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Definition
suc-cess: the favorable or prosperous 
termination of attempts or endeavors

d d f imeas-ure: any standard of comparison, 
estimation, or judgment

In project management the real definition is a 
matter of perspective and is a collectionmatter of perspective and is a collection 
success measures





Q litQ lit

Schedule Delivered Schedule Delivered 

Quality

Delivered what was 
asked for

Quality

Delivered what was 
asked for

Satisfaction

Customer happy 

Satisfaction

Customer happy 
on-timeon-time with the delivery of 

the product
with the delivery of 

the product

Successful 

Project

Successful 

Project

Cost 

Delivered within 
budget

Cost 

Delivered within 
budget

Process

Learning from 
experience

Process

Learning from 
experience

Traditional Measures



QualityQuality Impression ZoneMetrics Zone

Schedule 

Delivered when

Schedule 

Delivered when

y

What I asked for 
and works as it is 

supposed to

y

What I asked for 
and works as it is 

supposed to
Support

I know how to get

Support

I know how to get

p

Delivered when 
expected

Delivered when 
expected

I know how to get 
support if I need it
I know how to get 
support if I need it

Successful 

Project

Successful 

Project

Cost 

Cost what I thought 
it would

Cost 

Cost what I thought 
it would

Readiness

I was ready to use it 
& I know when to 

use it

Readiness

I was ready to use it 
& I know when to 

use it

Business/Stakeholder Measures

use ituse it



Organizational Change ManagementOrganizational Change Management
Understand What 
& Why
•Understand the 
value to 
organization

•Establish Critical

Understand What 
& Why
•Understand the 
value to 
organization

•Establish Critical

How, Who, When
•Breakdown the work
•Identify resource 
requirement

•Sequence activities
Artifacts

How, Who, When
•Breakdown the work
•Identify resource 
requirement

•Sequence activities
Artifacts

Make it Happen
•Manage and control
•Communicate
Artifacts:
• Scope changes, 
status reports, 

Make it Happen
•Manage and control
•Communicate
Artifacts:
• Scope changes, 
status reports, 

Live it
•Training
•Adoption
•Support
Artifacts
•Satisfaction surveys

Live it
•Training
•Adoption
•Support
Artifacts
•Satisfaction surveys

Realize ValueRealize Value
Establish Critical 
success factors
Artifacts:
- Project Charter

Establish Critical 
success factors
Artifacts:
- Project Charter

- Plans, budget, 
designs, contract ,  
stakeholder analysis, 
etc.

- Plans, budget, 
designs, contract ,  
stakeholder analysis, 
etc.

p ,
metrics, etc.

p ,
metrics, etc.

Satisfaction surveys
•Stakeholder 
Feedback

•Completed training
•Adoption

Satisfaction surveys
•Stakeholder 
Feedback

•Completed training
•Adoption



Portfolio Management- Portfolio Status 
Prioritization Portfolio Management- Prioritization

- Value Realization
- Benefiting from change

Operations
- Adoption
- Effectiveness
- Continuous Improvement
- Adopting change

- Project Status

Project Delivery

Project Status
- Active Management
- Collaboration
- Introducing 
change





Good metrics:
◦ Are Early warning signs (leading not trailing)
◦ Prompt early action to correct issues before they 

become HUGE problemsbecome HUGE problems
◦ Aid in effective project control
◦ Are important communication vehicles between the 

j t d j t t k h ldproject and project stakeholders 
What gets measured, gets done (P. Drucker)
Continuous review of metrics milestones andContinuous review of metrics, milestones and 
objectives leads to project success



•May need better requirementsUnplanned project Unplanned project 
•WBS may not go low enoughchangeschanges

•Risk identification may need to be improved
•Tracking of too many risks 

Number of identified 
risks

Number of identified 
risks

•Planning may not be to the appropriate level of detail
•Ill-defined requirements

Amount of reworkAmount of rework

M d d il d i i d l i
Budget, Quality, Budget, Quality, 

•May need more detailed estimating and planning 
g , Q y,

Schedule variances
g , Q y,

Schedule variances

•Top 3-5 things that went well/did not go well
•Be sure to use the results

Post-project reviewsPost-project reviews

•What changes do we need to improve stakeholders 
point of viewSatisfaction surveysSatisfaction surveys



Measures align all stakeholders on the true 
business need / value 
Determination of success is not possible 
unless measures are defined and baselinedunless measures are defined and baselined
Allows meaningful prioritization of efforts 
(the organization is working on the right(the organization is working on the right 
things)
Look in the review mirror – did we get the g
value we thought we would





Project Manager Workflow

Realize ValueMonitor Success MeasuresDefine Success Measures

Define 
B i

Define 
A tPl P j t Execute Monitor Deliver Sign-Off

A t
Confirm 
Cli tBusiness 

Need

Define 
Benefits

Acceptance 
Criteria

Plan Project

Obtain 
Approval

Execute 
Project

Monitor 
Project

Deliver 
Product Acceptance 

Criteria
Client 

Satisfaction

Conduct Retrospective

Implement Improvements



Actions Measures Examples

Acceptance Criteria
Functionality

ROI
Baseline Business 

Value

Acceptance Criteria
Quantitative Measures
Qualitative Measures

ROI
Client Scorecard

Deliverable Completion 
Signoff

Monitor Project Metrics

Cost
Schedule

Scope

Cost Variance / EV
Schedule Variance / EV

# Change Requests
Quality Project Audit

Monitor Project 
Management Processes

Planning
Risk Management

WBS
# Risks / MitigationsManagement Processes

Communications Status Reports

Conduct Benefit Review
Benefit Review Date

Baseline Benefits
1 Year from Delivery
Expected Revenue



Little 
to 

no client 
feedback
is received 

following product 
deli er

Little 
to 

no client 
feedback
is received 

following product 
deli er

Little 
to 

no client 
feedback
is received 

following product 
deli er

No target
or baseline 

product

No target
or baseline 

product

No target
or baseline 

productdeliverydeliverydelivery product 
acceptance 

criteria signed off 
by the Business 

Sponsor

product 
acceptance 

criteria signed off 
by the Business 

Sponsor

product 
acceptance 

criteria signed off 
by the Business 

Sponsor

Business 
Sponsor has
Little or no 

interest in the 
metrics being 

presented

Business 
Sponsor has
Little or no 

interest in the 
metrics being 

presented

Business 
Sponsor has
Little or no 

interest in the 
metrics being 

presented

Metrics 
show pattern

of improvement, 
but Business 

Metrics 
show pattern

of improvement, 
but Business 

Metrics 
show pattern

of improvement, 
but Business 
Sponsor or 

client remains 
dissatisfied

Sponsor or 
client remains 

dissatisfied

Sponsor or 
client remains 

dissatisfied
Project 
team

thinks it is a 
waste of time 

creating 
metrics

Project 
team

thinks it is a 
waste of time 

creating 
metrics

Project 
team

thinks it is a 
waste of time 

creating 
metrics

Strained 
relationships 
exist between 
business and 

technical team

Strained 
relationships 
exist between 
business and 

technical team

Strained 
relationships 
exist between 
business and 

technical team CostCostCosttechnical team 
members

technical team 
members

technical team 
members

Cost, 
Schedule, 

Scope
are the only 

success  
measures

Cost, 
Schedule, 

Scope
are the only 

success  
measures

Cost, 
Schedule, 

Scope
are the only 

success  
measures



Name/Title Organization Phone/eMail

Chris Koo
Sr. Project Leader, IS PMO –
Project Delivery Services

Edward Jones
201 Progress Parkway
Maryland Heights, MO 63043

314-515- 8547
chris.koo@edwardjones.com

Bruce I. Tons 
Manager IT PMO

Smurfit-Stone
#6 City Place

314-656-5924
btons@smurfit comManager, IT PMO #6 City Place

Creve Coeur, MO 63141
btons@smurfit.com

Brian Truhn
Director, IT Infrastructure PMO

Express Scripts, Inc.
One Express Way, Mailstop: HQ3No2
St; Louis, MO  63121

314-684-6046
btruhn@express-scripts.com


