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EXECUTIVE SUMMARY

Mamma Mia Bakery and Sandwich Shoppe is a small business operating for the last 15 years and  is one of a dozen shops in a strip mall in an up-and-coming part of town currently handling operations by telephone and using paper documents.  

A single cash register is used to capture all transactions and all bakery goods are purchased with cash or check. To coincide with the construction/expansion effort, Mamma Mia Bakery and Sandwich Shoppe would like to implement an IT system installed for point-of-sale, inventory, bookkeeping, purposes.  Mamma Mia Bakery and Sandwich Shoppe would like the system to “connect” to her suppliers, the health department for food services, and other business relationships.  

The bakery is a walk-up-and-order configuration with no seating space. Because the bakery has become more successful over the years, Mamma Mia has decided that the time is right to expand the bakery into the next store, which is now vacant, and she has signed a contract for the two stores to be connected and remodeled.  This space will more than double the size of the current bakery. With this added-on/extra space, Mamma Mia would like to offer her customers sandwiches and bakery items, as well as café-type seating.  At the moment, the bakery employs 1 other baker and 2 persons who wait on the customers at the counter. All paperwork, bookkeeping, ordering supplies, hiring and firing, and keeping track of inventory is done by Mamma.   When the expansion construction is complete, Mamma Mia anticipates hiring 4 additional people full time – 2 food-service certified sandwich makers, 1 more baker, and 1 more counter server.  She also intends to hire 1 person to track inventory and order supplies, and 1 person to manage the bookkeeping, bill paying, and finance parts of the business.   

As part of this growth, Mamma Mia Bakery and Sandwich Shoppe wants to establish a website to establish an Internet presence that would establish visiblity of its business to new customers. The website will also giver her current customers the ability to make advance orders for pick-up.  The website should integrate a system to be handle debit and credit card transactions.

Mamma Mia has identified $100,000 to provide an IT system that will be modern, easy to use/employee and customer friendly, and will make her bakery and sandwich shop more efficient. The cost estimate is just that – an estimate.  

Mamma has very little experience working with computers and IT systems.  She feels a bit “old fashioned” but she is willing to learn and wants to be sure that her employees learn, too, how to work with the IT system.  
Mamma Mia Bakery and Sandwich Shoppe seeks to improve service to its customers by facilitaing a casual friendly atmosphere and speedy service.

PROJECT CHARTER

	1. General Project Information

	* Project Name: 
	MMBSS Customer Relations System

	* Project Sponsor: 

	· Company Name
	Mamma Mia Bakery and Sandwich Shoppe (MMBSS)

	· Name and Title
	Stephany Head, Owner

	Prepared By:
	Bruce Asberry

	* Title:
	Project Manager


	2. Stakeholders

	
	Name 
	Telephone

	E-mail

	* Project Manager:
	Bruce Asberry
	240-555-3579
	

	* Tech Lead:  
	Tibletse Nigussie
	240-555-1357
	

	* Business Lead 
	Mark Fowler
	240-555-1517
	

	Others: (e.g., those with a significant interest in this project)

	Technical Lead
	Tibletse Nigussie
	240-555-1234
	

	Implementation Lead
	Antonio Rodriguez
	240-555-1234
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	


	3. Vendor Contacts

	Company
	Description
	Telephone

	Website

	Clover Network, Inc.
	POS software
	(888) 396-3085
	https://www.clover.com

	SYSPRO
	ERP software
	(800) 369-8649
	https://us.syspro.com/

	
	
	
	


	4. Project / Service Description

	* Project Purpose / Business Justification 

	The Project Charter is the official agreement between the Project Sponsor and MIA Consulting Services. Approval of the Project Charter grants the Project Manager (PM) with the authority to apply organizational resources to project activities. The charter describes both the business need and the solutions to be implemented by the project; identifies project assumptions, constraints and risks; lists the project objectives; provides a high level project schedule, high level project budget and lists project roles and responsibilities.
Mamma Mia Bakery and Sandwich Shoppe would like to implement an IT system installed for point-of-sale, inventory, bookkeeping, purposes.  In addition, the IT system should allow Mamma Mia Bakery and Sandwich Shoppe to “connect” to her suppliers, the health department for food services, while establishing current and future business relationships.

As part of its growth and expansion, Mamma Mia Bakery and Sandwich Shoppe wants to establish a website to establish an Internet presence that would establish visiblity of its business to current and future customers. The website should give current customers the ability to make advance orders for pick-up.  The website should integrate a system to handle debit and credit card transactions and be responsible to safeguard the information to meet federal and state regulations.

	* Objectives (in business terms) 

	The primary objetives of Mamma Mia Bakery and Sandwich Shoppe Customer Relations System is intended to:
· Establish a store website and internet presence

· Grant customers ability to place orders online 24x7
· Handle debit and credit card transactions in-store and online
· Increase number of customers and overall sales

	* High-level Requirements

	These are the high level requirements are the requirements that the Customer Relations System must meet in order for the project objectives to be satisfied. 

Requirement #
Requirement Description
01

Ability to capture, store and update employee information including First Name, Middle Initial, Last Name, Address, DOB, Social Security Number, Primary and Secondary Phone Number, Emergency Contact Information.
02

Ability to capture customer information including First Name, Middle Initial, Last Name, Address, Primary and Secondary Phone Number, Order Details.
03

Encryption of private information data entered into the system.
04
Ability to designate different security permissions within the system including: Low, Middle and/or Administrator.

06
Ability to generate daily and weekly reports based on customer orders received.
07
Ability to replenish inventory by accessing vendor system through common interface.

08

Ability to access and download prior year’s sales reports.


	* Deliverables 

	The agreed upon primary deliverables of the Mamma Mia Bakery and Sandwich Shoppe Customer Relations System are as follows:

· IT infrastructure

· Custom website

· Wi-Fi Enabled Hotspots within store locaion
· User Manual and Training Materials

· Deployment (October 25, 2019)

	* Clear Statement of What This Project Will Not Include 

	It is understood by the Project Sponsor delivery of the Mamma Mia Bakery and Sandwich Shoppe Customer Relations System will not include:
· Slower, more outdated systems and processes that are less efficient

· Loss of potential future business opportunities

	* Project Success 

	The Project Sponsor of the Mamma Mia Bakery and Sandwich Shoppe Customer Relations System should consider the project a success when all the high-level requirements are met. 

	* Project Milestones 
The major milestones the project will need to complete before the projected delivery and go-live date.

	Milestone

Lead Contact Information

Start / Milestone Date

Project Planning

Bruce Asberry
6/3/2019 – 6/14/2019

Project Kickoff

Bruce Asberry
6/17/2019

Requirements

Bruce Asberry
6/17/2019 – 6/28/2019

Development

Jeffrey Bezos
7/1/2019 – 8/23/2019

Training

Steve Jobs
9/9/2019 – 9/20/2019
Testing

Tibletse Nigussie
10/7/2019 – 10/11/2019
Delivery

Bruce Asberry
10/25/2019



	* Major Known Risks (including significant Assumptions) 
The following identifies the high levels risks associated to the completion of the Mamma Mia Bakery and Sandwich Shoppe Customer Relations System.

	1. Steep learning curve to staff due to unfamiliarity with technology.
2. Ongoing construction on expansion of location may delay the implementation of system.
3. This charter is related to the implementation and testing of the Customer Relations System. 

4. Store website should be capable of handling heavy internet traffic.

5. The Customer Relations System must be in full compliance with federal and state laws to safeguard employees and customer private data.

	* Constraints 

	MIA Consulting Services has identified several known or suspected constraints on the execution of the Mamma’s Bakery and Sandwich Shoppe project. These constraints describe boundaries within which the project must operate and that also may be obstacles to the project’s successful completion. 

1. Scope Constraints: Scope is defined as only the deliverables identified in Project Scope. 

2. Schedule Constraints: All deliverables for this project must be completed within the specified time frame. 

3. Cost Constraints: Budget identified at $100,000. If costs exceed the budgeted amount due to scope creep, MIA consulting will notify the stakeholders.

4. Resource Constraints: Resources must be available to execute the assigned tasks as defined in the project plan / schedule. 

	* Project Strategy 

	As part of this growth, Mamma Mia Bakery and Sandwich Shoppe wants to expand its Internet presence and increase its current customer base. Although Mamma Mia Bakery and Sandwich Shoppe has been reluctant to welcome technology as part of its business, it has been losing business due to this. With technology introducing various forms of payments including Apple and Google Pay, Mamma Mia Bakery and Sandwich Shoppe wants to continue its business into the 21st century. The MMBSS Customer Relations System will allow Mamma Mia Bakery and Sandwich Shoppe the initial step in that direction as it continues its business and growth. 


	6. Roles and Responsibilities

	The following details the various roles and responsibilities that will be used throughout the duration of the project to complete this project. 

	Role
	Name
	Responsilibity

	Project Sponsor:  
	Stephany Head, Business Owner
	Provides overall direction on the project.  Responsibilities include:  approve the project charter and plan; secure resources for the project; confirm the project’s goals and objectives; keep abreast of major project activities; make decisions on escalated issues; and assist in the resolution of roadblocks.

	Project Manager
	Bruce Asberry
	Leads in the planning and development of the project; manages the project to scope. Responsibilities include:  develop the project plan; identify project deliverables; identify risks and develop risk management plan; direct the project resources (team members); scope control and change management; oversee quality assurance of the project management process; maintain all documentation including the project plan; report and forecast project status; resolve conflicts within the project or between cross-functional teams; ensure that the project’s product meets the business objectives; and communicate project status to stakeholders.

	Technical Lead
	Tibletse Nigussie
	Responsible for the overall planning, execution and success of complex software solutions.

	Control Manager
	Mark Fowler
	Responsible for providing critical information to all the other functions of the project.

	Implementation Lead
	Marco Antonio Rodriguez
	Responsible for onsite implementation and deployment of the products purchased and the solution developed during the planning phase.

	Network Engineer
	William Ferrell
	Responsible for all project management activities.

	Web Developer
	Jeffrey Bezos
	Responsible for designing, coding and modifying websites.

	Lead Trainer
	Steve Jobs
	Responsible to train Project Sponsor and staff in the successful use of the products implemented and/or developed. 


	5. Financial / Resources Information

	* Funding Source 

	Operating Budget funded by the Project Sponsor.

	* Estimate of Implementation Cost 

	Implementation Cost in $U.S.:  $

Peripheral/Service
Implementation Cost

Base Year Cost
Verizon FiOS Business Plan (150Mbps).

$109.99

$1319.88
Verizon FiOS wireless router and activation

$298.00
N/A
Sophos XG 135 Wireless Next Generation Firewall + tax with two years of network protection, web protection, and enhanced support.  Yearly renewals for the protections are currently $587.
$1,531.00
N/A
Xerox Work Centre 3335/DNI All-In-One Laser printer $289.99
$289.99
N/A
1,000 feet of Cat 6A cable ( $1.60 X 1,000)
$1,600.00
N/A



	7. Communication 

	* Means of Communication

	Throughout the duration of the project, the MIA Consulting Services Team will conduct internal status meetings, such meeting will be scheduled on Tuesdays and Thursdays at 8:00pm EST, and Saturdays at 2:00pm EST, and every Sunday at 4:30pm EST.

MIA Consulting Services Team meetings will occur in the LEO group discussion area or via Google Hangout.

Questions, progress and shared information will be posted in the LEO group discussion area at any time by the MIA Consulting Services Team.

MIA Consulting Services Team deliverables will be posted in the LEO group locker before or by the designated due date and time. 
Ongoing communications between MIA Consulting Services and the Project Sponsor will occur via e-mail or instant messages through the LEO classroom.
MIA Consulting Services weekly reports will be sent to Mamma Mia Bakery and Sandwich Shoppe via LEO assignment area.
Throughout the duration of the project , any verbal communication between MIA Consulting Services Team, Project Sponsor, and/or Project Stakeholders will be followed by an e-mail communication outlining what was discussed, any agreements made and/or due dates discussed. This is to ensure all communication is not missed in translation.  


	10.  Threshold for Change

	1.  All project changes with an impact of $5,000 or less of the budget or less than 7-day schedule delay may be approved by the project manager.  

2.  All project changes with an impact between $5,000 and $49,000 on the budget, or between 8 and 60 days on the schedule, will be agreed upon in writing in change documentation between the project manager and stakeholder from Mamma’s Bakery and Sandwich Shoppe.

3.  All approved project changes beyond $50,000 on the budget or 60 days on the schedule will result in a new project charter.




	11. End of Project 

	* Means of Communication

	The project will conclude upon the completion of the Project Closure Document.  This document will include, at a minimum, the project description, scope statement, project accomplishments, project milestones, financial summary, lessons learned, and signatures for project completion acceptance.  At this point, all costs and award fees must be reconciled between Mamma’s Bakery and Sandwich Shoppe and MIA Consulting Services.




	12. Sign-off

	
	Name
	Signature
	Date (MM/DD/YYYY)

	Business Sponsor
	Stephany Head
	
	

	Project Manager 
	Bruce Asberry
	
	

	IT Department Coordinator
	
	
	


MMBSS Customer Relations System


Project Charter





�














Team Leader / Document Manager – Bruce Asberry


Deputy Team Leader – Mark Fowler


Configuration Manager / Editor – Antonio Rodriguez 


Research Manager – Tibletse Nigussie








� Include area code first (e.g., 919-555-1212).


� Include area code first (e.g., 919-555-1212).
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