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Background / Scope
 The lack of documented guidance, defined 

processes, document roles and responsibilities has 
resulted in inefficiencies between Program and 
Project Managers, Project teams, and Vendors.  As 
a result, our PMO is unable to adequately plan 
resources on large scale projects (Program Level). 

 Scope:
First Step:  PMO is assigned a Project

Last Step:  Assignment of Resources
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DMADV is a Six Sigma framework that is focuses primarily on the development of a new 
service, product or process as opposed to improving (DMAIC) a previously existing one.
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VOC - Critical To Quality 
• Who is your customer?

» PMO Manager, Program Managers, and Project Managers

• What does your customer need?
» Framework to work from that is a good starting place for any large scale project
» Clearly defined roles for the PMO, PMO Resources, Business Resources and Vendors
» Understanding where resources can come from and how to provide staff assignments
» Where can resources be best utilized
» Documented processes, Standard Operation Protocol (SOP), Desk Aid

• Quotes heard from customers
» “We do not have a process to follow”
» “I wing it and do what I think is right”
» “We don’t understand how to truly manage projects”
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High Level Process - SIPOC
Suppliers

• PMO 
Supervisor

• Program 
Manager

• Project 
Managers

• IV&V
• Sogeti
• DAS 

Procurement 
Process

Inputs

• Sogeti 
Recommendations

• PMO Structure 
• PMO roles and 

responsibilities
• MECL roles and 

responsibilities
• Lessons Learned
• Organizational 

Process Assets 
(OPA’s)

Process Outputs

• PMO Resource 
Planning 

• Recommendation

Customers

• PMO Supervisor
• OMES Program 

Manager
• Project Managers

PMO is assigned 
a Project

Resources are 
planned based 

on Project 
requirements

Identified Gaps 
that need to be 

outsourced

Procurement is 
made for 
additional 
resources

Roles and 
responsibilities 
are assigned for 

the project

Project is fully 
staffed

Assignment of 
Resources
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• Customer needs
– Customers are trying to solve an issue, or realize an opportunity.  

They are trying to satisfy their needs.

• Not all needs are equal
– Customers have different priorities and meanings attached to these 

needs.  The Kano Model helps use understand these needs better.  
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Kano Model: 
is utilized to look at requirements, with the end goal of enhance customer satisfaction.
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Kano Model 
3 Customer needs categories 

Excitement needs (Unspoken, not expected)
• Portfolio to view resource utilization across 

programs, and projects
• Recognition for accomplishment
• Mentorship Program
• Training opportunities 

Performance needs (Stated, more is better)
• Skilled Program and Project Managers
• Timely Decision Making
• Quality Management for Contractors & 

Deliverables
• PMO Software Tools 

Basic needs (“Must be” requirements)
• Framework to work from that is a good 

starting place for any large scale project
• Clearly defined roles for the PMO, PMO 

Resources and Vendors
• Understanding of where resources can come 

from and how we can do staff assignments
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House of Quality (HOQ) matrix
Is utilized to translate customer requirements (VOC) research and technical benchmarking data into prioritized targets to be 

met by a new product design.
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House of Quality (Measuring)



SIMPLER.  FASTER.  BETTER.  LESS COSTLY. lean.ohio.gov

Customer Requirements
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Legend
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Quality Characteristics
(Functional Requirements)
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Targets
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Competitive Analysis
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Fishbone
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FISHBONE 
MEASUREMENT METHODS MAN

• Project is very 
disorganized (everyone is 
aware of it) – It is on the 
PMs to figure things out 
and no one is on the same 
page.  There is no easy 
way to ask for help if you 
need it.

• No structure…everything is disjointed
• Major concerns are the CMS Certification 

Process and being siloed out of the process that 
everyone else is following

• Being forced to follow OMES processes but not 
being included in discussions and meetings 
involving the other OMES modules

• The PMO Leadership does not adhere to 
the SDLC and basic PMP protocol

• Gate review (Governance)

• Vendor Performance 
Monitoring

• Do not have a process to follow • PM Skill Set problem

• Vendor Accountability • No way to view resources utilization/allocation • Someone needs to be responsible for 
communicating the vision for OMES and 
constantly update

• Large projects should 
begin planning phase 6 
months to a year out and 
assign responsibilities for 
ODM Program Manager 
before vendors are hired.

• PMs need more involvement in tracking budget
• Need full picture of OMES and timeline and 

share with the team and share status of the 
timeline regularly.

• Defined roles: PMO, Contractors, Vendors, and 
IV&V

• Test lead should be provided during the 
requirements phase to document what 
will need to be tested to verify system 
build meets system requirements

• No one talks to PMs before vendors or 
BA’s are hired

• Need testing team • No In-take process • No understanding that the SDLC is 
standard PM protocol.

• Need a plan for storing
information and providing 
access to it.

• No strategic vision

Problem Statement:     PMO is unable to adequately plan resources on large scale projects (1 year or greater). 

ENVIRONMENT MATERIALS MACHINE

• Need Support from Business
area/PMO

• Need PMO Support Tools

• No PMO/Program Vision

• Working in silos
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Cause and Effect Matrix (C&E)
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Failure Mode Effects Analysis (FMEA)
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Future State Map
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VERIFY
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Detailed Process Map

Measurements: P1: Summary budget, Project Priority,  
Identified Sponsor,  List of Stakeholders, 
Agency Strategy for Project. 

P2: Summary of CMS guidance, Summary of MITA SS-A vision and guidance. 
Defined roles and responsibilities for resources, Summary of how resources 
performance will be monitored and evaluated.

Process Control Plan
P1

P2
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Resource Planning Accuracy is related to PMO Maturity Level

Level 5
Effective Innovation

Level 4
Effective Integration

Level 3
Initial Integration

Level 2
Emerging Discipline

Level 1 
Reactive

Reactive
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PPM Maturity Model Overview

All internal processes are 
centered on the
Management of critical 
projects

Projects have 
budgetary 
estimates

Career paths 
defined

Programs 
increasingly 
managed
in-house

Project processes are 
standardized

PMO(s) established

Specialized PPM 
leader roles 
formalized

Cross-functional groups 
are easily formed, and 
collaboration is the norm

Centers of competency 
improve workload 
management

The portfolio is modeled and 
appropriately optimized, 
factoring
in risk

Change operations provide 
a constant stream of
miniprojects

Change management 
and communications are 
core capabilities of the 
EPMO

Projects and 
programs are 
prioritized

Projects are 
aligned with
strategy 

No formal
management tools

Benefit realization 
is being tracked

Multiple 
methods exist 
and are used 
by all PMs

Rapid strategy 
execution is the 
focus of enterprise 
programs

Level 1 
(Reactive)

Level 2 
(Emerging Discipline)

Level 4
(Effective Integration)

Level 5
(Effective Innovation)

Level 3
(Initial Integration)

Newly Designed Resource Planning 
Process 

Clearly define roles and 
responsibility (3)

Road Map of Recommendations for Improvement (Vital X’s)

PMO In-take Process 
(7)

PMO Tool (5)

Build upon PM’s skill sets –
Practice PMBOK Principles (6)

Enhance PMO tool to monitor 
and manager allocation and 
utilization of resources across 
ODM Portfolio (7)

=  included  as deliverable for this 
project

Governance to ensure PM’s 
adhere to Standards (7)

Define Processes 
(2)

Vendor Management (5)

Performance Measurement -
Project Metrics (5)

(0=Easy to Accomplish, 10=Extremely Difficult)

Legend:
PM’s more involved 
with Project Budget
(2)
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Questions/Comments
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