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Instructor's Name: Dr. Sara Adel



THE IMPACT OF LEADERSHIP SKILLS ON PROJECT
SUCCESS IN YOUR ORGANIZATION: A CASE OF YOUR
OWN.

Different leadership styles are the key factor in the success of any project. Project
Leaders are responsible and accountable for the success/failure of the project. There
are numerous responsibilities that are assigned to a Project Leader during the
leadership journey.

YOUR MISSION:

Your research/project must provide an overview of information and knowledge in a
corporate environment with an underlying theme of defining leadership styles within
applying the hard and soft skills for that style needed by the leader to ensure
successful project delivery in your organization. (You are required to demonstrate your
understanding of the relevant body of works to real-life business research).

Choose one only of the following project leadership skills using the tools that we learned
during the project leadership course; starting from identifying and assess the case
till executing the project.

o Prioritization (Using tools for Estimation — Scheduling — Tracking — prioritizing
stakeholders).

o Team management (Using Team structures — Team development stages — Team
needs).

o Embracing Accountability (Using RASCI)

o Conflict resolution (Using the Thomas-Kilmann conflict mode instrument).

o Motivation (Using one theory of motivation — Types of motivators).

o Communication in the project.

o Influencing (Using different sources of LEADER POWER).

What you have to do:

Your project task requires the preparation of a full project proposal that should contain
the following components:

e Introduction: A detailed statement of the problem, research aim, and objectives
that you would like to investigate and discuss. (2 points)



Literature Review and Conceptual framework: An analysis of the literature
relevant to the research topic that will give you the conceptual basis for
conducting your research from the previous studies. (2 points)

Methodology: Based on the conceptual framework, research aim(s), and
objectives, you need to provide a detailed description of the data collection tools,
data sources. (2 points)

Results and Discussion: Description about the main findings of a research,
outline your thoughts to defend your research and to emphasize the significance
of it. (4 points)

References: Lists all the resources you've used in your project, and your
refereed journal articles as well. (2 points)

Appendices (If it is available in your study): Any supplementary material you
need to add. (Optional)

[Write the names of the chapters/sections of your research/ project and briefly
discuss what you will write in those chapters/sections] .

Best of luck...

Dr. Sara Adel
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Prioritization (Estimation — Scheduling — Tracking — prioritizing stakeholders).
Team management (Team structures — Team development stages — Team needs).
Embracing Accountability (RASCI)

Conflict resolution (The Thomas-Kilmann conflict mode instrument).

Motivation (Using one theory of motivation — Types of motivators).

Communication in the project.

Influencing (Using different source of power).
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Project Charter

PROJECT
CHARTER
I | Initiative Title Initiative Type Owner Position
D
1 Avaya Contact Center Solution Project Nouf Customer
Implementation Alhuzaim | Care
Manager
Start Date End Date Initiative Approved Budget Business case
Status
23/3/2021 17/5/2021 Active 400,000 Implement a new contact

center system to meet
Tamweel' vision

want to deliver)

Project Description (Scope: What do you

Project Justification (Why?/ Problem

statement)

In Scope:

Solution
Infrastructure Implementation
Hardware Setup

Implementation of Avaya Contact Center

"Tamweel is looking forward in implementing a
high quality contact center to facilitate it internal
and external customers as the current Contact
Center is inadaquate and inorder to improve and
manage the information effectively there is a




Integration:
-CRM

-Tamweel Website
-Social Media
-Mobile Application

need to develop a new inteligent Contact Center
that serve Business Support, Customer Care ,

Sales etc.

Also, integrated with our Digital retail system "" I-
Kastle"", Ticketing System , Website, CRM."

Mapped Balanced Scorecard
Objectives

Digitalize The Contact Center

Expected Benefits Baseline | Target
Enhance Tamweel' CX 15% 95%
Raise Tamweel' Sales 15% 25%
Raise Tamweel' Customer 5% 25%
Loyality

Raise Tamweel' Customer Service Quality 35% 75%

Project Deliverables

Description (Deliverables/ Start End Estimate SME / Approver

Milestone) Date Date d Cost
Stagel

Installation of IP Office SE VM 11-Apr-21 12-Apr- 280,000

platform software 21

Initial Configuration of IP Telephony 11-Apr-21 12-Apr-

platform 21

IP Telephony licenses generation 12-Apr-21 14/4

Dial plan, call routing and users' 12-Apr-21 14/4

privileges configuration

Users's extensions configuration 12-Apr-21 14/4

Configuration of incoming and 12-Apr-21 14/4

outgoing calls routing

Configuration of setting file for Avaya 15-Apr-21 16/4

phones with SIP connectivity

Firmware and patches update 15-Apr-21 16/4

Configuration of Auto-Attendant with 15-Apr-21 16/4

greeting annoucements




Configuration of SBC for SIP trunk 16-Apr-21 18/4
connectivity
Configuration of SBC for UC mobility 16-Apr-21 18/4
application
Installation of Avaya Contact Center 19-Apr-21 21/4
Select VM platform
Installation of Avaya Media Server VM | 19-Apr-21 21/4
Installation of Avaya workspace VM 19-Apr-21 21/4
Contact Center licenses generation 21-Apr-21 22/4
and activation
ACCS initial configuration and 21-Apr-21 22/4
integration with IPO
ACCS agents' profiles configuration 21-Apr-21 25/4
ACCS skillsets and call flow 21-Apr-21 25/4
configuration
Voice recording configuration 21-Apr-21 25/4
Stage?2
CRM Connector 25-Apr-21 2-May 60,000
Social Media Integration 26-Apr-21 9-May
Eid Alfitr 10-May-21 | 17-May
Call Back Manager 18-May-21 | 25-May
Outbound Dialer 18-May-21 | 25-May
IVR SELF SERVICE 25-May-21 1-Jun
Usler AcceptanTe Test and Go Live | 1-Jun-21 9-Jun |

Initiatives Risk: (High Level)

Description Severity
IT Infrastructure : Resources as Servers, Networks, Ips, SIP Trunks...etc Cretical
Security: Vulnerabilities such as weak protocols, weak firewalls, unsecurid Cretical
integration comunications
Integrations: Mapping Issues, Versions Issues, Stability High
Delay: Tamweel side: Provide the Pre-requisites. Avaya side: delay because of Cretical
configration issues

Cretical

Project
Team:

Key Roles & Responsibilities

Abdullah Alshahrani

Project Sponsor: Approval of the project Budget
Decisions and project related approvals

Nouf AL Huzaim

Project Owner: Support development and implementation
and Ensuring that the projects benefit is realized

Ahmed Alshuaibi

Project Manager:

Ensure projects Milestone Related deadlines

Ensuring the Quality of admixture produced

Ensure plant and production readiness and providing the
sample to R&D for testing

To ensure the project is reported timely

Ensure the Benefit is realized and monitored on a periodic basis
and reported.




Nabeel AlSoufi

Technical Manager:

Ensure availability of IT Infrastructure.

Support development and implementation and Ensuring that
the projects benefit is realized

Enas Basnawi

Project Manager:

Ensure projects Milestone Related deadlines

Ensuring the Quality of admixture produced

Ensure plant and production readiness and providing the
sample to R&D for testing

To ensure the project is reported timely

Ensure the Benefit is realized and monitored on a periodic basis
and reported.

Mahmoud Mutwalli

Delivery Manager : Ensure delivery of the Contact Center
Solution within Project' duration

Abdullah Alahmade

CISO: Ensure the testing of the security aspects of the
website, Sama etc. is done effectively

Stakeholders & Expectations:

Stakeholder

Expectations

Abdullah Alshahrani

Project Sponsor:

Ensure to have an effective informantion media ffor improved
ROI

Overseeing Benefits are achieved and business regains and
sustain its profitability and value on AlKifah portfolio.

Ahmed Alshuaibi

Project Manager & Digital Channels Specialist: New
channel meet Tamweel' vision and help all related Depts. Also,
raise the quality livel and apply the digital transformation
methodology

Nouf Alhuzaim

Customer Care Manager: Give them all report, services,
features, monitoring....etc to raise the customer care quality

Somaya Alomair

Sales Team Leader: A new channel that help to raise the
sales

Enas (PMO)

PMO:

To foresee that the project is documented, planned, and
reported effectively by the Project manager, Additionally
ensure the the Wrike is utilized through out planning and
execution.

Project Steering Committee:

Key Roles & Responsibilities

Abdullah Alshahrani & Ahmed
Alshuaibi

Decisions and Approval (S,T,C)

Abdullah Alshahrani

Project Change Approval & Acceptance

Ahmed Alshuaibi

Closing Acceptance

Abdullah Alshahrani

Project Performance Evaluation

Charter Approval




Sponsor Project Manager

Name Signature Name Signature

Abdullah Alshahrani Ahmed Alshuaibi
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Practical Contact Center Collaboration By Ken Burnett
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