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Mitchell Facilities Management Ltd

Mitchell Facilities Management Ltd is a medium sized company based in Stoke-on-Trent.
The company provides services across a wide range of facilities management areas,
including:

» building and grounds maintenance
» cleaning

« catering and vending

« health and safety

e security.

It currently has contracts with ten business parks across the region. Mitchell Facilities
Management Ltd also has an office at each of these business parks. Each office is run by a
site manager.

Its current IT systems include desktop PCs running Windows XP Professional and MS
Office 2007. A variety of different software applications are used for procurement,
finance, HR and payroll. The directors at Mitchell Facilities Management Ltd have decided
to upgrade its IT systems to include:

¢ Windows 7 Professional
« Microsoft Office Professional 2010
« an e-business package.

Where necessary, outdated equipment will be replaced by newer, higher specification
hardware. The IT department of Mitchell Facilities Management Ltd will be responsible
for sourcing, installing and upgrading the new hardware.

The new e-business package will comprise a number of components including an
e-purchasing module. This will make the process of creating, managing and tracking
orders simpler for the employees.

Tyler Smith Systems will be responsible for providing the e-business package for
Mitchell Facilities Management Ltd. Jayne Isaacs, who currently works for Mitchell
Facilities Management Ltd, has been assigned to project manage the software and
hardware upgrade, and the implementation of the new e-business package across the
organisation.

A budget of £90,000 has been allocated for the project and will be wholly funded by
Mitchell Facilities Management Ltd. The directors have asked Jayne to start the project
in September 2012 and would like the new systems to be up and running within a three
month period.
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NYC 3-1-1 Citizen Service Center

New York City has a population of over eight million and an annual budget of over USS50 billion. At the
outset of his administration, Mayor Bloomberg realised that New York needed a streamlined and more
efficient means for citizens to access information and services. As a result, the New York City 3-1-1 Citizen
Service Center was created to provide access to all government information and non-emergency services
in New York City through a single telephone number. NYC 3-1-1 is available 24 hours a day with operators

providing services in over 170 languages.

“I can’t imagine running the city without it".

Mayor Michael R. Bloomberg, January 2003

Cost
US$25 million.

Supplier

Accenture - lead contractor; Sun Microsystems — Solaris
system upon which the Citizen Service Center is run;

Siebel - call centre software; Oracle and Genesys

Communications - computer telephony integration.

Timescale

Initially proposed in early 2002, in operation by March

2003.

Current status

The system has been in operation for over three years

and has received more than 36 million calls to date.

Key components of success

Strong and sustained commitment and
involvement from City Hall, supported by a
capable management team; drawing on city
wide expertise, and recognised as an “intelligent
customer” by suppliers.

Clearly defined scope established at the outset,
combined with an absolute requirement for
completion within one year.

Close attention to business process mapping;
reflecting the complexity of bringing together the
call centres of some 40 different agencies across
New York City.

No public announcement of a“go live” date,
combined with a progressive expansion of the
new system to avoid creating unhelpful hostages
to fortune.
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Aim

1 NYC3-1-1 was designed to provide the citizens of

New York with a single responsive and easy-to-remember
telephone contact point (3-1-1) for access to the City’s non-
emergency services. It replaced approximately 40 separate
call centres and hotlines and 14 pages of phone numbers

in the City’s telephone directory. NYC 3-1-1 is also available
to callers from anywhere in the world by dialling (212) NEW-
YORK from outside the City proper.

2 Operating through a single Citizen Service Center, NYC
3-1-1 provides the citizen with access to information on City,
state and federal government services and the means to
lodge service requests with many of the agencies serving
the City. Within the Service Center a multi-tiered cadre of
generalist and specialist staff access information held either
directly by the Center’s database, or remotely from other
City agencies. For more complicated enquiries and service
requests, callers are transferred directly to the staff of the
relevant agency. Information can be updated in real time,
and 3-1-1 works closely with other City agencies to maintain
the most current information.

Demonstrating commitment to
the change

3 As3-1-1 was a key priority of Mayor Bloomberg
following his election in 2001, the project received strong
commitment and vision from City Hall throughout.

4 Atthe outset, and with the assistance of consultants,
the Mayor’s Office undertook a conceptual analysis to
determine what would work best for the City’s needs. This
included drawing upon the experience of other cities in the
United States.

P40468A

5 Inaddition to a strong team within the Mayor’s

Office, the development of NYC 3-1-1 was overseen by

an experienced team within the City’s Department of
Information Technology and Telecommunications. Both were
rated highly by suppliers. Within the management structure,
there was effective challenge from a Technical Steering
Committee, which helped shape the request for bids from
suppliers, while a Selection Committee was established to
make all key decisions. The management team also received
good support from the City’s Office of Management and
Budget which brought to bear its considerable experience
of past IT programmes and projects in its oversight of

the procurement process. This assistance helped the
management team to make effective decisions about the
relative costs, risks and credibility of the different bids and
bidders, resulting in the lowest cost bid being rejected in
favour of a more expensive but more convincing proposal.

Managing risk effectively

6  The quality of service delivery by the City’s agencies
could not be compromised during the transition to NYC
3-1-1. Business risk was therefore a key focus throughout
the project. A key risk within this was the inter-operability
between different agencies’ business processes and systems.
As a consequence, the City invested significant resources on
employing business analysts to examine those processes
thoroughly and to get a clear picture of the capacities and
capabilities of the various agencies’ existing call centres.

7  An early imperative of the Mayor was that the project
should be delivered in one year, with stiff completion targets
set for the many constituent activities. The contract was
signed in August 2002, and the system went live in March
2003. Once the system was live, the City embarked on a
public awareness campaign promoting the availability of the
number, which received over six million calls during its first
year of operation.
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8  While NYC 3-1-1 involved the assembly of many new and
existing processes, software applications and technologies,
wherever possible, off-the-shelf and mature technology was
used to avoid the added risk in developing bespoke systems and
software.

9  Also to reduce risk, initially only 11 agencies were fully
consolidated into the 3-1-1 call centre. To this day, five agencies
that maintained and relied on pre-existing legacy systems
continue to operate separately (although they are linked to

the 3-1-1 system as the initial point of contact for citizens). For
complaints requiring the legacy system applications, the caller
may be transferred from a Tier | generalist operator to a Tier 2
specialist within the 3-1-1 call centre, where the complaint or
request is entered directly into the appropriate system.

10 As part of addressing business risk, a large number of caller
scenarios were tested before the system went live. The 3-1-1
system was also designed to scale up rapidly to meet demands
in an emergency situation. In August 2003, for example, an
electrical failure across the region resulted in calls to 3-1-1 more
than tripling to 150,000 in two days. During a strike by New York
City's public transit workers in December 2005, 3-1-1 handled
more than 240,000 calls in the first 24-hours of the strike, and
approximately one-half million during the three-day event.

m New York citizens rate NYC 3-1-1 highly

NYC 3-1-1's impact on citizens

My view of how city government
can help has improved

3-1-1 was faster than the past

3-1-1 provided the

information | wanted

Access to government
services is easier

| found the person | talked
fo courteous
B Strongly agree Somewhat agree

Source: Accenture

Realising the benefits

For citizens

11 All calls to 3-1-1 are answered by a live operator, 24 hours
a day, seven days a week, with immediate access to translation
services in over 170 languages.

12 In the first year of operation, the service received some

6.7 million calls, rising to 11 million the following year. To

date, NYC 3-1-1 has serviced more than 36 million calls, with

an average daily volume of around 40,000 calls. As shown

below (Figure 10), the introduction of NYC 3-1-1 has been well
received by citizens in respect of its responsiveness and access to
information and services.

For the City

13 Theintroduction of NYC 3-1-1 has seen the volume of calls
to all levels of government increase. For city government, in
particular, volume rose by 19 per cent in 2003 and 27 per cent
in 2004. While this increase in call volume required more staff
at the 3-1-1 Citizen Service Center than had filled the ranks at
the disparate agency call centers that had been consolidated,
the creation of a centralised 3-1-1 allowed the city to provide a
standard level of customer service for the first time.

S

23% 13% 10%

21% 15% o)
35% 12% m
20% 12 BB

Somewhat disagree [ Strongly disagree

J
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14 The introduction of a single call centre has resulted in a
streamlined reporting process, allowing agencies to avoid the risk
of duplication of activities. Previously, a concern or problem with
a service might result in calls from citizens to different agencies,
all of whom would then respond. For example, as many as three
different agencies might become involved in filling a pothole or
dealing with an environmental health issue.

15 Beyond the avoidance of duplicated effort, NYC 3-1-1 has
also prompted agencies to develop protocols for arbitration and
escalation of issues between themselves, to address inter-agency
operational decisions, and to make for clear assignment of roles
and responsibilities.

16 NYC 3-1-1 also assists agencies to achieve greater cost-
effectiveness in service delivery by allowing specialist or
professional staff to focus on core activities, rather than
becoming distracted by routine requests for information or
services. Previously, for example, requests for information about
day-care nurseries might occupy unnecessarily the time of
professionals in the City’s Administration for Children’s Services.

Optimising the benefits

17 Early on, NYC 3-1-1 was seen as a means to provide for the
first time an accurate, consistent measurement and analysis

of citywide service delivery. The collection of large volumes of
detailed information about the incidence of citizens' needs leads
to better targeting of services. The accurate monitoring of “quality
of life” complaints such as excessive or late-night noise, for
example, assists the police to target their activities to particular
areas and times. Such information also allows for performance
measurement and reporting across the different City agencies,
and response times to service requests, as well as other
performance criteria, are now routinely monitored centrally.

(Source: © National Audit Office)
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Answer ALL questions. Write your answers in the space provided.

Section A
This section relates to the Mitchell Facilities Management Ltd scenario.

1 The project manager must produce a definition of scope for the directors of Mitchell
Facilities Management Ltd.

(a) Identify three of the project deliverables.

OOV OSSOSO OSSOSO
e
e
(b) Describe two benefits that Mitchell Facilities Management Ltd will gain from this
project.
e e
2

(c) Tyler Smith Systems are a stakeholder in the project.

Explain why Tyler Smith Systems has an interest in the success of the project.

(Total for Question 1 = 9 marks)

P 4 0 4 6 8 A 0 2 1 2



2 Throughout the project, the project manager will be responsible for keeping the
project within budget.

Describe three tasks that the project manager will carry out during planning to
ensure that the project completes within budget.

(Total for Question 2 = 6 marks)

RO 0O R O 3
P 4 0 4 6 8 A 0 3 1 2
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3 Initially, the project manager will create a project plan using industry standard
approaches.

(@) Other than entering task information, describe three features of project
management software that can help the project manager to create an effective
plan.

P 4 0 4 6 8 A 0 4 1 2



(b) The project manager also created a PERT chart.

Identify the task information shown in each section of the node (Figure 2).

i
ii iii iv
\% Vi vii
Figure 2

(Total for Question 3 = 17 marks)

5

RO 0 R Turn over
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4 The project manager will also carry out a risk analysis for the project. Figure 3 shows

an extract from the risk analysis for the project.

ID | Risk Likelihood | Impact

5 | The e-business Medium High
package set up does
not meet business
needs

6 | Insufficient resources | Medium High
available to carry out
hardware upgrades

7 | Software incompatible | Low Low
with new hardware

Figure 3
(a) Describe the likely loss from Risk ID 6.

Strategy

Design an effective testing strategy.
Allow sufficient time for thorough testing.
Testing to be categorised into system,
performance and acceptance testing.

Carry out full resource analysis within the
IT team.

Provide detailed schedule of works.
Secure sign off for the commitment of
resources for the duration of the project.

Technical specifications to be provided for
each software package.

Minimum hardware specification to be
agreed with IT manager.

(c) Identify two methods that can be used to mitigate risks once they have been

identified.

(Total for Question 4 = 6 marks)

P 4 0 4 6 8 A 0 6 1 2



5 The site manager at one of the offices has raised some concerns about the new
e-business package. This has led to several issues with the implementation plan for

that office. The project manager decides to use a cause and effect chart to gain a
clearer understanding of the concerns.

(a) Identify two suitable categories the project manager could use in the cause and
effect chart.

(Total for Question 5 = 8 marks)

7
RO 0O R Turn over
P 4 0 4 6 8 A 0 7 1 2



6 Changing external factors could have many implications for the project plans.

(@) Discuss how the project manager could manage a serious time delay.

(Total for Question 6 = 8 marks)

P 4 0 4 6 8 A 0 8 1 2



7 Once the execution stage of the project has been completed, the project will be
closed down.

Describe three activities that will be carried out by the project manager during close
down.

(Total for Question 7 = 6 marks)

TOTAL FOR SECTION A = 60 MARKS

9

AR 0O R O Turn over
P 4 0 4 6 8 A 0 9 1 2



Section B

This section relates to the investigations that you have carried out into New York City
Mayor’s office “NYC 3-1-1 Citizen Service Center” project.

8 (a) Identify three objectives of the project.

(b) The management team drew on city wide expertise to achieve an effective
procurement process.

Explain how the management team achieved this.

(Total for Question 8 = 9 marks)

10

P 4 0 4 6 8 A0 1 0 1 2



9 The quality of service delivery by the city’s agencies could not be compromised
during the transition to NYC 3-1-1. This was a key focus throughout the project.

Discuss the strategies used to manage the risks associated with the project.

(Total for Question 9 = 9 marks)

11

R 0 O O Turn over
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10 A clearly defined scope was established at the outset of the project and successful
completion of the project realised many benefits.

Discuss the benefits realised for the city of New York and its citizens.

(Total for Question 10 = 12 marks)

TOTAL FOR SECTION B =30 MARKS
TOTAL FOR PAPER =90 MARKS

P 4 0 4 6 8 A0 1 2 1 2
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