










PROJECT MANAGEMENT: HARRODS

NICOLETA POPESCU
[bookmark: _GoBack]1808468
LCBB5005
JOY BOTU

Executive Summary
Successful project management is one of the most desired and demanded prospects that most companies from around the world want to achieve especially because a large amount of money is often invested in a project. This report aims to develop a customer management system that will be implemented in one of the biggest luxury stores in London named Harrods. The system will capture customer conversations, their likes, dislikes, and the complaints that they might have. The project will make use of PMI tools and strategies that can help to achieve project goals. 
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[bookmark: _Toc27743878]Introduction 
PMI primarily stands for the Project Management Institute, which identifies the various aspects and knowledge required to plan, implement and evaluate a project. Project control mechanisms are also identified under the PMI. The PMI will help to commence a project to develop this new and innovative software. Various project evaluation and project control mechanisms would be used in order to ensure that Harrods moves a step forward towards better customer management and customer satisfaction.   
[bookmark: _Toc27743879]Project management plan using PMI
[bookmark: _Toc27743880]Schedule 
A project schedule is the primary and one of the most important tools that communicate the future activities, which needs to be implemented in order to ensure the success of the project. As stated by Kerzner (2017), project schedule constraints of all the primary tasks to be performed and the periods within which these tasks are to be completed. Project schedule lists down the different activities that are project manager should complete in the due course of the project so that the goals of the project are met without missing any deadlines or going over budget.   

	Activities
	Justification
	Time required

	Determining the policies associated with the project
	Customer relationship management is crucial for Harrods to understand customer needs and requirements. These cannot be done unless specified policies are made by the project managers. The policies will develop a code of conduct for the employees so that they are aware of what needs to be done and what can be omitted (Harrods.com, 2019).   
	10 to 15 days

	Identifying project scope and understanding the requirements of the stakeholders
	The scope of this project is to develop Customer Relationship Management software that will help to develop loyal and more engaged customers for the company. Primary stakeholders of the project are the project sponsors, senior managers of Harrods, project managers and the team members associated with the project. Identification of project scope and stakeholder requirements would help to identify the aims and objectives of the project.   
	20 days

	Identification of human and financial resources associated with the project
	Human resources from the very core of a project. Financial and human resources will be required to meet the aims and objectives of software development. 
	10 days

	Identifying and justification for the time required to complete these activities
	The project will require a minimum of five to six month because the new software is being developed completely. 
	1 day

	Developing and creating documents that would contain all information pertaining to the project
	Documentation is a very important part of the project. If the project is not documented then there can be increased confusion and miscommunication (Harrods.com, 2019). 
	15 days

	Analysing the resources required, identifying the sequence of activities, and identifying the barriers that may arise in the completion of the project
	Proper risk management will ensure that all barriers of the project are identified and mitigation strategies are created to do away with these problems
	30 days

	Monitoring and control measures identify the difference between the completion of activities within the planned and actual date of completion
	The extension of any deadline needs to be identified and in case any incident of that sort occurs, it is important to understand the root cause of the problem.  
	60 days 


Table 1: Project Schedule
(Source: Meredith, Mantel and Shafer, 2017)
[bookmark: _Toc27743881]Scope 
The scope of this project is to develop a Customer Relationship management system for Harrods that would make the company understands the needs and the requirements of the people and the customers. As influenced by Ramazani and Jergeas (2015), a completely new and innovative technology that would capture all the conversations takes place within the employees and the customers. This conversation can either take place in the store, on the online platform and in from of telephonic conversations among the customers. 
Developing the customer relationship management system would ensure that the project managers make use of the PMI techniques and methodologies to get a very scientific and systematic approach to project management. As stated by Schwalbe (2015), with the help of PMI techniques and ideologies, the project manager would be able to capture personal data and information about the customers and identify its needs and requirements to develop customised products and luxury goods. 
[bookmark: _Toc27743882]Requirements 
Since this project aims to develop software, there are primarily two types of requirements: functional requirements and non-functional requirements. 
The functional requirements are crucial to understanding the demands of the users. The functional requirements will define the pre-emptive functionalities of the project and the systems that are required to make the software function properly. According to Ramazani and Jergeas (2015), the non-functional requirements are the ones that aim in resolving problems related to the security and reliability of the software. Addressing constraints pertaining to interface and performance are some of the major non-functional requirements of the projects. 

	Requirements
	Specifications

	Hard and software (Functional Requirement)
	Computers, Laptops, mouse and serves along with Wi-Fi are some of hardwires that are required. Under the software sections, coding practices, developing data management software and ensuring proper online transactions are some of the software requirements 

	Centralised server (Functional Requirement)
	There should be proper networking with the centralised server so that all the orders followed in the project are linked with the end-users and overall faculties. All the software should be implemented and there should be synchronisation among the team members.  

	Data Security (Non-functional Requirement)
	All the information and data that has been stored in the system needs to be protected from any kind of unauthorised access. Thus, data security and protection is one of the most crucial non-functional requirements of the organisation. 

	Time is taken to respond (Non-functional requirement)
	All the systems and the software that is being used should transmit relevant information when required. If this is not done then the entire project might standstill. Thus, there should be a scan on the minimum response time that will be taken for software.  


Table 2: Functional and Non-functional requirements of software implementation
(Source: Kivilä, Martinsuo and Vuorinen, 2017)
[bookmark: _Toc27743883]Deliverables 
The derivable can be referred to as the product or services that need to be produced in order to successfully complete the entire project. This project is using the Project Management Institute so that it can be completed within time and prescribed budget. Thus, in order to develop a Customer relationship management system, it is crucial that Harrods identifies and stores the related data and information that will be helpful to make the software (Pmi.org, 2019). The software will consist of three primary sections and this will be connected to the central server of the company for better customer services. As stated by Vaidyanathan (2017), there will be three primary functions of the software which would be divided into three sections or tabs. First, the software would note all the information or the conversation that customers have with the representatives of the company. This can be either online or telephonic conversations recorded along with time and date. Second, the CRM will allow the relationship managers and the personals to record all the relevant information that can be gathered to understand customer tastes. The third tab will be the complaints tab that will take care of all the complaints that customers have regarding a product sold. Taking care of customer complaints will be a major derivable of the software (Harrods.com, 2019). 
[bookmark: _Toc27743884]Cost 
The project should have both variable and fixed cost. The PMI states clearly that all projects implemented should meet the goals without missing deadlines and going out of the budget. 

	Activity 
	Costs

	Designing the Customer relationship management system
	16000 pounds

	Management of human resources
	8000 pounds

	Maintaining the hardware and the software 
	1000 pounds


Table 3: Project Cost
(Source: Costa et al. 2019)
The costs that are associated with the project are very standard. Designing the entire software will require about 16 thousand pounds and it is necessary that this is project remains within the budget allocated.  
[bookmark: _Toc27743885]Time 
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Figure 1: Time Line of the project
(Source: Flor et al. 2017)
[bookmark: _Toc27743886]Human Resources 
Human resources are the most important and primary requirements that help to complete the project within time keeping in mind that all the goals of the project are met. As stated by Soltani et al. (2018), this project will require efficient project managers and project team members so that they can understand what is required by Harrods and develop software that would help to improve their customer service and customer satisfaction process. This project requires nearly 6 to 7 software developers, which will make use of the agile methodology to complete the project (Harrods.com, 2019). Other software developers need to perform coding functionalities and they constantly need to keep in touch with the clients to incorporate their updated needs and requirements. The agile methodology helps to keep constant communication among the project managers and the clients. Thus, even if a stage is completed the project managers would be able to go back to the stage to make relevant changes.
Along with software managers and developers, a system designer and web page content manager are required as well. As influenced by Karaman and Kurt (2015), this is because a system designer would ensure that all the employees are easily able to access the system and note down all the relevant points while they are on the call or a face-to-face conversation with the customers. If the software is very difficult to use then the employees will never be able to capture relevant information on the system. Apart from that, the project will require a project manager who would be responsible for supervising the workings of all the other members involved in the project (pmi.org, 2019). 
Human resource management is considered a major prerequisite that will help to improve the competitive advantage of a company in the market. The project manager would be at the very head of the project. According to Hung and Hsu (2015), all the software developers would be under a specified team leader. It will be the responsibility of the team leader to inform the project managers about the working and the progress of the project. In case any task is not done within a deadline, it is crucial that the team leader justifies the same with logic and reasoning.  
[bookmark: _Toc27743887]Risk 
A project is never said to be without risks. There will be certain risks that project managers always face and it is crucial that these risks are identified and mitigation strategies are developed so that the project can be implemented without any hindrance in the long run. 
First, the project managers face the risk of an overall breakdown of project goals and specifications. As stated by Lin, Shen and Huang (2018), lack of collaboration among the employees will ensure that the project goals and objectives are not met and cause a major problem for the project managers. Collaboration and coordination among the team members will ensure that all the common goals of the project are met cooperatively. This also ensures that tasks are completed within specified deadlines, which is a very important prerequisite of the project (pmi.org, 2019). 
In modern times, a project manager has to constantly accept change and ensure that the change is implemented properly within the project so that it is aligned with the needs and requirements of the client and the market trends as well. As opined by Amirsayafi, Jin and Senaratne (2018), project managers usually face resistance to change because the human resources do not appropriate it. Managers, team members and team leaders are not aware of what the benefits that the change can bring into their workplace environment. Thus, resistance to change often leads to the protection of the status quo and managers are not able to understand what to do to remove or mitigate the risks.
Human resources are also a major risk as unavailability of the appropriate human resources can lead to an overall failure of the project. As stated by Silva, Pérez and Puentes (2018), a project manager has to be very alert and involved in the selection process. Proper identification of the skills of employees pays a major role in the success of the project within time and budget. All employees involved in the project should have appropriate skills and experience in performing the tasks that they are appropriated for and they should have the appropriate knowledge to implement the overall project.     
[bookmark: _Toc27743888]Quality Control 
Quality control maintains the overall quality of the project and ensures that it is aligned with the needs and requirements of the clients. There are a number of tasks, which are associated with the software development process (Amirsayafi, Jin and Senaratne, 2018). First, there has to be designing and scheduling of events and client approval needs to be taken on the same. Further, after the client has approved a design development needs to be made and a network channel should be created that will help all the actors in a project to communicate with one another. Finally, the coding process will take place that will create the entire software (apm.org.uk, 2019).
Based on these activities, quality control mechanisms will be chosen. The project manager has to first identify and review the requirements associated with the coding practices. All the features that are linked with the project or the customer relationship management system should be reviewed and checked whether it is functioning properly or not. The project manager should test whether all the systems associated with the project are functioning appropriately or not. This means that all the tests pertaining to software testing has been completed and the software has passed all validation and verification processes (Johnston et al. 2018).    
[bookmark: _Toc27743889]Communication
Developing a communication plan among the employees is very crucial because it will help to improve the chances of communicating the progress of the project to various team members. A communication plan also means that all the key requirements of the project will be informed to the employees and there is increased workplace collaboration among the employees to meet the common goals of the project.  
	Description
	Frequency
	Method
	Audience
	Owner

	Team meeting
	Daily
	Meeting
	Team members
	Project managers and team leaders

	Stakeholder meeting
	Monthly
	Email and written report
	Stakeholder
	Project managers

	Department newsletter
	Quarterly
	Online website
	Team members and clients
	Project managers


Table 4: Project communication plan
(Source: Smith and Whitmore, 2019)
Project team meetings have been given a lot of importance especially because this reviews the progress of the project on a daily basis and the team leader along with all the team members will be able to be aware of where the project stands. Stakeholders should be updated at regular intervals. The project manager should conduct meeting with senior managers of Harrods along with the project sponsors so that they become aware of where the project stands and what needs to be done to improve the overall conduct of the project. Finally, a department newsletter can be implemented to make all employees aware of the progress and documentation process of the project (apm.org.uk, 2019).
[bookmark: _Toc27743890]Conclusion 
This report has made use of PMI techniques so that the successful implementation of the project scope and aims can be achieved. Harrods is a famous luxury brand retailer in London and it required a new Customer management system that would help to improve its customer loyalty and satisfaction levels within the organisation. The report has touched upon all the prerequisites that lead a project to its success. Further, the costs, risks and the quality management requirements of the project are also identified in the project. This report has also helped to identify the strategies that can be used to achieve success in a project.    
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