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.[2]"who, what, when, where, and how” of the project.
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Project Charter Example

Projact Name IVR Project
Project Sponsor Dave Sponsor Project Manager Alice Michaels
Date of Project Approval |8th Mar 2015 Last Revision Date |17t Apr 2015
Project Description To introduce a new automated ielephone system io ensure all calls get answared.
A VR system will be infroduced to assist the sales team in taking orders, and also bo
Scope ansure no orders are missed. The system is only to halp the sales team at this stage,
olher leams such as support are oul of scope,
To increase orders per sales team member by 20% from current levels, To reduced
Business Case unhandled calls 1o 0%. To increase customer satisfaction by 10 points.
Time 4 monihs
Constraints Budget 4 developers » 1 sales team rep
(in priority order) Scope TBD
Quality Prioritize ima & budget over quality
An VS system to assist e sales team + training for the sales ieam + support during
Project Deliverables | nre; aperational month of the system,
See KPIs balow + business case above
Banefits KPI Basaline Goal
(measurable results) |Orders per sales person pd 20 24
Unhandilied calls pd 1" i]
Customar sallafaction 17 7
CEQ Sales Rep
Finance Dirgcbor dx devalopars TED
Stearing Committes Saen [ Project Team
Name Success Criteria
Key Stataholders
Risks W binem masmbars hava any privious axpeniencs of IVR sslup, 8o thens s & chance

war've hugely undarestimated the work invalved.
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Project Charter

Project Name

Call Center Project (Sales/Technical/Customer Case)

Project Sponsor

Allen Project Manager Sami Aljojo

Date of Project Approval

10-Apr-2021 Last Revision Date 22-Apr-2021

Project Description

To introduce new call center department to support other department and facilitate appointments

for them.

Scope

e  To support sales team to initiate/close sales orders.
e  Toreceive calls from customers and arrange meeting for sales team.

e  To receive maintenance calls from customer and create relevant tickets on the system.
e  To perform initial troubleshooting with customer before sending maintenance technical

team.
e  Toreceive complains from customers record it and send it to concern department or
escalate it to management.
e  Follow up with customers after service completion and record feedback for future
analysis.

Business Case

e Toincrease sales by 25%.
e  Toincrease customer satisfaction by 10 points.
e  To decrease maintenance team field visits by 30%.

Constraints
(in Priority Order)

Time 3 months

2 salesman, 2 technicians, 2 customer care

Budget
g 6 Computers, 6 IP phones
To initiate call center department/team as agreed
Scope e e . Sl
specification/qualification within time and budget.
Quality Prioritize Time and budget over the quality

Project Deliverables

Establish new department for call center, to perform requested scope, + training for teams, support

for first 45 operational days.

KPI Current Goal
0,
Benefits Orders per sales person / day 12 15 (25%+)
(Measurable Results) Customer Satisfaction / day 10 20 (10 points +)
Filed VIS.It re:ductlon / week by 15 11 (30%-)
solving issue remotely
CEO Sales Team

Steering Committee

Finance Director Technical Team

Project Team
Sales Director

Technology director

Name Success Criteria
Key Stakeholders CEO To close the project within targeted time & budget.
Finance Director To achieve targeted increment in sales.
Risks e Limited experience of new team members specially in first 2 months.

e Increasing of field visit due un-ability to make remote support.

Customer Care Team
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