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Course Outiine

= [Developing Budget

5 CalendarforCompletngsa Project

= Assighment of\V\ork

= Coordimation e heam Wit AGeEncy,
= hreating e’ CustomerWithr RESPECT
= REPORIMGeMTOUICOMES



[DevelopingarBlicget

= \What IS the goeal?: OBjective?.

u W are We gomg teraccomplishit?

s HOW 0o We request / Justify. the funds?

= HOW canwe show What Was accomplisnea?
s raCkING e EXPENCITUTES

= Reporiingentneettonline




(Calendaror
Completingia ProjJeCt

w LLayout allithe necessany/ tasks

= \V\/REen dees theworkhavetere completed by
s \What IS the timeline of:eachi step Inithe Processy
s HEW seoen canltbe ready?

=Y ouURrreputatieonforadministraenalisnel prorng
qualIty/ARIGEErSHeN/OUIRPIO]ECT




AsSIgnment oM\A/ork

= /N IS avallable 16 perform the Work?
Can I'share o tradewitnranother department?

ave | trained my. stafi?
ave Iiset clear expectations and deadiines?
averliset'clearcommunication chiannels ana

0)£0)10)050) |7



Coordimnation ofheam
WITIIMEAGENCY/
= Have | made stafifiassignments to el stalizioe
successtul?
= CanWe Cross-traiin and provide Pack-up?
= Are We giving and taking?

= A ltrecegnizing staff:geodworkeand skilis?

= AmIESETHNG e EXPECTatioNand tenE feISUCCESS?
(MIRIEMISSIGNS)



direating the Customer WithrRespect

Notification and:Communication are: key
[Don’t promise what e can’ t deliver
Jnder Promiserand OVer: [DeliVer

=ollow tprandicheckIn

KEEPINICONTACT EVERNTITRErE ISINOUPEAates

APOlogiZeTEWemake an CIor OrRdon mceet
[REIREXPECIALIONS

I preplemstorelamcusiomerioyalty,



Customer:s fhake fime - OUIrS

= YOU Can pay. me new: or: pay: me later

aWie can't controlfarcustomer’s behavionr — We
can only controliourreaction to. ..

= [NVESt the time up irent When We nave more
controlfandiniitence oVer the outcome

= ComplamtsianaiereaacastingeiRCompPIaIitsiio
OLRErS Can CalSE ProkIenms

= Greatwork andreselved complamits brng
refentals



Under-Promise and @ver-Deliver

s |fia task takes 6 days tercomplete andiwe tell a
customerwe Willldo It in 5, We look terriile.

x ITwe tell themwewalitdont i 30rand do itin
6, We look ternfic!

s SEL OUISEIVES UP TOr SUCCESS anailoeKING 0e0a

x Customersidonsexpect torreceiveexcellent
CUSIGMERSENVICENTOMIGOVEMMENEIWE Can
change paradigms!

s AlIeVW Time fertheseunpredictable things that
AlWaY/SISIePra SCREAUIEAN O ITEMICOmpPIEtionN:



ReEPOrtNG oM @UICOMES

= [Determinewhat indicators or data IS Important

u Rut that on people sidashboand
= Provide resultsiin easy: to understandlanguage

x SHOW. the effectiveness ofit

REPOKEGRECOSLS; SIES COM

1€ [PrOJECt

pleteds average Cost

DErSItE; tFEES retalneds thees remoyed; tiees
planteds fanures; delays; transiticnserspecial

matenals; fiinalfCeSE, COMPanSen to; Pudget



SUMmimelry

x Good administration Sets the' tone forthe
Project (and GUIR Careers)

= Clear communRicationreatces: Wireng
EXPECIAtIONS; INCOrTECt IRfermation; ana
Complalnts

= Happy CUSIGMErS take IeSs;ofeuRtime — RPay.
ME ROV O P2y e ater

5 SHEW:GUIRSUCCESSWWITCIEAIEPOrting



(CoNCIUISIONS
= Administration andiVianagement are key/ 1o.a
SUCCESSTUlProject

u EVeryone We WorkeWithNS eIthera CUrrent or
potential customer

= [ireat our: CO-WOIKErS and CUStemEers WiIth reSPECt
N the ManRERY U WanRT te e treated

= haking care olia customerwellfproViaesan
Increaile feeling (for then) anaiSiRot EXPECted

= RroVide reponts that demonstrate effeCtiveENEess
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