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TIPS, TRICKS & THINGS TO CONSIDER
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K Resourcing N

What are people doing?
Are they fully occupied?
What scope is there to do
more?
What skillsets do we have?

What do we need to deliver

\ the Portfolio of work?

Dependencies
Are these visible and
understood?

Are they being

\effective/y managed?

/ Governance

Does work have the required
approvals?
Is it flowing through the
process or are their
bottlenecks?
Are Boards and Steering
kGroups operating effectively?

Financials \

How are we performing
against budget?
Do we need to accrue for
anything material?
Where are the bottlenecks in
the approvals workflow? j

Risk \

Are these being escalated and
appropriately dealt with?
Is management coordinated
between the Portfolio and the

Organisation/Enterprise
(added/removed as projects deliver)J

Roadmap \

What's on the work stack, what can
be accommodated, is it on
time/going to be ready when

needed?
Can the various business areas cope
with the amount of change

\ proposed at any given time? J
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Ask some honest questions...

* Are you clear about the PMO purpose or mandate within your
organisation?

* Do you understand the existing pain points across the community?

* Are you prepared to overhaul ALL existing processes & people within
the PMO?

* Are the PMO ready to perform the required System Administration
and Second Line Support roles?

Don’t look at any PPM tools until these questions have been answered!
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Over 50% of companies are yet to start
developing a Cloud Management Strategy

* Gartner Research suggests that organisations should anticipate needing
MULTIPLE TOOLS

* On average between 4 and 6 solutions are deployed across an organisation

* Organisations should also anticipate overlap between tools

Does your organisation have the ability to manage the needs of each
solution?






A solution-centric or Saas strategy has 7 key
functional areas...

ldentity Management

Cloud Access Security Brokering
Service Brokering

JApplication Performance Monitoring
JdOrchestration & Management
dIntegration

1Business Process Management







Who do | need to talk to in my organisation...

» Enterprise Architect
»Information Security
»Service Management

» Application Management
» Solutions Architect
»Business Analyst

» Project Manager
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Implementing a PPM solution is a Business
Transformation activity & needs to be

managed accordingly...

Change Management practices will help to address:

* Employee resistance to change

 Management behaviours not supporting the change
* Lack of adequate resource

Communicate, listen, observe



“It’s not your PMOQO!”

Mark Price Perry

Be clear about why the organisation is going down this route;

PMO objectives are secondary



“We need to let the
contractors go —
what impact will
this have on the

change portfolio?”

”We have agreed to
merge with another
company; we need to
add the integration
into the workstack
now & its not
negotiable”

“Tell me when
everything will be
done by & how
much it will cost —
and I will hold you
to those numbers”

“The strategy has
changed — | need this
project delivered as top
priority & | don’t want to
stop anything else or find
more money.

Tell me why you don’t
think that’s possible?”

“What are all
these people I'm
employing
actually doing?!”

At any given time
- how are we
performing
against budget?
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Will the senior
leadership team be
able to catch me

out?
] Will they ask me
more awkward
questions?

“How much earache will
| get from the PMs as
they are forced to
change the ways they
work AGAIN?!”

“Will implementing this
tool to help PMO distract
my PMs from doing their

jobs?”
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“Will this enable me
to get the resources |
ng¢ed, when | need

them?”

Will I get more earache
from my programme /
portfolio manager now
that s/he can see
everything I’'m doing?

| don’t work that
way, why should
| change?

“If I agree to keep things
updated, will this stop
PMO asking me to fill in
forms/templates with
information that’s
already in the system?”

More work for me, more
policing from the PMO; let
me just deliver!

“Will this stop
PMO asking for
something new

every week?!”
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Will I still have a
job?

IIII

ve used this tool

before & it didn’t

work” ‘ =
k.v:
.

“What does this mean

4 for the existing

services & processes
we operate?”




Senior
Stakeholders

These people will generally ndt be
touching the tool & probably won’tl even

require access

These are the people that need to
buy into the concept of “another
tool”, and understand the WIIFM
(what’s in it for me); they want to
know costs (of entry and ongoing),
time & resources required to setup,
high level benefits eg. having your
qguestions answered more quickly,
what-if scenarios for the portfolio,
increasing productivity. They also
want to know how changes in the
portfolio impact Finances, HR &
Operational Risk.

They don’t care how the PMO gets to
the answers, they just want them
quickly & to be able to rely on them.

This is where lots of PMOs go wrong
when trying to get senior buy in;
they don’t care how much time &
effort it might save YOU, they want
to know what they will be gaining
from their investment.

Programme /
Portfolio Leaders

Unlikely to complete any training but
will become frustrated quickly when
the system “doesn’t work”

They want as little involvement as
possible with anything related to
how things are done, just to a) be
able to answer the questions that
senior management ask them in the
lift/hallway about how things are
going, b) fulfil their roles as
escalation points for RAID items, c)
talk in meetings with confidence
about portfolio or programme
dependencies in a wider context.

They will generally be unlikely to get
hands on in the tool, except to
maybe run their favourite reports
once a week which give them all of
the above; a lot of what they do will
be remote when they have time
travelling or between meetings.

Project
Managers

PMs don’t generally like tools - it
takes away their ability to
manage the flow of information
(i.,e. hide). Typically they
become more receptive when
they believe that this WILL save
them time/reduce
bureaucracy/get decisions made
quicker. They really dislike
having to spend time training,
waiting for a system to
synchronise or losing data that
has been entered.

| find it VERY difficult to stop
project managers from
continuing to rely on emails,
especially if they are out of the
office/in meetings.

PMO

Some embrace the commitment
required to administer a tool
effectively - dealing with users
gueries, training to use the
system to its full potential - and
some resist, especially if they
have come from a more
administrative or operational
background.



Developing the Business Case

* Who is the sponsor? Are they senior enough in the organisation?
* Will roles and/or headcount be impacted?

* What are the true costs of ownership, including ongoing costs for
licensing, support, scaling user numbers?

* What are the Operational impacts?
* What is the “Do Nothing” option?
* What will success look like?

* How will it be measured?



N\ Portfolio build, prioritization, analysis and reporting
Programme and project setup and closure
St I. ic Stakeholder engagement and communications
. mﬂ Planning and estimating
Jb’.ﬂk_aball_t o Capacity planning and resource management
o Benefits realization management
des,red Performance monitoring
outcomes & N e p——
o Risk, issue and change management
Services... —
Tactical or Commercial (including supplier management)
delivery
. support Quality assurance
Wh a t WI I I Information management (including configuration and asset management)
success look [T
. ? Secretanat
Ilke . \ Standards and methods (processes and tools)
Capability Internal consultancy
support Organizational learning and knowledge management
People and skills (P3RM competencies)

Crown Copynght 2008, Reproduced under icense from OGC @GrowthKnowledge



Access for

new users /
removing
EEVES

Reporting,
creating,
sharing,
updating,

retiring

Producing
documents
using data
already in the
system

Templates for
project
schedules,
RAID logs

Access
privileges

Common
issues to
troubleshoot

Ensuring data
integrity
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Project

Document
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Example
Contents page
for Project
Handover
Document...

prepared by Business Analyst

- e N

INTRODUCTION
RELEASE OUTULINE

4.1 Ovetview
4.4 Reledse Wincow
2.3 Scope

SUPPORTING PARTIES

32 Business Owners

3.3 1st Llevel Support

1.4 ;‘-c eve 5 oo

3.5 Supet User/Administrglorn

3.4  Service Delivery

3 ANy oMmer Inlernal lecms MAal sYppOrT e project
38 Vvendor (including condact deltolls)

SERVICE DESK IMPACT ASSESSMENT

4.1 Suppon Process Overview

POTENTIAL QUESTIONS TO SERVICE DESK AND ANSWERS

ROLL BACK PLAN

RISKS

POLICIES AND PROCEDURES
SERVICE DELIVERY

s 1 Service Delivery

L setvice Recharge Mode

L | AppP Hon | o

y4 solut B ty

¥.5 veno Rebo!

¥.4 Vendor Service Delivery Meeltings
Ending Contract Early

'l cContract fenewo

L Envihonments

.10 Web Browser suppon
9.10.1 wWitharowing Support for 3rowser

9.10.2 Cument 3rowser Suppon
§.11 Security

9.11.1 Securty G

o

vemaon

o

9.11.2 Cenificorons & Regsirorons

Y113 Fouwore stoncorngs

.14 Vendor Data Cenftres

.14 Location

9.14.2 Doic Centre Secyrrty: Physco
9.143 Dot Centre Envirgnments
9144 Dotc Centre Norworks

9145 Chenge of Dere Centres
9.14.46 Monirorng

147 System 30Ckup

9148 DOIC Securty

9.149% Dhoster Recovery

10 SUPPORT MODEL

2 ncident Severity Classi¥ico
0.3 arge! Resp e and Re

4 £ alat 4] edure and B

L end Mainteno e

) pe of Suppont

11 PERFORMANCE MEASURES
12 FUTURE ROADMAP SUPPORT MODEL
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Example
Contents page

for

Administrator
Guidelines &
Processes...

prepared by PMO

INTRODUCTION
TRAINING FOR ADMINISTRATOR

- PMO defining as part of the storters & leavers process & on boarding

training process.

ADMINISTRATOR SUPPORT ROLE OVERVIEW

3.1
3.2
3.3
34

42
43
44
4.5
4.6
4.7
48
4.9
4.10
411
412
413
4.14
415
416
417
4.18
419
4.20
421

Outline

Support Model Process Flow
Scope

Supplier Management

ADMINISTRATION: USERS AND PROJECTS

Access Levels - Setup area > Access levels
Contact Details: Technical support

User Set Up

Okta Backout/Outage Plan

Project Set Up

Reports

Templates & Custom Forms:

Project Dashboard

RAID Log Changes

Public Holidays / Schedule Set up / User Time Of

Status Reporting ~Steps for PMO fo run Siatus reports

Scorecards process:

Approvals:

Timesheet:

Baselines:

Queve Set-up:

FAQ:
Sandbox 1 Environment Refresh:

down/ Bug reporting
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DO...

v Prioritise requirements carefully & get stakeholder buy in;
what’s top of YOUR list may not be what’s top of THEIRS

v’Understand how each solution fits together; some
functionality may have to be introduced in a certain order to
make others work

v'Be realistic about how long & how much effort things will
take; going live is just one milestone & arguably the easiest

part!



DON'T...

v'Do ANYTHING without executive buy in, a business case & a
good understanding of the key drivers for change

v'Ask your friends what THEY are using & then choose that
solution

v'Look at the latest industry reports & start calling vendors for
demonstrations

v'Underestimate!



Don’t Forget...

v’ Standards, policies, governance & SLAs
v’ Service-based processes

v’ Service request management

v’ Monitoring & metering

v’ Business continuity & disaster recovery

These are Vendor & Organisational based considerations



Top Tips...

* Run your PPM implementation project using the tool — NO
EXCEPTIONS!

* Find a friendly project manager or two to run a pilot with; act on their
feedback

* Set deadlines & stick to them; user login, project migration, first
status reporting

* Publish & regularly update FAQs; SharePoint or other internal site

 Run a weekly “Lunch & Learn” forum for at least 6 weeks after Go
Live; informal training refreshers & feedback loops
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Any Questions?

i P M o
o s ol L a brisecds

GrowthThroughKnowledge.com m Nicole Reilly u @GrowthKnowledge




