Project Management Approach

Managed Services organization (Acme) uses a Best Practices Project Management Methodology when engaged in consulting, implementation or development projects for our clients such as Client X. This standard methodology includes defined, repeatable processes for:

· Project Definition

· Project Initiation/Planning

· Project Tracking and On-Going Project Management

· Project Completion

These standardized project management activities provide consistent, repeatable processes for Project Teams that will:

· Increase client satisfaction and this projects quality

· Improve project estimates

· Reduces costs and potential problems within the project

Knowledge Coordination Approach

Professional project management requires consistent and repetitious monitoring of all events while documenting the exceptions and resolving issues prior to reaching a crisis stage. The project management, monitoring, recording, and resolution processes in Acme Best Practices Project Management Methodology provides advance support to the project effort while providing safeguards against project drawbacks such as; schedule slippage, cost overruns, poor performance, deficiencies, or inadequate work products.

At the beginning of the Client X project, members of the Corporate project team will meet with the Client X project team in a workshop environment that is focused on the Client X’s business and technical requirements for performance, quality, and innovation, to agree on all of the requirements for the successful completion of the project.  This teamwork with focus will:

· Confirm Client X’s requirement and expectations.

· Prioritize requirements (mandatory and desirable).

· Agree on project constraints.

· Introduce Client X project owner, other Client X team members and internal Client X escalation process and procedures.

· Identify Client X team members who will receive knowledge transfer.

· Discuss the methodologies, procedures, specifications, standards, measurement criteria, and management systems that will be utilized throughout the project.

· Discuss the deliverables, milestones, time-scales, and the review cycle.

· Outline project status reporting requirements and frequency.

· Review the current technical architecture.

· Discuss product maintenance considerations.

· Review Client X’s testing and verification procedures that will be used to validate the deliverables and milestones.

The following processes will be reviewed for clarification:

· Organization and Client X Resource Assessment

· Succession of Documents

· Acceptance of Deliverables

· Knowledge Transfer

· Education and Training

· Quality Assessment

Scope Management Approach

Acme will produce a baseline and leveled project plan with an outlined Project Charter Document.  This is signed both by Acme and Client X to demonstrate total commitment to the project and an agreed understanding of the deliverables. The project plan will consist of the following subsections:

· Scope Management Plan

· Communication Management Plan

· Change Management Plan

· Risk Management Plan

· Human Resources Plan

· Schedule Management Plan

· Quality Management Plan

· Configuration Management Plan

The Project Charter Document accurately reflects the events of the workshop and will describe the total scope of the project including all changes and amendments made at this stage.  The project will not continue to the next phase until the final version of this document is agreed and signed by both parties.  Work that is not described in the Project Charter Document is subject to the application of the formal change control process described herein.

On an ongoing daily basis for the duration of this project, the Corporate project Manager will:

· Review the methods utilized in the project

· Determine the resources required for project

· Schedule resources as needed for the project

· Resolve all issues

· Monitor and report on project status

Change Management

Changes in project scope, requirements, or personnel have historically presented a severe problem to applications development staffs. To keep the project and the final solution on track, changes must be controlled, planned, and managed. The scope of change management includes the evolutionary development (the versioning) of the product, service, software, or systems as well as management of system change requests for modifications or improvements to the delivered services or products. 

Change management procedures – The Controls Analysis Process for change management is a defined set of activities that are used through the course of system implementation, and include:

· Identify the most important outputs or results of a business activity, especially those on which the success of the business is dependent

· Describe the effect on the business if there were to be errors or failures associated with those outputs or results

· Identify and address the specific potential sources of error or failure in order to reduce the risk of their occurring

· Document proposed alternatives relating to issue analyses and considerations dominating the underlying decisions to favor one input, process, output or business result more effectively than another

· Ensure adequate disaster recovery and fail over processes are established using reliable back-up, archiving and recovery procedures to sustain developed systems

Acme will continue to refine the results, facilitate, and track progress throughout the course of each project. At the completion of each and every other major phase, Acme will review the successfully completed milestones with Client X’s technical staff as partners.

On-Going Project Management

While the project is being executed, the Project Manager will continually track and manage its progress by maintaining the project schedule, monitoring the progress toward project goals, managing changes in requirements, staffing, and planned work effort, reporting on the status of the project to the Client X, and ensuring that all tasks and deliverables are being completed in accordance with the signed Statement of Work.

Risk Management Approach

An integral part of project planning is identifying the potential risks associated with the project and planning ways to minimize their occurrence. Contingency plans are formulated to cope with the impacts of any identified risks, should they materialize. Once risks have been identified and anticipated, they can be planned for, estimated and managed. 

Client Communication Approach

Project Reviews & Status Reporting – The Project Status Report is a standardized template providing the elements that require reporting and the format it is to be presented. Project Reviews are formal reviews conducted by Acme that detail the health of the project during the mid-term of the project and at its conclusion. In addition to Project Reviews and Status Reporting, Acme provides Progress Reports and Project Reports to communicate its progress on a specified project deliverable or activity in the form of Excel spreadsheets, word documents and updating the Client X Project Manager.

Milestones – A milestone represents the completion of an activity that must occur in a project time cycle to meet the project objectives. Milestones are accurately identified projected points in time that coincide with the completion of incremental steps or parts of work until the overall project or phase is completed. Once milestones are developed and agreed upon, they should change only through the formal change control procedures mutually agreed upon between the Client and Acme as described above.

Testing Approach

As part of the standard project delivery process, a set of acceptance test criteria will be utilized to assure the all deliverables have been accepted and duly signed off as such by both Client X and the Corporate project Manager.

Both Client X and Acme will mutually agree upon acceptance of deliverables, and agreement shall not be unreasonably withheld.  Client X, prior to the commencement of work on any subsequent phase, must accept the deliverables for prior phase in writing.  Criteria and timelines for acceptance will be defined during the initial phase of the project.

In the initial phase of the project, Client X and Acme will complete a deliverable acceptance schedule.  This schedule will become the basis for Client X’s review and acceptance policy.

Quality Management Approach

Each project stage will have a predetermined set of tasks and goals.  The detailed project plan will be managed on a daily basis to provide immediate feedback on the project status.  A quality review may be performed at the end of each stage to ensure that a quality solution will be implemented.

Acme implemented a company-wide Global Quality Policy in fiscal year 2012 that guides the efforts and operations of all of our employees at all of our offices worldwide. Specifically, the Acme Global Quality Policy ensures that we:

· Deliver software solutions and professional services according to agreed Statements of Work.

· Resolve issues raised by clients with attention to client satisfaction.

· Continuously improve our processes to increase efficiency and client satisfaction.

· Ensure that resources and training are reviewed to meet clients’ requirements.

To empower employees to achieve these objectives, Acme has a clearly defined Quality Management System (QMS) in compliance with the ISO9000 series of standards. The QMS forms a robust foundation for our internal processes and is available to all employees.

By adhering to this policy, the Corporate project team will maintain the status of a “Quality Endorsed Company.” Quality Endorsed Company certification offers assurance that Acme QMS is working at optimum performance and that our products and services meet the requirements of our customers. The independent auditing process, as required by ISO9000, confirms that our QMS complies with the international benchmark ISO9000 series.

Acme Best practices dictate that the Project Manager is essential to the success of the services engagement.  The role of the assigned Project Manager is to be responsible for ensuring that the project plan is followed, and the tasks completed to the satisfaction of the customer.  

To accomplish this, the Project Manager will maintain an ongoing relationship with the Consultant(s) assigned to the project, and work as a coordinator for any issues that may occur during the engagement. 

Among the Project Manager’s responsibilities is the scheduling of work to accommodate Client X’s needs, such as staff availability.  It is very common for priorities to change during the deployment phase of a project; for this reason the major objective of the Project Manager is to meet or exceed all of the expectations set forth during the planning stages. 

Effective ongoing communications between Client X and the Project Manager are required to ensure that timely and appropriate information is collected and disseminated.  It may also be necessary for the Project Manager to work in conjunction with any necessary Client X resources (System Administrator, Network Administrator, etc.) to determine all of the requirements for the implementation of each project. 

In the initial phase of the project, Client X and Acme will confirm a deliverable acceptance schedule.  This schedule will become the basis for the Client X’s review and acceptance policy.

As part of Acme standard project delivery process, a set of acceptance criteria will be utilized.  These criteria will have been defined and agreed upon during the Project Charter Workshop.  

Acme will continue to refine the results, facilitate, and track progress throughout the course of the project. At the completion of each and every major milestone, Acme will review the successfully completed milestones with the Client X technical staff.

As a part of each engagement Client X agrees to the succession of documents.  That is, as each phase is completed, the phase documents proceeding are succeeded by the current phase documents.  The previous phase documents are valid only as a historical reference.

Knowledge Transfer Approach

Acme Technology Services will provide knowledge transfer to identified Client X personnel throughout the duration of this project.  Our approach is to begin knowledge transfer from the first day of the project.  Depending upon your needs, we can perform knowledge transfer in a number of ways:

· Incorporate Client X personnel into the project team,

· Provide regular knowledge transfer sessions,

· Allow shadowing opportunities for Client X personnel to work one-on-one with Corporate project team members as they perform their duties.

· Provide an end of strategy session summation.

We will work with Client X management to develop a knowledge transfer plan that will fit the needs of your internal personnel while having a minimal impact on the project schedule.

Knowledge Transfer is not designed to take the place of formal training, and Acme strongly recommends that the individuals who will be administering and utilizing the Acme solution attend formal training classes for the proposed products to ensure maximum benefits of the solution during the actual implementation phase.

Our Approach

Ca is proposing to address this project in 3 distinct phases:

1. Scoping, Analysis and design Phase:  The purpose of this phase is to study the existing system to fully understand the requirements and existing technical architecture.

2. Design and Construction Phase:  The detailed technical design, development, unit testing, Q/A testing and User Acceptance will take place during this phase.

3. Implementation and support Phase:  The purpose of this phase is roll out the application into CCLA production environment, provide support training, and to provide level 2 support for the application and to transition this support over time to an organization of Client X choosing.

This section details the methodology, timeline, costs, assumptions and risks associated with this approach.

Methodology

Scoping and Analysis Phase 

The purpose of the Scoping and Analysis phase is to study the system in order to fully understand the requirements and the existing technical architecture.  The documentation produced in this project phase will serve to define the overall scope of the project.  Acme will develop and test the application for a fixed price based on the scope that is defined in these documents.  If any work is identified later in the project that is not included in the project scope, then Acme will submit a change request and additional charges will be billed to Client X to cover the unforeseen costs associated with the out of scope work.

Activities

· Interviews with key project stakeholders and support personnel.

· Detailed review of existing system documentation 

· Detailed analysis of existing application

· Document functional specifications

· Define High Level technical architecture

Deliverables

· The first iteration of a System Specification Document containing the following sections:

· System Overview

· First iteration of the Functional Spec

· A high level technical architecture description 

· Web Site Map

· The first iteration of a Test Plan

· A Project Plan for the Construction Phase consisting of a Gantt chart with timelines and key deliverables

· A fixed price cost estimate for the Construction Phase

· List of Project Risks and Issues

Construction Phase 

The Construction phase will entail the completion of the Design Specification, the development and testing of the new system.  

Activities

· Detailed technical design

· Development of the new system 

· Unit Testing

· Quality Assurance Testing

· User Acceptance Testing

Deliverables

· A fully tested and approved application

· The final iteration of the System Specification Document containing the following sections:

· System Overview

· Functional Spec

· Design Spec

· Technical Architecture description 

· Data Flow Diagram

· Data Model

· Web Site Map

· Test Plan and Test Scripts 

· Updated List of Project Risks and Issues

· Refined estimate for support activities

Support Phase 

The purpose of this phase is to provide level 2 support for the application and to transition this support over time to an organization of Client X’s choosing.  

It is our expectation that support calls will be assigned to the Acme consultant from an application help desk and that Acme will responsible for researching and resolving these support issues.  Acme also expects that a Client X project manager will be available to prioritize tasks and that the Client X PM may also assign additional tasks to Acme during this phase.  Although the Corporate project Manager will continue to monitor the project, we expect that our consultant will be actively managed by Client X during this phase of the project.

The intended duration of this phase is 42 days (six weeks) from the date of initial production release of the website.  Client X may choose to either extend or shorten this phase at their discretion.  Two weeks written notice must be provided to Acme in order to change the duration.

Activities

· Research and resolve support calls as they are reported to the Client X application help desk.  

· Document resolution of all support calls and notify all affected organizations. 

· Document support notes as problems are discovered and issues are resolved.

· Transition support to an organization of Client X’s choosing.

· Define High Level technical architecture

Deliverables

· Revisions to the System Specification Document will be made if necessary

· A final list of project risks and issues

Estimate and Schedule

The project will be split into phases as described earlier in the document.  Each phase will be billed separately.  Acme is prepared to manage each phase on a fixed bid basis.  At this point, we can provide a firm fixed bid for the Scoping and Analysis phase.  We will also provide best estimate fixed price for the subsequent project phases. However, a firm fixed bid commitment for the Construction phase will be provided upon completion of the Scoping phase.  

Project Timeline

A suggested project timeline is shown in the diagram below.  This timeline assumes that Client X will make a quick decision to engage Acme and that Acme will deploy its resources rapidly to begin the Inception phase.  The timeline further assumes that no delays will be incurred between project phases.  









The phases of the project will include:

· Analysis/Requirement Gathering

· Develop Detailed Requirements based on Analysis

*Client X to confirm Requirements

· Architectural Design Development

· Build system Prototype and secure approval of Requirements

*Client X must confirm/approve design

· Develop the Application

*Includes unit testing

· Acceptance Testing Support

*Includes Re-do/Bug fix process

· Production Implementation

*Includes one site installation - additional sites bid separate

· Project Management (Start to finish)

ATTACHMENT E

IMPLEMENTATION PLAN PROJECT SCHEDULE

(Return with Proposal Response)


Describe services provided to facilitate the initial implementation of the software.  Include:

· A general description of the service

· An outline of the approach

· Optional services available (include as any other costs in Attachment B, Compensation for Contractor’s Services)

Acme RESPONSE: Acme understands and complies. 
1. Work Plan:

Acme will follow a staged approach for installation and implementation to successfully achieve the goals defined during the initial phase of the project. 

Each project stage will have a predetermined set of tasks and goals.  A detailed project plan will be managed on a daily basis to provide immediate feedback on the project status.  A quality review may be performed at the end of each stage to ensure that a quality solution will be implemented.

Project Management

Acme Best practices dictate that the Corporate project Manager is essential to the success of the services engagement.  The role of the assigned Corporate project Manager is to be responsible for ensuring that the project plan is followed, and the tasks completed to the satisfaction of the customer.  

To accomplish this, the Corporate project Manager will maintain an ongoing relationship with the Acme Consultant(s) assigned to the project, and work as a coordinator for any issues that may occur during the engagement.  Among the Corporate project Manager’s responsibilities is the scheduling of work to accommodate The Department CEO/IT Division’s needs, such as staff availability.  It is very common for priorities to change during the deployment phase of a project; for this reason the major objective of the Corporate project Manager is to meet or exceed all of the expectations set forth during the planning stages. 

Effective ongoing communications between The Department CEO/IT Division and the Corporate project Manager are required to ensure that timely and appropriate information is collected and disseminated.  It may also be necessary for the Corporate project Manager to work in conjunction with any necessary The Department CEO/IT Division resources (System Administrator, Network Administrator, etc.) to determine all of the requirements for the implementation of each project. 

On an ongoing basis for the duration of each project, the Corporate project Manager will:

· Review the methods utilized in the project

· Determine the resources required for project

· Schedule resources as needed for the project

· Facilitate the identification and mitigation of project risks

· Coordinate the resolution of  all issues

· Monitor and report on project status

Acme will continue to refine the results, facilitate, and track progress throughout the course of each project. At the completion of each and every other major phase, Acme will review the successfully completed milestones with The Department CEO/IT Division’s technical staff.

In the event that The Department CEO/IT Division decides to manage the project themselves, The Department CEO/IT Division understands and acknowledges that The Department CEO/IT Division is principally responsible to ensure that The Department CEO/IT Division and Corporate project resources meet the proposed schedule for performance defined in each Statement of Work.  Should The Department CEO/IT Division’s project management deviate from the project plan due to mismanagement or other activities inconsistent with the defined Statement of Work, there can be no assurance that the project shall be completed as envisioned herein.  Nevertheless, Acme will continue to support The Department CEO/IT Division’s efforts, subject to equitable price and schedule adjustments to Acme based upon such changes.

Project Charter Workshop

At the beginning of each project, a member or members of the Corporate project team will meet with The Department CEO/IT Division’s project team, and any other necessary The Department CEO/IT Division resources to determine all of the requirements for the successful completion of the project.  The teams will:

· Confirm The Department CEO/IT Division requirements and expectations.

· Prioritize requirements (mandatory and desirable).

· Define project constraints.

· Identify a clear The Department CEO/IT Division project owner, other The Department CEO/IT Division team members and internal The Department CEO/IT Division escalation process and procedures.

· Identify resource(s) to receive knowledge transfer.

· Discuss the methodologies, procedures, specifications, standards, measurement criteria, and management systems that will be utilized throughout the project.

· Discuss the deliverables, milestones, time-scales, and the review cycle.

· Determine project status reporting requirements and frequency.

· Review the current technical architecture.

· Discuss product maintenance considerations.

· Review The Department CEO/IT Division’s testing and verification procedures that will be used to validate the deliverables and milestones.

The following processes will be reviewed for clarification:

· Organization and The Department CEO/IT Division Resource Assessment,

· Succession of Documents,

· Acceptance of Deliverables,

· Acceptance Testing,

· Production System Integration Testing,

· Knowledge Transfer,

· Education and Training,

· Quality Assessment.

· Produce a baseline and leveled project plan with an outlined Project Charter Document.  This is signed both by Acme and The Department CEO/IT Division to demonstrate total commitment to the project and an agreed understanding of the deliverables.

Project Charter Document

From the Workshop described earlier, a Project Charter Document will be produced.  This document accurately reflects the events of the workshop and will describe the total scope of the project including all changes and amendments made at this stage.  The project will not continue to the next phase until the final version of this document is agreed and signed by both parties.  Work that is not described in the Project Charter Document is subject to the application of the formal change control process described herein.  Acme reserves the right to levy further changes for such additional work or requirements that are identified at these times.

Organization and The Department CEO/IT Division Resource Assessment

As a part of the Project Charter Phase, the Corporate project Manager will meet and arrange meetings with key personnel within The Department CEO/IT Division’s organization to undertake an organizational review.  The purpose of this review is to understand the following:

· To understand The Department CEO/IT Division’s production change control process for the implementation of new software into The Department CEO/IT Division’s production platforms.

· To understand The Department CEO/IT Division’s current operational support procedures.

· To review and advise on the skill sets required within The Department CEO/IT Division’s personnel to support the implementation.

· To advise on a structure to support the project.

Succession of Documents

As a part of each engagement, The Department CEO/IT Division agrees to the succession of documents.  That is, as each phase is completed, the phase documents proceeding are succeeded by the current phase documents.  The previous phase documents are valid only as a historical reference.

Deliverables/Goals

Project deliverables/goals are defined during the Project Charter Workshop as described previously in this document.  If Acme will be responsible for the overall management of the project, it will be the responsibility of the Corporate project Manager to monitor the deliverables that have been defined.  If The Department CEO/IT Division will be responsible for the overall management of the project, the deliverables will be the direct responsibility of The Department CEO/IT Division.  Acme will provide consulting services to assist in the creation of the deliverables.

Acceptance of Deliverables

Both The Department CEO/IT Division and Acme will mutually agree upon acceptance of deliverables, and agreement shall not be unreasonably withheld.  The Department CEO/IT Division, prior to the commencement of work on any subsequent phase, must accept the deliverables for prior phase in writing.  Criteria and timelines for acceptance will be defined during the initial phase of the project.

In the initial phase of the project, The Department CEO/IT Division and Acme will complete a deliverable acceptance schedule.  This schedule will become the basis for The Department CEO/IT Division’s review and acceptance policy.

Acceptance Testing

As part of Acme standard project delivery process, a set of acceptance test criteria will be utilized to assure the implemented system.  These criteria will have been defined and agreed upon during the Project Charter Workshop.  There may well be a set of Acceptance Testing Criteria for each relevant phase of the project.  At this stage all the acceptance testing will have been completed.  These acceptance tests will have been accepted and duly signed off as such by both The Department CEO/IT Division and the Corporate project Manager.

Production System Integration Testing

A set of production system integration tests, identified and agreed upon in the Project Charter Workshop, will be performed, where appropriate, to verify that the product is correctly functioning in production.  These tests will be limited to functionality and not performance issues.

Project Acceptance

When all the phases of the project are complete and the project has met its requirements in line with the project documentation, then a final Project Closeout Meeting will occur.  In this meeting the project will be examined for the solution it delivered and the efficiency of the way it was delivered.  The results of this meeting will be documented.  Both parties will sign a final deliverable acceptance form, which will include the details from the Project Closeout Meeting.  This procedure will ensure that The Department CEO/IT Division formally accepts delivery of the project; its associated systems, solution and documentation, and this will mark the formal completion of the project. 

Knowledge Transfer

“Knowledge Transfer” means the act of passing technical system and product related knowledge from the Corporate project team to The Department CEO/IT Division’s staff who require such knowledge.  To achieve this, The Department CEO/IT Division’s staff must be available at all agreed upon times throughout the implementation project to work with the Acme Consultants to acquire this knowledge.

It should be noted that possibly the largest cause of failure of such projects is directly related to the fact that required client staff is not made available with sufficient focus as to allow them to acquire this knowledge.

This process is an essential element of preserving the investment made during implementation.  It imparts the ability to enhance and maintain the system.  It should be noted that this is not intended to replace formal product training, where appropriate, which must occur prior to the completion of this Statement of Work to ensure maximum benefit from the knowledge transfer.

Education and Training

It is strongly recommended that the individuals who will be administering and utilizing the Acme solution attend training for the appropriate formal product training classes to ensure maximum benefits of the solution.  Additional information on training and implementation assistance, not included in this document, is available through Computer Associates Services Training.  Information on all educational courses offered by the Computer Associates Technology Services and Training group can be found in the latest Education catalog.

Quality Assessment

As part of Corporate project methodology, Acme will conduct a quality assurance review of the project. The quality assurance professionals will not be part of the project team, but will review the status of the project with The Department CEO/IT Division and the Acme team and will then issue a Quality Assurance Report to The Department CEO/IT Division and the Corporate project Manager.  The Corporate project Manager will then respond in writing to the quality assurance professionals and The Department CEO/IT Division to provide necessary feedback to the The Department CEO/IT Division concerning the Quality Assurance Report.  The results of such report are not subject to the terms of the standard Statement of Work agreement that is prepared for each project.

Readiness Assessment

Before the conclusion of each engagement, the Corporate project Manager will issue a Readiness Assessment Report The Department CEO/IT Division, which will recommend the work effort needed to sustain the implementation successfully.

Maintenance & Support Services

In the event that The Department CEO/IT Division is a licensee of Acme software requiring routine support and maintenance services, the services described as part of this Statement of Work supporting implementation of such software shall not address, and shall not be interpreted to include, any of such support and maintenance services.  Acme routinely provides such support & maintenance as part of its software warranty under an Order Form and License Agreement.  Should The Department CEO/IT Division request that Acme provide on-site or other services as part of support and maintenance, Acme agreement to provide such on-site services shall depend upon, and only be made available to The Department CEO/IT Division under a separate Statement of Work.  This will be for additional payment based upon the description of the services to be performed.

Prerequisites

It is agreed that The Department CEO/IT Division will make the following available to the Acme consultants during the term of each engagement. Failure to meet any prerequisite could result in delays in meeting The Department CEO/IT Division’s schedule requirements and additional on-site charges:

The Department CEO/IT Division will establish a Project Sponsor for each initiative who will be actively involved in ensuring the success of each project.

· Availability of key The Department CEO/IT Division staff members to support each project.

· Availability of identified hardware/software for each project.

· Key personnel from The Department CEO/IT Division for feedback and approval in timely manner.

· Timely turnaround of issue resolution, review, acceptance, etc.

· Availability of office space and standard office resources, including a workstation, login and password to accomplish appropriate tasks.

· Access to information concerning The Department CEO/IT Division’s systems and applications.  This information must completely and accurately reflect the procedures or conditions currently in effect at the time each project begins.

All Acme and third party software installed, or to be installed must be properly licensed for the proposed site location.  In addition, all prerequisite supporting system hardware and software resources must be installed at required configuration and release levels prior to the implementation phases of each service engagement.

The Department CEO/IT Division assumes responsibility for the scheduling of regular Status Meetings and coordinates and communicates the information to The Department CEO/IT Division as well as to Acme.

The Department CEO/IT Division assumes responsibility for the transcribing, publishing and distributing of new and revised policies, standards, forms and procedures that are added or changed due to the implementation described in each Statement of Work.

The Department CEO/IT Division Project Sponsor

The Project Sponsor will work with the team to define and communicate overall project goals, objectives, and expectations.  The project Sponsor will have responsibility for ensuring that The Department CEO/IT Division resources are made available in a timely manner to accomplish the objectives of each project.  Acting as the single point of contact for The Department CEO/IT Division executive management decisions, the Project Sponsor will be The Department CEO/IT Division’s final decision maker with regards to milestones, scope, escalation issues, and project acceptance.

Escalation Procedures

If in any case a problem (issue) is discovered, the Corporate project Manager will report this issue as soon as possible by written means to The Department CEO/IT Division’s designated contact.  In this report there is also a description of the impact of this issue regarding the project.

Members of Acme implementation team or The Department CEO/IT Division will, if necessary, open a support call with the Acme Support organization.  It should be noted that The Department CEO/IT Division is the owner of this issue.  The issue number from Acme Support will also be communicated to The Department CEO/IT Division’s designated contact person.

The Acme implementation consultants can work on the issue on behalf of The Department CEO/IT Division.  This means that one or more project activities will be delayed.  This may result in additional charges to The Department CEO/IT Division for each project.  On the other hand, The Department CEO/IT Division can work on the issue and supply Acme support with all necessary information, data and do the work at the request of Acme support.  The implementation Consultants will continue with their normal (parallel) project activities or the project will be stopped and resumed following the resolution of the problem.

Change Control

Any changes to the project scope will be administered through the Project Change Control procedure as described below:

When a change to the project is identified, the Corporate project Manager will complete a Project Change Control Form.  The Department CEO/IT Division and Acme will finalize the format of this form during the initial phase of each project.  When completed, this form will describe Acme understanding of the requested change, impact on the current engagement, and the estimated resources and time required to implement The Department CEO/IT Division’s request.

The Corporate project Manager will submit the completed form to The Department CEO/IT Division’s Project Manager for review and approval.  Estimates provided to The Department CEO/IT Division will remain valid for a period of five (5) business days from the date of submission.  If The Department CEO/IT Division does not approve the change estimate within five (5) business days, and Computer Associates has not extended the period of validity in writing, the change estimate will automatically expire.  Following receipt of The Department CEO/IT Division’s written approval, the Acme team will begin work on the requested change according to the agreed upon schedule.

2. Implementation Plan Project Schedule.
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