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Source:  Based on a survey of 700 CRM practitioners conducted by Richard Forsyth.  
Published CRM-Forum, June 2001
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Check all that apply

Leadership
� Executive Sponsor
� Chief Performance Officer
� Confront leadership issues
Enrolling Support
� Executive Summary Document
� Shared Financial Incentives
� Select Scorekeeping Tools
� Pain Point Assessment
Project Scope & Scale
� Vetting & Decision Making
� Business Case & Project Charter
� High level process diagrams 
� Identify customer requirements & 

complaints

Check all that apply

� Sr. Business Analyst
� Sr. Project Manager
� Governance Structure
� Action plan completed
� Project team commissioned
� Modeling / testing of 

performance measure tools
� Early reporting environment 

defined
� As-Is & To-Be Process Work 

& Value Stream Mapping

Check all that apply

� Formal rollout of 
performance measurement 
tools and methodology

� Active review of relevant 
reporting  intact

� Use ABC for billing & cost 
allocations (if applicable) to 
create shared incentives

� Project Management

Check all that apply

� Controls in place
� Recognition / Rewards
� Formal Training
� Create any documentation
� Project Post-Mortem
� Refine reporting environment
� Exec Summit to update strategy
� Knowledge transfer from any 

consultants
� Develop calendar for all 

continuity activities

� Identify & commission smaller projects supporting t his Initiative
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� Vetting & Approval of smaller projects & sub-initia tives � Project Management � Controls in place
� Create any documentation
� Refine Reporting environment
� Update the Strategy Statement 

or Business Case as needed
� Knowledge Transfer from any 

consultants
� Develop calendar for all 

continuity activities

� Assign Project Manager
� Project Charter Approved
� Solutions team commissioned
� Pain Point Analysis
� High level process diagrams 
� Identify customer requirements & 

complaints

� As-Is & To-Be Process Work 
& Value Stream Mapping

� Project Plan Completed
� Approval of final solution 
� Update reporting environment 

based on information required 
for analysis

!���
!��#��
 ���0

(if applicable)

� Assign Project Manager / Team
� Define Stage

� Project Charter
� Define customer 

requirements
� High level process map

� Measure Stage
� Data Collection Plan
� Collect Data

� Analyze Stage
� Data Analysis
� Process Analysis
� Root Cause Analysis

� Improve Stage
� Solution Generation
� Solution Selection
� Implement Solution

� Control Stage
� Control Methods
� Response Plan
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