Acme Widgets Financial Package Implementation Project

Case Study Exercise #12

Manage Metrics
Instructor’s Notes
The following information can be used to create metrics for the exercise

· Total project duration is eighteen months (all modules – need to estimate the duration of the first phase of A/R and Billing System implementation).

· Project estimated end date vs. actual end date

· Add duration for approved scope changes to the originally estimated end date

· Capture from calendar, based on implementation date, or date when the customer signed off system as complete. (Reasonable to collect.)

· The budget for this project is $600,000 USD (or whatever number the team came up with). 

· Project estimated budget vs. actual budget

· Add budget for approved scope changes to the originally estimated end date

· Capture from company financial reports (Reasonable to collect).

· A similar metric can be defined for effort hours  

· Project estimated effort hours vs. actual effort hours

· Add effort hours for approved scope changes to the originally estimated end date

· Capture from time reporting system if available (Reasonable to collect)

· If no time reporting system, capture manually (May or may not be reasonable to collect.)

· The project team is asked to document all the steps they go through in the implementation. 

· Does the document meet the completeness and correctness criteria (Reasonable to collect)

· Is the customer satisfied with this document, survey (Reasonable to collect.)

· The online portion of this system must be up 99% of the time (or more). 
· Keep track of all downtime and calculate whether you achieved 60 minutes or less each month (Reasonable to collect).

· Nightly reports (printed and online) must be available by no later than 8:00 AM each morning.

· Keep track of when reports were created through an automated process. (May or may not be reasonable to collect. Depends on whether the automation exists already or must be built.)

· Look at trouble tickets to see if any reported instances of reports not being ready. (Reasonable to collect.)

· The system must strive for 100% accuracy in the invoices before they are mailed to the customer.

· Count the number of errors from a manual spot check, vs. the total number of invoices going out. (Reasonable to collect.)

· Number of customer complaints related to bad invoice vs. the total number of invoices going out. (Reasonable to collect.)

· Customer inquiries and problems must be resolved within 48 business hours.

· Use features in problem tracking system to calculate number of hours between time the ticket was opened and closed. (Reasonable to collect.)

· Send survey to customers who submit problems to see if they are satisfied with the overall resolution time. (Might be reasonable).

· Track the numbers manually. (Probably not reasonable.)

· In addition, although not mentioned, the team should survey the customer for their satisfaction with the deliverables (A/R and Billing System) and their satisfaction with the performance of the project team.

· Satisfaction surveys (Reasonable to collect.)

· Our customer service representatives must be helpful, courteous, knowledgeable and professional.

· Customer satisfaction survey (Reasonable to collect)

· Follow-up focus groups (Might not be reasonable)

· Independent rating of call conversation (Reasonable to collect)

· The initial customer service representative will retain ownership of any outstanding problems until they are resolved.

· Customer satisfaction survey after the problem is closed (Reasonable to collect).

· Independent rating of call conversation (Reasonable to collect)
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