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Case Study for Operational excellence in an ICT Company

Dr Raj Siriram

Program Operational excellence in an ICT company
Date 8 September 2013
Completed
Scope Project Management Improvement in ICT
1. On boarding 3 hour Systems thinking workshop with executive team.
2. 3 day systems thinking off site workshop with CEO and immediate direct
reports.
3. Conducted 18 project Management Assessments using PMA@AIlpha health
check tool.
KEY ACTIVITIES 4. Developed 4 focused themes and prepared a what, how, method for
operational excellence improvement.
5. Developed a project a management manual.
6. Integrated the PM manual into the ISO 9000 system.
7. Completed the entire project within 4 months from initial engagement to
handover.
8. Developed a managed the project implementation plan
9. Conducted a post implementation audit 3 months after implementation.
OUTCOMES 1. Four root causes were identified out of the list of 40 proposed problem
AND areas
2. An average PMA score of 69% was achieved compared to an industry
FINDINGS average of 65-67%.
3. Gained margin improvement in projects by 3 points.
IMPROVEMENTS 1. Implemented a new project manual and training system.
AND 2. All PMs were trained in the new PM methodology.
3. Established process gates in the TO-BE process so that errors can be
RECOMMENDATIONS monitored early on.
1. On-going benchmarking using the PMA@AIlpha health check tool will lead
FURTHER to a higher level of project management maturity.
OPPORTUNITIES 2. Integrated project management software and workflows, the efficiency can
be increased further and all bottlenecks can be eliminated.
3. Better communication and collaboration between the Project Management
Office and sales teams can lead to further improvements
4. Next area of focus to gain further improvement in operational excellence is

to focus on the technical support division.
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