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Sabin, W. A. (1996). The Gregg reference manual (8th Ed.). Westerville, OH: Glencoe Division of Macmillan/McGraw-Hill. 

Scholtes, P. R., Joiner, B. L., & Streibel, B. J. (1996). The team handbook (2nd Ed.). Madison, WI: Joiner Associates. 

Program guide for the Master of Project Management. (1996). Renton, WA: City University. 

The Library zone: Your guide to library information resources-Business edition. Video and workbook. (1995). Renton, WA: City University. (Required for North American students only.)

Access to a personal computer and to the Internet is required. All assignments must be word-processed.

Foundation Elements For 

PM 512

The Customer in the Project Process

The Foundation Elements of PM 512, The Customer in the Project Process, include the Course Description and Learning Objectives. They are fundamental to the course and are common to all modes of delivery for this course, including regular classroom instruction, Mentored Distance Learning and Electronic Distance Learning.

Please consult the Program Guide for the Master of Project Management for information about the complete Master of Project Management program and the City University Catalog for information about general City University policies.
Course Description
Client/customer/stakeholder satisfaction is the key to a successful project. This course emphasizes creating and sustaining a client focus, including: techniques for promoting and maintaining client participation; marketing; client and prospective client relations; training; and presentation and selling skills. Particular emphasis will be put on identifying who the real clients/customers/stakeholders are and identifying their actual needs and wants. The course will also stress the importance of maintaining an awareness of the customer’s central role during every phase of a project.

Learning Objectives
Upon completion of this course, you will be able to:

1. Apply the key elements of client relationships;

2. Differentiate project stakeholders (including the contractual customer and the third party stakeholders) 

3. Describe the potential influence of various stakeholders on a project ;

4. Assess the impact of various personal styles of customers and their effect on project management;

5. Manage appropriate expectations with the customer and with third party stakeholders;

6. Apply effective conflict resolution procedures;

7. Establish a plan for ongoing effective client communications;

8. Prepare a client service plan that is integrated into project management;

9. Apply procedures for obtaining client and stakeholder endorsement of the project;

10. Create a plan for project endorsement that obtains customer and stakeholder commitment to the success of the project;

11. Assess social styles and their effect on project success;

12. Prepare effective presentations;

13. Relate customer expectations and needs back to the project vision.

Program Overview
Please consult the Program Guide for the Master of Project Management for a complete Program Overview.

Recommended Supplementary Resources
Print Resources and Electronic Resources

Please consult the Program Guide for the Master of Project Management for a current list of “Recommended Print Resources for the Master of Project Management Program” and “Recommended General Internet and World Wide Web Resources for the Master of Project Management Program.”

Delivery Mode: Classroom 

The materials and activities described below pertain specifically to the Classroom mode of instructional delivery for this course. Please be sure that this document matches the mode of delivery for which you have registered, as materials and assignments for each delivery mode may differ.

Overview of Course Activities and Grading 

The grade you receive for each of the in-class courses will be derived using City University’s decimal grading system, based on the following:

Individual Assignment


Team Assignment


Final Examination


Please consult with your instructor and the current City University Catalog for guidance in determining your decimal grade.

Explanation of Assignments

All assignments will comply with the requirements and grading criteria set forth in the Program Guide for the Master of Project Management.

Recommended Course Outline

Session
Topics
Assignments

1
Introduction/overview. Structures and types of relationships: from RFPs to strategic alliances (partnering); transactional and transformational levels of relationship (present vs. ongoing business). Key elements in the relationship: 8 Critical Success Factors. Course requirements: Readings, case study.
CH2M HILL

Building Client Relationships

2
Know the client. Personal and social style; political realities; organizational culture; stakeholders. Business needs. Immediate: Vision, needs and expectations. Future: Empathy and anticipation.


Lab 1
Group dynamics exercise


3
Be prepared. Do your homework; Understand the project (detailed expectations, scope); other stakeholders’ expectations; alignment/endorsement within your own organization; formalize action plans (proposals and contracts); “ask for the job.”
CH2M HILL

Endorsing the Project

4
Communicate effectively: “Never too much!” Open up channels; listen to the client; no surprises; keep in touch; timely reports; communication plan; excellent proposals and presentations.


Lab 2
Group dynamics exercise 


5
Individual Assignments Due. Demonstrate commitment. Enthusiasm, teamwork: Chartering knowledge and linkage with client team counterparts, “can do” attitude, endorsement. 
CH2M HILL

Chartering, Building and Sustaining the Team

6
Foster trust: “Never violate trust!” Good relations: Guiding principles, honesty, authenticity, transparency of process, diplomacy, sensitivity, balance of responsibilities, client duties.


Lab 3
Group dynamics exercise 


7
Team Assignments Due. Maintain Focus. Establish clear project goals, manage expectations, control budget, schedule and quality, pact, client service planning. Demonstrate credibility. Capability: References, reputation, resourcefulness, awareness and use of organizational support; technical competence, project leadership. Presentation of individual assignments 
CH2M HILL

Roles and Responsibilities of the Project Managed

8
Be responsive: “Change will happen!” Accountability: Respond to changing needs; change management planning; dealing with resistance, differences and conflict; flexibility, innovation, preserving your ROI. Presentation of individual assignments 
CH2M HILL

Managing Change

Exam 
Final Examination 
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