DIRM Evaluation of Services Project

Project Charter

1 Background/Overview

Problem Statement: DIRM does not know how customers value services DIRM provides.  
Question:  How do customers rate the quality and value of services provided by DIRM?

Survey Questions:  

Which services does DIRM currently provide that customers value?

How would customers rate the quality of DIRM services?

What services could DIRM provide that customers highly value?

1.1 Scope

1.1.1 In Scope:

· Develop customer satisfaction survey 

· Identify survey participants 

· Administer survey to collect data for a baseline of customer’s ratings of value and quality of DIRM services 

· Administer survey to collect data to compare against the baseline data.

· Analyze survey results
· Develop recommendations for a marketing plan based on survey results

· Develop recommendations of changes, discontinuation and or addition of DIRM services

1.1.2 Out of Scope:

· Implementing changes, discontinuation or addition of DIRM services
· Develop marketing plan to address weaknesses or under used services 
2 Preliminary Schedule 

	Project Start Date: 5/11/2009
	Project Completion Date: 9/30/2009


3 Milestones

Develop Project Initiation Documents

Identify Survey Participants

Develop Survey 

Administer Survey

Analyze Results

Develop Recommendation

Project Close
4 Project Organization

The following table lists project staff, roles and responsibilities. 

Roles and Responsibilities

	Executive Sponsor

Fran Muskopf
	The Executive Sponsor will provide project direction, remove barriers for project success, and address escalated issues on a timely basis.  Responsibilities include being the project champion, take on leadership role, provide resources when required and escalate issues on a timely basis.

	Project Team 
Marina Thompson
Craig Erickson
Sharon Roberts

Denise Mino
Shelby Minchau


	Responsibilities include communicating with staff and taking on assignments for the project to ensure project success.  Specifically: to assist project manager, to define requirements, help develop communication, implementation.  Develop survey questions for assigned services and assist in developing recommendations. 

	Project Manager

Jim Blum 
	Responsible for managing project activities such as project planning, organization and staffing, metrics tracking, risk management and contingency planning, issue resolution, contract negotiation, work product acceptance, managing change control, elevating issues when needed. 


5 Project Assumptions and Constraints

Assumptions:

· Key staff and stakeholders are available for the duration of the project 

Constraints/Dependencies:

· FTEs are available at current levels or higher through project completion

6 Performance Measures and Outcomes

· Information from the survey provides metrics that measure service quality
· The survey results indicate services that customers highly value
· The survey identifies services that customers do not value
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