin,

project team

3. To develop a Scope Management Plan
which will have the collected requirements,
defined scope and Work Breakdown
Structure (WBS) to allow for Scope

Validation and Control.

Interviews with | PMBOK®
Guide, PMI
database and
associates and | Internet

James Dublin,

project team.
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. To develop a Schedule Management Plan | Interviews with the | PMBOK®
which will have defined activities and their | project team. Guide, PMI
database  and
sequence, estimates of activity resources, Internet
durations, and schedule to allow for
schedule control.
. To develop a Cost Management Plan to | Interviews with the | PMBOK®
estimate costs and determine the project | project team and Guide, PMI
database  and
budget to control costs. James Dublin and | Internet
associates.
. To develop a Risk Management Plan, | Interviews with | PMBOK®
. e o : Guide, PMI
which identifies risk, reports on Qualitative | Project Manager database  and
and Quantitative analysis and planned risk | and project team | Internet
response to allow for control of risks.
. To develop a Stakeholder Management | Interviews with | PMBOK®
Plan to manage and control stakeholder | Project Manager Guide, and any
other textual
engagement. sources

3.2 Research methods

3.2.1 Descriptive Method

42

focus on those mentioned in the following sections.

The term ‘research’ refers to a “systematic method consisting of enunciating the problem,
formulating a hypothesis, collecting the facts or data, analysing the facts and reaching
certain conclusions either in the form of solution(s) towards the concerned problem or in
certain generalisations for some theoretical formation.” (Kothari, 2004) There are several
methods for research which include descriptive, analytical, applied, fundamental,
guantitative, qualitative, conceptual and empirical. Methods used for this study will place

Descriptive research method “includes surveys and fact-finding enquires of different
kinds. The major purpose of descriptive research is description of the state of affairs as it

exists at present.” (Kothari, 2004) Here only what is happening can be reported. For this




method, the researcher must analyse available facts and information. The information or

the material on hand is then critically evaluated to solve an identified problem.

Chart 2 Research methods (Source: compiled by Author)

Objectives

Research methods

Analytical Research Method

Descriptive
Research Method

1. To perform a current state
analysis of how clients’
information is collected
stored and retrieved in
order to better
understand the needs that
a CMS should address.

The analytical research
method will be used to analyse
the facts as it pertains to this
objective, thus helping to
evaluate the situation and
solve the problem previously
mentioned in section 1.2

Statement of the problem

This method will
provide a thorough
explanation of the
process as to how
clients’ information
is currently
retrieved and

stored.

2. To

improved

develop a new
business
process to allow for time-
optimization and efficiency

with a CMS.

Analytical research will be put
into action, thus helping to
make the decision as to solving

the problem.

3. To

Management Plan which

develop a Scope

have the collected
defined
Work

Structure

will
requirements,
scope and
Breakdown

(WBS) to allow for Scope

Validation and Control.

Decision need to be made in
terms of how the project will
define, validate and control
scope. Analytical research will
assist in doing so using the
PMBOK® Guide

previously mention resources.

and

4. To develop a Schedule
Management Plan which
will have defined activities

and their

sequence,

Analytical research will be

employed to assist in defining

activities and making

judgements, following the
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estimates of  activity
resources, durations, and
schedule to allow for

schedule control.

guide line mentioned in the
PMBOK® Guide and other

resources.

5. To

Management

develop a Cost
Plan to
costs and

the

estimate
determine project

budget to control costs.

Analytical research will assist
in making choices as it pertains
to this objective. The PMBOK®
Guide will be used as well as
other references as it pertains

Management Plan to

manage and  control

stakeholder engagement.

to cost.

6. To develop a Risk | Analytical research will assist
Management Plan which [in to develop the Risk
identifies risks, reports on | Management Plan from
Qualitative and | information obtain from
Quantitative analysis and | interviews with the
planned risk responses to | stakeholders as well as
allow for control of risks. information which can be

obtained

7. To develop a Stakeholder | Analytical Research will be

used to develop a stakeholder
management plan, using the
information obtained from the
sources mentioned in Chart 1

objective 7.

3.3Tools

Tool is defined as “something tangible, such as a template or software program, used in
performing an activity to produce a product or result.” (PMI, 2013) Tools which are used
to compile the Final Graduation Project (FGP), and their defintions as given by the
PMBOK Guide are as follows:
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Project Charter template —“It is a tool to formalize the project initiative, defining clearly

what is expected from it. Part of its purpose is to complete ideas; clarify terms;

communicate properly ; keep record; define stakeholders. It represents a good start for
the project and is a “good PM practice”.” (PMI, 2013).

The following tools will be used as a guide to the FGP:

Expert Judgement — “Judgment provided based upon expertise in an application
area, knowledge area, discipline, industry, etc., as appropriate for the activity being
performed. Such expertise may be provided by any group or person with
specialized education, knowledge, skill, experience, or training.” (PMI, 2013)
Interviews— “A formal or informal approach to elicit information from stakeholders
by talking to them directly.” (PMI, 2013)

Requirement Traceability Matrix — “A grid that links product requirements from their
origin to the deliverables that satisfy them.” (PMI, 2013)

Cost Management Plan Template — used as a guide to create the scope in order
to formulate a Cost Management Plan.

Scope Management Plan Template — Used as guide to create the Scope
Management Plan.

Schedule Management Plan Template — Used as a guide to create the Schedule
Management Plan.

Risk Management Plan Template — Used as a guide to create the Risk
Management Plan.

Stakeholder Management Plan Template — used as a guided to create the
Stakeholder Management Plan.

Microsoft Word 2016 - word processing program which offers many functionalities
WBS Schedule Pro — “is Windows-based Project Management Software that
combines a Work Breakdown Structure (WBS) Chart, a Network Chart, a Gantt
Chart, a Task Sheet plus numerous additional features to produce a feature-rich
yet easy to use tool to plan and manage projects.” (WBS Schedule Pro, n.d.)
Probability and impact matrix — “A grid for mapping the probability of each risk

occurrence and its impact on project objectives if that risk occurs.” (PMI, 2013)
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Chart 3 lists the identified tools which will be employed to deliver each listed object as it
pertains to the FGP.

Chart 3Tools (Source: compiled by Author and (PMI, 2013)

Objectives

Tools

1. To perform a current state analysis of
how clients’ information is collected
stored and retrieved in order to better
understand the needs that a CMS

should address.

In gathering information, interviews with

stakeholders and expert judgement

2. To develop a new improved business
process to allow for time-optimization

and efficiency with a CMS.

Interview with the stakeholders, expert
judgement and Microsoft Word 2016.

3. Todevelop a Scope Management Plan

which will have the collected

requirements, defined scope and Work
Breakdown Structure (WBS) to allow

for Scope Validation and Control.

Project Charter Template, expert

judgement and meetings, Project
Traceability Matrix template, Microsoft
Word 2016, Scope Management Plan
Template, Microsoft Project 2016, WBS

Schedule Pro.

4. To develop a Schedule Management
Plan which will have defined activities
and their sequence, estimates of

activity resources, durations, and

schedule to allow for schedule control.

Expert judgement, meetings, Microsoft
Project 2016, Schedule Management
Plan Template, WBS Schedule Pro,
Project Milestone List template, Project

Activity List Template

5. To develop a Cost Management Plan
to estimate costs and determine the

project budget to control costs.

Expert judgement, analytical techniques,
meetings, Project Cost Management

Template.

6. To develop a Risk Management Plan

which identifies risks, reports on

Analytical technique, expert judgement

and meetings, Probability and Impact
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control of risks.

qualitative and quantitative analysis

and planned risk responses to allow for

Matrix, Risk Management Plan Template.

7. To develop a

control stakeholder engagement.

Stakeholder
Management Plan to manage and

Meetings,

analytical

Engagement

expert
techniques,

Risk Register Template,

Assessment

judgement and

Stakeholder

Management Plan template, Stakeholder

Stakeholder

Matrix,

Stakeholder Analysis Chart.

3.4 Assumptions and constraints

The PMBOK Guide defines an assumption as “a factor in planning process that is
considered to be true, real, or certain, without proof or demonstration.” In addition, it
defines a constraint as “a limiting factor that affects the execution of a project, program,
portfolio, or process.” Listed below in Chart 4 are assumptions and constraints as it

pertains to the specific objectives of the FGP.

Chart 4Assumptions and constraints (Source: compiled by Author)

Objectives

Assumptions

Constraints

1. To perform a current state

analysis of how clients’
information is collected stored
and retrieved in order to better
understand the needs that a

CMS should address.

It is assumed that the

stakeholders in this
matter will provide
accurate information so
that the present
workflow  can be
documented

Stakeholder

not be willing to give

may
an accurate
account as to the
present  business
process as it

pertains to storing

client’s information
or lack of
information.
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Objectives

Assumptions

Constraints

Since itis a law firm,
some information
may be withheld
due to
confidentiality

issues.

2. To develop a new improved
business process to allow for
time-optimization and efficiency
with a CMS.

It is assumed that by
creating a new
workflow, the Law firm
be

contribute and adapt to

will willing  to

these changes.

Project time delay
may occur because
stakeholders  are
available to

the

not
accept
proposed business

process.

3. To develop a Scope
Management Plan which will
have the collected

requirements, defined scope
and Work Breakdown Structure
(WBS)

Validation and Control.

to allow for Scope

It is assumed that the
Scope  Management
Plan will capture all the
needs of the law firm
which can be met by

implementing a CMS

Scope may be a

constraint.

4. To Schedule

Management Plan which will

develop a

have defined activities and their
sequence, estimates of activity
resources, durations, and
schedule to allow for schedule

control.

It is assumed that that
the time covered in the
Schedule Management
Plan will be enough to

cover the project

The amount of time
allotted to get the
project should fall
between 6 months

to a year.

5. To develop a Cost Management

Plan to estimate costs and

It is assumed that the

amount budgeted in the

The funds may not

be readily available.
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Objectives

Assumptions

Constraints

determine the project budget to

control costs.

Cost Management Plan

is sufficient for the

project.

Over the period the
cost estimates may

be insufficient.

6. To develop a Risk Management

It is assumed that the

Time due to project

engaged an interested
in the Project.

Plan which identifies risks, | risk management plan .
o _ _ | scheduling and
reports on qualitative and |will be effective in o
o _ _ - costs due to limited
guantitative analysis and | identifying, and
_ O budget may be
planned risk responses to allow | monitoring and _
_ o constraints
for control of risks. controlling risks
7. To develop a Stakeholder | By developing the
Management Plan to manage | Stakeholder
and control stakeholder | Management Plan, itis | Time and scope
engagement. assumed that | would be a
stakeholders would be | constraint

3.5 Deliverables

The PMBOK Guide defines a deliverable as “any unique and verifiable product, result, or
capability to perform a service that is required to be produced to complete a process,
phase, or project.” Listed below in Chart 5 are the Deliverables which correspond to the
specific objects of the FGP.

Chart 5 Deliverables (Source: compiled by Author)

Objectives Deliverables

1. To perform a current state analysis of | Work flow of present Process

how clients’ information is collected
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stored and retrieved in order to better
understand the needs that a CMS

should address.

. To develop a new improved business
process to allow for time-optimization

and efficiency with a CMS.

Business Process/ Workflow

. To develop a Scope Management
Plan which will have the collected
requirements, defined scope and
Work Breakdown Structure (WBS) to
allow for Scope Validation and

Control.

Scope Management Plan, Requirements

Management Plan

. To develop a Schedule Management
Plan which will have defined activities
and their sequence, estimates of
activity resources, durations, and

schedule to allow for schedule control.

Schedule Management Plan

. To develop a Cost Management Plan
to estimate costs and determine the

project budget to control costs.

Cost Management Plan

. To develop a Risk Management Plan
which identifies risks, reports on
gualitative and quantitative analysis
and planned risk responses to allow

for control of risks.

Risk Management Plan

. To develop a Stakeholder
Management Plan to manage and
control stakeholder engagement.

Stakeholder Management

Stakeholder Register.

Plan,
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4. RESULTS

This section presents the deliverables which were listed in Chart 5 Deliverables in the
previous section. This includes the present workflow process of James Dublin and
Associates, improved and time optimized workflow process, Scope Management Plan,
Requirements Management Plan, Schedule Management Plan, Cost Management Plan,

Risk Management Plan, Stakeholder Management Plan and Stakeholder Register.

4.1 Present Workflow Process

The following work flow process shows the process which takes place before information

is captured for clients in the James Dublin and Associates Law office.

Start

Client enters office
Meeting clerks at Front

Desks
Clerk‘ explains the Client
First time ves services offered Requests
Client? and the g

. Service offered
consultation fees

Does Client Clerk ensures that Clerks
have an Yes Folder is retrieved Recommends an
appointment? for appointment Attorney
No
Yes
Folder is created
Is Attorney Client Consults Type of case and Customer
yes Yes

available?

An appointment is
made

with Attorney

End

requires afile information is

recorded on file

Document is
Created and filed
away in general

folder




Figure 4.1 Present Workflow of James Dublin and Associates

Chart 6 Present Workflow James Dublin and Associates

Step | Description

1. Process Starts

2 A client enters the office and is greeted at the front desk.

3. Is client a first-time client (If yes go to step 5.)

4. He/ She would be asked if they have an appointment (if yes go to step.8)
5 Clerk enquires the reason and states the fees which may apply to the
consultation.

6. The client would then request service offered.

7 If requested service is not offered, then the Clerk recommends another
Attorney who offers the requested services. (go to step 14)

8. If the Attorney is available returning client’s file is retrieved from filing cabinet.
(If no go Step 12).

9. Client consults with Attorney

10. | Type of case requires a file (if no go to 12)

11. | Folder is created with client information which is physically recorded on file.
12. | An appointment is scheduled

13. | Document created is placed on general file and Folder is retrieved from filing
cabinet and updated as needs be. (e.g. warning letters, affidavits etc.)

14. | End of Process

4.2 Optimized Workflow Proposed

The following flowchart show the new optimized process capturing and retrieving clients’
information. Although the process may seem as lengthy as the previous workflow chart,
the time in which information is captured and retrieved is improved via the use of a

computerized system.
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Start

Client enters office
Meeting clerks at Front
Desk

Clerk explains the
First time Yes services offered
Client? and the

consultation fees

Client
Requests Yes
Service offered

Client’s
No No Informationl is
Clerk retrieves Caspt:trsri n
Customer Y
Does Client Information from Clerks
have an Yes system, ensuring Recommends an
appointment? that Folder is Attorney
retrieved for
appointment
No
File sheet is
Is Attorney s Client Consults Is Physical file Yes printed to be
available? Y with Attorey needed? attached to
Client’s Folder
No
An appointment is No
made and System
updated

End of process

Figure 4.2 Time optimized workflow for James Dublin and Associates

Chart 7 Time optimized Workflow James Dublin and Associates

Step | Description

Process Starts

A client enters the office and is greeted at the front desk.

Is client a first-time client (If yes go to step 4.)

He/ She would be asked if they have an appointment (if yes go to step.8)

gk wiNE

Clerk enquires the reason and states the fees which may apply to the
consultation.

»

The client would then request service offered.

53



7 If requested service is not offered then the Clerk recommends another
Attorney who offers the requested services. (go to step 15)

8. Client’s Information is Capture in System.

9. If the Attorney is available (if no go Step 13).

10. | Client consults with Attorney.

11. | Type of case requires a physical file (if no go to 15)

12. | File sheet is printed to be attached to client’s folder.

13. | An appointment is scheduled

14. | Document created is placed on general file and folder is retrieved from filing
cabinet and updated as needs be. (e.g. warning letters, affidavits etc.)
15. | End of Process

4.3 Scope Management Plan

This Scope Management Plan presents the processes which are involved to make sure
that the necessary work required to complete this project is documented, and the process
of how the work is to be defined, validated, and controlled. The persons responsible for
managing the scope can be guided by this document. This will assist in monitoring and

controlling aspects of this project.

This project is for the Implementation of a Customer Management Software for the James
Dublin and Associates Law Firm. An increase in the client base, has created the need to
find a better solution for the management of client’s information. A decision has been
made to acquire a Customer Management Software to store customer’s information for

optimal retrieval.

This project is for the implementation of said Customer Management Software. This
includes the following phases: initiation, planning, execution and close out; and are further

broken down into work packages.

4.3.1 Scope Management Approach

For this project, scope management will be the sole responsibility of the Project Manager.
The scope for this project is defined by the Scope Statement, Work Breakdown Structure

(WBS) and WBS Dictionary. The Project Manager, Project Sponsor and stakeholders will
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establish and approve documentation for measuring project scope which includes
deliverable quality checklists and work performance measurements. Proposed scope
changes may be initiated by the Project Manager, stakeholders or any member of the
project team. All change requests will be submitted to the Project Manager who will then
evaluate the requested scope change. Upon acceptance of the scope change request
the Project Manager will submit the scope change request to the Project Sponsor for
acceptance. Upon approval of scope changes by Project Sponsor, the Project Manager
will update all project documents and communicate the scope change to all stakeholders.
Based on feedback and input from the Project Manager and stakeholders, the Project
Sponsor is responsible for the acceptance of the final project deliverables and project

scope.

4.3.2 Roles and Responsibilities

The Project Manager, Sponsor and team will all play key roles in managing the scope of
this project. As such, the Project Sponsor, Manager, and team members must be aware
of their responsibilities to ensure that work performed on the project is within the
established scope throughout the entire duration of the project. The table below defines

the roles and responsibilities for the scope management of this project.
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Chart 8 Scope Management Roles and Responsibilities

Name

Role

Responsibilities

Judith Dublin

Sponsor

- Approve or deny scope change
requests as appropriate

- Evaluate need for scope change
requests

- Accept project deliverables

Amiah Casey

Project Manager/
Team Leader

- Measure and verify project scope

- Facilitate scope change requests

- Facilitate impact assessments of scope
change requests

- Organize and facilitate scheduled
change control meetings

- Communicate outcomes of scope
change requests

- Update project documents upon
approval of all scope changes

Kyrah Carr

Team Member

- Participate in defining change
resolutions

- Evaluate the need for scope changes
and communicate them to the Project

Manager as necessary

Charity Dublin

Team Member

- Participate in defining change
resolutions

- Evaluate the need for scope changes
and communicate them to the Project

Manager as necessary

4.3.3 Scope Definition

The scope for this project was defined through a comprehensive requirements collection

process. First, a thorough analysis was performed on the firm’s present workflow

56



process. From this information, the project team developed a new workflow, and the
project requirements management plan for what the new software application must

accomplish.

The project description and deliverables were developed based on the requirements
collection process and input from subject matter experts in software design, technical
support, programming and business applications. This process of expert judgment
provided feedback on the most effective ways to meet the original requirements of
providing a software platform from which the company can improve its customer

information management processes.

4.3.4 Project Scope Statement

The project scope statement provides a detailed description of the project, deliverables,
constraints, exclusions, assumptions, and acceptance criteria. Additionally, the scope
statement includes identification of the work which should not be performed to eliminate

any implied but unnecessary work which falls outside the of the project’s scope.

This project includes the selection, customization and testing of a new software
application for tracking client’'s information. The deliverables for this project are a
software application for customer information with the flexibility to modify and expand the
application as necessary in the future. This project will be accepted once the new
software has been successfully tested by the firm and has been shown to be compatible
with the company’s current information technology (IT) infrastructure. This project does
not include ongoing operations and maintenance of the software. Additionally, the project
is not to exceed 180 days in duration or $30,000 in spending. Assumptions for this project
are that support will be provided by the project sponsor and the firm’s staff for the

successful completion of this project.
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4.3.5 Work Breakdown Structure

To effectively manage the work required to complete this project, it will be subdivided into
individual work packages which will not exceed 40 hours of work and no less than 4 hours
of work. This will allow the Project Manager to more effectively manage the project’s
scope as the project team works on the tasks necessary for project completion. The
project is broken down into five phases: initiation phase, planning phase, execution

phase, control phase and closeout phase. (see WBS structure below).
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James Dublin and Associates
Customer Management Software

Project
|
| | | | | |
11 12 13 1.4 1.5 1.6
Project Collect Procurement Customization UAT Go Live
Management Requirements
1.1.1 1.2.1 13.1 1.4.1 15.1 1.6.1
Planning Software Software Software User Signoff Roll out Software
1.1.2 1.2.2 1.3.2 1.4.2 1.5.2 1.6.2
Scope Management Hardware Hardware Documentation Final _Softw_are On site user support
Configuration
113 123 133 143 153
Cost and Schedule Userr Requirements Documentation Hardware Setyp and User Training
Management Configuration
1.1.4 1.2.4 1.4.4

Risk Management

Documentation

1.15

Procurement
Management

I
1.1.6

Stakeholder
Management

1.1.7
Weekly Meetings

1.1.8

Project Closure

Documentation

1.45

Training
Documentation

Figure 4.3.1 Work Breakdown Structure (WBS)
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To more clearly define the work necessary for project completion the WBS Dictionary is

used. The WBS Dictionary includes an entry for each WBS element. It also includes a

detailed description of work for each element and the deliverables, budget and resource

needs for that element. The project team will use the WBS Dictionary as a statement of

work for each WBS element.

Chart 9 WBS Dictionary

Level WBS | Element Description of Deliverables Budget |Resources
Code | Name Work
1 1 |James All work to Customer $24,000.00
Dublin and |Implement a Management
Associates |Customer Software
Customer Management
Management | Software System
Software for James Dublin
Project and Associates
2 [1.1 Project The work to $3,400.00
Management |initiate the
project.
3 [.1.1 | Planning The planning of Project Laptop
the Project Management Computer
Plan Internet
Relevant
Literature
3 [.1.2 |Scope Design Scope Scope Laptop
Management | Management Plan | Management Computer
and monitor and | Plan, Project Relevant
control Scope WBS Literature
3 [1.1.3|Cost& Design Cost and | Cost Laptop
Schedule Schedule Management Computer
Management | Management Plan and Relevant
plans and monitor |Schedule Literature
and control costs | Management
and Schedule Plan
3 [1.1.4 |Risk Devise Risk Risk Laptop
Management | Management Plan | Management Computer
and monitor and Plan Relevant
control project Literature
risks and costs
3 [1.1.5 |Procurement |Devise Procurement Laptop
Management | Procurement Management Computer
Management Plan |Plan Relevant
and monitor and Literature
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Level WBS | Element Description of Deliverables Budget |Resources
Code | Name Work
control
procurement
3 [.1.6 | Stakeholder |Design, monitor Stakeholder Laptop
Management |and control Management Computer
Stakeholder Plan and Relevant
Management Plan |Stakeholder Literature
and design Register
Stakeholder
Register
3 [1.1.7 | Meeting Weekly Project Meeting Laptop
Meetings where Minutes, Computer
tasks are Progress Relevant
assigned and Reports Literature,
reports are given Project
Team
3 [1.1.8 | Project Activities which Up dated Laptop
Closure are required to Project Computer
close the project |Documents, Relevant
is executed Lessons Literature,
Learned Project
Team
2 |1.2 Collect Project Requirements |$3,400.00
Requirements|Requirements Documentation
are gathered,
clarified and
documented
3 [1.2.1 Software Requirements for |Software Laptop
Requirements | Software are Requirements Computer,
collected, finalized | Document Requiremen
and approved ts
Document,
Project
Team
3 [1.2.2 |Hardware Requirements for |Hardware Laptop
Requirements| Hardware are Specifications Computer,
collected, finalized | Document Requiremen
and approved ts
Document,
Project
Team
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Level WBS | Element Description of Deliverables Budget |Resources
Code | Name Work
3 [1.2.3 |User Requirements for |User Laptop
Requirements|users are Requirements Computer,
collected, finalized | Document Requiremen
and approved ts
Document,
Project
Team
3 [1.2.4 Pocumentation| All documentation |[Updated Laptop
is completed and |Requirements Computer,
collected Documentation Requiremen
ts
Document,
Project
Team
2 |1.3 Procurement |All tasks Procurement |$9,700.00
pertaining to Documentation
procurement is
executed and
documented
3 [.3.1 | Software Procure Software |Software Requiremen
Procurement |and licensing Procurement ts
Documentation Document,
Project
Team
3 [1.3.2 | Hardware Procure hardware [Hardware $2,900.00 Requireme
Procurement Procurement nts
Documentation Document,
Project
Team
3 [1.3.3 Procurement |Complete all Updated Requireme
Documentation| documentation as |procurement nts
it pertains to documentation Document,
Procurement Project
Team
2 |1.4 Customizatio |All tasks Prototype $3,400.00
n pertaining to Software to
customizing be tested
software and
hardware
executed
3 [1.4.1 Software The technical Prototype of Computers,
Customization |resources Software Project
identified and Team
secured to
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Level WBS | Element Description of Deliverables Budget |Resources
Code | Name Work
customize the
acquired software
to the verified user
requirements.
3 [1.4.2 Software All documentation |Updated Laptop
Documentation| pertaining to Software Computer,
customization of | Documentatio Project
software compiled |n Team
and updated
3 [.4.3 | Hardware Technical Hardware Project
Setup and resources to Setup and Team
configuration |setup, install and | Configured
upgrade all
hardware
identified and
engaged
3 [1.4.4 Hardware All documentation |Hardware Laptop
Documentation| as it pertains to Documentatio Computer,
hardware n Project
compiled and Team
finalized
3 [1.4.5 [fraining All documentation ([Training Laptop
Documentatio |pertaining to user [Materials/ Computer,
n training compiled |Documentation Project
and finalized Team
2 |15 |User The Introduction |Trained End [$3,400.00
Acceptance |of the Software |User
Testing Environment to
Users
3 [.5.1 | User Signoff |Based on the Software User
presented acceptance Acceptance
software the User |documentatio Document
accepts all n signed
software features
3 [1.5.2 |Final All software Completed Laptop
Software features finalized |software Computer,
Configuration Project
Team
3 [.5.3|User Training Sessions | Trained users Computer
Training for all users Systems,
implemented Project
Team
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Level WBS | Element Description of Deliverables Budget |Resources
Code | Name Work
2 |16 |Go Live Official Completed [$3,400.00
Launching of functioning
Software Software
3 [1.6.1 | Roll out of Software installed |Launched Project
Software on all systems Software Team
and launched
3 [1.6.2 | On site User | Onsite technical |All issues Project
Support resources are resolved Team,
made available Documenta
for any issues tion
which may arise

4.3.6 Scope Verification

As this project progresses the Project Manager will verify interim project deliverables
against the original scope as defined in the scope statement, WBS and WBS Dictionary.
Once the Project Manager verifies that the scope meets the requirements defined in the
project plan, the Project Manager and Sponsor will meet for formal acceptance of the
deliverable. During this meeting, the Project Manager will present the deliverable to the
Project Sponsor for formal acceptance. The Project Sponsor will accept the deliverable
by signing a project deliverable acceptance document. This will ensure that project work
remains within the scope of the project on a consistent basis throughout the life of the

project.

4.3.7 Scope Control

The Project Manager and the project team will work together to control the scope of the
project. The project team will leverage the WBS Dictionary by using it as a statement of
work for each WBS element. The project team will ensure that they perform only the work
described in the WBS dictionary and generate the defined deliverables for each WBS
element. The Project Manager will oversee the project team and the progression of the
project to ensure that this scope control process is followed.

If a change to the project scope is needed, the process for recommending changes to the

scope of the project must be carried out. Any project team member or the Sponsor can
request changes to the project scope. All change requests must be submitted to the
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Project Manager in the form of a project change request document. The Project Manager
will then review the suggested change to the scope of the project. The Project Manager
will then either deny the change request, if it does not apply to the intent of the project, or
convene a change control meeting between the project team and Sponsor to review the
change request further and perform an impact assessment of the change. If the change
request receives initial approval by the Project Manager and Sponsor, the Project
Manager will then formally submit the change request to the Change Control Board. If
the Change Control Board approves the scope change, the Project Sponsor will then
formally accept the change by signing the project change control document. Upon
acceptance of the scope change by the Change Control Board and Project Sponsor, the
Project Manager will update all project documents and communicate the scope change
to all project team members and stakeholders.

Sponsor Acceptance

Approver Name | Title Signature Date
Judith Dublin Project Sponsor
Amiah Casey Project Manager

Figure 4.3 James Dublin and Associates Scope Management Plan. Adapted from
(n. d.). Scope Management Plan. Retrieved September 20, 2017, from
http://www.projectmanagementdocs.com/project-planning-templates/scope-
management-plan.html

4.4 Requirement Management Plan

The purpose of the James Dublin and Associates Requirements Management Plan is to
establish a common understanding of how requirements will be identified, analysed,
documented, and managed for the Customer Management Software project. Project
requirements are the requirements identified to meet the needs of the project and ensure
its completion and readiness to hand over to operations. These consist mostly of non-
technical requirements. The inputs for the requirements management plan include the

Customer Management Software Project Charter and Stakeholder Register.
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4.4.1 Requirements Management Approach

The approach that will be used for requirements management for the Customer

Management Software project will be broken down into four areas: requirements

identification, requirements analysis, requirements documentation, and ongoing

requirements management.

Requirements Identification: The Customer Management Software project
team will facilitate various methods to collect requirements which may include
interviews, or product prototypes. These will be conducted among the project
stakeholders to ensure all requirements are captured.

Requirements Analysis: The Customer Management Software project team will
analyse requirements to determine if they fall into project categories. Additionally,
this analysis will determine where in the WBS the requirements will fall or what
work activities correspond to requirements. Accountability and priority for each
requirement will also be determined as part of the analysis. Finally, metrics and
acceptance criteria must be determined for all requirements to provide a baseline
for understanding when a requirement has been fulfilled to an acceptable level.
Requirements Documentation: Once requirements have been identified and
analysed, they will be documented and assigned to accountable personnel.
These requirements will be added to the CMS project plan and the project team
will determine what methodology the accountable personnel will use to track and
report on the status of each requirement. All requirements will also be added to
the project requirements checklist which must be completed before formal project
closure is accepted by the project sponsor.

Ongoing Requirements Management: Throughout the project lifecycle, the
project manager will ensure all team members are reporting requirement status
and raising any issues or concerns with regards their assigned requirements as
appropriate. As the project matures there may be situations in which requirements

must change or be altered in some way. The project team must follow the
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established change control process to propose any changes to requirements and
receive approval from the change control board. Ongoing requirements
management also includes receiving approval of all requirements by all vested

parties as part of project closure.

4.4.2 Configuration Management

For the CMS project, the Requirements Management Plan will utilize the configuration

management activities outlined in the Configuration Management Plan. Key items include

documentation/version control and change control:

Documentation and Version Control: All project documentation will be loaded
into the Configuration Management Database (CMDB) as the central repository
for the CMS project. Appropriate permissions will be granted to the project team
for editing and revising documentation. Any proposed changes to project
requirements must be reviewed by the Configuration Control Board (CCB)
and have written approval by the project sponsor before any documentation
changes are made. Once these proposed changes are approved and the
documentation is edited, the project manager will be responsible for
communicating the change to all project stakeholders.

Change Control: Any proposed changes in project requirements must be
carefully considered before approval and implementation. Such changes are
likely to impact project scope, time, and cost significantly. Any proposed changes
to project requirements will be reviewed by the CCB. The role of the CCB is to
determine the impact of the proposed change on the project, seek clarification on
proposed change, and ensure any approved changes are added to the CMDB.
The Project Sponsor, who also sits on the CCB, is responsible for approving any
changes in project scope, time, or cost and is an integral part of the change review

and approval process.
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4.4.3 Requirements Prioritization Process

The project manager will facilitate stakeholder meetings to establish priorities for all
project requirements. This project will use a three-level scale to prioritize requirements.
The chart below illustrates these levels and defines how requirements will be grouped:

Chart 10 Priority Levels

Priority Level Definition

High These requirements are mission critical. They are required for

project success or for progression to the next project phase

Medium These requirements support process operations but can be
completed under the present phase

Low These requirements are functional enhancements and are not

desirable if time and resources do not permit

As the project moves forward and additional constraints are identified or there are issues
with resources, it may be necessary for the project team and stakeholders to meet to
determine what requirements must be achieved, which can be re-baselined, or which can
be omitted. These determinations will be made in a collaborative effort based on the
priorities of the requirements and which level they are assigned in accordance with the
chart above. As any changes in requirements are made, all project documentation must

be updated in the CMDB and communicated to all project stakeholders.

4.4.4 Requirements Traceability Matrix

Below is the Requirements Traceability Matrix for the CMS project. The purpose of this
matrix is to ensure all product requirements are completed in accordance with the project
charter. This matrix provides a thread from all product requirements through
customization, testing, and user acceptance. Any approved changes in project scope or
requirements will result in changes to the traceability matrix below. Based on impacts of
the approved changes, the Project Manager will make the necessary changes to the

matrix and communicate those changes to all project stakeholders.
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Chart 11 James Dublin and Associates Requirements Traceability Matrix

REQUIREMENTS TRACEABILITY MATRIX

Project Name: James Dublin and Associates Customer Management

Software
ID# | WBS Functional Requirement / | Priori | Test Executi [ Com
ID# Use Case ty Case on ment
ID# Status |s

001|121 Platform Compatibility High | TC#001
TC#002
002|121 User Password protection, TC#003
Login, Logout TC#004
003|121 Track client’s information High [ TC#005
and keeps history TC#006
004 |1.21 Audits trail of users High | TC#007
TC#008

005|1.2.2 Compatible with Software High | TC#009
and other office peripherals
006 | 1.2.2 Under maintenance/ High | TC#010
replacement Warranty
007 |1.2.1 User can enter new client High | TC#011

and save

008 |1.2.1 User can retrieve client’s High | TC#011
information and electronic TC#012
files

009 |1.23 Documentation is simple Mediu | TC#013
and easy to follow m

Sponsor Acceptance

Approver Name | Title Signature Date
Judith Dublin Project Sponsor

Amiah Casey Project Manager

Figure 4.4 James Dublin and Associates Requirements Management Plan.
Adapted from (n. d.). Requirements Management Plan. Retrieved September 29,
2017, from http://www.projectmanagementdocs.com/project-planning-
templates/requirements-management-plan.html
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4.5Schedule Management Plan

The purpose of this Schedule Management Plan is to establish a formal process by which
the project schedule will be created and state how schedule management will be
executed. This process includes identifying the tools necessary for schedule creation
and management, the roles and responsibilities of the project participants in creating and
managing the schedule, and the monitoring and control of any proposed schedule
changes. To successfully complete this project, it is imperative that formal schedule

management guidelines are created, implemented, and followed.

4.5.1 Roles and Responsibilities

All Customer Management Software Project participants will play a role in schedule
management. To ensure that every possible consideration is made regarding schedule

creation and management, the following roles and responsibilities have been identified:

e Project Sponsor: The Project Sponsor is the approval authority for the
Customer Management Software Project. The Project Sponsor is responsible

for approving any requested schedule changes.

e Project Manager/ Team Lead: The Project Manager has overall responsibility
for schedule management on the Customer Management Software Project. The
Project Manager is required to submit a weekly schedule status update to the
Project Sponsor by close of business every Friday. The Project Manager is
responsible for chairing the weekly project team schedule meeting. The Project
Manager is responsible for leading the project team in identifying and quantifying
any schedule impact event which may result in schedule variance. The Project
Manager is responsible for reviewing all schedule change requests prior to

submitting them to the Project Sponsor for approval.

e Project Stakeholders: Stakeholders identifying potential schedule impact
events will work with the Project Manager and team to determine if a schedule
change request is necessary. Schedule status will be communicated to

Stakeholders at the monthly project status meeting.
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4.5.2 Schedule Management Strategy

The schedule for the Customer Management Software Project will be based on the
Requirements Management Plan, WBS and WBS Dictionary for the project as outlined in
the Scope Management Plan. The WBS breaks the project work down into manageable
work packages with all the necessary scheduling detail contained in the WBS Dictionary.
This includes WBS level, WBS code, element name, description of work, deliverable,
budget and required resources. The project team will work together to determine the
correct task definition, sequencing, and estimating for all work detailed in the WBS. The
project schedule will detail all required project work in the correct sequence while
accounting for all task dependencies and required resources as defined in the WBS
Dictionary. Once it is developed, the Project Sponsor will review the schedule,
communicate any necessary modifications to the Project Manager, and approve the

schedule once any required changes are made.

The Customer Management Software Project Schedule will be created as a Gantt Chart
in Microsoft Project. As tasks are completed, the Project Manager will update the
schedule accordingly to provide awareness of the project schedule to all team members.
The creation of the Customer Management Software schedule will identify many
scheduled tasks and milestones. However, the following milestones must be included in
the schedule as a minimum and require acceptance by the Project Sponsor:

e Plan Project Management

e Collect Requirements

e Project Procurement

e Project Customization

e Project UAT

e Project Go Live

4.5.3 Schedule Monitoring and Control

The Customer Management Software Project will be monitored and controlled
aggressively by the Project Manager and team. To provide constant schedule

awareness, the Project Manager will chair weekly project schedule meetings. At these
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meetings, all project team members will be required to report the status of their assigned
work as it relates to the schedule. This will allow the Project Manager to fully understand
the status of the project schedule and provide him with the opportunity to shift or re-

allocate resources and funding, or submit schedule change requests as necessary.

As each schedule task is completed, the team member responsible for the work will
provide an update to the Project Manager notifying her of such. These notifications must
be immediate and not wait until the next weekly project schedule meeting. This will allow
the Project Manager to track schedule status in real time, to provide status updates to the
Project Sponsor or stakeholders as necessary with current information. Additionally, as
interim project deliverables are completed, they will be presented to the Project Sponsor

for deliverable acceptance.

4.5.4 Schedule Change Process

For the Customer Management Software Project, proposed schedule changes will follow
a formal process which is agreed to by senior management. Schedule change requests
may be submitted by any member of the project team once it has been determined that
a boundary condition may be exceeded. The change request will be submitted to the
Project Manager. The Project Manager will review the change request with the project
team. This review will include an evaluation of the impact of the change request regarding
schedule, cost, resources, or project scope. If it is determined that the impact falls within
the boundary conditions established below, the change request may be approved or
denied by the Project Manager and any changes needed may then be implemented in
accordance with the Change Management Plan. If it is determined that the impact
exceeds the boundary conditions below, then the change request will be forwarded to the

Project Sponsor for review and approval.

Boundary conditions for the Customer Management Software Project are as follows:

CPI less than 0.8 or greater than 1.2
SPI less than 0.8 or greater than 1.2
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Once a change request has been approved, the changes will be implemented and the
Project Manager is responsible for updating the project schedule and all project
plans/documentation, and communicating the change(s) to all project participants. If the
impact of the change request requires any changes in the project’s scope then it will follow

the process defined in the Scope Management Plan.

4.5.5 Activity List

An Activity List as described by the PMBOK® Guide is as follows: “The activity list is a
comprehensive list that includes all schedule activities required on the project. The activity
list also includes the activity identifier and a scope of work description for each activity in
sufficient detail to ensure that project team members understand what work is required to
be completed. Each activity should have a unique title that describes its place in the
schedule, even if that activity title is displayed outside the context of the project schedule.”
On the following pages is Chart 12 the Activity List for the James Dublin and Associates
Customer Management Software Project. Here the Activity ID corresponds to the WBS

ID which allows for easy ldentification and cross referencing.

4.5.6 Project Schedule Network Diagram

Following the Activity List on the following pages is the James Dublin and Associates
Project Network Diagram, Figure 4.5.1, which “is a graphical representation of the logical
relationships, also referred to as dependencies, among the project schedule activities
(source: PMI, 2013). The James Dublin and Associates project network diagram was
compiled on the WBS ID level because of the numerous amount of activities. The network
diagram was developed in Microsoft Visio 2016, where each node is identified by the
WBS ID and is one Level, two (2), of the WBS. Only packages in level three (3), as it
pertains to 1.1 Project Management work package were included. This was done to
illustrate how they are related to the other work packages. The nodes display the duration
of days, the percentage completed, along with the start and end date of the WBS

package. The legend shows the WBS ID as it relates to the WBS work package name.
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Chart 12 James Dublin and Associates Activity List

G Predeces | Succes Ul
ty WBS | Activity Name on/ Resources
sors sors
ID days
1|1.1.1 | Create Project Management Plan 2 Project Manager
21 1.1.1 | Create Project Charter 1 3 Project Manager
Submit Project Charter to be
3]1.1.1 | Approved 1 4 Project Manager
411.1.1 | Charter is Approved 3 5 Project Sponsor
5] 1.1.2 | Create Scope Management Plan 4 8 Project Manager
Submit Scope Management Plan for
6|1.1.2 | Approval 4 6 Project Manager
7 | 1.1.2 | Scope Management Plan is Approved 6 8 Project Sponsor
8 | 1.1.3 | Create Cost Management Plan 4 9 Project Manager
Submit Cost Management Plan for
9] 1.1.3 | Approval 8 10 Project Manager
Cost Manager Management Plan
10| 1.1.3 | Approved Project Sponsor
11| 1.1.3 | Create Schedule Management Plan 4 9 Project Manager
Submit Schedule Management Plan
12 | 1.1.3 | for Approval 8 10 Project Manager
Schedule Management Plan
13| 1.1.3 | Approved 12 14 Project Sponsor
14 | 1.1.4 | Create Risk Management Plan 4 15 Project Manager
Submit Risk Management Plan for
15]1.1.4 | Approval 14 16 Project Manager
16 | 1.1.4 | Risk Management Plan Approved 15 17 Project Sponsor
Create Procurement Management
17]11.1.5 | Plan 41,15 13 Project Manager
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G Predeces | Succes Ul
ty WBS | Activity Name on/ Resources
sors sors
ID days
Submit Procurement Management for
18 |1.1.5 | Approval 17 19 Project Manager
Procurement Management Plan
19| 1.1.5 | Approved 18 20 Project Sponsor
Create Stakeholder Management
20]1.1.6 | Plan 2,13 15 Project Manager
Submit Stakeholder Management
21| 1.1.6 | Plan for Approval 14 18 Project Manager
Stakeholder Management Plan
22 |1 1.1.6 | Approved 21 25 Project Sponsor
Have Weekly Meetings with Project Project Manager,
23| 1.1.7 | Team 1 24 Project team
24 | 1.1.7 | Compile Minutes from Meetings 23 25 Project Manager
22,19,16,
13,10,7,4,
25| 1.1.8 | Update Project Management Plan 1 26 Project Manager
Project Manager,
26 | 1.1.8 | Update Lessons Learned 25 27 Project team
Project Manager,
27 | 1.1.8 | Finalize all unfinished activities 70 73 Project team
Interview Stakeholders for Software Project Manager,
28 | 1.2.1 | Requirements 22 29 Project team
Project Manager,
29 | 1.2.1 | Compile Software Requirements 28 36 Project team
Interview Stakeholders for Present Project Manager,
30| 1.2.1 | Workflow Process 28 31 Project team
Present Workflow to Stakeholders for Project Manager,
31]1.2.1 | Approval 30 32 Project team
Present New workflow to Project Manager,
32| 1.2.1 | Stakeholders for Approval 30 33 Project team
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G Predeces | Succes Ul
ty WBS | Activity Name on/ Resources
sors sors
ID days
Workflow and New workflow
33|1.2.1 | approved 31,32 34 Project team
Analyse Company's Hardware
34 |1.2.2 | Systems 22 35 Project team
Project Manager,
35| 1.2.2 | Compile Hardware Requirements 34 36 Project team
Present Hardware and Software
36 | 1.2.2 | Requirements for Approval 35 37 Project Manager
Hardware and Software
37 | 1.2.2 | Requirements Approved 36 41 Project Sponsor
Interview Stakeholders for User Project Manager,
38 | 1.2.3 | Requirements 15 30 Project team
Submit Documentation for User
39 | 1.2.3 | Requirement for Approval 29 31 Project Manager
40 | 1.2.3 | User Requirements Approved 39 41 Project Sponsor
41 | 1.2.4 | Update Requirement Documentation | 33,37, 40 25 Project Manager
Software Vendors Compared and Project Manager,
42 | 1.3.1 | Selected 41 43 Project team
Evaluation of Suitable Software is Project Manager,
conducted based on Software Project Sponsor,
43 | 1.3.1 | Requirements 42 44 Project team
Software Option is Presented for
44 | 1.3.1 | Approval 43 45 Project Manager
45 | 1.3.1 | Software Option is Approved 44 46 Project Sponsor
46 | 1.3.1 | Approved Software is Procured 44 50 Financial Officer
Hardware Vendors are Compared Project Manager,
47 | 1.3.2 | and Selected 41 48 Project team
Suitable Vendors are contacted and Project Manager,
48 | 1.3.2 | quotations requested 36 38 Project team
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G Predeces | Succes Ul
ty WBS | Activity Name on/ Resources
sors sors
ID days
Hardware is procured from vendor
49 | 1.3.2 | with approved quotation 48 50 1 | Financial Officer
Procurement documentation is
50 | 1.3.3 | compiled 46,49 25 1 | Project Manager
Acquired Software is Set up in
51 | 1.3.3 | development environment 46 52 2 | Project team
Customization of Software to
52 | 1.4.1 | Software requirements 51 53 7 | Project team
Documentation of customized
requirements is compiled and or
53 |1.4.2 | updated 52 25 1 | Project team
54 | 1.4.1 | Customized Software is tested 52 57 7 | Project team
55 | 1.4.3 | Hardware is setup and configured 46 56 7 | Project team
Documentation of acquired hardware
56 | 1.4.4 | is compiled and or updated 55 57 1 | Project team
Documentation of Training Material is Project Manager,
57 | 1.4.5 | compiled 54,56 58 7 | Project team
Customized Software is presented
and tested by an end user following
58 | 1.5.1 | thorough the training documentation 43,44,47 48 2 | Project team
Debugging and adjustments are
59 | 1.5.2 | made for final presentation 47 49 7 | Project team
End user tests the software once
60 | 1.5.1 | more and signs off approval 48 50 1 | Office staff
61 | 1.5.1 | Approved Sign off on Software 60 62 0 | Office staff
Final Software is installed and
62 | 1.6.1 | distributed on all needed systems 61 63 7 | Project team
User Accounts are set up and made
63| 1.6.1 | available 62 64 1 | Project team
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A Predeces | Succes Ul
ty WBS | Activity Name on/ Resources
sors sors
ID days
Hard copy information is compiled
from files and converted to software Office Staff,
64 | 1.6.1 | format 63 65 Project team
Office staff,
65 | 1.6.1 | Initial data is imported into the System 64 66 Project team
65,61,55,
66 | 1.5.3 | Official user training is conducted 62,63 67 Project team
67 | 1.5.1 | Training is signed off 66 68 Office staff
Software is launched/rolled out and
68 | 1.6.1 | used in Live environment 68,67 69 Project team
Project team stays on site to offer
69 | 1.6.2 | technical assistance 68 70 Project team
71,72,7
3,25,26,
70 | 1.1.8 | Project closure is started 69 | 27 Project Manager
All documentation is compiled and 72,73,2
71| 1.1.8 | finalized 58 | 5,26,27 Project Manager
73,25,2
72 | 1.1.8 | Lessons learnt is a documented 58 | 6,27 Project Manager
official handover of project is 25,26,2
73| 1.1.8 | conducted 58 |7 Project Manager
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Start of

11

180 0 Close of Project
Project 6/26/17 | 3/2/18
T
U .

111 112 113 114 1.15 116 1.1.7

4 100 3 100 6 50% 3 0 3 0 3 0 36 0 17 0
6/26/17 | 6/29/17 6/30/17 | 7/4/17 7/5/17 7/12/17 7/13/17 | 7/17/17 7/18/17 | 7/20/17 7/21/17 | 7/25/17 7/25/17 | 17/18/17 11/24/17| 12/18/17
N
1.2 13 1.4 1.5 1.6
20 0 17 0 23 0 16 0 21 0
6/30/17 | 7/27/17 7/18/17 | 8/9/17 8/21/17 | 9/1/17 9/4/17 | 9/25/17 10/26/17 | 11/23/17
Legend
WBS ID
Duration Percentage complete
Start Date End Date

1.1 Project Management

1.1.1 Planning

1.1.2 Scope Management

1.1.3 Cost & Schedule Management
1.1.4 Risk Management

1.1.5 Procurement Management
1.1.6 Stakeholder Management
1.1.7 Meetings

1.1.8 Project Closure

1.2 Collect Requirements

1.3 Procurement

1.4 Customization

1.5 User Acceptance Testing (UAT)
1.6 Go Live

Figure 4.5 James Dublin and Associates Network Diagram
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4.5.7 Project Schedule

The Project Schedule is defined as “an output of a schedule model that presents linked
activities with planned dates, durations, milestones, and resources.” (source: PMI, 2013)
The table below shows the developed project schedule for the James Dublin and
Associates Customer Management Software project. Included is the Name of the activity,
duration and resources.

Chart 13 James Dublin and Associates Project Schedule

Task Name Duration | Resource Names
James Dublin and Associates
Customer Management Software 180 days
Project
1.1 Project Management 180 days
1.1.1 Planning 4 days Project Manager, Project Sponsor
1.1.2 Scope Management 3 days Project Sponsor, Project Manager

Project Sponsor, Project Manager,

1.1.3 Cost & Schedule Management | 6 days d
Project team

1.1.4 Risk Management 3 days Project Manager, Project team

Project Manager, Project team,

1.1.5 Procurement Management 3 days Financial Officer
1.1.6 Stakeholder Management 3 days Project Manager, Project Sponsor
1.1.7 Meetings 36days Weekly Project Meetings
1.1.8 Project Closure 17 days | Project Manager

1.2 Collect Requirements 11 days
1.2.1 Software Requirements 6 days Project Manager, Project team
1.2.2 Hardware Requirements 3 days Project Manager, Project team
1.2.3 User Requirements 3 days Project Manager, Project team
1.2.4 Requirements Documentation | 2 days Project Manager, Project team

1.3 Procurement 28 days
1.3.1 Software Procurement 17 days Fingncial Officer, Project Manager,

Project team

1.3.2 Hardware Procurement 10 days Financial Officer, Project Manager,

Project team

Financial Officer, Project Manager,

1.3.3 Procurement Documentation 3 days .
Project team

1.4 Customization 25 days
1.4.1 Software Customization 9 days Project team
1.4.2 Software Documentation ldays Project Manager, Project team
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Task Name Duration | Resource Names

1.4.3 Hardware Setup and

. : 7 days Project team
Configuration
1.4.4 Hardware Documentation 1 days Project Manager, Project team
1.4.5 Training Documentation 7 days Project Manager, Project team

1.5 User Acceptance Testing (UAT) 13 days

Project Manager, Project Sponsor,

1.5.1 User Signoff 5 days Project team, office staff
1.5.2 Final Software Configuration 7 days Project team
1.5.3 User Training 4 days Pr(_)ject Manager, Project team,
office staff
1.6 Go Live 21 days
1.6.1 Roll out of Software 9 days Project Manager, Project team
1.6.2 On site User Support 2 days Project team

4.5.7 Approvals

The signatures of the people below indicate an understanding in the purpose and content
of this document by those signing it. By signing this document, individuals agree to this

as the formal Schedule Management Plan for the Server Upgrade Project.

Approver Name | Title Signature Date
Judith Dublin Project Sponsor
Amiah Casey Project Manager

Figure 4.5.1 James Dublin and Associates Schedule Management Plan. Adapted
from Schedule Management Plan Template from FAST Project Plans. (n. d.).
Retrieved September 20, 2017, from http://www.fastprojectplans.com/schedule-
management-plan-template.html

4.6 Cost Management Plan

This plan is to estimate costs and determine the project budget to control project costs.
This is necessary to ensure the successful completion of the project within the allotted
budget constraints. There are several cost components associated with this project as

well as many metrics, cost variance considerations, and reporting which this plan will
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outline. To complete this project successfully, all key project members and stakeholders

must adhere to and work within this cost management plan and the overall project plan

it supports.

The cost management plan for the Customer Management Software project includes

many internal and external cost components. All metrics and variance analysis must be

applied to these cost components throughout the project lifecycle. These components

include:

Internal

Project Management/project team resources

Recruiting and hiring for additional staffing

Capital equipment

Software and licensing

Insurance

This cost management plan does not include any monthly recurring costs (MRC)

which will be required upon the completion of the project.

4.1.1 Cost Management Roles and Responsibilities

Project Sponsor: The Project Sponsor for the project is responsible for the
approval of the project's cost management plan. Additionally, the project
sponsor is responsible for approving the project’s budget and is the approving
authority for any additional funding that may be needed.

Project Manager: The Project Manager is responsible for the day to day
management of project funds. The Project Manager is responsible for the
development of an internal Work Breakdown Structure (WBS) which covers all
work to be performed by the operations group. The Project Manager is
authorized to execute the expenditure of project funds as necessary in
accordance with the cost management plan and allocated project budget. The

Project Manager may not authorize the use of any additional funding without

82



prior approval from the Project Sponsor. The Project Manager is also required
to establish metrics and variance analysis tools to provide status updates once
a month to the Project Sponsor.

e Project Team: The project team is responsible for executing assigned work in
accordance with the cost management plan. They are also required to assist
the Project Manager in the implementation of metrics and variance analysis
tools to ensure all project deliverables are performed within the allocated
budget constraints.

4.6.2 Cost Management Approach
4.6.2.1 Cost Planning and Estimating

Once the needs of the Customer Management Software Project have been determined,
the project team will finalize the resource and staffing requirements necessary for the
successful completion of the project. The Project Manager and project team lead will
complete the internal and external WBS respectively. Control accounts and staff labour
categories will be created in each WBS element. Based on the labour costs and planned
duration of each WBS element, an estimate will be determined. WBS element costs will
then be totalled and used to request funding for the project. Once the project budget is
approved, the Project Manager will compare the allocation for each WBS element against
the overall budget and adjust allocations as necessary to comply with the project budget.
Once all allocations have been reviewed and approved by the project manager, the
project cost will be baselined. The project cost baseline may only be changed with
authorization by the Project Sponsor.

4.6.2.2 Cost Tracking

All project team members will record their work associated with the Customer
Management Software Project on the appropriate timesheets using the appropriate
labour categories and WBS cost accounts. Before close of business on the final business
day of each month, the Project Manager will collect all the timesheets and calculate the
labour costs associated with each cost account. Additionally, any invoices associated

with project capital equipment or other materials or licensing will be copied each month

83



and a copy will be provided to the Project Manager. The Project Manager will calculate
actual costs for all cost categories and WBS elements and compare these actual costs
to the projected baseline costs monthly. These comparisons will be used to generate the

data for all metrics and status reports as well as variance analysis.

4.6.2.3 Cost Metrics and Reporting

To measure project performance, several metrics will be used to capture cost and
schedule performance for Customer Management Project. The following metrics will be

compiled and reported by the Project Manager:

e Cost Performance Index (CPI) will be reported monthly and is the project’s
EV/AC

e Schedule Performance Index (SPI) will be reported monthly and is the project’s
EV/IPV
e Control thresholds for CPIl and SPI are:

o Yellow: within +/- 20% must be reported to the Project Sponsor. If it is
determined that there is no effect on the project’s cost baseline then there
may be no further action required.

o Red: greater than +/- 20% must be reported to the Project Sponsor.
Corrective measures must be taken to move the project back to an

acceptable performance level.
Chart 14 Cost Metrics and Reporting
Earned Value Frequency of Yellow
Metric Reporting -
CPI Monthly 0.8=CPI=1.2 | CPI<0.8 or CPI>1.2
SPI Monthly 0.8sSPI=1.2 | SPI<0.8 or SPI>1.2

e Cost Variance (CV) will be reported monthly and is the project’'s AC subtracted
from EV
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e Schedule Variance (SV) will be reported monthly and is the project’s PV

subtracted from EV

One chart will be created for each of the above metrics. The Project Manager will
present these charts to the Project Sponsor at the Monthly Project Status Meeting on

the first Monday of each month.

4.6.2.4 Cost Control Measures

If the Customer Management Software Project exceeds its thresholds at any time for its
CPI or SPI, corrective measures will be considered and implemented to bring the project
back into an acceptable range of performance. The Project Manager and team will
consider all control measures which will result in correcting the project performance. A
detailed analysis of all control measures will be presented to the Project Sponsor. The
analyses will consist of:

e General description of the control measure

e Personnel involved

e Timeline to implement

e |ssues or concerns regarding implementation

e Expected effect on project performance

All control measures will be reviewed by the Project Sponsor. Upon approval from the
Project Sponsor, the Project Manager will lead the implementation of the authorized
control measure. The Project Manager must also complete any change requests required

in accordance with the project’s change control process.
In some isolated circumstances, it may be necessary to re-baseline a project’s costs.

Every effort should be taken to avoid this. However, if necessary, only the Project

Sponsor may authorize this action.
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Chart 15 Estimated Budget

Activity] WBS Activity Name Duration| Unit [Duration/ | Cost |(Subtotal | WBS | Estimated Activity Owner
ID / Cost/ | days /Unit Level 2 | Budget
days Day /Day Totals
$ 28,920

1 1.1.1 | Create Project 1 100 |1 $ 100 Project Manager
Management Plan

2 1.1.1 | Create Project 1 100 |1 $ 100 Project Manager
Charter

3 1.1.1 | Submit Project 0 0 $ - Project Manager
Charter to be
approved

4 1.1.1 | Charter is approved | 2 2 $ - |$200 Project Sponsor

5 1.1.2 | Create Scope 1 100 |1 $ 100 Project Manager
Management Plan

6 1.1.2 | Submit Scope 0 0 $ - Project Manager
Management Plan
for approval

7 1.1.2 | Scope 2 2 $ - $ 100 Project Sponsor
Management Plan
approved

8 1.1.3 | Create Cost 1 100 |1 $ 100 Project Manager
Management Plan

9 1.1.3 | Submit Cost 0 0 $ - Project Manager
Management Plan
for approval

10 1.1.3 | Cost Manager 2 2 $ - Project Sponsor
Management Plan
approved

11 1.1.3 | Create Schedule 1 100 |1 $ 100 Project Manager

Management Plan
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Activity] WBS Activity Name Duration| Unit [Duration/ | Cost |(Subtotal | WBS | Estimated Activity Owner
ID / Cost/ | days /Unit Level 2 | Budget
days Day /Day Totals

12 1.1.3 | Submit Schedule 0 0 $ - Project Manager
Management Plan
for approval

13 1.1.3 | Schedule 2 2 $ - |$200 Project Sponsor
Management Plan
approved

14 1.1.4 | Create Risk 1 100 |1 $ 100 Project Manager
Management Plan

15 1.1.4 | Submit Risk 0 0 $ - Project Manager
Management Plan
for approval

16 1.1.4 | Risk Management |2 2 $ - $ 100 Project Sponsor
Plan approved

17 1.1.5 | Create 1 100 |1 $ 100 Project Manager
Procurement
Management Plan

18 1.1.5 | Submit 0 0 $ - Project Manager
Procurement
Management for
approval

19 1.1.5 | Procurement 2 2 $ - $ 100 Project Sponsor
Management Plan
approved

20 1.1.6 | Create Stakeholder |1 100 |1 $ 100 Project Manager
Management Plan

21 1.1.6 | Submit Stakeholder | 0 0 $ - Project Manager

Management Plan
for approval
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Activity] WBS Activity Name Duration| Unit [Duration/ | Cost |(Subtotal | WBS | Estimated Activity Owner
ID / Cost/ | days /Unit Level 2 | Budget
days Day /Day Totals

22 1.1.6 | Stakeholder 2 2 $ - $ 100 Project Sponsor
Management Plan
approved

23 1.1.7 | Have Weekly 1 250 |1 $ 250 Project Manager,
Meetings with Project team
Project team

24 1.1.7 | Compile Minutes 1 100 |1 $ 100 | $ 350 Project Manager
from Meetings

25 1.1.8 | Update Project 1 100 |1 $ 100 Project Manager
Management Plan

26 1.1.8 | Update lessons 2 250 |2 $ 500 Project Manager,
learned Project team

27 1.1.8 | Finalize all 7 250 |7 $1,750 |$3,050 |$4,200 Project Manager,
unfinished activities Project team

28 1.2.1 | Interview 1 250 |1 $ 250 Project Manager,
stakeholders for Project team
Software
requirements

29 1.2.1 | Compile Software 1 250 |1 $ 250 Project Manager,
requirements Project team

30 1.2.1 | Interview 1 250 |1 $ 250 Project Manager,
stakeholders for Project team
Present Workflow
Process

31 1.2.1 | Present Workflow 1 250 |1 $ 250 Project Manager,
submitted to Project team
Stakeholders for
approval

32 1.2.1 | Present New 1 250 |1 $ 250 Project Manager,
workflow to Project team
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selection completed

Activity] WBS Activity Name Duration| Unit [Duration/ | Cost |(Subtotal | WBS | Estimated Activity Owner
ID / Cost/ | days /Unit Level 2 | Budget
days Day /Day Totals

Stakeholders for
approval

33 1.2.1 | Workflow and New |1 150 |1 $ 150 |$1,400 Project team
workflow approved

34 1.2.2 | Analyse Company's | 1 150 |1 $ 150 Project team
hardware systems

35 1.2.2 | Compile hardware |1 250 |1 $ 250 Project Manager,
requirements Project team

36 1.2.2 | Present hardware |0 100 |O $ - Project Manager
and software
requirements for
approval

37 1.2.2 | Hardware and 2 2 $ - $ 400 Project Sponsor
software
requirements
approved

38 1.2.3 | Interview 1 250 |1 $ 250 Project Manager,
stakeholders for Project team
user requirements

39 1.2.3 | Submit 0 0 $ - Project Manager
documentation for
user requirements
for approval

40 1.2.3 | User requirements | 2 2 $ - |$250 Project Sponsor
approved

41 1.2.4 | Update requirement | 1 100 |1 $100 |$100 |$2,150 Project Manager
documentation

42 1.3.1 | Software vendors 7 250 |7 $1,75 Project Manager,
compared and 0 Project team
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Activity] WBS Activity Name Duration| Unit [Duration/ | Cost |(Subtotal | WBS | Estimated Activity Owner
ID / Cost/ | days /Unit Level 2 | Budget
days Day /Day Totals

43 1.3.1 | Evaluation of 7 250 |7 $1,75 Project Manager,
suitable software 0 Project Sponsor,
conducted based Project team
on software
requirements

44 1.3.1 | Software option 1 100 |1 $ 100 Project Manager
presented for
approval

45 1.3.1 | Software Option 1 1 $ - Project Sponsor
approved

46 1.3.1 | Approved Software |1 150 |1 $ 150 |$3,750 Financial Officer
procured

47 1.3.2 | Hardware vendors |1 250 |1 $ 250 Project Manager,
compared and Project team
selection made

48 1.3.2 | Suitable vendors 7 250 |7 $1,750 Project Manager,
contacted and Project team
guotations
requested

49 1.3.2 | Hardware procured |1 150 |1 $ 150 |$2,150 Financial Officer
from vendor with
approved quotation

50 1.3.3 | Procurement 1 100 |1 $ 100 Project Manager
documentation is
compiled

51 1.3.3 | Acquired software | 2 150 |2 $300 |$400 |$6,300 Project team
is Setup in

development
environment
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Activity
ID

WBS

Activity Name

Duration
/
days

Unit
Cost/
Day

Duration/ | Cost
days /Unit
/Day

Subtotal

WBS
Level 2
Totals

Estimated
Budget

Activity Owner

52

141

Customization of
software according
to software
requirements

7

150

7 $1,050

$2,100

Project team

53

1.4.2

Documentation of
customized
requirements
compiled and or
updated

150

1 $ 150

$ 150

Project team

54

14.1

Customized
software is tested

150

7 $1,050

Project team

55

1.4.3

Hardware is setup
and configured

150

1,050

$1,050

Project team

56

144

Documentation of
acquired hardware
compiled and or
updated

150

1 $ 150

$150

Project team

57

145

Documentation of
training material
compiled

250

7 $1,750

$1,750

$5,200

Project Manager,
Project team

58

151

Customized
software presented
and tested by an
end user following
thorough the
Training
Documentation

150

1 $ 150

$1,750

Project team

59

1.5.2

Debugging and
adjustments are

150

7 $1,050

$1,050

Project team
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launched/rolled out
and used in live
environment

Activity] WBS Activity Name Duration| Unit [Duration/ | Cost |(Subtotal | WBS | Estimated Activity Owner
ID / Cost/ | days /Unit Level 2 | Budget
days Day /Day Totals
made for final
presentation
60 1.5.1 | End user teststhe |1 1 $ - Office staff
software once more
and signs off
approval
61 1.5.1 | Approved sign off |0 0 $ - $3,400 Office staff
on software
62 1.6.1 | Final software 7 150 |7 $1,050 Project team
installed and
distributed on all
needed systems
63 1.6.1 | User accountsset |1 150 |1 $ 150 Project team
up and made
available
64 1.6.1 | Hard copy 6 150 |6 $ 900 Office staff,
information Project team
compiled from files
and converted to
software format
65 1.6.1 | Initial data imported | 1 150 |1 $ 150 |$2,550 Office staff,
into the system Project team
66 1.5.3 | Official user training | 4 150 |4 $ 600 | $600 Project team
conducted
67 1.5.1 | Training signed off |2 2 $ - Office staff
68 1.6.1 | Software 2 150 |2 $ 300 Project team
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Reserve (20% of
total)

Activity] WBS Activity Name Duration| Unit [Duration/ | Cost |(Subtotal | WBS | Estimated Activity Owner
ID / Cost/ | days /Unit Level 2 | Budget
days Day /Day Totals

69 1.6.2 | Project team stays | 2 150 |2 $300 |$300 |$2,850 Project team
on site to offer
technical
assistance

70 1.1.8 | Project closure 0 0 $ - Project Manager
started

71 1.1.8 | All documentation 5 100 |5 $ 500 Project Manager
compiled and
finalized

72 1.1.8 | Lessons learnt 1 100 |1 $ 100 Project Manager
documented

73 1.1.8 | Official hand over 1 100 |1 $ 100 Project Manager
of project
conducted
Contingency $4,820
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4.6.3 S-Curve

The S-curve is a Project Management tool, which received its name from the near S-like
shape it depicts. This tool provides a graphical depiction of Project Performance in terms
of Cost against Time. Figure 4.6 depicts the disbursement of funds over the period of the
James Dublin and Associates CMS project. The horizontal axis of the chart depicts time
both weekly and quarterly. The project begins in the 26™ week of the year 2017 and ends
in the 91" week of 2018. The vertical axis depicts cost in intervals of $5,000.00.

The S-curve shows that as the project begins cost/disbursement rapidly increases, until
the week 38 to just below $25,000. Here the cost stays constant until week 43. Then the
cost begins to increase until week 50, to a little over $30,000.00 where it flat lines until
the end of the project. This projects the James Dublin and Associate’s CMS project’s cost
baseline, which according to the PMBOK® Guide is a “time-phased budget that is used
as a basis against which to measure, monitor, and control overall cost performance on

the project.”

James Dublin and Associates CMS Project Cash Flow Report

Cumulative Cost
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Figure 4.6 James Dublin and Associates CMS Project Cash Flow Report / S-Curve
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4.6.4 Approvals

The signatures of the people below indicate an understanding in the purpose and content
of this document by those signing it. By signing this document, individuals agree to this
as the formal Cost Management Plan for the James Dublin and Associates Customer

Management Software Project.

Approver Name | Title Signature Date

Judith Dublin Project Sponsor

Amiah Casey Project Manager

Figure 4.6.1 James Dublin and Associates Cost Management Plan. Adapted from
Free Project Cost Management Plan Template from FAST Project Plans. (n. d.).
Retrieved September 25, 2017, from http://www.fastprojectplans.com/cost-
management-plan-template.html

4.7 Risk Management Plan

The purpose of this Risk Management Plan is to identify risks, report on qualitative and
guantitative analysis and plan risk respones to allow for monitoring of risks, for the
Customer Management Software Project. Effective risk management is a proactive
and ongoing process in which we will seek to identify risks as early in the project as
possible and implement controls to mitigate or avoid those risks. If possible, risks will
be identified before they occur so that avoidance and mitigation efforts can be
implemented to avoid any adverse impacts associated with those risks. The Risk
Management Plan will define the processes by which risks and risk owners will be
identified, risks will be evaluated, mitigation and avoidance measures will be evaluated,

and risks will be tracked.
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4.7.1 Roles and Responsibilities

To ensure the successful completion of the Customer Management Software, the roles

and responsibilities of all key project personnel must be clearly defined with regards to

project communication. To prevent overlap or gaps in project communication, the

following roles and responsibilities have been identified:

Project Sponsor: The Project Sponsor is the approval authority for the
Customer Management Software. The Project Sponsor is responsible for the
approval of the Risk Management Plan as well as communicating all high-priority

risks and mitigation and avoidance strategies to the Executive Committee.

Project Manager: The Project Manager has overall responsibility for risk
management on the Customer Management Software Project. The Project
Manager is responsible for developing and maintaining the Risk Management
Plan. She is also responsible for ensuring the project has adequate resources
for implementing the Risk Management Plan. The Project Manager will review
risks, act as necessary and communicate all risk-related activities to the project
team. She is responsible for the implementation of risk mitigation and avoidance
strategies for all high-level risks.

Project Team member(s): The project team members are responsible for risk
identification, maintaining the Customer Management Software Project risk
register, and assisting the Project Manager in evaluating risk control actions and
their impact on cost, schedule, and quality. Additionally, the project team
members are also responsible for assisting the Project Manager is developing

risk mitigation and avoidance strategies.

4.7.2Project Stakeholders

The Customer Management Software Project stakeholders are responsible for the

identification of risks and providing to the management team timely and accurate status

on all risks related to their areas of responsibility. They may also be required to assist

the Project Manager and team in the development of risk mitigation and avoidance

strategies as necessatry.
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4.7.3 Risk Management Strategy

The strategy that will be employed on the Customer Management Software Project is a
proactive approach to risk management. The goal of this strategy is to identify risks as
early as possible to avoid or minimize any adverse impact the risks may have on the
project. Project personnel will accomplish this by continuously evaluating critical project
areas to identify risks, work as a cohesive team to determine the potential impact of each
risk identified, develop and implement mitigation and avoidance strategies, and monitor
the risks. This strategy will be conducted on the following tenets:

e Honest Assessment — It is imperative that all risks are identified and assessed in
an honest manner. Risks cannot be managed adequately if the full extent of the
risk is not known.

e Full Participation — Everyone must participate in the identification of risks. And will
not assume that others will identify all possible risks. Success depends on
identifying all possible risks and to accomplish this, everyone must participate
actively.

e Balanced Risk Monitoring — It is key that risks are monitored often enough to
adequately control them but not so often that progress is hindered.

e Simplicity — Complex and cumbersome risk tracking and measuring techniques
are not necessarily effective risk management. This will measure risks with low,
medium, and high designations and spend more time managing risks rather than

categorizing them.

4.7.4. Risk Management Process

The Customer Management Software Project will follow a phased risk management
process: risk identification, risk assessment, risk control, and risk monitoring. These
phases and activities do not occur one time, rather, they are ongoing throughout the
project’s lifecycle. Once new risks are identified and assessed, they are controlled and
monitored repeatedly until they are resolved and these actions are no longer required.

e Risk Identification: Risk assessment is the process of evaluating critical

project areas and processes to determine potential risks which may appear at
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any point during the project. A risk is any event or threat which may result in
some type of adverse impact on the cost, schedule, or quality/performance of
the project. The methods that will be used to identify risks are:
o Analyse the WBS to determine areas where risk is most likely
o Interview subject matter experts (SME) to determine where, in each
area, risks may be most likely
o Review project archives and lessons learned to determine where risks
have occurred in similar projects in the past
o Review project risk database to determine most likely causes of risk

All project participants will play a key role and be relied upon heavily in identifying

risks in their given areas of expertise and knowledge.

e Risk Assessment: Once the Customer Management Software Project’s risks
have been identified, they will be assessed to determine the priority in which
they should be controlled and monitored. Additionally, the cause of the
identified risks must be determined as well as their potential impact on the
project. Each risk will be assessed by the project team to determine its
probability of occurring and the impact it may have on the project. To quantify
these risks, each will be assigned a score based on the probability and impact
scales which are determined based on the Risk Impact Scale and Probability
Impact Scale tables below. Risks will be assessed to determine which portion
of the probability-impact matrix below they fall into, whether very high and high

risks (red), moderate risk (orange), low risk (yellow), or very low risk (green).

Chart 16 Risk Impact Scale. Adapted from MPM - 06 Project Risk Management
(February 2017) Team7 Integration Assignment Part 2

Impact Category and Description
Project Negligible [ Acceptable | Marginal Critical Catastrophic
Objective | (1) (3) (5) (7) 9
Cost Less than | $100 - $1001 - $1,501 - >$2,500
$100 over | $1,000 over | $1,500 $2,500 over | over budget
budget budget over budget
budget
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Time 1-day delay | 2- 7 days 8 - 14 days | 15 - 30 days | >30 days
delay delay delay delay

Scope Scope Minor areas | Major Scope Project end
decrease of scope areas of reduction item is
barely affected scope unacceptable | effectively
noticeable affected to sponsor useless

Performance | Slight Minor effect | Moderate Severe Deliverables
effect on on effect on effect on cannot be
performance | performance | performance | performance | accomplished

Chart 17 Risk Probability Scale. Adapted from MPM — 06 Project Risk

Management (February 2017) Team?7 Integration Assignment Part 2

Category [ Very Low Low Moderate (5) | High Very
1) 3 (1) high
9)
Description | Once every | Once every once every 4 Once More
13 weeks- 2 | seven months | weeks to six every 1to |than
years to 12 months | months 3 weeks once per
week

Chart 18 P x | Scale. Adapted from MPM — 06 Project Risk Management (February
2017) Team7 Integration Assignment Part 2
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Risk Level Range | Colour Code
Low 1-10 |Green
Moderate 11 - 40| Yellow

High 41- 60 | Orange

Very High/ Extreme | 61-81 -




Chart 19 Probability / Impact Matrix. Adapted from MPM — 06 Project Risk
Management (February 2017) Team7 Integration Assignment Part 2

Severity Probability of Impact

Very | Low Moderate | High

Low |(3) [5)

(1)
Catastrophic |9 27 45
9)
Critical (7) |7 21 35
Marginal (5) |5 15 |25 35 45
Acceptable |3 9 15 21 27
(3)
Negligible |1 3 5 7 9
(1)

e Risk Control: Risk control is the process in which the team will identify,
evaluate, and implement measures to bring risks down to acceptable levels or
avoid them altogether. Risks that require a mitigation or avoidance strategy
will be assigned to a risk owner. The risk owner is responsible for providing
risk status and all documentation associated with such in a manner consistent

with the control strategy guideline below.

Chart 20 Control Strategy Guideline

Probability Control Strategy

Impact Score

Risk will be ranked daily. The risk owner will document all
avoidance and mitigation efforts. As mitigation and avoidance
actions occur the risk will be assessed daily until the risk level is

acceptable or has been avoided altogether.
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Probability

Impact Score

Control Strategy

Risk will be ranked on a weekly basis. The risk owner will

Moderate _ o o
document all avoidance and mitigation efforts. As mitigation and
L avoidance actions occur the risk will be assessed weekly until the
ow
risk level is acceptable or has been avoided altogether
Risk will be ranked weekly. No mitigation or avoidance efforts are
Very Low

necessary unless risk becomes elevated

The risk owners for all high and medium risks must consider each of the following

options for controlling risk:

o Alternative courses of action or workarounds

o Mitigation steps to reduce the probability or impact of the risk

o Changing project requirements to eliminate or reduce the probability or

impact of the risk

o Risk acknowledgement which accepts the risks without taking any action

Risk Monitoring: Risk monitoring allows us to actively measure the performance of the

risk control activities implemented to mitigate or avoid risks. Risk owners will develop

risk control schedules for each of their assigned high and medium-level risks.

owners will provide the status of their risks and the progress of risk control measures in

a frequency as noted in the control strategy chart above.

anticipated risk control completion date, assigned resources for risk control activities,

and changes in the probability or impact of the risk occurring.

4.7.5 Risk Documentation

Documentation is an integral part of risk management as it not only allows us to effectively

control and monitor risks associated with our project; however, it also provides a

reference for future projects to research common causes of risks as well as mitigation

and avoidance strategies.

For the Customer Management Software Project, a risk

register will be created and maintained by the Project Risk Manager. The risk register
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will contain the identified risks, their probability-impact score, when the risk is due to
occur, mitigation or avoidance control strategies, and the effectiveness of the risk control.
The risk register will be maintained as an appendix to the Customer Management

Software Project Risk Management Plan.

4.7.6 Approvals

The signatures of the people below indicate an understanding in the purpose and content
of this document by those signing it. By signing this document, the individual agrees to
this as the formal Risk Management Plan for the Customer Management Software

Project.
Approver Name | Title Signature Date
Judith Dublin Project Sponsor
Amiah Casey Project Manager

Figure 4.7 James Dublin and Associates Risk Management Plan. Adapted from
Risk Management Plan Template from FAST Project Plans. (n. d.). Retrieved
September 25, 2017, from http://www.fastprojectplans.com/risk-management-
plan-template.html
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Chart 21 Risk Register

Risk [ Cause Risk [Consequences Probability | Impact PxI

Code

002 | The A 15 to 30 days [Once Catastrop
Project  |hurricane [in delay on everyone |hic
Started  |causing a|the project to two
During natural [and an weeks
the disaster- |additional (High)

Hurricane putages |$1,501to $
Season  pf water, |2,500 over
electricity | budget.
and loss
of
internet,
etc.

001 Project A 40 days Once Catastrop Moderate
requireme fcontinuou|delays on every hic (45)
hts and s flow of |project, three
stakeholdefchange [additional months
I interests fequests |cost of $5000 |(Moderate)
have high might be
expectatio present,
ns throwing

the
project off
course

Trigger Owner Strategy Cost of
Strategy
Active Project [Mitigate — |$2,000
Hurricane |Managerhave a
Season disaster
response
plan in place
that is
shared with
all
stakeholders
of the
project.
poor or Project [Mitigate- $2,000
limited Manager have a
stakeholder communicati
engagement on plan that
and ensures
communicati information is
on in clearly
planning shared with
phase all
stakeholders
on scope
and
resources for
project
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Risk [ Cause Risk [Consequences Probability | Impact Pxl Trigger Owner Strategy Cost of
Code Strategy|
006 A down |Overthe |>$2,500 over | Once Moderate Moderate | Inflation of |Project | Putin place |$5,000
turn in period the| budget and every (27) dominant |Sponsor feserves
economic (cost >30 days seven foreign (contingency
activity  lestimates|delay months currency reserve and
may be to 12 managemen
insufficien months t reserve)
t
004 Scheduled|Stakehol |2 to 7 days Once Marginal | Moderat [poor or Project |Mitigate- $1,000
and ders delay, every 4 e (25) limited Manager have a
unschedul may not |$100 - $1,000 \weeks to stakeholder communicati
ed court |have over budget |six months engagemen on plan that
proceedin enough (moderate) t and ensures
o time communicat information is
during jon in clearly
the planning shared with
project phase all
for stakeholders
discussi on schedule
ons. resources for
project
003 |No Change |9 days delay Once Marginal | Moderate [Stakeholders|Project [Put in place |$5000
baseline |of on project, every 5 (25) add Manager feserves
data due |scope [additional weeks additional (contingency
to the after cost of (Modera requirements reserve and
project project |$1,050 te) that are not management
being the | comme in the origina reserve)
first of its | nces scope
kind for
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Risk [ Cause Risk [Consequences Probability | Impact Pxl Trigger Owner Strategy Cost of
Code Strategy|
the
company
005 |The AN Moderate Once Marginal | Moderate [poor or Project Mitigate- $1,000
project |mportan |effect on every (15) limited Manager have a
being t performance | seven stakeholder communicati
consider stakehol months engagement on plan that
edasa der may to 12 and ensures
small not be months communicati information is
project |dentified on in clearly
planning shared with
phase all

stakeholders

James Dublin and Associates Risk Register. Format Adapted from MPM - 06 Project Risk Management (February
2017) Team7 Integration Assignment Part 2
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4.8Stakeholder Management Plan

The Stakeholder Management Plan for James Dublin and Associates Customer
Management Software Project will be used to identify and classify project stakeholders;
determine stakeholder power, interest, and influence; and analyse the management
approach and communication methodology for project stakeholders. This will allow us to
identify key influential stakeholders to solicit input for project planning and gain support
as the project progresses. This will benefit the project by minimizing the likelihood of
encountering competing objectives and maximizing the resources required to complete

the project.

Early identification and communication with stakeholders is imperative to ensure the
success of the Customer Management Software Project by gaining support and input for
the project. Some stakeholders may have interests which may be positively or negatively
affected by the project. By initiating early and frequent communication and stakeholder
management, we can more effectively manage and balance these interests while

accomplishing all project tasks.

4.1.2 ldentify Stakeholders

The Customer Management Software Project Team will conduct a brainstorming session
to identify stakeholders for the project. The brainstorming session will include the primary
project team and project sponsor. The session will focus on internal and external
stakeholders. Internal stakeholders are those within James Dublin and Associates Law
Firm, while external stakeholders may include suppliers, trial customers, partner
organizations, or any other individuals who reside outside of James Dublin and
Associates Law firm. The following criteria will be used to determine if an individual will

be included as a stakeholder:

1) Will the person or their organization be directly or indirectly affected by this project?
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2) Does the person or their organization hold a position from which they can influence
the project?

3) Does the person have an impact on the project’s resources (material, personnel,
funding)?

4) Does the person or their organization have any special skills or capabilities the
project will require?

5) Does the person potentially benefit from the project or are they in a position to

resist this change?

Any individual who meets one or more of the above criteria will be identified as a
stakeholder. Stakeholders from the same organization will be grouped to simplify

communication and stakeholder management.

4.1.3 Key Stakeholders

As a follow on to identifying stakeholders, the project team will identify key stakeholders
who have the most influence on the project or who may be impacted the most by it. These
key stakeholders are those who also require the most communication and management
which will be determined as stakeholders are analysed. Once identified, the Project
Manager will develop a plan to obtain their feedback on the level of participation they
desire, frequency and type of communication, and any concerns or conflicting interests

they have.

Based on the feedback gathered by the project manager, the determination may be made
to involve key stakeholders on steering committees, focus groups, gate reviews, or other
project meetings or milestones. Thorough communication with key stakeholders is
necessary to ensure all concerns are identified and addressed and that resources for the

project remain available.
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4.1.4 Stakeholder Analysis

Once all Customer Management Software Project stakeholders have been identified, the
project team will categorize and analyse each stakeholder. The purpose of this analysis
is to determine the stakeholders’ level of power or influence, plan the management
approach for each stakeholder, and to determine the appropriate levels of communication

and participation each stakeholder will have on the project.

The project team will categorize stakeholders based on their organization or department.
Once all stakeholders have been categorized, the project team will utilize a power/interest
matrix to illustrate the potential impact each stakeholder may have on the project. Based
on this analysis the project team will also complete a stakeholder analysis matrix which
illustrates the concerns, level of involvement, and management strategy for each

stakeholder.

The chart below will be used to establish stakeholders and their levels of power and
interest for use on the power/interest chart as part of the stakeholder analysis.

Chart 22 Power / Interest chart

Key | Organization | Name Power (1-5) | Interest (1-5)
A Operations S. Bobb 3 5
B Operations S. Dublin |2 3
C Supplier A. Peters |1 1
D Supplier K. Meade |1 2
E Sponsor J. Dublin 5 5
F Management | J. Dublin 4 5
G Project Team | K. Carr 4 4
H Project Team | C.Dublin |4 4

Below is the power/interest matrix for the Customer Management Software Project
stakeholders. Each letter represents a stakeholder in accordance with the key in the chart

above.
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Figure 4.8 Power/ Interest Matrix

Based on the power and interest analysis and chart above, stakeholder(s) C and D will
require minimal management effort as they reside in the lower left quadrant of the matrix.
Stakeholder A and B, who fall on the border of the lower right quadrant, must be kept
informed through frequent communication on project status and progress. Stakeholders
E, F, G and H in the upper right quadrant, are key players and must be involved in all
levels of project planning and change management. Additionally, stakeholder E should
be participatory members in all project status meetings, gate reviews, and ad hoc

meetings as required.

The stakeholder analysis matrix will be used to capture stakeholder concerns, level of
involvement, and management strategy based on the stakeholder analysis and
power/interest matrix above. The stakeholder analysis matrix will be reviewed and
updated throughout the project’s duration to capture any new concerns or stakeholder

management strategy efforts.
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Chart 23 Stakeholder Analysis

Stakeholder | Concerns Quadrant Strategy
A Ensuring that software | Keep Communicate project
fulfils the day to day | Informed specifications as required
needs
B Questions regarding | Keep Communicate project
design software Informed specifications as required
C Ensuring on time | Monitor Communicate project
delivery of equipment schedule and material
requirements ahead of time
to ensure delivery
D Possible Hurricanes | Monitor Solicit frequent updates and
may impact material develop plan for alternative
delivery supply source
E Project staying within | Manage Communicate performance
time, budget and scope | Closely specifications in respect of
parameters project time, budget and
scope. Provide frequent
status reports and updates.
F Product  performance | Manage Communicate test results
must meet or exceed | Closely and performance
current situation specifications and obtain
feedback on  customer
requirements or any
changes. Provide frequent
status reports and updates.
G All requirements must | Manage Communicate Requirements
be accurate so that| Closely Management Plan and

Project requirements
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Stakeholder | Concerns Quadrant Strategy

project work  can be

completed
H Achieving Project | Manage Review reports and
objects Closely communicate meeting

minutes for all requirements

and changings

Sponsor Approval

Approver Name | Title Signature Date
Judith Dublin Project Sponsor
Amiah Casey Project Manager

Figure 4.8.1 James Dublin and Associates Stakeholder Management Plan.
Adapted from (n. d.). Stakeholder Management Strategy. Retrieved October 03,
2017, from http://www.projectmanagementdocs.com/project-initiation-
templates/stakeholder-management-strategy.html#axzz4uRsOb9Vg

4.9 Stakeholder Register

Stakeholder is defined as “An individual, group, or organization who may affect, be
affected by, or perceived itself to be affected by a decision, activity, or outcome of a
project.” (source: PMI, 2013) The success of the project also relies on how well
stakeholders are managed. Therefore, it is important to identify each stakeholder, and
gather other relevant information about them. Hence, a Stakeholder Register, which is “a
project document including the identification, assessment, and classification of project

stakeholders” must be created. (source: PMI, 2013) The Register can be seen below.

111



Chart 24 Stakeholder Register

Name Title Project Contact email Imp | Infl | Score Major Concerns Relationship
Role Informa | address orta | uen Owner
tion nce | ce
Senior Project costs remaining in
Judith | Attorney- | Project 562- [.dublin@ho budget. Completing the Project
Dublin | at-Law Sponsor 5256 tmail.com 5 5 25 | project within schedule Manager
Junior Member of
Joy Attorney- | Managemen | 462- joydublin@ Product quality and Project
Dublin | at-Law t Team 1459 hotmail.com 5 5 25 | maintenance Manager
Shaun Ensuring that software
dell litigation | Member of 462- S.Bobb@g fulfils Project
Bobb | Clerk Staff 1459 mail.com 4 4 16 | the day to day needs Manager
Salom salome.dubl
e Securitie | Member of 462- in@gmail.c Software design/layout Project
Dublin | s Clerk Staff 1459 om 3 3 9 | and its ease of use. Manager
Antho
ny 720- aepeters@ Delivering the supplies in | Project
Peters | Supplier | Resource 9999 gmail.com 3 2 6 | times Manager
Kemm Kemmoy.M
oy 464- eade@gma Specifications of needed | Project
Meade | Supplier | Resource 9999 il.com 3 2 6 | supplies Manager
Having accurate
Kyrah |IT Team 461- kyrahcarr@ information of the Project
Carr specialist | member 8954 gmail.com 4 3 12 | Requirements Manager
Charit charitymdu
y IT Team 785- blin@gmail. achieving the project's Project
Dublin | specialist | member 5408 com 4 3 12 | objectives Manager
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5. CONCLUSIONS

The development of this FGP resulted in the following deliverables: Present Workflow

Chart, Optimized Workflow Chart, Scope Management Plan, Requirements Management

Plan, Schedule Management Plan, Cost Management Plan, Risk Management Plan,

Stakeholder Management Plan and the Stakeholder Risk Register for the James Dublin

and Associates Customer Management Software Project. Based on the activities and

analyses utilized in the FGP, the following conclusions emerged.

1.

Interviews and meetings were conducted to achieve the deliverables for objective
one and two were developed; the Present Workflow Chart and the Optimized
Workflow Chart. The business process flow that takes place before clients’
information can be recorded was first documented. This was followed by the
business process flow chart configuration and verification by the relevant
Stakeholders. In addition, the new optimized business process flow chart was
developed and approved by the Stakeholders. It was found that optimization did
not mean fewer steps in the process. The process confirmed that though greater
efficiencies can be realized, there are several important steps which allowed the

staff to be efficient in serving the client and these were included in the flow chart.

The Scope Management Plan which is a subsidiary plan of the Project
Management Plan and the deliverable of specific objective number three was
developed. The Scope Management Plan template was employed.
Documentation of the work required to complete the project, as well as the process
by which the scope will be defined, validated and controlled was made. Included
in the Scope Management Plan are the WBS and the WBS dictionary. These break
down the activities and deliverables into work packages. This detailing can make

it more effective to trace and complete project activities.

The Requirements Management Plan which is also a deliverable of specific
objective number three established how requirements are identified, analysed,
documented and managed. This Management plan was created using a template,
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and includes a Requirements Traceability Matrix. The latter will be used for testing

the software to ensure that it meets all outlined requirements.

. Specific objective number five is the Schedule Management Plan. In the
development of this plan a template was employed. The project’s activity list and
schedule were also created as a part of the Schedule Management Plan.
Therefore, roles and responsibilities of the project team and tools necessary for

creating and monitoring schedules were outlined.

. Coinciding with the Schedule Management Plan, the Cost Management Plan was
also developed as the deliverable of specific objective number six. The Cost
Management Plan estimated costs and determined budget. The Estimate Budget
table was compiled to estimate the proposed budget costs daily. An S-curve was
developed using the Estimated Budget and Project Schedule in Microsoft Project,

and the project’s Cost Baseline was formulated and graphically presented.

. The Risk Management Plan, which includes the methodology for managing risks,
also identified persons who have the responsibility and fill the roles for dealing with
risks, as well as identifying and planning risk responses. A Risk Impact Scale, Risk
Probability Scale, PxI Scale and Probability X Impact Matrix were adapted in the
process of planning risk management. As a result, identified risks were placed into
categories and based on these categories, can enable monitoring using the
Control Strategy Guideline and Risk Register which were developed.

. A Stakeholder Management Plan was developed for the James Dublin Associates
project for which a template was employed. This Stakeholder Management Plan
addresses methodology in which stakeholders are identified, analysed and
categorized. After stakeholders were identified, a Power/Interest chart and

Stakeholder Analysis Matrix were developed.

. Coinciding with the Stakeholder Management Plan, the Stakeholder Register was

also developed. The latter identified stakeholders and documented their roles,
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contact information, measurement of their influence, Major Concerns and Person

responsible for each of these stakeholders.

6. RECOMMENDATIONS

The James Dublin and Associates Law firm, can be considered as a small business entity.
Growing within its niche of serving its clients, it is looking for ways in which the firm can

improve their services. The following are recommended as a follow up of the FGP.

1. The Project Team of the James Dublin and Associates Customer Management
Software Project should ensure that they keep on top of schedule, and within
budget and scope. This will involve using methods which are outlined by the
Project Management Institute, utilizing the Schedule Management Plan and the
Cost Management Plan and the Scope Management Plan.

2. The Project Team should work with James Dublin and Associates to ensure that
they follow the new optimized workflow. To ensure that the office staff become
acquainted with the revised workflow, this documentation should be made

available to each member of staff.

3. The Project’'s management team should develop the Project Charter to ensure that
the Project Manager is knowledgeable of roles, responsibilities and authority

during the Project.

4. All stakeholders should monitor and identify possible risks which could occur. This
is crucial in monitoring identified risks and identifying new risk. It also allows for
their planned risk responses to be put into action before or while the risks are

evident or experienced.

5. The Project Team should manage stakeholders who were identified in the
Stakeholder Register and the Power Interest Chart in the Stakeholder
Management Plan. This is because Stakeholders play an intimate role in the

success or failure of the Project.
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6. Finally, it is recommended that the Project Team utilize the information formulated
in all the subsidiary management plans of the FGP to ensure the success of the

project.
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9. APPENDICES

Appendix1: FGP Charter

PROJECT CHARTER

Date Project Name:

June 26" 2017 Planning of a Customer Management
Software (CMS) for James Dublin and
Associates

Knowledge Areas/ Processes Application Area (Sector / Activity)

Knowledge areas: Integration, Scope, | Information Technology
Time, Cost, Quality, Human
Resources, Communications, Risk,
Procurement, Stakeholders
Process groups: Initiating, Planning
Start date Finish date

June 26" 2017 December 22" 2017

Project Objectives (general and specific)

General objective

To create a project management plan for the implementation of a Customer
Management Software (CMS) that will improve the management of clients’s
information according to the recommendations offered in the PMBOK® Guide.

Specific objectives

1. To perform a current state analysis of the present process to better
understand the needs that a CMS should address.

2. To propose a new improved business process to allow for time-
optimization and efficiency.

3. To develop a Scope Management Plan which will have the collected
requirements, defined scope and WBS to allow for Scope Validation and
Control.

4. To develop a Schedule Managment Plan which will have defined
activities and their sequence, estimates of activity resources , durations,
and schedule to allow for schedule control.

5. To develop a Cost Management Plan to estimate costs and determine
the project budget to control costs.

6. To develop a Risk Managment Plan, which identifies risk, reports on
qualitative and quantitative analysis and planned risk respones to allow
for control of risks.

7. To develop a Stakeholder Managment Plan in order to manage and
control stakeholder engagement.

Project purpose or justification (merit and expected results)

The Office of James Dublin and Associates has being in operation for over ten
years, and as the business grows in age, it is also growing in terms of clients.
Said clients seek advice pertaining to personal injuries, family law, real
estate/conveyancing and debt collection/litigation. Low income earners who are
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referred by the Legal Aid Department of the Ministry of Legal Affairs constitute a
special group of clients.

However there is not a proper system in place to register customers' data and
to keep track of their information such as name, mailing address, contact
numbers etc. Therefore a Customer Management Software (CMS) is needed in
order to keep track of customers and thier relevant information. A project
managment plan with which the implementation of a CMS will be developed in
order to be a guiding document to ensure that the project is monitored and
controlled effectively

Description of Product or Service to be generated by the Project — Project
final deliverables

Project Management Plan.

Findings as to why the present process is not working and what was
understood as the problem

Recommendations as to the new business process

Scope Management Plan

Schedule Management Plan

Cost Management Plan

Risk Management Plan

Stakeholder Management Plan

Assumptions

It is assumed that the James Dublin and Associates lawfirm will allow for an
analysis to be done to facilitate the development of a Project Managment Plan,
and hence the Final Graduation Project

It is assumed that the James Dublin and Associates Law firm will provide all
the required information to perform the analysis as it is to allow for the
completion of the Final Graduation Project.

It is assumed that the James Dublin and Associates law firm will assign
dedicated, or part-time resources to faciliate the Final Graduatin Project.

Constraints

Time: The process of developing the Project Management Plan will have to fall
with in the time contraints of the Final Graduation Project.

Confidentiality: Because of the nature of the Company, being a law firm, there
will be information that will have to be kept confidential.

Preliminary risks

If a major court case occurs, it might require the majority of the firm's time.
This will impact time scheduling in terms of meeting with stakeholders. As a
consequence, the possiblity of time delays might occur.

The period under consideration is hurricane season, and if real disasterous
hurricane hits the islands (Antigua and Barbuda) there might be poweroutages
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and other unavoidable effects which can impact the scheduling of the project
and cause delays.

Budget

Estimated Budget - $3,000.00 , Breakdown per Milestone $500.00.
Transportation/Gasoline $552.00, Internet 1194.00,Ms. Software Sub.
%59.94, Material $300.00, Miscellaneous — 894.06.

Milestones and dates

Milestone Start date End date

Graduation Seminar June 26" 2017 July 28" 2017
Tutoring processs July 315t 2017 October 271 2017
Reading by Reviewers October 30" 2017 November 17t 2017
Adjustments November 20" 2017 December 15t 2017
Presentation to Board of | December 18" 2017 December 22" 2017
Examiners

Revelant historical information

James Dublin and Associates is a boutique law firm with offices located at
Alpha Josiah Building, Redcliffe Street, St.John's, Antigua. The firm's aim is to
be the ultimate law firm providing efficient and effective services to their clients.
The Law firm has provided legal services to private companies, financial
institutions as well as individuals.

The firm recognises that clients are entitled to be treated with the greatest
respect and that as Attorneys-at-Law, their focus is to assist clients in solving
their legal problms. The firm also accommodates low income earners who are
referred by the Legal Aid Department of the Ministry of Legal Affairs, in Antigua
and Barbuda. In an attempt to keep track of their clients, names are entered
into a diary with customer information and a physical file is created right away.
One atempt was made to enter the client’s information into an excel database.
These methods have proven to be insufficient and time consuming when a
client’s details are not readily available.

Stakeholders

Direct stakeholders: Amiah Carr-Casey, Carlos Brenes, Assigned Tutor,
Reviewers, James Dublin and Associates .

Indirect stakeholders: Clients of James Dublin and Associates , Immediate
friends and family.

Project Manager: Amiah Carr-Casey

__ A\ (‘_
Signature: —

Authorized by: Signature:
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Appendix 2: FGP WBS

Work Breakdown Structure (WBS)- Final Graduation Project (FGP)

Planning of a Cusiomer
Management Soiware
(CMS) for James Dubin and

Associales
. - I T ]
1.1 Graduason 1.2Tutoring | ]
eminar 1.3 Reading by 1.4 Adjusiments
reviewers ’ 1.5 Presentaion fo
PBoard of Examiner]
111FGP [1.1.2 Graduadon -
Deiverabies Seminar 121Twer [ | 1.22 Adjusimens of 1.3.1 Reviewers| 1.3.2Reviewers
approval, I={ previouschapiers (If assigment work
needed) request | 1.4.1 Reportior
1.1.1.1 Charer H 1.2.1.1 Tutor | reviewers 15.1Final
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Appendix 3: FGP Schedule

FIMAL GRADUATION PROJECT SCHEDULE

i o [P e - T e =T AT o T s P e P = P P
1 2 The creation of a Project Managment P 165 days Mon 6/26/17  Fri2/3/18 |
2 - 1.1 Graduation Seminar 25 days  Mon 6/25/17  Fri 7/28/17 [ — 20
3 - 1.1.1 FGF Deliverables 20days  Mon 6/25/17  Fri 7/20/17 1 %
| 4 e 1414 Charter Jcays  Mon 6/26/27  Frig/30/27 0
| 5 w'=m 1412 WES Scmys  Mon 6/26/17  Fri 6/30/17
;\f% 1443 Chagter I. Introduction |3 caps  Man FE T Fri 7707
7 (e 1114 Chagter il Theoretical fre 3 days | Mon 7/10/17  Fri 7/14/17
8 - 13,13 Chapter il Methodolgii3 cays  Mon 7/47/27  Fri7/24/a7
L] - 1.1 1.6 Annexes iSdays Mon7/3/17  Fr7 217
10 [ 1.1.1.6.1 Bitliograghy Joays  Men 7/17/a7  FriT/aufa?
" - 1.41.6.2 Schadule 3cays  Men /317 /A7
12| mm 1.12 Gradustion Seminarapprovald cays  Mon 7/28/17  Fri7/28/17 -r:"%
] - 1.2 Tutoring process €S days Mon 7/31/17  Fril0f27/17 ] e
| . 1.2.1 Tutar Idmys  Mon 730717 Wed Bf2/17 b o%
15 - 1244 Tutor ns.s'E'ncm 1 cay Mon 7/31717  Mon 73417 %
16 | .y 12.12 Communication 2cays  Tue BT Wed 32017 {ﬂ'f-‘»
ElR] 1.22 Adjustments of previows chag 3 days  Tha 87317 Wed 5517 1“'-*
1| | 1.2 3 Charter IV. Development [Re: a7 days  Thu BHOMT  Fri20/13/17 f'&-
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2 | . 1.3 Rending by reviewers 1Sdays  Mon 10/30/17 Fri11/17/17 — %
= - 1.3 1 Reviewers assigment reques 5 days  Mon 10/30/17 Fri 11/3/17 | o B
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Appendix 4: Revision Dictum

THE UNIVERSITY OF THE WEST INDIES

CAYE HILL CapdFUE, F.O. BOX &4, BRIDGETOW, BB 1000, BAREA DO

DEPARTMENT OF LANGUAGE, LINGUISTICS AND LITERATURE

FACULTY OF HUMANITIES AN EDUCATIONN
Tabsplone: Blrect Lines 341 8174402 4 5 FIDE (345 47400 Do G400 55 Mo 208 L4000, Eemll; LLLswork b i

10 Noverber 2017

To Whom 0L May Caopcerm

This certifies that [, Masgaret D. Gill, proof-read the study, PLANNING OF A CUSTOMER
MANAGEMENT SOFTWARE (CMS) FOR JAMES DUBLIN AND ASSOCIATES, which was
produced by Amizh  Carr-Casey  for the FOP process of UNIVERSIDAD PARA LA
COOPERACION INTERNACIONAL (UCIT).

---------------------------

D. Gill, Bsc. {Hons}, M4, Mphil
Tutor in Fundamentals of Written English
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CURRICULUM WITAE

MAME: Margaret D. Gill

FOST: Tutor
QUALIFICATIDNS:
Degree

Mphil Literature

[ I T

Bsc. Pubdic Administration

|:LI|:-:|:r Second Hors.

MNON-LWT EXFERIENCE

Eogt
'n.'isil:inE Writer
Asst. o=neral Sec,

Fesearch ard Edusc.

Fesmarch Officer

For. Sarnyics Officsr
Ecoramist

Regional Proj. Adviser
Associate Expert Emp.,

Manpower :||ﬂ|1|'l-l15

Unieersi

UL Cave Hill

LWL Cave Hill

LWL Cave Hill
Shere Hejd Dotes
Hong Kong Baorbst Uiniy. II:H:I'."|:H-:-'.|'.|
Mat Lnion Public Workers 19892-152%
Mat Lnion Public Workers 1980-1532

Bin Fﬂrui;n Affmirs Barosdos 19851530
C=nktral Bank Earbacos 19B5-15&5

N Fund for Women .:Lll'll IFEM) 18B7-15==

Infnl. Labsour Gr;.Cul‘ih. Office 1384-1527

Division Gowt. Barbados.  1878-1979
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Duties

r|:u|:i'|155. panels, I::m:hinE

imecl. cowrse |:Ii-_':|'E;|1 Pub.
Workers Acsdemy

imecl. suppart Uwi

:||:|Ii:|r_.|:-r-:ljn|:|:u.'h'115.

re.':..tr-u.l'ninE. F-ul'r:'ll

policy, tech assist.



W1 EXPERIEMCE

Lecturesr DG~ Nita Bannow Linit 2D0E/ 2007 Women's Leadershis
Twtor Facutty Humanities, Education 200%-Pres=nt Fund. Written EnEIish
Aszt. Lect. Coord. History Dept. 2000-2004 Carin. Ciwilimtion
Coiord. Fac. Mumanitiss, Education 1995-2005 Fund. Written EnEIish
Tuwtor Lang. IJ'|1_5. Lit. 195E-15%3 Lt Lang Arg., ':I'ul'r'l"l:ir'E;

For Acsdemic Furposes

Tumiar Fessarch

Fellow

ISER, UWT Cawe Hill 1880-1981 res., publication

Fessarch Officer Imst. Soc. Econ. Bes UWI

Cave Hill 10781980 survey dasion res

FUBLICATIONE

Eefereed Scholarty Oufput

A

Woman, Wark ond Davelogment. Monograph 'n'itlu-:r,'-:EIin Maszinh, Earbadas: [SER, LWL,
1983.

‘H‘umm.wﬁﬁn; mnd femiinist Ii'terurlrtr'-b:lriu imi twio Georpe La."nminE T I:huptzrin
Cl:ll'.:tl'l:ln-ﬁn-g Power, ??:-m.i;i.':lg Gardiar: Irlt'n-rn'l'xilnlinaq.l Parsgwctives in the Corisbean. Ed.
Eudire= Barritesu. Jamaica, Barosdos, Trinided snd Tabago: Llr'l"uzr'.:itlll of the West indiss Press,
2003. (This Book wion the UWI Fress Best Selier Award 2004.|

“Calypso Apctheticin Gearge umml'n_;'s Howel, in the Castie of My Skin”. Chagter in
Coribtean Music ond Conbdean Literchune. Ed. Timothy Reiss. New Jersey and Ertrea : Africa

‘World Press, 2004,

“Mursing Folitics and Socal Chenge in the Caribbesn: The Nita Earrow Years”. Chapter in
Stronger, Surgr, Boicer: Ruth Wit Barrows Sociai Change oad irtarmational Develogmant. Eis.
Eudire Barritesu amd Alsn Cobley. Iamaica: UWI Press, 3004

“Times Literary Supplement Reviews of Gaorge Lamming's Movels: Resctions to a Movement”.
Article accepted January 2016 for publication by 7€ King Straat: The journai of Libarty Haoil
Manous Garvey Museum.

‘E'I:'Emul:isul:iun,. Employment and Mental lliness: Notes and Foetry™. Article accepted June 2016
for publication by The Caribbean Journa! of Social Work.
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o mm o5

“Frail Ma.m'a.E;u: E'.'er,'ﬂﬁhE bt the Eibchen Sink™. Book of poetry, 2013
=&11 this talk of cufbure n'fuinE mis mad: g diffarent take on “Low" snd ‘hiEh" Cufur=~. Fagear.

“A sead has besn planted: Boabab theatre festval 2016." Eeview.
'F'-lir‘E: Cufsre at the :II:ILI1I:|HI'|||"'. FHFEF
“Tendernesse of Kadooment™. Short story

“Wihen the Flanet Stroctumaly AI:IjLL'.‘I:EI:I'. Short story

“Eipplar Silence”. Shart stary

RESEARCH ACTIVITIES

FhD study on ”Luud-:rshipl'n the Nowvels of George LumminE"

=Activism Through Litergture ard the Arts in Sooal Trawma: Case of Montsermt”

FUBLUL PREOFEESIOMAL AND EXTRA-DEPARTMENTAL SERVICE

1016

1016

2016

2016

1016

4013

4013

Supported students of Central Bank of Barbsdos Juby Steel Fan Camp ini -:reuI:inE narratives for
:IrI:IjE-.‘I‘.': on music ard mas of the Caribozsn

Chaired "nze'l:l'n_; Hational Menkal Health Commizsion Barbadas for one-day sEminar, lune 249,
an merial kealih =noownter Setwesn instiubonal I'I!Fll"ﬁ!l"l‘tﬂti'n'ﬂ snd users of menial heaih
szn'i:uffumilllf miembers and friends

Writer of the Morth, puslic r|:u|.'.i'|15, March. Sydney FAarbm IJ'I:nr'r' Earnsdos 507 .ﬁmu'uzrr-ur'r'
celabratons

Poem, “Love Song of a Canecutter” performed for Government of Barbados Trioute to the
Prime Mimisters, :I-D"'.ﬁ.nr'i".mrsu.r'r' celebrations of Barbedos

Oshe Emaks |:En:u|: I:l|:|:|:5| Award, Sovernment of Barosdes for contrisution to develcoment of
culkure in Barbados

Chaired 'nztﬁn_; sun-comimitiee Mational M ental Health Commission Barbadios and n:siE'm:-:I
course fiar users of mental hasih servioes, fumir,' memibers and fisnds 1o be conduiched by
Mxtional Merntsl Bestth Commiission Barosdos

Featured sossker, Demaoratic Labour Farty Lunch Time Lecture series:

“Barders, L|:ud|:rsl1i|:|. Winherce, b:ll:n‘lil',' ShurhE'

126



L. “Revolubion, SCCiO-=CORCMIC charge and fresdom: ARlternakive Iza-d:rsr'l'p F-an-:lEms in
George Lamming's texts™. Faper defivered at the Sir Arthur Lewis Institute for Social and
Ecomamic Studies,

M. “For the Perpetrator poem created and |:||:r'r|:|rm=|: for the UMIFEM,/Sovernment of
Ewrosdos Buresy of Sander &Mairs, 23-08-2009,

N. -‘Rememorance Morument: Quaw's Quest®. Poem crested and performed with Michele

Exmow for the erection of an officisl monument by The U. W. L Cave Hill Campus in haniour

of the 2593 ensiaved individusls heid at the Mount Plantation, site of the Cave Hill Campus at

the time of emancipation. The U. W_ L: inscription ceremony, March 13, 2013

Resdings of my peetry at the Women Writers and Scholars Conference, 2008, Grenada.

B.OT4 stpl:mz o Yvonne Weekes Plu',', 'Brokan Dols": Don't Lquh.“' Direcked I:|I|I ‘fyonine

Waekes. Nation Newspapar, 30-04-2009.

Eeview of tha Play “Fizzo Mon.” Nation Newspaper, 1994

Review of the Play “T1 Monoiogues™ ond “Fallan Angle and The Devi'’s Concwhing™- 1933

Seazon of Plays, WWE Production. Noticn Nawspapar, 1593,

5. Review of the Play “When Hope Emifas”. J|:-|'|11'.I'|r sponsored by The Ml'niﬂ.'tr'r'l:-‘l' H=alth Amd the
Fan American Heakh Organization In assodation with KICKDUST FRODUCTIONS. Dirscted
by Wimston Farrell Motion Newspoper 1508/ 2005.

T. "N you are confused: Review of ‘Praisa Song for iving”. Barbacos production for CARIFESTA
2006. Directed by Harchyde Walcott™. Natian Wawspapar, 22-05-2006.

U. “Review of First Night Performance of Unfinisted Women Cry in o No-mon's Lond Whik o

Bird Digs in g Giced Coge. Direcked Dy Ywonne Weeskes. Weekend Hation, Moy 10, 2043

V. “Some Thoughts on the Status of the Women's movement in the Caribbean” Faosted at
Maorman Girven websibe, 2005.

W. “Review of the Dook, Gnm:'i'm'arm'l'n-g desus by Meryl James-Ssbro. Posted st Morman
Girvan weksite, 2009,

. “Review of the Book, Bioed, BuNets ong Bodies: Savual Folhics Beicw Jormaioo s Povarty Lira,
b'r'lmur'i' Tafsri-Ama. Wp: Multi Media Commumicakions, 20067, Fosted at, Morman Girvan
welbsite, 2009,

¥. Combined Barbadios Report, 2003-2012, to UN Conyention for the Elimination of sll forms of

violemp= .I.Euinrt Wiomen [CEI:IM':]. Bureau of Gender Affairs, Barbadas Government, 2013,

Techmical review Barbados Gender Policy Draft (2014).

A&, Coordinsted Kamaw Shadds, '11ur|:i|:i's|:i|:-fnur'r' reaticnal cal=bration of Kamaw Bratheaite
includ'n_; book Isunches, panats withi 'n"l.i'lir'E; cturers, l.lisil:inE Wrikers schoal workshops,

=)

o

M

drama ard darce F'I"DI:ILIl.'tiI:Ir'd with ertensive madis Coverage, 2002

MANUSTRIFTSIN PREFARATION

A “Alb=rnative Songs From the an_;l:ll:-"n of the Liies™. Book of poetry whidh wan the iml.l_;urul

Barbados Frank Collymore Litl:rur,' Endowmant Awsrd of 510,000 BDS, 1998,
E. “Machinations of s Famirist”. Book of poatry which won second |:|ri:|: ini the Barbados Framnk

Colymare IJ'tl:rurlll Enclowmient &ward of 5&, 000, 2005.
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momom oo n

“Erasil Ma.m'a.E;u: E'..'er,'mhs bt the Eitchen Sink™. Epok of poetry, 2013
=all this talk of cufture n'fuinE mie mad: @ different take on “Low” und‘hiEh" Cukure". Faoer.

“A seed has been planted: Boabab theatre festival 2016." Review.
‘F'-u.ir'E:Eurh.rt atthe :|n|.l1|:|url|r‘. Pu|:||:r
“Terdermesse of Kadaoment™. Short rh:-r'lr

“WiTien the Flanet Strociuraly .l.I:IjLL'.‘I:EI:I'. Ehort story

“Eipolar Silence”. Shaort stary

EESEARCH ACTIVITIES

FhD stucy on "Ludenhip in e Howels of George LumminE"

= Activism Throush Literature ard the A in Socal Trawma: Case of Montsermat”

FUELIL PEOFESSIONAL AND ENTRA-DEPARTMENTAL SEEVICE

e

e

e

e

e

203

203

Supported shedents of Central Bank of Earbadas July Steel Pan Camp in CI'I!HI:inE narrakives far
:rujl:-:u on music and mas of the CarbGesn

Chaired ml:n:'h'n_; Hatiomal Mental Health Comenission Barbadas far one-day sEminar, June 23,
an mienial healh sncownter Detween fnstibJﬁuna.lrzFrﬁzntuti'-'u snd users of merinl bl
sErvices, fam i|'|r miemaers and friends

Writzr af the bMonith, public r|:u|.'.i'|1_5. March. Sydney Martn IJI:r-ur'lr Barasdos 50° .ﬁnn"l.ll:r';ur'lr
celebratons

Poem, “Lowe 5:11_5 off & Canecutter” |:-:r|'|:r'11|:d for Eovernmi=nt of Barosdos Thoute to the
Prime Mimisters, 307 ﬁ.nr'l"-trsu.r'r' celebrations of Barbados

Oshe Em-:la.n:En:ut I:l|:|:|15| Award, Sovermment of Barbados for contrisution to develooment of
cukwrs in Barbados

Chaired ml:n:'h'n_; suit-comimitiee Matonal Menta] Heaih Commiission Barbados and d-:siE'm:-:I

course for usars of mental bkt szn.l'i:ﬁ.fumil',' memibers and frsnds bo be conduched by
National Meantsl Heslth Commission Baroados

Fmatured so=sker, Demaooratic Labsour Farty Lunch Time Lechure series:

“Barders, L|:ud|:r'.;l1i|:|. Winkeroe, l:ll:nﬁl',' S-hur'nﬁ"
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2019 Featurs Sosaker gnd Homores, Insttute for Gender and Develoomant Studies- Nita Banrow Unit,
Thie Univ. of the West Indies, cave Hill Camous: “Theory is Actioni 'l'l'!ll:i15 Bout: F:t:lul:l'n;
“Woman®™

2013  insupural Poet Laurestes F'l:lEtrf'F:EHI:II-I'E_. EBCC, Cares MM Camipus

2013  Consutancy, Government of Barbados to produce Baroadas Combined CEDAW Report, 2003-
2I]1L|'n|:|u-:|inE |:-:l|:|r|:|'l1=tir|.5 thiree |:-u|:||i|: Town HallMceﬁn; [Al=xandrs Schoal, SJEiEh'Irh:nm;

Sheal Shed, En'-:l;et-:lwn; wirtual Tessm Hall, CEC I:EH:'.risiun|, ard tml'ninE ofi2 Eendzr'l'-:lmlpuin'ls
from 12 F-ubﬁ: sector a.E;em:l'ts

2013-1aFaet Lawrests institute of Gepder and Development Studiss- Hita Barrow Unit, The W
2010 “Commentary on ‘Fuzziemant', Exhibation by Artist, Gail Founder Speede, 14-10-2010

2010 Po=t rcsil:lzn:!.' maard, Bandf Arts Cenkre, Alberta Cansda

2008 Featured auibor, The Author's Chair, Barosdos ﬁ.:s-u-:iuh'an-:-fﬁ:euuirﬁ. Erdiston Teschers
ClJllEEE. Moyvemboer og, 2009

2008 Community fufor, creafive writing, Black Rock Artist Movement

2005 Dimector, Ehary Trainmz- business delivenng lanzuage development raining,
development and prometion of artists, coltural research for policy development, editing
services, postry performances

2008-F Mamoer Mationsl Mentsl Health Commizsion BEarbados, Govemment

2007 rrtzrnutinnul'l."l.iﬁrg 'I'I'I'i'h!r'_.H-:lnE Kong Eaotist Llrl".u:rﬁ'll. Hong Eong and Shandong Llri".rl:r.':'t'll.
Chira

2006 Barbacos Frank Collymore I.itl:rur!.' Endowmant hwun:l.:si:-:nnu |:-ri:-=1:|:- Lymay Brul:h'n'-:.l't:]
2004-2 Memoer Task Foroe an u:l;rudirE miertal health services in Barbados, Soverrment Barbacas
2002-7 Hi:Ei-:mI Chaimyoman, Cariob=an Association Faminist Resssnch and Action

1998  Barbacos Frank Collymaore Eterary Endowment Award First Prize

127008 arbaccs Hatonal Hepresen‘tuti'.le. Cariboean Associstion Feminist Research and &ctian
1993 United States Information Sardice [USE], & wesk International Visitor faliowship labor

1353 Conmltant to produce Charter of Caribbean, NGO Caribbean Policy Development Cerire
(CPDC)

1994  Research Associate and Examiner, Certificate Course, UWI Institute for Gender and
Development Stadies, Nita Barrow Unit, Cave Hill
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1893-5 Member executive Central Bank of Barbades Informaten Society of Barbados
1993-PMember, Board of Manapement, Danse Nacional Afmque (dance company)
1093-PCulhural activist, organsser of coltural programmes and art exhibifions n sapport

of zender and development and other secio-palifical campaizns
1992  Co-ordinator, mangural Certificate. Gender and Development Snadies, TTWT, Cave Hill

19922 Free-lance confribuior to Canbbean Contact, news magazine of the Caribbean
Conference of Chirches

19032 Member, Board of Directors, Asian Venfures Lid., computer sales, service and fraining
company

1zaz  Consultant, Pat Ellis Associates

1221 Consultant Rapportear, Planning and Strategy Meetinz, WG0 Canbbean Policy
Dievelopment Centre (CPDC)

1928 Consuitant Eapporear, UWI Women and Development Studies Social Science
Disciplinary Senunar

1955-90 Founding member Wemen s Forum of Barbados

1871~ Member Barbades Wniters Warkshop, Poet's Circle, Vioices Wiiters Callective, Barbados
Association of Literary artists

Scademic Honours

2013  The University of the West Indies Post-pradusts Feliowship, iterature

2007 Honaorary Feliow in'Writing, Hong Kong Baptist Univemrsity

i=37 Llniuur'.:il.'!.' af the West Indiss Fost-graduate Fulbu'm:hip. literaturs

1982-24 Tinker Foundation Fellowship [pre-doctoral studies in political economy)

1222-23 Inter-American Foundadion Fulluwship [l.'l mster Aris Latin American 51:ur.i'u| |:-|:|I'rti:u| ECORaMYY
1981-82 Asziztanceship, University of Florids (Master Arts Latin American Studies) political economy
1996 University of Mimmi scholarship, Ceriobean Summer Institute Poetry Writing

1377-78 Barbados Employers Condederation F:IInwship [Eul:hl:ll:-r 5:'r=n|:|:| Fublic Administration

130



Contribwtions Sialls

Service in Barbados has included many years of writing and speaking using the pubdic media on

ECOTI T, |:-:l|i'h'cul snd cukwmal issues. This inchdes hzir'E; 8 pa.nzlist for extended radio ard t=levision
reries on Barbadian writers on both radio and television. Programmes and pans] disoussions in which |
hawe participated on television over more them 30 years continue to sir regularly on Caribbesn
Br-:lud-:ustinE E-:lr|:||:-r-:|.1:'|:-n television sErvice. Apart from what can ez imfesrred froim all the above, my
skills also inchude conference :rE;-:.ni:inE. reewshetter oroduchon and Frnlia:t m-:lnil:urir'E;.
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