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Introduction

Projects are used today as a way of achieving a variety of outcomes in local or international locations for new constructions, new product development, product improvement, process design, process improvement, utility installation, theory and technology development, and many more. Bringing a project to a successful conclusion requires the integration of numerous management functions like controlling, directing, team building, communication and others. It also requires cost and schedule management, technical and risk management, conflict and stakeholder’s management, and life cycle management.
Project Description
“Whirlpool Corporation is a global manufacturer and marketer of major home appliances, with annual sales of over $13 billion, 68,000 employees, and nearly 50 manufacturing and technology research centers around the globe. The company markets Whirlpool, KitchenAid, Brastemp, Bauknecht, Consul and other major brand names to consumers in more than 170 countries.” (Source: http://www.whirlpoolcorp.com/about/default.asp)
Whirlpool Corporation is into selling of high quality home appliances. They have over 450 sales agents across multiple states. They have decided to implement an on-line sales program for the agents. The new Internet based sales program is expected to increase the sales volume and enhance the profit margin. Moreover it will also help in improving the agent’s productivity and thereon customer’s satisfaction. 
The Problem/Result Statement
The firm is attempting to consolidate and create online sales management system to   deliver better value to the customer. The firm has historical records in many disparate databases, as well as in paper files and microfiche. The marketing organization wants to build on past knowledge. As a result, past marketing plans and results from past market research studies are stored in a file cabinet in the marketing department. The company has over 150 major sales agents. Each member of the sales agent maintains his/her own set of customer records using a variety of tools. Some sales team members use paper and pencil, others sales management software such as Act, and others a hybrid. In order to better understand and anticipate customer needs, the firm is evaluating a new integrated online sales management system to accompany the new team selling approach that will be soon rolled out. Thus the purpose of the project is to create an online sales management program to increase the productivity of the sales force and to further delight the consumers.

Mission Justification
The mission of the corporation is to be one of the top players in the home appliances market and also to meet the satisfaction of the stakeholders. If this change is not made then it can be loss for the organization, as its competitors will gain the market share. Thus an update and a change is required to meet the mission of the organization. 

High-level scope
“The Scope Section of the Charter describes project objectives, deliverables, customer needs and requirements, and project stakeholders.” (Source: http://www.1000ventures.com/business_guide/crosscuttings/project_charter.html) Firstly the standards will be laid down then it will be compared with the actual performances. The criteria or indicators of the performance will be both financial and non-financial. Here we can use the concept of Balance scorecard. The balanced scorecard is one of many performance management measurement tools that have become very popular in recent years. The balance scorecard first came to prominence in the early 1990’s. Dr Robert Kaplan and Dr David Norton of the Harvard Business School developed this system of performance management measurement.
“Defining the project scope sets the stage for developing a project plan. Project scope is a definition of the end result or mission of your project—a product or service for your client/customer. The primary purpose is to define as clearly as possible the deliverable(s) for the end user and to focus project plans. As fundamental and essential as scope definition appears, it is frequently overlooked by project leaders of well-managed, large corporations.” (Gray-Larson, 2005)

Use of the balanced scorecard is a significant performance measurement tool by the project management team. “The balanced scorecard attempts to measure and provide feedback to organizations in order to assist in implementing strategies and objectives.” (answers.com, 2006) Note that in the strategic-management model, feedback is critically important. Changes can occur that impact all strategic-management activities. Feedback allows these changes to be identified and adjustments to be made. Feedback in the strategic-management process promotes the creation of a climate for two-way communication and, thus, allows esprit de corps to be achieved in an organization.
Looking at Perspectives
The primary purpose of the scorecard is to help measure the financial perspective of the project. This will help measure reflecting financial performance, for example number of debtors, cash flow or return on investment, Net Present Value (NPV) and Internal Rate of Return (IRR). Several different procedures are available to analyze potential business investments. First, the most important concept of evaluating these investments is the NPV. NPV of a project can be viewed as the difference between an investment’s market value and the cost of that investment. It is only a good investment if it makes money for the company, so a positive NPV will be needed. The projects can be ranked from the most positive NPV to the lowest to determine profitability. This quantitative ranking method is the best to use due to its consideration of the time value of money and its more accurate breakdown of value.
NPV is a discounted cash flow technique, which explicitly recognizes the time value of money. It is defined as the difference between the present value of cash inflow and cash outflows. Thus we will use NPV and IRR as the yardstick to measure the success. Some of the other financial objectives that need to be considered are:
· Gain highest market share in its category.

· Total marketing expenses to be no more than 10% of Project cost.

· Advertising budget will be 7% of Project cost.
The marketing department has to understand the marketing programs, and oversee specific set of actions that are involved within. We will track plan-vs-actual results for each program. Status and progress will be addressed at the monthly meeting and reported to all of our staff in our monthly bulletin. They have to diligently track ROI for all activities and precisely manage the associated metrics for creative performance. Moreover they have to develop reporting structure for internal evaluation of marketing effectiveness. Some other important perspectives to be considered are:
· Deliverables
· Integrated Marketing Communication Programs
· Communication Objectives
Using Internet and e-Strategy
An effective ecommerce strategy should be devised and integrated with the strategy of the organization. E-business is a strategy, which uses technology to achieve business goals. It is basically an evolution in the way companies interact. It provides information to facilitate delivery of goods and services and supports change initiatives and reinforce business process reengineering. It improves external business relationship also by sending e-newsletters to the customer base. It will also involve e-mail, media placement and search engine marketing to support the company's programming, site and advertising objectives.
The role of key players in this project will be as follows:
· Project leader (or project manager) – the head of the project; defines, plans, controls, and leads the project.
· Project team members - participate and help in achieving the project plan.

· Sponsor (or upper manager) – the person with formal authority who is ultimately responsible for the project and acts as a coordinator.
· Project customer – here the needs and requirements of the sales agent have to be kept in mind and also the perspective of the consumer has to be taken care of. This has to be done in consultation with the marketing and product development team.

· Functional managers - who provide resources, like people involved in the project.  

Measuring Project Success
Firstly we will lay down the milestones as described below. The measure of success will be to achieve the results as per milestones without compromise on quality. 

“Periodic project team evaluations will assess the quality in accomplishing project goals by considering the teams:
* Effectiveness in relation to established quality requirements.
* Efficiency (staying within budget).
* Timeliness (remaining on schedule).
* Compliance (with policy constraints, procedures, and programs.
* Teamwork “
(Source: http://www.ucop.edu/facil/fmc/facilman/volume1/ch7.html)
Based on the measures set above, better control management will be facilitated. Controlling involves influencing the human behavior in order to achieve the deliverables of the project. Controlling is much broader than monitoring. It involves laying down standards and techniques to influence human behavior, hence enabling performance measurement and corrective action plans.

Technology plays an important role in monitoring and controlling. Latest Pert, CPM and the project management software will be used to track the project and its progress. Moreover each functional area, vendors, and customers can be linked with the extranet, intranet or internet platform in order to communicate regularly and to track various activities and performance. 

Best Practices
Two best practices in project management that could be applied to the project to ensure its success are as discussed below.
Quality Planning

One of the most important elements in creating a successful business is having happy, satisfied customers that keep coming back. This can be achieved by the customer driven quality. Continuous improvement and learning refers to both incremental and “breakthrough” improvement, and applies to both the individual and organizational levels. “Improvement and learning can be directed toward better products and services, to better processes, and to being more responsive, adaptive, and efficient.” (Carlson, 2006)
Our quality planning will have following characteristics:

· Project delivers as promised.

· Human resources operate with honesty and integrity.

· Stakeholders of the project are treated with respect.

· Project environment is treated with respect.
Also, our online quality parameters will be:
· Creating a value proposition.

· Creating a digital experience framework for all sales agents.
This strategy will help achieve the quality objectives like integration, personalization, and community.

Benchmarking
Benchmarking will be used to deliver the project in an excellent manner. This will allow divisions/organizations to develop plans on how to adopt such best practices, usually with the aim of increasing some aspect of performance. Benchmarking will be primarily with other online sales management applications. It will encompass the following:

· Comparing aspects of performance with best practitioners.

· Identifying performance gaps.

· Analyzing new approaches for performance improvement.

· Implementing the selected improvement methods; and
· Follow up by reviewing benefits and ongoing progress.
Additionally process innovation and the quality improvement process will be used to measure reduced cost of online sales program and improvement in the deliverables.
Key Learning Points
By looking at the project plan overview and reviewing the simulation it is obvious that the manager redefined his organizational strategy by revamping the sales management program. Otherwise the company will loose the market share and profitability. Much like in the simulation, management selected a committee to complete the job in order to achieve the goals of the company. It was evident throughout the simulation that decisions were based off who could or could not do the job to achieve the goal of the sales agents and customers. The manager used his resources similar to the simulation to make the best decision on how to resolve the issues quickly and appealing to the customer’s needs.
Finally it demonstrated how most work places are handling, rapid and prioritized projects. However, all decisions are built upon the Product Life Cycle to establish the know the problem, planning to prioritize deliverables, access requirements, maintain milestones, broadcast plans, and determine responsibilities. After appropriate measures are determined, the project should be tested to make sure it is satisfying the sales agents’ needs and finally release the finished product to the agents for questions and follow-up. We learnt how to apply the application of benchmarking and quality planning to improve productivity and effectiveness of our online sales management program. 
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