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1 General Information

1.1 Purpose
This document provides the initial description of the product or service being requested or proposed by this project.  It establishes a common understanding of the basic, high-level requirements that are to be addressed.  These are the base requirements that will be analyzed and become more detailed after the project is chartered.  

The contents of this document form the basis for the project’s strategic direction. The total document represents the project proposal.  The approved proposal is the commitment to begin the Planning Phase.

1.2 Project References

The following historical documents were referenced in creating this Project Charter:
· MBDA Strategic Plan for Fiscal Year 2007 - Fiscal Year 2010

· MBDA Customer Satisfaction Survey, December 2005
· CRM Project Recommendations, May 2005
· MBDA Partner Program Needs Assessment, June 2007
· CRM Proof of Concept, July 2007

1.3 System Overview

The MBDA Customer Relationship Management Initiative (CRMI) project is designed to augment and improve service delivery to our internal and external customers.  The CRM Initiative project will be known by the acronym CRMI.  CRMI is owned / facilitated by the Office of Business Development (OBD).  CRMI is classified as a general support system and will reside within MBDA’s current network structure and enterprise architecture.  

1.4 Points of Contact

Following are points of contact for this Project Charter.
	Name
	Title
	Department
	Phone
	Email

	Efrain Gonzalea
	Chief
	OBD
	202-482-4282
	egonzalez@mbda.gov

	Yolanda Whitley
	CIO
	OITRI
	202-482-0404
	ywhitley@mbda.gov

	Shirley Dean
	Deputy CIO
	OITRI
	202-482-5946
	sdean@mbda.gov

	Valerie Fleming, PMP
	Project Manager
	OITRI Contractor
	202-482-5217
	vfleming@mbda.gov


2 Project Overview

The Vision of the Minority Business Development Agency (MBDA) is to function as an entrepreneurial organization serving entrepreneurs. The Minority Business Development Agency’s Mission is to enhance the growth and expansion of Minority Business Enterprises.

The long term goal of “Achieving entrepreneurial parity for Minority Business Enterprises” is the benchmark by which MBDA’s critical Federal government role will be measured. In order to promote overall U.S. economic growth, it is critical to promote medium to large business enterprises that can have a significant impact on job creation and local economic impact in their communities. Increasing the number of medium and large minority businesses is in the short and long term strategic interest of achieving MBDA’s Vision of wealth creation. 

A new paradigm for minority business development requires that the public and private sectors expand their present focus from outreach, certification, and dollars spent to include enabling Minority Business Enterprises to achieve size, scale, scope, education, access to technology and capital. In order to implement the new paradigm, MBDA will re-align its human capital and service delivery vehicles (i.e. funded programs) to develop a more industry focused, information driven technical assistance approach to give minority business owners the tools essential for becoming first or second tier suppliers to corporate America and the Federal government in the new procurement environment. 
2.1 Business Case
Currently, MBDA has no uniform method that tracks and facilitates singular or collaborative client communication with respect to initial contact, services provided, follow-up and level of satisfaction.  

MBDA funds approximately 45 centers nationally. The funded centers are operated independently by non-profit, for-profit, tribal entities and state/local governments. MBDA’s funded centers are a critical component of MBDA’s service delivery model.  The centers provide a wide range of services for the Minority Business Enterprise (MBE).  Specific performance requirements and metrics are used by MBDA to evaluate each project and are key components of the programs.  The degree of skill varies center by center based on hired talent as well as knowledge, skills and ability at each center.  Historically, each center has worked as an independent entity not utilizing the agency’s network.  
The funded centers are required to establish and adhere to MBDA’s hardware and software technology requirements as listed in the Federal Funding Opportunity (FFO). However, the funded projects use a varying array of software that is housed locally at their sites in addition to manual processes to collect, store and report information.  There is limited collaboration between the funded centers, MBDA Headquarters (HQ) and the National Enterprise Centers (NEC) that is based on MBDA’s performance system.  However, no bridge exists that fosters a comprehensive collaborative process. Information that is shared through face-to-face meetings, emails and telephony is not readily captured and shared within MBDA’s intra-network.  No common data repository exists that is viewable and accessible by the stakeholder community.  The software at the Centers has no direct communication with MBDA systems and MBDA has no direct access to the Centers’ client databases.  If a funded center’s grant is not renewed and their clients still have need for MBDA services, MBDA has no way of understanding the last communication and agreements that took place between the funded center and the client.
MBDA’s current methods of collecting and reporting Performance data is inefficient.  The systems are not user friendly or intuitive and do not meet the reporting needs of the diverse user community.  The Performance system has been cloned, patched and enhanced over the years to meet specific needs.  As changes were implemented to meet customer needs, anomalies were also introduced. 

MBDA’s customer satisfaction score is 69 which are on par with the Federal Government average of 72.  However, Internet Portal services scored only 61 and MBDA has an overall goal to raise these scores.  Recognizing this need, MBDA’s Information Technology staff researched and evaluated CRM tools and surveyed the market to determine the best approach to address the needs of MBDA. 

In today’s workplace the trends and practices are toward open collaboration.  As Karen S. Henrie, noted author for CIO Insight Weekly Report, stated, “To survive in the global economy, business partners must work in tandem to create new products and services”.  MBDA is an entrepreneurial organization with a Mission to foster the growth and expansion of Minority Business Enterprises in the global economy.  According to author Thomas L. Friedman, “…advances in digital technology, will produce an exponential growth in collaboration while allowing people and companies anywhere in the world to effectively participate in the global economy”.  It is imperative that MBDA institute a collaborative process that reduces the communications barriers which adversely impact its operational effectiveness.

The goal of implementing a CRM solution is to support the real-time and asynchronous collaboration needs for each inter-enterprise project, and build it from a standardized platform of infrastructure and tools. The new business processes and tools will allow users to effectively respond to clients within 24 hours after initial contact and partner cross-enterprise inclusive of MBDA offices and funded organizations.

It is anticipated that implementation of a CRM solution will result in increased Customer Satisfaction scores and an increased client base.
2.2 Project Objectives
The objectives of this CRM Initiative project are to:
· Improve organizational efficiency, effectiveness and responsiveness within the MBDA intra-network.  

· Ensure funded centers stay on course to meet their projected goals and accurately report their progress in real-time. 
· Effectively resolve service issues.

· Accurately monitor customer-satisfaction routinely instead of every two years. 
· Increase customer satisfaction scores. 
· Improve reporting capabilities: provide instant access to dashboards, closed-loop metrics, prebuilt and custom analytics, and lead follow-up analysis.

2.3 Project Scope

The scope of CRM will include strategies to realign business processes to be customer-centric, leading to higher levels of customer satisfaction and retention.  This transformation of business processes affects employees, partners and customers at all points of interaction in the relationship cycle.  Customer service and support has gained importance not only from the perspective of MDBA services provided but also from a customer interaction and experience perspective. 

This effort will be primarily focused on the first interaction a customer has with the funded centers as well as MBDA offices.  These interactions and communications include but are not limited to: emails, face-to-face meetings and telephone interactions. The automated systems that support these customers after they have become clients will also be a part of this effort; however, it will not be the initial focus on the internal customer processes and will be addressed in future phases of the CRM Initiative project.
Specific product features and selection will be determined as part of this initial effort.  

2.4 Assumptions

Several assumptions have been made in developing this Project Charter:
· Executive sponsors will ensure accountability for the processes and procedures that accompany this effort.

· Senior executives support and champion the CRM initiative.

· Business goals drive CRM functionality.

· End-users and stakeholders will be involved in the solutions design.

· Training will demonstrate the value added by CRM and teach employees how to effectively execute the business processes.

· A phased development effort and rollout schedule will be employed.

· MBDA is committed to measuring, monitoring and tracking the effectiveness of CRM with an eye toward continuous improvement.

2.5 Constraints

The following constraints have been identified in developing this Project Charter:

· Business objectives are not aligned with Information Technology operations.
· Measureable business goals have not been established for CRM. These metrics will be defined during the business process reengineering effort.

· MDBA may not have funding available to procure the CRM toolset.

· MBDA may not have funding to allow the appropriate technical resources to be hired.

· Legacy data may need to be “cleansed” before it can be imported into CRM for historical reporting.

3 Project Organization

3.1 Project Structure

The organizational structure of the project team and stakeholders can be found in Appendix A.
3.2 Project Authority
Associate Director for Management of OAFM, Edith McCloud, has ultimate spending authority for this project.
3.3 Roles and Responsibilities
	Role
	Responsibility

	Executive Sponsor 
	Secures spending authority and resources for the project and has a demonstrable interest in the outcome of the project.

	Technology Sponsor
	Reviews technology investments, aligns projects with strategic objects, provides executive oversight and is the final authority over all agency Information Technology projects.

	System Owner
	Acts as a vocal and visible champion, legitimizes the project’s goals and objectives, keeps abreast of major project activities, and is a decision-maker for the program.

	Business Managers
	Concerned with the nature of the business itself, in terms of the tangible things that constitute the organizational environment. The business manager is responsible for defining the language used by the business and concerned with the concepts behind the business and facts that link them.

	Stakeholders
	Use and / or support the product or service resulting from the project.  Stakeholders are responsible to be actively involved in the project to help ensure its successful completion.

	Funded Centers
	Grant recipients or MBDA Partners who are a type of stakeholder.

	Project Manager
	Directs the project's resources, develops the project plan, ensures that the project is completed on time, within budget and with acceptable quality and serves as the primary interface between the project team and the technical team

	Technical Team
	Consists of a Technical Lead, Configuration Specialist, Business Analyst, Conversion Specialist and Analytics / Reports Specialist


	Role
	Name
	Region / Department
	Title
	Phone
	Email

	Executive Sponsor
	Edith McCloud
	OAFM
	Associate Director for Management
	202-482-4095
	emccloud@mbda.gov

	System Owner
	Efrain Gonzalez
	OBD
	Chief, Office of Business Development
	202-482-4282
	egonzalez@mbda.gov

	Technology Sponsor
	Yolanda Whitley
	OITRI 
	CIO
	202-482-3831
	ywhitley@mbda.gov

	
	
	
	
	
	

	Business Manager
	Carlos Guzman
	OBD
	National Business Development Specialist
	202-482-3064
	cguzman@mbda.gov

	Business Manager
	Eric Dobyne
	Chicago NEC
	Regional Director
	312-353-0185
	edobyne@mbda.gov

	Business Manager
	Heyward Davenport
	New York NEC
	Regional Director
	212-264-3262
	hdavenport@mbda.gov

	Business Manager
	Ivonne Cunarro
	OBD
	Chief Knowledge Officer
	202-482-2157
	icunarro@mbda.gov

	Business Manager
	John Iglehart
	Dallas NEC
	Regional Director
	214-767-8001
	jiglehart@mbda.gov

	Business Manager
	Linda Marmolejo
	San Francisco NEC
	Regional Director
	415-744-3001
	lmarmolejo@mbda.gov

	Business Manager
	Melda Cabrera
	San Francisco NEC
	Business Development Specialist
	415-744-3001
	mcabrera@mbda.gov

	Business Manager
	Michael Stallings
	OBD
	Business and Knowledge Mgmt Coordinator
	202-482-1940
	mstallings@mbda.gov

	Business Manager
	Patricia Hanes
	Atlanta NEC
	Regional Director
	404-730-3300
	phanes@mbda.gov

	
	
	
	
	
	

	Stakeholder
	Bobby Jefferson
	Dallas NEC
	Deputy Regional Director
	214-767-8007
	bjefferson@mbda.gov

	Stakeholder
	Imani Bennett
	NY NEC
	Business Development Specialist
	212-264-3156
	ibennett@mbda.gov

	Stakeholder
	Joann Hill
	Atlanta NEC
	Chief, Business Development Group
	404-730-2014
	jhill@mbda.gov

	Stakeholder
	John Coyle
	NY NEC
	Business Development Specialist
	212-264-3483
	jcoyle@mbda.gov

	Stakeholder
	Maria Acosta
	San Francisco NEC
	Business Development Specialist
	415-744-3001
	macosta@mbda.gov

	Stakeholder
	Raquel Suniga
	Dallas NEC
	Business Development Specialist
	214-767-8006
	rsuniga@mbda.gov

	Stakeholder
	Raymond Cervantes
	Dallas NEC
	Business Development Specialist
	214-767-8003
	rcervantes@mbda.gov

	Stakeholder
	Rita Gonzales
	Dallas NEC
	Business Development Specialist
	214-767-8009
	rgonzales@mbda.gov

	Stakeholder
	Salvador Enriquez
	San Francisco NEC
	Chief, Business Development Specialist
	415-744-3001
	senriquez@mbda.gov

	Stakeholder
	Tony Lugo
	Chicago NEC
	Director of Capital Access
	312. 353. 3571
	alugo@mbda.gov

	
	
	
	
	
	

	Funded Center
	Brek Maxon
	North / South Dakota NABEC
	Project Director
	701-255-3285 x1359
	bmaxon@uttc.edu

	Funded Center
	Devorah Charnas
	Williamsburg MBEC
	Project Director
	718-522-5620
	Oda@odabdc.org

	Funded Center
	Donna Ennis
	Georgia Statewide MBEC
	Project Director
	404-894-2096
	Donna.ennis@innovate.gatech.edu

	Funded Center
	Ken Robbins
	North Carolina NABEC
	Project Director
	480-545-1298
	Ken.robbins@ncaied.org

	Funded Center
	Lance Mitchell
	Alabama MBOC
	Project Director
	205-957-9779
	Mitchell@mbocalabama.org

	Funded Center
	Leon Grove
	Alabama MBEC
	Project Director
	251-433-2250
	lgrove@mbecalabama.org

	Funded Center
	Malik Ali
	Florida MBOC
	Project Director
	407-245-6495
	malik@nmsdcfl.org

	Funded Center
	Miguel (Mike) Mora
	Dallas MBEC
	Project Director
	214-688-1612
	mmora@gacompanies.com

	Funded Center
	Rona Fourte
	Chicago MBOC
	Project Director
	312-755-8888
	rfourte@cmbdc.org

	Funded Center
	Sharon Chambers-Feaster
	California NABEC
	Project Director
	626-442-3701
	schambers@ncaied.org

	
	
	
	
	
	

	Project Manager
	Valerie Fleming
	OITRI - Contractor
	Project Manager
	202-482-5217
	vfleming@mbda.gov

	Technical Team Members
	To Be Determined
	OITRI - Contractor
	
	
	


Note that the input of the line workers (stakeholders and funded centers) into the CRM effort is of great importance.  The business managers and project directors will identify staff members from their area to participate in this effort.

4 Glossary

	Acronym
	Description

	CIO
	Chief Information Officer

	CRM
	Customer Relationship Management

	CRMI
	Customer Relationship Management Initiative

	FFO
	Federal Funding Opportunity

	HQ
	Headquarters

	MBDA
	Minority Business Development Agency

	MBE
	Minority Business Enterprise

	MBEC
	Minority Business Enterprise Center

	MBOC
	Minority Business Opportunities Center

	NABEC
	Native American Business Enterprise Center

	NEC
	National Enterprise Center

	OAFM
	Office of Administration and Financial Management

	OBD
	Office of Business Development

	OITRI
	Office of Information Technology and Innovative Research

	OLEIA
	Office of Legislative, Education & Intergovernmental Affairs

	OPPE
	Office of Performance and Program Evaluation

	REC
	Regional Enterprise Center


Project Authorization

CRM Initiative Project

Authorization Memorandum

I have carefully assessed the Project Charter for the Customer Relationship Management Initiative Project. 

We fully accept the changes as needed improvements and authorize initiation of work to proceed.  Based on our authority and judgment, the CRM Initiative Project is authorized.

_______________________________
_____________________

Edith McCloud, Associate Director
DATE

OAFM

_______________________________
_____________________

Ronald Langston, MBDA

DATE

National Director

_______________________________
_____________________

Efrain Gonzalez

DATE

OBD

_______________________________
_____________________

Yolanda Whitley, CIO

DATE

OIT
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