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  Phase II
Problem statement  
      The plan and the methodologies that I want to improve the process of calls operations will be the introduction of self-service services in some line, the improvement of the capacity building or capacity building among the call representatives that are representing us. Another plan will be hiring more qualified personnel, and another thing that will be very important will be the improvement of our telecommunication infrastructure. There are different methods that these strategies are going to be implemented. The capacity building did depend on through more training. More qualified personnel will be hired after improving the capacity and bridging up the skill vacuum improvement of infrastructure will be the first process that will be handled to open the way for the rest of the things
During the process of the implementation plan, there are business functions that will be impacted on. The communications functions will be greatly impacted on during the period of infrastructure improvement. The element of the capacity building is expected to improve the functions of the customer service. The tactics that will be used to manage implementation is the tactics of collaborations across the business implementations. Collaboration will ensure that during the process of implantation that there is no business function that is left in attended to. The collaboration will ensure that before a design is made repercussions of the decisions across the different department are examining to minimize the risks of such actions interfering with the effective functioning of the organization during the process of the implementation of the project.

The timeline for the implementation of the improvement
	Time
	Implementation item
	The departments most affected

	Week 1-2
	Checking the information and communication system for any issues
	The process will affect the whole firm as communication is vital to every department

	Week 3-4
	Introduction of the automatic voice verification. The introduction of the self-service menu will be done in this process which will allow the clients to have the ability to serve themselves at certain times the self-service and the verification protocols are expected to have the ability to reduce the waiting list
	These activities will have major effects on the departments such as the It and the operations departments.

	Week 3-4
	Capacity building; training contractors to handle more calls. The contractors will be trained in some of the operations of the company so that they cannot have the ability to answer some of the company’s queries.
	The operations departments will be the most highly affected. Another department that will be affected is the communication departments, and some information will have  to be shared with the contractors

	Week 5-6
	Hiring more individuals to fill the capacity that cannot be bridged through training. These activities may be preceded by the action of  firing individuals who will be deemed to be less important to the  company regarding the new restructuring process that will be taking  place
	The human resource, the finance department will be involved in financing the process of hiring the new staff, the human resource department will be involved in the actual process of hiring the new individuals that will be required by conducting the interviews that will be very necessary. and the operations department will be affected

	
	
	



The communication plan
The project manager will be in charge of communicating all the details of the impending project to the project holders. The communication will be given to mainly the stakeholders and members of the staff of the companies. The communication will be given during the annual stakeholders meeting which is expected to be attended by all stakeholders. The tools of communication will be the use of PowerPoint that will be used by the informant while the audience will be given flies which will allow them to follow whatever the presenter will be communicating. The stakeholders will be able to solicit feedback directly by rising their concerns after the process of communication has ended. The information that has been communicated will be archived in end of year reports and the company magazines and bulletins. 

Phase III
Metrics to evaluate the success of the project
[bookmark: _GoBack]Since the project is mainly concerned with improving the effective communication between the customers and the company the first metric that will be used to evaluate the success of the project will be the customer’s satisfaction. The customer satisfaction will be measured by feedback solicitation from the company’s customers through a small survey. Another important thing that can be used to measure the weather customer satisfaction is being achieved is to check whether there is a reduction in the number of excuses that are concerned with a delay that was being leveled by the customers.
Another metric that will be used to measure  and evaluate the performance, in this case, will be productivity. Productivity will be measured by checking the number of calls that are being effectively attended to concerning time after the project implementation and compare it with the same number before the project was implemented. Productivity metric is a very important metric in any project implementation.
The cost of the project implementation will be another important metric that will be measured to determine the success of the project. The cost performance will in most cases be measured as it is compared to the project is expected to bring back after the implementation. Therefore in any project, the cost will be a very important metric to use.
Like in any company that is keen to make a profit the return on investment will be a very important metric to be used to measure the success of any project. A project that is deemed to be successful is expected to have a positive return on investment. It is the aim of every project investment to maximize returns and therefore at the end of the evaluation we will be able to identify whether it is worthy investing on it or not. 
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