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PURPOSE OF THIS DOCUMENT 

This document describes a real project using the methods and techniques shown in lectures taught by  

Richard-Nicolas Lacroix with purpose the demonstration of absorption of class materials and the exchange 

of real life experiences.  The document has been produced in Microsoft Word and a short Microsoft 

PowerPoint presentation of the project both delivered in electronic and printed form. 
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1. EXECUTIVE SUMMARY 

American Airlines has embarked on a program to redefine its future Direct Distribution 

Business Model (DDBM).  Such a model would involve several key elements, such as 

validating the vision and service strategy, incorporating best practices, optimizing business 

processes, recommending the platform architecture and, determining the best approach to 

manage this complex program.  We, the PricewaterhouseCoopers (PwC) Global Customer 

Care Practice, clearly view this as a strategic opportunity for AA to transcend its competition 

by defining a direct distribution business model that better meets its customer needs.   

Scope & Approach 

We understand that AA has defined the overall program to include the following 4 projects: 

•Overall Approach and Program Management 

•Call Center Best Practices Study 

•Business Process Re-engineering Study 

•Reservations New Platform Architecture Study 

Our approach involves using a highly integrated program management strategy.  In this 

approach, we recommend that AA consider running the four projects as one larger unified 

project with common program management and integrated teams.  Integration at multiple 

levels within such a team structure will capitalize on the inherent synergies between the four 

projects, greatly improve communication, and result in a superior design for the optimal call 

handling process and systems flows in relation to the chosen platform architecture. We also 

believe that this approach will have a measurable impact on the quality of the project 

deliverables as well as the associated costs and timeframe. 

We propose a highly integrated approach for the DDBM program.  The four requested 

projects parallel very closely our Customer Care methodology (see Figure 1).   

 

 

Figure 1: PriceWaterhouseCoopers Customer Care Methodology 
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Natural synergies exist between these projects, which we will fully leverage to deliver the 

highest quality in the least possible time. 

We have mapped Best Practices for Customer Service Techniques, Physical and 

Organizational Structure, Work Environment, Employee Performance Measurement, 

Compensation and Technical Infrastructure into four categories or work streams 

•Business Process 

•Organization and HR 

•Platform Architecture 

•Physical Structure 

These work streams form the basis for the project teams. Organizing the work in this 

manner maximizes the leverage of the projects defined in the RFP.  

Program management will also be applied consistently across all work stream activities, 

ensuring the highest quality of deliverables and minimal levels of risk. 

All project work will be coordinated in support of the strategic business vision, optimizing 

the value of the DDBM program to the strategic objectives.  

We plan on leveraging our well established call center methodology for the AA Direct 

Distribution Business Model program.  Our methodology has been developed by highly 

experienced practitioners using proven approaches and techniques from the field.  

PwC’s methodology is integrated with overall program management to ensure that the goals 

and objectives of the program are being met.  To support this methodology, PwC’s Global 

Customer Care/Call Center Practice maintains the Customer Care Center of Excellence 

(COE) database which contains over 200 call center best practices.  In addition, our 

methodology utilizes proven data gathering and analysis techniques such as Calls Handled 

Analysis and “To Be” AHT models.   
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This methodology allows customization to best fit the circumstances of the particular project.  

The four phases of this methodology are Initiation, Discovery, Alignment, and 

Transformation Planning, and the major activities and deliverables are summarized below: 

Project Phase/Activity     Project Key Phase Deliverables 

Initiation 

 -  Project Startup     - Project plans 

 -  Review business strategy    -Business strategy understanding 

 -  Review DDBM vision 

Discovery   

 -  ”As Is" Analysis     - Workflow analysis 

 -  Initial business case development   - Applicable best practices 

 -  Future requirements 

 -  Best practices gap analysis 

Alignment   

 -  “To Be” business process flows   - Optimized workflows 

 -  Define platform architecture prototype   - Proof of concept prototype 

 -  Build platform architecture prototype 

 -  Evaluate platform architecture prototype  

 -  Strategic recommendations 

Transformation Planning 

 -  Transition/Implementation plan   - Implementation plan 

 -  Finalize business case     - Field test deployment plan 

 -  Support management review 
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Resources 

We plan on providing highly skilled and experienced practitioners for this key project.  

We recognize the wide variety of skills needed to effectively conduct this complex 

assignment and are prepared to meet the challenge.  We have assembled a team spanning 

the areas of Siebel call center implementation, program management, best practices, 

business process reengineering, call center operations, platform architecture, and system 

integration.  Our team leaders and specialists include: 

Richard Lacroix  Richard is an experienced project manager with over 50 Siebel Call 

Center Projects Experience over the last 10 years mostly for the Telecommunications and 

banking industries.  Richard’s name has been mentioned as one of the preferred choices of 

the American Airlines board of directors for this project because of his successful 

handling of the Atlanta Data-warehouse project for American Airlines Credit Card Center 

which delivered quality results, early and below budget.  Richard will be the interim-

project director, he will organize and initiate the project and transition his functions to an 

American Airlines project director once the project has been stabilized. 

Hans Herber Hans is a business process and call center operations expert.  He has 13 

years of airline reservations center management experience and 17 years of call center 

operations and consulting experience. 

Bud Jordan Bud holds several patents in call center resource scheduling systems.  He 

has over 17 years of call center consulting and work force management experience. 

Michael Herman Michael is a highly experienced applications architect specializing 

in client/server, internet, and call center technologies.  Most recently, he designed the 

integrated web, IVR, CTI, and mainframe architecture for our call center project at Ford 

Motor Company.  Michael has over 15 years of experience. 

Howard Kline Howard specializes in call center telephony.  He was a senior 

analyst at the Gartner Group focusing on call center technologies for 4 years.  He has over 

19 years of experience. 

Kevin Schwartz Kevin, a partner with our firm, is our proposed program manager.  

He has extensive large scale program management experience.  Kevin specializes in 

program management, technology architecture and systems integration. 

 

Our Qualifications 

PricewaterhouseCoopers is uniquely qualified to jointly conduct this program with you.  

We have a global Customer Care/Call Center practice with extensive credentials in the 

area of large program management, direct distribution business models, business process 

re-engineering, call center design, etc.  Examples of such credentials include: 

Amway Call Center Diagnostic.  Analyzed call center processes and technology and 

identified best practices gaps.  Developed transition plan and business case. 

Waste Management  Performed call analysis and consolidation planning. 
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Ford Motor Company  Integrating call center, web, self-service, and mainframe

 architecture. 

Compaq Computer Corp .Developed and rolled out call center applications. 

United Parcel Service (UPS)   Implemented information systems and telephony 

architecture to support call center consolidation. 

AMR/SABRE SAP  Large scale project management. 

 

Our Relationship with AMR, AA, and The SABRE Group 

PricewaterhouseCoopers has been enjoying a strong partnering relationship with AMR 

and its corporate entities for many years.  We continue to work together on several major 

programs which will produce significant business impact - including SAP 

implementations for AA and SABRE.  We are deeply committed to building an even 

greater working relationship, as evidenced by the increasing scope of mission-critical 

work performed on AMR’s behalf.  We look forward to adding yet another successful 

program to our long-term partnership. 

Pricing 

Our ability to fully coordinate and leverage the synergies between the projects translates 

into a highly cost effective and time efficient program for American Airlines.  Our fee for 

this integrated program (11,900 hours over a 14 to 16 week period) will be fixed at 

$2,200,000 plus actual out-of-pocket expenses. 

Conclusion 

We at PricewaterhouseCoopers are delighted to have this opportunity to propose on this 

very significant opportunity at American Airlines.  We welcome questions and an 

opportunity to further discuss our proposal with you. 
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2. OUR UNDERSTANDING 

Overview   

American Airlines, Inc. is seeking to define the optimal model for its direct distribution 

business.  

•Key Drivers 

Increasing distribution costs 

Growing alternatives in distribution technologies 

•Major Objectives 

Increase revenue & reduce costs of direct distribution 

Ensure highest competitive levels of customer service 

Ensure employee satisfaction 

Maintain flexibility to change and adapt as AA and its customers change 

•Comprehensive Approach  

Analysis and recommendations on business vision & strategies; people, process, and 

technology management  

Roadmap for successful implementation.  

Each analysis requires the application of customer care best practices.  

•Reservations Focus 

Physical organizational structure - as facilities age or leases expire 

Hardware obsolescence - agent PCs 

Agent compensation & benefits - to facilitate employee retention 

•Expected Results  

Business strategy  

People & process alignment  

Recommendation & implementation plan 

 

Scope  

The scope of this program consists of the following four projects and deliverables as 

requested by AA: 
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1. Overall Approach and Program Management 

•Program management of the entire project. 

•An integrated plan to manage all program components that meets all program and project 

goals in the shortest possible time at the lowest cost and risk. 

•Validation documentation of the results of the other project components. 

•An implementation approach plan detailing how to implement study recommendations.  

•A business case for implementation including costs/benefits estimates within four weeks of    

      selection. 

 

2. Call Center Best Practices Study 

•Best practices findings. 

•Strategic recommendations for incorporating best practices into AA Reservations. 

•High level transition plan for moving from the current environment to the new environment.  

 

3. Business Process Re-Engineering Study 

•Classification of  existing workflows into call types.   

•Schedule detailing the estimated Average Handling Time (AHT) and annual volume for each 

call type.   

•Work process flow analysis for each existing call type.  

•Definition of Reservations optimal future work flows for each call type (incorporating 

relevant elements of Reservations business requirements and vision). 

•Diagrams of optimized workflows for each call type; descriptions of how existing and 

planned voice and data systems will be utilized in the optimized workflow; and a schedule, 

with estimated AHT for each optimized call type.   

•Prioritization of recommended improvements which take into account: ease of 

implementation, cost of implementation, impact to customers, and potential cost savings 

resulting from the streamlining. 

•Description of the data “gives and gets” required to accomplish the re-engineered work 

flows.  Descriptions shall include the data fields required to be populated on a new UI, and the 

information required to be received back on the UI.  American Airlines will use these “gives 

and gets” to develop the UI functional specifications. 

 

4. Reservations New Platform Architecture Study 

•Completion of the Architecture Study and prototype models no later than December 15, 

1998. 
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•Development and deployment of recommended architecture options as prototypes for field 

testing. 

•A written report analyzing the results of the architecture options trials and what they mean in 

regards to the viability of each option supporting AA Reservations near and long term. 

•A written study including all items listed above under goals. 

•Attendance at American management reviews and assist in ongoing project justification 

including financial analyses as requested by American Airlines. 

•Assistance with ongoing project justification. 

 

Business Units 

•The sponsoring organizations are American Airlines Interactive Marketing, Reservations, 

and Information Technology Services. 

•Significant levels of effort and coordination with The SABRE Group (TSG) will be required, 

particularly for the technical architecture parts of the program. 

 

Transactions 

•Our BPR efforts will be directed toward the following four major work flows: 

•Domestic Sales 

•Domestic AADVANTAGE 

•International Sales 

•International AADVANTAGE 

 

Locations 

•We expect to spend the bulk of our time in AA’s Reservations call center in Dallas.  We plan 

to conduct further analysis and significant technical work at The SABRE Group’s facilities on 

an as-needed basis. 

•We expect that all other required interviews and project work efforts will take place in AA’s 

business facilities located in Dallas. 

Technology Architecture 

•Per your RFP, we will review the capabilities of AA’s current platform architecture.  As is 

the case with business processes, best practices will be applied to the technology architecture 

to develop the future desired state and the roadmap of how to successfully implement the 

solutions. 

•We will review AA’s current Wide Area Network design and assess its scalability and 

service level characteristics to determine if there are any obstacles to meeting the desired 
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future state.  However, a detailed review of AA’s network operations and support capability is 

out of scope as this would best be completed as part of an overall enterprise IT capability 

assessment. 

Other Assumptions 

•Pricing assumptions are outlined in Section 5.  Price Schedule. 

•Additional project related assumptions are outlined in Section 6.  Assumptions. 

 

3. PROGRAM APPROACH 

We propose a highly integrated approach for the DDBM program.  The four requested 

projects parallel very closely our Customer Care methodology.  Natural synergies exist 

between these projects, which we will fully leverage to deliver the highest quality in the least 

possible time. 

We have mapped Best Practices for Customer Service Techniques, Physical and 

Organizational Structure, Work Environment, Employee Performance Measurement, 

Compensation and Technical Infrastructure into four categories or work streams 

•Business Process 

•Organization and HR 

•Platform Architecture 

•Physical Structure 

These work streams form the basis for the project teams. Organizing the work in this manner 

maximizes the leverage of the projects defined in the RFP.  

Program management will also be applied consistently across all work stream activities, 

ensuring the highest quality of deliverables and minimal levels of risk. 

All project work will be coordinated in support of the strategic business vision, optimizing 

the value of the DDBM program to the strategic objectives.  
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3.1 Program Methodology 

AA Direct Distribution Business Model Program Approach 

 

3.2 Program Management  

Program Management is the thread that controls and coordinates all of the component projects 

in order to achieve maximum results.  Program Management for AA’s DDBM consists of the 

following major work components: 

•Review Business Strategy and DDBM Vision  

•Develop Initial Business Case 

•Manage Overall Program Delivery 

•Validate Program Deliverables 

•Finalize Business Case 

•Support Management Review 
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3.3 Initiation  

 

Project Start-up 

This initial phase of the project is intended to: 

4 confirm the organization of the project 

5 provide for a consistent approach across each of the  project teams  

6 finalize all logistics for the project 
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We will work jointly with AA and TSG personnel to pull the project team into a cohesive 

working unit.   

One that understands the project goals, deliverables, and schedule dependencies. 

 

Review Business Strategy and DDBM Vision 

During the initial startup period of AA’s DDBM program, we will review the overall business 

strategy and validate DDBM vision. Some of the key activities include assessing the 

consistency and completeness of the strategy and anticipation of change over time and 

understanding the current operational capabilities and requirements to support the vision. 
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3.4 Discovery  

 

Initial Business Case Validation 

The purpose of this work component is to provide a high-level business case within the first 4 

weeks of the program.  Although the level of detail for this deliverable will be constrained by 

the available timeline, the resulting deliverable will provide high-level estimates for business 

planning purposes.  
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Organization and HR “As Is” Analysis 

The purpose of this phase is to collect and assess critical information about the current call 

center organizational structure and its HR policies and practices. This phase includes 

documenting and understanding the following: organization and sizing, resource management, 

staffing, compensation and reward systems, training and employee development, role 

definition, performance measures, career pathing and planning, coaching and teaming. 
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Business Process “As Is” Analysis 

In this phase of the project, a detailed analysis of call types and work flows is conducted, with 

the intent of validating the “As Is” condition. This provides the project team with a 

comprehensive and clear understanding of the call types received, maps them against existing 

work flows and quantifies annual volumes and AHT.     
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Platform Architecture “As Is” Analysis 

This phase of the study identifies key components of AA’s current customer reservations 

environment and determines its overall effectiveness for meeting AA’s customer reservation 

strategy and needs. The project team will become familiar with the current environment 

infrastructure components, performance metrics and reservation system linkages. The project 

team will summarize and document its findings in an “As Is” technology infrastructure report.  
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Physical Structure “As Is” Analysis 

This phase documents the current reservations facilities and determines total call handling 

capacity. In coordination with the Organization and HR project team, an assessment of the 

impact of facility sizing on employee satisfaction and productivity is conducted.  
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Future Requirements 

The purpose of this phase is to identify the high-level requirements for the new call center 

operations. The requirements are defined from the alignment to the business strategy, value 

propositions, and interviews with AA business users and degree of readiness for change. The 

project team will gather requirements for all work streams including: Organization & HR, 

Business Process, Physical Structure and Platform Architecture.  
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Best Practices Gap Analysis 

This phase of the project will identify cross-industry best practices within the four work 

streams of Organization & HR, Business Process, Physical Structure and Platform 

Architecture. Once best practices are collected, a gap analysis is conducted that compares best 

practice to the current state of AA’s reservation department and future requirements. Gap 

closure recommendations are then prepared.    

 

3.5 Alignment  
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“To Be” Business Process Flows 

The PwC project team defines “To Be” business process flows based from process inefficiencies, 

non-compliance and best practices. An envisioning session is conducted with AA personnel and 

members of the Platform Architecture work stream to design optimal work flows.  
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Define Prototype 

The Define Prototype activities involve establishing the detailed proof of concept plan and design 

along with taking the necessary preparation steps for readying the various technical components 

that comprise the models’ environment. Integral to the definition steps will be identifying the 

particular scenarios (3 will be defined) within the first four weeks of the project.  The following 

activities will be accelerated for 3-4 business processes in order to provide timely input to the 

prototype: 

3.5 “As-Is” Analysis 

3.6 Future Requirements 

3.7 Best Practices Gap Analysis 

3.8 “To Be” Business Process Flows 

 

These scenarios will be translated into scripts that can be mocked up to understand the 

configuration work required. These options will be identified jointly with TSG and AA personnel. 

Two prototypes will be defined. 

 

Build Prototype 

The Build Prototype section involves the creation of the working prototype that will include 

sample data sets from production, interfaces to SABRE for existing transaction calls.  The build 

process will be performed jointly with TSG and AA personnel to ensure a hands-on 

understanding of the technical components.  Based on the options identified, two distinct 

prototypes that handle the call scenarios will be developed. 

We expect the prototype scenarios to involve the following components/layers: 

- CTI layer  - Desktop    - SABRE (test environment) 

- Softphone  - Desktop reservation application 
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We expect to use the SABRE connection as a test environment that is comparable to production 

in terms of API calls and performance.  However, we do not expect new transactions or 

modifications for the API calls to SABRE to be developed.  We will utilize existing API routines 

in the prototype development. 

Key objectives of the build activities are to configure the technical components and ensure they 

work together in an integrated error-free fashion and can execute the call scenarios.  Learning 

from the workflow and best practice analysis will be incorporated to the configuration. 

 

Evaluate Prototype 

The project team will analyze and report on the trial results of the various prototype tests.  A final 

conclusion and commentary will be developed that will highlight the pros and cons of the 

platform options.  Results will be collected and analyzed as the scenarios are tested.  Based on the 

measurements and priorities outlined in the Define Prototype section the categories and results 

will be prioritized to define the platform that best meets the AA’s call center environment (future 

state).  Key objectives are to determine the recommended platform to deploy for field testing. 
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Strategic Recommendations 

The Strategic Recommendations activities validate, prioritize and define the transformation steps 

of the “To Be” process into the AA Reservation center. The focus will be on the impact to the 

organization, physical environment, measurements and training that will support the new 

workflows and envisioned state. 

During this stage we will direct a series of sessions that will determine the impact of the “To Be” 

definitions and prioritize the recommendations based on key measurements such as productivity 

improvements (AHT, ACW), service levels (ASA, abandon rate) and revenue enhancement 

potential (average reservation $’s). We expect these sessions will be held with AA Reservation 

management, supervisors and agents (either separately or in a combined setting).   
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3.6 Transformation Planning 

 
Transition/Implementation Plan 

The purpose of this work segment is to develop a feasible & immediately actionable plan for 

implementation of the targeted business processes and technologies for DDBM 

transformation. 
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Finalize Business Case 

Finalized Business Case will facilitate a fully informed management decision regarding 

the DDBM program.  This business case will be developed with comprehensive input 

from the Organization & HR, Business Process, Physical Structure and Platform 

Architecture work streams.  Costs and benefits will be based on the actual scope to be 

implemented.   

 

Support Management Review 

The Support Management Review activities are intended to assist, advise and support AA 

and TSG personnel with the presentation and justification of conclusions and 

implementation approaches to management.  These events will comprise the main 

management expectation setting opportunities for the new platform recommendation and 

revised workflows.  We foresee the work to involve additional financial analyses and the 

development of presentations derived from project deliverables.  These efforts, 

presentations and issue management activities will be performed jointly with AA and TSG 

personnel and we will play a supporting role.  

Key objectives will be to justify the conclusions in a business case format highlighting the 

appropriate implementation approach to turn the recommendations into reality.  Although 

presented as a final recommendation step, we envision that this process will occur early in 

the project’s tenure through discussions and presentations with management regarding 

project objectives and in progress findings. 
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4 PROJECT PLAN AND RESOURCES 

4.1 Project Timeline 

 

5 Expected started date for the project is during the week of August 31, 1998.  Conclusion with 

the exception of activities to support management review is the week of December 14th. 
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6 3 - 4 “To Be” business processes will be defined in the first 4 weeks of the program in order 

to support the platform architecture prototype. 

7 The project duration is effectively 14 weeks taking into account the Thanksgiving holiday. 

Schedule assumes management review support will conclude the week of January 11, 1999.  

Support will be performed by the program manager and two team members. 

 

4.2 Project Organization Chart 

 

5 PwC plans to use a combination of full-time personnel and part-time Subject Matter Experts 

to complete this project.  The team we propose for this effort is designed to leverage the key 

strengths of our Global Customer Care/Call Center practice, including a balance of customer 

management/call center strategy and information technology expertise, as well as project 

management expertise to ensure successful project execution.  

6 Additional AA and TSG staff may be identified during the Project Start up activities. 

4.3 Project Management  

To deliver this fully integrated approach the project management techniques and practices 

will be the essential factor to provide direction, resolve issues, handle resource requirements 

and administrate the program.  The Program Management personnel will have direct 

responsibility for delivering this project.  Key success drivers for this group include a 

commitment to achieving results; prompt issues resolution, and knowing the schedule 

dependencies.  
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PwC utilizes a Project Management Methodology to ensure that the milestones and activities 

are monitored, tracked and completed.  We see this method as three phases that are significant 

to managing this project.  They are Plan, Conduct and Close. Overall the deliverables are a 

successfully delivered project completed on-time, on-budget and with results that meet 

expectations and quality standards. 

 

4.4 Change Management  

Our Change Management approach involves a process to identify the project issues which 

will impact the delivery schedule, cost, resources or functionality.  Additions to scope and key 

issues are the focus.  For this aggressive time schedule, a process to manage scope must be 

closely followed. 

The Program Management personnel will be directly responsible for the scope change and 

issue coordination roles for the project.  Working jointly with AA personnel we will detail the 

identified changes for scope additions. 

Escalation and communication to the project Steering Committee personnel will be necessary 

for major milestone impacting obstacles.   We will define the appropriate parties during 

Project Start-Up and work this process throughout the term of the engagement.   
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4.5 Resources  

The matrix below details a sampling of the specialized resources that PwC has at its disposal, 

and their relevant skill sets.  A “X” indicates that the individual has experience in the 

particular field and is able to fill the role of either a subject matter expert or team leader. 
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For more details on any of the above individuals, please refer to the summary resumes 

included in the appendix section 10.2 

 

4.6 Project Risk  

PwC is aware that certain amount of Risk is involved in the project related to the availability 

of key personnel (project manager / advisory people). While maintaining high availability of 

all persons involved in the project PwC has minimized the risks in the human factor. This is 

achievable due to many replacement people PwC has in many key areas in different parts of 

the world. Furthermore, problems can also emerge in a) the evaluation stage of the prototype 

b) the implementation plan of the transition, and c) in the Initial Business Case.  

a) The evaluation stage of the prototype could reveal technical issues that may delay the 

project schedule up to 8 working days including re-evaluation. 

b) The implementation plan in the transition process may be rescheduled if users 

endorsement percentage is average to low. Part of the implementations’ part migration 

process can further delay the projects’ schedule up to 3 days.  

c) The Initial Business Case scenario may be redefined in a second stage in week 7-8 and 

delay the schedule up to 2 weeks. 

PwC has minimized these Risks as described in Section 4.4 in a Change Management 

approach so the risk of delay is estimated to be less than 9 working days in total. 

 

5 PRICE SCHEDULE 

Estimating Approach  

Based upon our experience on projects similar in scope, complexity and size, PwC has developed a 

Call Center methodology that provides a framework for the entire program.  This methodology has 

been built by practitioners who specialize in the Call Center and Direct Distribution area.  PwC has 

been using this methodology on its projects with significant success. 

The methodology uses a model to facilitate estimates at various stages of the system life cycle.  Our 

model is methodology based which utilizes key estimating metrics, such as business processes, 

number of call scenarios, type of architecture, number of users and number of interfaces etc.  

Complexity factors such as complexity of call scenarios, platform magnitude and performance 

requirements, as well as degree of organizational change, also contribute to the level of effort.  We 

have developed metrics for this project based on the information provided in the RFP, the recent 

briefing and the response to our questions.   

Pricing 

We propose a fixed fee in accordance with the AA pricing requirements.  Our level of effort (11,900 

hours over a 14 to 16 week period) is based upon the scope of work, the program approach, and the 

assumptions contained in this proposal.  The fixed fee for an integrated approach incorporating all 

areas of the program is $2,200,000.  Out-of-pocket expenses incurred during the program will be 
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billed in addition to the fee amount at actual cost incurred.  As is customary, we have included our 

PwC General Terms and Conditions that will apply to this effort. 

As requested the schedule below describes the pricing for the program by phase and by project.   

 

In the event we are awarded less than the integrated program scope, we will need to further define in 

more detail the assumptions about the responsibility, touch points, technology, timeline etc. between 

the projects.  Accordingly, the price for the individual projects is subject to successful closure from 

such definition. 

 

6 ASSUMPTIONS 

Purpose 

This section provides assumptions that were used as the basis for our Proposal.  It is divided 

into two main parts: General Assumptions and Assumptions by Project Component. 

General Assumptions 

American Airlines (AA) will provide the PricewaterhouseCoopers (PwC) Project Team all 

hardware (with the exception of PCs), software (with the exception of licensed office tools - 

i.e. Windows 97), firmware and infrastructure necessary so that the Project Team can perform 

their services in a manner consistent with the overall Project Plan.  AA will also provide PwC 

with office space and facilities for work on-site including access to project LAN(s), 

connectivity for PwC laptops, monitors, telephones, printers, copiers, administrative support, 

and faxes. 
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AA will provide to PwC access to AMR personnel as required for PwC to perform its 

services in accordance with the Project Plan, including subject matter experts who will 

provide information on “As Is” and "To Be" environments and gaps between "As Is" and "To 

Be" environments. 

Schedules and dates are important to achieve, but nonetheless represent estimates and may 

be revised during the course of carrying out the Project upon agreement with AA project 

management. 

Information provided to PwC in the RFP and during the RFP response process is accurate 

and complete. 

All third party vendors providing services to AMR  will perform in accordance with the 

overall Project schedule. 

Issues will be resolved in a timely manner.  No major issues will require more than two 

business days to resolve and resolution of issues will not impair Project progress. 

All Project services will be performed and completed in the English language only. 

All AA project team members defined in this proposal will be available at the 

commencement of the project and will be assigned to work full time on this effort.  

 

 

 

Assumptions by Project Component 

Overall 

Site visits will be made only to the DFW call center. 

AA will provide a financial analyst to prepare the business case to AA’s internal standards 

of completion, and provide baseline cost estimates for current processes and transactions for 

benefit assessment and project prioritization purposes. 

AA senior management will be available to review/revise and confirm the strategic 

recommendations and the business case. 

AA staff will be available to provide assistance in the development of the transition plan. 

Program Management 

Any 3rd party vendors involved in the project will be required by AA to follow the 

established Program Management guidelines. 

An implementation approach plan detailing how to implement study recommendations will 

be provided by PwC. This will be based on the recommended approach for each of the 

component studies. 
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Completion of a business case for implementation (including costs/benefits estimates) is 

highly dependant upon the availability of necessary information an AA resources in a timely 

manner. 

Best Practices 

The scope of the Best Practices review will be guided by the six areas identified in the RFP 

and will also include the call flow business process and the technology infrastructure. 

Strategic recommendations for incorporating best practices into AA Reservations will be 

drawn only from the best practices study results. 

Documents explaining AA call center business vision, strategy, and goals are readily 

available to PwC to help the project team develop business requirements for a new agent 

platform. 

Business Process Re-engineering 

AA will make available customer service representatives to perform collection and tallying 

tasks associated with the call performance measurement analysis. 

Quantification of work flows (AHT and call volume) will be based on historical data to be 

made available by AA to PwC. It is assumed that a statistically appropriate number of years of 

history is available. The quantification of future flows will be verified via interviews with 

American executives, through the use of simple modeling tools, and through actual 

measurements for the call flows prototyped. 

Any modification to the approach and plan developed may impact the estimate of AHT 

savings. 

Classification of AA’s existing work flows into call types and recording of current work 

process flow will be based on customer service representative interviews. AA will be 

responsible for arranging such interviews with appropriate resources. 

Back office operations, e.g., how a ticket is delivered to a customer, are outside the scope. 

As a result, any changes to this assumption will impact the project cost. 

The scope covers no more than 50 “To Be” workflows. 

Technology Architecture 

Two platform architectures will be prototyped. 

PwC will provide one set of recommendations for the optimal architecture structure and its 

components. 

Cost estimates of entire architecture development cycle (i.e., design, construction, testing, 

implementation, hardware and software, ongoing support and maintenance requirements) by 

phase for the recommended architecture as well as potential benefits for business case and 

project justification are contingent upon the chosen approach. Any changes to the scope, 

approach, or timeline will impact the cost estimates. 

PwC will make best efforts to complete the Architecture Study and develop the prototype 

models no later than December 15, 1998. 
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PwC will invest up to a maximum of 2 resource hours/week towards attending AA 

management reviews and assisting in ongoing project justification including financial 

analyses. 

No more than three call scenarios will be prototyped on the new architecture.  PwC will 

have access to AA staff to identify the most valuable call scenarios to prototype.  AA will 

supply call-handling metrics (e.g. call duration, hold times) if the call flow to be prototyped is 

also currently implemented within its systems.  

The prototype will not include any changes to SABRE or AAdvantage databases or desktop 

functionality. 

The prototype will interface with the SABRE reservation system.  Appropriate SABRE 

resources will be made available to assist in this integration within the timelines prescribed by 

the project. 

Pricing Assumptions 

Our fixed fee includes PwC and its subcontractor’s costs only. 

Our fee assumes a fixed monthly billing schedule covering 100% of the fixed fee during the planned 

life of the project. At the end of each month, an invoice will be submitted.  

AA will perform their responsibilities in a timely manner in accordance with the project plan 

contained in this proposal and updated during the project. 

AA will resolve issues in a timely manner consistent with achieving the dates required by the work 

plan.  Critical issues will be resolved within 48 hours. 

While program management responsibility is shared between AA and PwC, AA retains overall 

responsibility for the project.  The organizational and methodological approaches for managing the 

project will be as outlined in the proposal or as advised by PwC. 

Project metrics as described throughout the proposal including but not limited to the number of 

interfaces, conversions, and custom reports and forms are accurate. 

Our fixed fee is valid for a project start within 30 days. 

To improve retention of our staff, PwC reserves the right to conduct a portion of the work off-site 

and to implement staff programs to reduce travel. 

There will be no delay between Phases of work. Also, AA quality assurance requirements will not 

delay the project timelines. 

If the requirements definitions change during or after design or prototyping, AA recognizes that there 

will likely be increases in costs due to the delay of the prototype. 

Key AA and TSG Project Team members will be dedicated to the Project full time and will be 

expected to work a common project schedule with PwC Project Team members.  

The Project Advisors are empowered to make design decisions regarding how business transactions 

should be performed as part of the configuration of Application Software and for the implementation.  

Any impacts upon PwC’s obligations caused by any mergers, consolidation or other acquisitions or 

dispositions of or by AA or its affiliates after the Effective Date are out of scope. 

No more than 50 “To Be” workflows will be created. 
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Two platform architectures will be prototyped. 

Stress testing of prototypes will not be performed. 

Field tests are not included in the scope of this project. 

 

7 PROVIDER PROFILE AND QUALIFICATIONS 

7.1 Firm History and Financial Structure  

For nearly 150 years, Price Waterhouse has been helping the world’s leading companies solve 

complex business problems.  Through a world-wide network comprising 53,000 professionals 

in 434 offices, Price Waterhouse assists clients in effecting organizational and strategic 

change; using information technology for competitive advantage, complying with statutory 

audit and tax requirements; and implementing strategies to improve business performance. 

Coopers & Lybrand was founded in Philadelphia in 1898 and was one of the largest firms of 

professional consultants and accountants in the world with offices located in 96 principal 

cities of the United States and as part of an international partnership; C&L is represented in 

99 nations. The Firm offers a broad range of professional services including management 

consulting, examination of financial statements, tax return preparation and planning, special 

accounting and tax services, and actuarial and employee benefits consulting. 

Combined, PricewaterhouseCoopers is the largest professional services firm in the world, 

with all of the resources, expertise, and experience necessary, to help our clients from strategy 

definition and planning through implementation.  PricewaterhouseCoopers LLP registered in 

Delaware as a registered limited liability partnership effective July 1, 1998, and offers 

accounting, auditing, tax, management consulting and related services in the United States 

under that name. 

PricewaterhouseCoopers is fully insured, including workers compensation and will provide a 

certificate of insurance during contract negotiations. 

United States    Global 

Revenue:  $4.52 billion   Revenue:  $13.02 billion 

Total Personnel:  34,000   Total Personnel:  135,000 (Number countries: 150)  

  

7.2 Qualifications - Market & Customer Management (MCM)  

Market & Customer Management — Our commitment is to work with global clients to 

develop and implement a Market-Intelligent Enterprise that effectively links customer loyalty 

with profitable growth. 
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This is accomplished through three service offerings:  

•Sales Productivity 

•Customer Care 

•Relationship Marketing 

Each offering is enabled by technology components:  

•Sales Force Automation 

•Customer Call Centers 

•Product and Pricing Configurators 

•Electronic Commerce 

•Data Warehousing & Mining 

 

7.2 “Market-Intelligent Enterprise” Model 

Global market leaders are investing to effectively balance the delivery of customer value with 

profitable growth.  There are eight major characteristics of businesses which have a strategic 

view of their customers.  We call these leaders Market Intelligent Enterprises. 

Viewing customer information as a strategic asset 

Measuring and managing customers by profitability  

Making every customer contact a marketing event 

Delivering a single enterprise wide view of the customer 
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Developing customer-preferred strategic channels 

Building customer loyalty to the enterprise and enterprise loyalty to the customer 

Using technology as a proactive enabler for customer relationships 

Enabling team and fact-based selling 

PwC recognizes the need to embrace a Market-Intelligent Enterprise. To realize this vision 

PwC has developed an MIE template-an open framework consisting of decision support 

applications and a customer-centric data warehouse front-ended by SFA, e-commerce and call 

center technology. 

 

 

7.2 Qualifications - Analyst Assessment 

Industry Analysts’ Assessment of PW’s TERM Capabilities 

Price Waterhouse is the recognized leader in Technology Enabled Relationship Management 

(TERM) as assessed by industry analysts. 



    

 Παράδειγμα Project Management Assignment – Richard-Nicolas.Lacroix  Page 40 

 

 

 



    

 Παράδειγμα Project Management Assignment – Richard-Nicolas.Lacroix  Page 41 

 

7.3 References – Citations  
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8 EXISTING RELATIONSHIP WITH AMR 
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9 FUTURE SERVICES 

 

Future Services - Knowledge Transfer 

Transition Management, Knowledge Transfer & Training 

One of the key considerations of the implementation of the Direct Distribution Business 

Model will be the human factors and personnel impact to ensure effective delivery and 

transition to the new operating model (processes, policies, measurements, systems, desktop 

applications, etc..).  With AA’s expansive call center network and large population of agents 

that will require “refitting”, transition activities will be integral to a cost-effective and timely 

implementation. 

To assist in the implementation process PwC proudly offers services tailored to 

communication, education, training and transition of personnel to new levels of performance.  

Through consultants from our Center for Performance Improvement (CPI) we partner with 

clients and project teams to provide an integrated approach to training assessment, 

communication and curriculum design, training and education delivery and administration 

services for training personnel.  We would be most interested in discussing with you how to 
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ensure effective delivery of the knowledge transfer and training efforts of the implementation 

of DDBM. 

 

10 APPENDIX 

10.1 Example Deliverables 
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Business Process Re-engineering Deliverable 
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10.2 Example Testing Stages and Test Activities 
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During the testing, the major objectives are to verify the system readiness against business features 

and performance requirements and to obtain system acceptance before the final production rollout. 

The following tasks are completed during this stage: 

 Functional tests – The functional or business flow test applies to conversion, screen 

configurations, and custom programs.  This test focuses on verifying the entire transaction workflow 

and that the data is correctly captured and reported.  It traces single transactions through the entire 

system and validates the accuracy and timeliness of data.  These tests should be designed to model 

real application user processes and scenarios. 

 System performance tests – Performance tests focus on verifying system response times against 

predefined key performance indicators.  The objective is to confirm that the system meets established 

service level agreements and to develop overall system performance baselines to measure against as 

the system is deployed in production. 

 Training – Prior to production deployment, users as well as the support team undergo training. 

 Implementation of pilot feedback – The project team implements feedback prior to production. 

 Production support infrastructure – After pilot production and prior to production rollout, 

customers and PWC work together to design and implement a production support infrastructure, 

including help desk and operations. 

During implementation, all module integration and system performance tests are conducted as part of 

the user pilot deployment. This approach has the advantage of providing “real-life” system usage 

scenarios. The information gathered can then be utilized to better extrapolate system performance 

characteristics for the larger user rollout. This approach requires strong pilot user and management 

commitment to provide feedback and proactive communication between the development team and 

pilot users. 

Depending on the number of feedback and development enhancement iterations desired prior to 

rollout, this stage may be completed in one to three months. 

TESTING TASKS 

During testing, the major objectives are to verify the system readiness against business features and 

performance requirements, ready for system acceptance testing before the final production rollout. 

The following tasks are completed during this stage: 

1. FUNCTIONAL TESTS 

The functional or business flow test applies to conversion, screen configurations and custom programs.  

This test focuses on verification of the entire transaction workflow and that the data is captured and 

reported correctly.  It traces single transactions through the entire system and validates the accuracy 

and timeliness of data. These tests should be designed to model real application user processes and 

scenarios. 

2. SYSTEM PERFORMANCE TESTS 

 Performance tests focus on verifying system response times against pre-defined key performance 

indicators.  The objective is to confirm that the system meets established service level agreements, 

and to develop overall system performance baselines to measure against as the system is deployed 

into production. 
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 User training may occur during this stage 

 Training and knowledge transfer for support team  

 Production System Test deployment, which involves: 

 Installing and configuring hardware and software components 

 Configuring Siebel parameters 

 Running data conversion/import for pilot users 

 Defining territories 

 Defining employees 

 Running initial Opportunity Assignment 

 Registering mobile users  

 Enable transaction logging (Docking) 

 Start Log Manager (Docking) 

 Run Database Extract for new mobile users (Docking) 

 Training for new end users 

 Initialize mobile clients (Docking) 

 Implementation of pilot feedback  

 Production support infrastructure: Help Desk and Operations  

During implementation, all module integration and system performance tests are conducted as part of 

the system testing stage.  This approach may use “real-life” system usage scenarios.  The information 

thus gathered can then be utilized to better extrapolate the system performance characteristics for the 

larger user rollout.  This approach requires strong “pilot user” and management commitment to 

provide feedback and pro-active frequent communication between the development team and pilot 

users. 

Depending on the number of feedback and development enhancement iterations desired prior to 

rollout, this stage may be completed between 1 to 3 months. 

3. SYSTEM TESTING 

All the elements of the implementation must come together to transition successfully.  During this 

stage, end users may be trained while the technical team completes the final configurations and tuning 

of the production environment and converts data.   

The following are examples of tasks completed during this project stage:  

 Verify hardware and database sizing 

 Refine or complete configuration of Siebel parameters 

 Run data conversion/import for the next set of users 

 Define new territories 

 Define new employees 

 Tune database 

 Run Opportunity Assignment 

 Register new mobile users 

 Training for new end users 

 Enable transaction logging (Docking) 

 Start Log Manager (Docking) 

 Run Database Extract for new mobile users (Docking) 
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 Initialize mobile clients (Docking) 

 Refine production support infrastructure for larger set of users/functionality 

 Final acceptance test 

10.3 PWC Projects Quality Reviews 

 Each phase of the project includes a review for quality assurance.  This review evaluates the 

project’s success meeting customer requirements and adherence to standards and policies.  

The quality assurance review (QAR) committee consists of three to five experienced 

personnel from disciplines specific to the project type and phase of the project who are not 

project team members. 

The QAR team request copies of the deliverables for each phase of the project, the project 

plan, and working papers for the project.  Their purpose is not grading or evaluation, but 

assistance and objective review before deliverables are given to the customer.   

The QAR team will prepare a written, one-page summary of that phase of the project -- 

specifically, the phase deliverable(s) in respect to customer requirements and published PWC 

PSF standards. 

In addition, all projects over $200,000 per month in billings for two or more consecutive 

months or Fixed Price projects undergo a quarterly Project Quality Review (PQR) by an 

external committee of PSF staff including the associated geographic PMO manager. The PQR 

assesses adherence to published PWC PSF quality standards and good business standards. It is 

the responsibility of the project manager to schedule these reviews with the PWC PSF PMO 

organization. 

10.4 Sample Resumes 

Hans Herber: 
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Beauford (Bud) Jordan 

 

 

Josh Fishman 
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Robert English 

 

Leo Wisniewski 
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Michael Herman 

 

 

Asanee Isarowong 
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Casey Atchison 

 

Kevin Schwartz 
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Howard Kline 

 

 

Steve LaValle 
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Mark Jacobs 

 

Dan Hirschbuehler 
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10.5 Implementing into Microsoft Project 

 

Gantt charts only represent part of the triple constraints of projects, because they focus 

primarily on schedule management. Moreover, Gantt charts do not represent the size of a 

project; therefore the magnitude of a behind-schedule condition is easily miscommunicated. If 

two projects are the same number of days behind schedule, the larger project has a larger 

impact on resource utilization, yet the Gantt chart does not represent this difference. 

 

 

 

The file is available upon request 

 

A project network is a graph (flow chart) depicting the sequence in which a project's terminal 

elements are to be completed by showing terminal elements and their dependencies. The work 

breakdown structure or the product breakdown structure show the "part-whole" relations. In 

contrast, the project network shows the "before-after" relations. 
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