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IT PROJECT MANAGEMENT PRACTICE IN ETHIOPIA: 

THE CASE OF THE BANKING SECTOR 

Abstract 

Information is considered the new organizational resource in business organizations. It 

supports problems solving, decision making, idea creation and irmovation, thereby bestowing 

competitive edge to business organizations. To this end, Information TeclUlologies are used 

for processing and managing information. In addition to accelerating improved management 

effectiveness and business perfolmance, Infonnation Technology (IT) also helps in achieving 

efficiency gains. 

To reap the aforementioned benefits from using Information Technology, many companies in 

Ethiopia, including the Commercial Bank of Ethiopia, have undertaken Infom1ation 

Technology investment proj ects. However, it has been found that some of these benefits have 

not materialized. The cause for projects with such experi ence is generall y regarded to be poor 

project management. The research, therefore, aims at exploring if the project management 

aspect of the Information Technology project of the Commercial Bank of Ethiopia to be one 

of the cause. 

To address the research's objective, review and assessment of the Infom1ation Technology 

project management practice of the Commercial Bank of Eth iopia has been made. The general 

approach of the IT project management practice has been reviewed and assessed based on the 

applicability of the project management processes invo lved in the nine knowledge areas of the 

Project Management Body of Knowledge developed by the Project Management Institute. To 

detem1ine the overall impact of the project management practice of the Infonnation 
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Technology project, an overall evaluation has been made using a 'Success Barometer Rati ng' 

too l developed in the Enhanced Management Framework by the Treasury Board Secretariat of 

the Canadian government. The result of this study indicates that poor proj ect management 

practice had an impact in the degree of success of the lnfonnation Technology project of the 

Commercial Bank of Ethiopia. 
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Chapter One 

INTRODUCTION 

1.1 BACKGROUND OF THE STUDY 

Business organizations worldwide are changing to meet the challenges posed by the 

competiti ve business enviromnent. Three powerful changes had been responsible for the 

alteration of the business environment, which are the transformation of industrial economies 

and societies into knowledge and in fo tmation-based economies, emergence and strengthening 

of the global economy, and the transformation of business enterpri ses (Laudon & Laudon 4). 

These changes have been intensified by the use of information and Information Teclmology 

(IT), which supported in the offering of new opportunities to businesses, threats to domestic 

business firms, and changes in style of management. 

Increase in size and complexity of business organizations has resulted in an increase in the 

amount of infomlation being produced and communicated (Gordon 108). The significance of 

developing suitab le computer based information systems is being stressed in many issues, as 

it detennines the performance and competitive position of business organizations. However, 

many organizations have frequent ly been disappointed with the outcome of IT development 

projects, as the projects have often run out of time and budget or had been inadequate in terms 

of quality and abi lity to meet user needs . Many practitioners and academicians have fo und the 

major cause of such outcomes to be poor project management (Fid ler & Rogerson 3). 

Proj ect management invo lves directing the acti vities associated with executing a project whi le 

controlling limited resources effi ciently and effectively for the successful achievement of an 

end goal (Nunes). In IT projects, it involves a vari ety of different individuals and groups, 



each of whom is required to make an effective contribution for the successful achievement of 

the project's objectives. Basically this includes the project manager, team leaders, users, the 

user group, the steering committee, the management sponsor and senior managers. From these 

individuals and groups, the project manager plays a key role in plarU1ing, integrating and 

controlling the contributions from the various intemal and external contributors and is highly 

involved in managing interfaces between the organization and its external suppliers or 

distributors. Various tools and techniques are avai lable for the project manager to support the 

management of a project. 

The mall1 reason of project management in IT proj ects, are to promote effectiveness and 

efficiency in the systems development process and outcome. Being effective helps in ensuring 

that the system (Ritchie et al. 313): 

meets the required needs of users or the other objectives that have been established 

is produced to specified quality standards to sati sfy user needs 

is able to be integrated within ex isting organizational information systems, structures 

and processes 

is sufficiently flexible to respond to changes in the environment in which the system 

will operate, or to the changing requirements of users 

provides appropriate support to dec ision-makers at all level: operational, tactical and 

strategic. 

On the other hand being efficient helps in ensuring that the system development project, 

including development, delivery, insta ll ation and final implementation is (Ritchie et al. 313): 
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undertaken within manpower resources, costs and time targets or constraints specified 

at the outset 

explo iting the resources of the project team members and the users time as fully as 

possible by avoiding unnecessary idle time, delays or time wasted in undertaking 

unnecessary tasks or activities 

effective in integrating the activities within the project team and outside the project 

team including users, suppliers, consultants or managers 

capable of delivering hardware, software, servIces and training on time to avoid 

problems of storage, deterioration, unplanned fluctuations in cash flows or loss of 

benefi ts from training due to excessive time requi red for the users to apply the 

knowledge or skill s acquired 

The above prImary objectives in the process of project management, efficiency and 

effectiveness, shows that the ultimate effectiveness of an information system is sign ificantly 

influenced by the quality of project management (Schultheis & Sumner 694). Hence, IT 

development proj ects that are not carefully managed and orchestrated face substanti al 

problems in the project process and outcome that are hard to resolve at a later stage. In such 

projects, the fact that IT projects possess a particular class of management difficulty than 

other projects is usually overlooked. The difference between IT proj ects and other projects 

li es in the issues of organizational effectiveness and user involvement, which are both 

complex and prominent (Morris 324). 

Project management is part of Information Systems Management. Infomlation Systems 

Management is the management of the development and operation of an organization's 

information system (Osterle et al. 8). Besides project management, other important parts of 
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Infonnation Systems Management focus on the aligmnent of IT investments with corporate 

goals and the decision process for determining the viability oflT projects at various stages of 

a project. 

In the last few years, IT investment in Ethiopia has been increasing. This change is especially 

ev ident in the finance industry and more specifically in the banking sector. This is because, 

more than most of the other industries, financial industri es rel y on gathering, process ing, 

analyzing, and providing information in order to meet the needs of customers (Ferguson). 

However, the different financial institutions could not reap the expected benefits due to a 

number of problems. To assess these problems, various people undertook research in the area 

of Information Systems Management. Speci fi cally, in SISA (School of Information Studies 

for Africa), two researches have been carried out on different financial institutions in 

Ethiopia. One is a work by Bante and the other by Libsneh. 

Bante has undertaken a study related to the alignment of IT investments with corporate goals. 

Bante's work has stressed on the importance of Strategic Infonnation Systems plam1ing for 

the Commercial Bank of Ethiopia. After studying a number of factors, Bante has come up 

with a Strategic Infom1ation Systems plan that could be integrated with the business strategic 

plans of CBE. In his study, Bante has also pointed out some of the general problems faced in 

developing IT projects and has suggested as one measure improvement of proj ect 

management in future IT projects of the bank in order to minimize ri sks of project failure 

(Bante 126). 

The other study undertaken has been by Libsneh and had been carried out to assess the current 

practice of evaluating 1T investments in order to identify problems associated with it and to 

recommend possib le solutions (Libsneh 9). The research covered a survey of banks, insurance 

and rea l estate organizations. For a prototype evaluation, the feasibility stage of an IT project 
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of the Construction and Business Bank was taken into consideration. The study generally 

indicated the prevalence of less systematic, highly subj ective, and informal evaluation 

practices. The main reason for this has been found to be lack of ski ll ed and experienced 

manpower in the area ofIT evaluation. 

Given the significant role IT plays in handling and processing of information in banking and 

the high prospect for the diffusion of different IT applications, the focus of this research has 

been directed towards project management practices in the banking industry, specifical ly in 

the Commercial Bank of Ethiopia. 

The Commercial Bank of Ethiopia is the largest commercial bank in Ethiopia, with more than 

80% of market share. In an effort to modernize operations and upgrade its service quality, the 

bank decided to embark on a major Information Technology project, a bankwide automation 

project in 1994. During this time, the bank was operating on a mainfi'ame-based system of the 

National Bank of Ethiopia, which had been in use for approximately 14 years and serviced 

four branches of the Commercial Bank of Ethiopia and the International Banking Division. 

To reali ze the bankwide automation objective, a Request for Proposal was prepared inviting 

for the supply, installation, testing and commissioning of computer equipment and software 

for all sites included in the automation project. In response to this, various suppliers presented 

their proposals. In the process of assess ing and evaluating the suppliers, the Y2K issue arose 

in mid of 1997, wh ich was said would affect the computerized branches and the IBD. As the 

Y2K issue needed to be resolved on an urgent basis, a sUb-proj ect orthe bankwide automation 

project, the Y2K project, was initiated. The finalist vendor was selected based on the proposal 

presented for the bankwide automation project. 

The Y2K project involved introduction of a rep lacement of a system and the conversion of the 

ex isting branches and the International Banking Di vision to the new system. Various project 
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activiti es were unde11aken and the project was implemented. However, the baruc faced many 

problems and failed to reali ze some of the anticipated benefits from the Y2K project. It is the 

project management aspect of this project that is the focus of this research. In add ition, as the 

Y2K project is considered part of the bankwide automation project, the project management 

practices involved at its initiation, i.e. in preparing the Request for Proposal and in assessing 

and evaluating vendors, is also considered taken into account in this research. 

1.2 STATEMENT OF THE PROBLEM 

Observation shows that organizations in different business industries in Ethiopia are investing 

on IT to reap the benefits that it offers. Despite the efforts invo lved in carrying out IT 

investment projects, many of these organizations are facing problems. As per the researcher's 

preliminary investigation , some of the problems include frequent system failures , inaccurate 

and inconsistent data in the system, lower productivity (under utilization of IT), high 

maintenance costs, a variety of technical problems, non-re lated output of the system to 

information needs, and others. 

Among the factors responsible for the problems faced III information systems, scholars 

frequen tl y cite project management as the prominent factor (Laudon & Laudon \3). 

Generall y, poorly managed projects are said to exhibit certain features in common, which are 

reflected during the development process and in the proj ect outcome (Laudon & Laudon 5\9). 

These features include cost ovelTuns, time slippage, technical shortfalls and failure to obtain 

anticipated benefits. 

Preliminary interviews conducted with some users and staffs in the InfOlmation Technology 

Department of the Commercial Bank of Ethiopia regarding the problems encountered in the 

project development process and outcome revealed simil arity with the problems that poorl y 

managed projects exhibit. These problems included cost ovelTUns, teclmical shortfall s and 
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failure to obtain anticipated benefits. High expenditure for service support staff at some points 

in the project development process and high maintenance cost after implementation of the 

project were among the problems brought up related to cost overruns. Technical problems had 

also been raised during the preliminary interviews, which were reported as affecting not only 

the internal operations of the bank, but also as having an effect on the services the bank 

provides to its customers. Regarding completion time of the project, though the project under 

consideration in this research had been finished on the time planned, it had been so at the 

expense of quality and which in turn had resulted in high maintenance cost and a system that 

doesn't adequately satisfy users needs. 

As per preliminary interviews with Information Technology Department staffs, the presence 

of the above mentioned problems have been the major cause for the delay of implementing 

the bankwide computerization aims of the bank. As a result of this delay, the extension of 

branch offices in different parts of the country, which had more or less been halted due to 

focus on bankwide computerization, had also been slowed down. Both of these give rise to 

expressions of concern. They result in a potentially unrecoverable external opportunity cost of 

being late to market thereby missing the rewards that an early presence in a market offers 

(Marcus). 

Due to the seriousness of the aforementioned problems in the existing system, this research 

wi ll be mainly concemed with assessing the IT project management practice of the bank to 

determine if the problems have been mainly a result of poor project management. The study 

wi ll highlight the strengths and the weaknesses involved in managing the IT project and 

finally, an overall evaluation will be made to detennine if one of the causes for the observed 

system problems is the way the project has been managed. 
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1.3 JUSTIFICATION OF THE STUDY 

IT plays a crucial role in banking. It helps in the reduction of operating costs through 

effic iencies of streamlining back-office processing and the elimination of en"or prone manual 

input of data. In addi ti on, it also opens the doors for opportuni ties to serve current customers 

and attract new customers by offering new products and services as we ll as through enhancing 

the conven ience and value of existing products and services. The use of IT has also extended 

to the development and implementation of management information systems (Liao 63). 

The last few years have witnessed a phenomenal pace of new technology adoption in banks 

throughout the world, which has even been seen among the most conservative banks 

(Ferguson) . The same has also been true for banks operating in Eth iopia. Preliminary 

investigation by the researcher showed that most of the private and government banks have 

made investment in IT projects. A continuation of thi s trend can also be felt in other banks, 

from their objectives of modernizing the bank through IT investments. These changes in 

Ethiopia and around the globe have been mainly due to the ever-changing enviromnent 

created as a result of rap id advance in teclUlology. Technology is now no longer seen as a 

revolutionary concept, but rather as survival too l without wh ich businesses CalUlot remain 

competitive in the market place (Belasco 3). 

As mentioned in the preceding sections of thi s research report, the Commercial Bank of 

Ethiopia has been one of the banks in Ethiopia that has invested in an IT project. This project, 

which is being carried out phase by phase, has not yet come to fu ll completion. In addition to 

thi s proj ect, the bank foresees other major changes in the operations of the bank such as 

in troduction of Automated Teller Machines (ATMs), telephone banking, point of sale systems 

and introduction of credit cards. Al l these changes impel towards initiation of various IT 

projects in the future. 

8 



Given the size, complexity and business ri sk invo lved in prevailing and future investments, 

banks must ensure from every angle for the successful implementation of IT proj ects . Banks 

must understand and address the problems that are causes of IT investment problems. As 

project management has an acute effect on the degree of success of IT proj ects, it dictates the 

need to accentuate the strengths and weaknesses of the project management practices of a 

bank from a practical point of view. 

This research, then, is believed to help banks in general and other organizations in Ethiopia 

and elsewhere to be aware of the importance and effect of project management in the 

development process and outcome of an IT project. 

1.4 OBJECTIVES OF THE STUDY 

1.4.1 General Objective 

The general obj ective of thi s research is to assess the IT proj ect management practice of the 

Commercial Bank of Ethiopia in order to determine if the observed system problems have 

been results of the way the project has been managed, and if so, to recommend ways of 

improving project management in future IT projects of the bank. 

1.4.2 Specific Objectives 

To achieve the general objecti ve mentioned above, the research aIms at attaining the 

fo llowing specific objectives: 

Review the purpose, scope and objecti ves of the IT proj ect. 

Identify the major problems confronted in using the ex isting system. 

Investigate the evaluation process carried out for determining the feas ibil ity of the IT 

project whose outcome has been the exist ing computer and network system. 
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Investigate the project management practices carried out for the IT project throughout 

the development process. 

Identify the weaknesses involved in the general approach of managing the project . 

• - Identify, where possible, the effects of those weak or poor project management 

practices on the project development process and outcome . 

• - Determine the benefits that would be gained from proper project management 

practices for those project management activities identified as being inadequate in 

assessing the general approach of managing the project. 

Identify the strengths of the actual project management practices that should be 

encouraged in future IT projects. 

Determine if the overall IT project management practice had been a major cause for 

the observed system problems and if so, based on the above findings and assessment 

recommend ways of improving project management practices in future IT projects. 

1.5 SCOPE AND LIMITATIONS OF THE STUDY 

Owing to the intensive use of infOlmation in the financial sector and the critical role IT plays 

in the processing and management of this infOlmation, this research has been directed towards 

the banking industry in the financial sector. The banking industry cUlTently in Ethiopia is 

composed of two government owned commercial banks, one specialized government bank 

and six private commercial banks. Preliminary investigation shows that some of the private 

banks and govenunent owned banks have undertaken IT projects and experience some system 

problems that would be of interest to study. 
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As time constraint WaJTants the research to be made fo r a single Infonnation Technology 

project onl y, the scope of thi s research will be limited to the government owned commercial 

bank , the Commercial Bank of Ethiopia. The huge amount of investment involved in the 

Information Technology proj ect of thi s bank and the complexity involved in the project has 

made it to be of particular interest for thi s study. Bes ides, it is the oldest and largest bank 

controlling more than 80% of market share, unlike most of the other banks, which had been in 

the market for less than ten years. The amount of investment and the technical complexity 

invo lved in the Information Technology project of the Commercial Bank of Ethiopia has 

therefore been relatively higher due to the voluminous transactions and various features that 

the software must support. 

The IT project under consideration in thi s research shall be the Y2K proj ect. In addition , as 

the Y2K project is considered a sub-project of another project, the bankwide automation 

proj ect, the study will also cover those project management aspects of the bankwide 

automation project that are considered relevant for the Y2K proj ect. 

The research had been constrained by limited availability of materi als related to IT project 

management. It had particularly been di fficult to get documents related to the project under 

consideration due to the confidentiality nature attributed to these documents by the 

organization under study. 

11 
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1.6 DATA SOURCE AND COLLECTION METHODS 

The fol lowing data co llection instruments have been used in conducting the study: 

1.6.1 Document Analysis 

IT project documents such as Request for Proposal, Proj ect Definition Report, project plans, 

documents re lated to the project human resource organi zation and other documents judged 

relevant to the study have been reviewed and examined. 

1.6.2 Interviews 

The interview method has been extensively used to get relevant facts related to the proj ect in 

general and the project management practice of the IT project in particular. This method has 

been mainly used to cover those aspects of the project management practice that have not 

been captured from document analysis and also to augment those that have already been 

found during document analysis. Six e BE staffs who had been acti vely invo lved in the 

bankwide automation project and theY2K project have been interviewed to get the relevant 

information. In addition, the interview method has also been used to gather infollllation 

related to the problems of the ex isting computer and network system. For thi s purpose, 

thirteen users from different operation areas in the computerized branches and divi sion of the 

bank and IT department staffs have been interviewed . 

In both of the foregoing interview cases, semi-standardized interviews have been conducted 

invo lving implementation of predetel1l1 ined questions. The semi-standardized interviewing 

structure has been used to support the interview process in a systematic and consistent order, 

whi Ie at the same time allowing the researcher the freedom to probe far beyond the answers to 

the standardi zed questions. 
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1.6.3 Literature Review 

Literature review has been made in the area of project management, information systems 

management, banking and others that have been considered relevant for the research. Sources 

for literature review has been books, journals, Internet sites and other publications. 

1.7 DATA ANALYSIS 

Data captured uSll1g the aforementioned instruments have been used for assessll1g the 

lnfonnation Technology project management practice of the Commercial Bank of Eth iopia. 

Data has been analyzed using the Proj ect Management Body of Knowledge developed by the 

Project Management Institute and a 'Success Barometer Rating' tool developed by the 

Treasury Board Secretariat of the Canadian govemment. As the Project Management Body of 

Knowledge tool is a standard app li cable to all types of projects, it had been supplemented 

with other resources related to IT projects where considered relevant. The Project 

Management Body of Knowledge have been used to assess the general approach of the IT 

project management practice, based on the applicabi lity of the project management processess 

invo lved in the various knowledge areas. The 'Success Barometer Rating' tool has been used 

to provide an overall evaluation of the proj ect management practice in ternlS of their effect on 

the final project outcome. 

1.8 APPLICATION OF RESULTS 

The output of thi s research is expected to primarily benefit the banking industry. In add ition, 

organizations in other industries undertaking IT proj ects could also benefit from the study. 

The research wi ll serve as a basis for understanding the importance and effect of project 

management in IT projects by highlighting how each management practice affects the project 

development process and the final proj ect outcome. Cognizance of the relevance of proper 

project management to the effective and efficient implementation of IT projects will help 
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banks and other organizations to gear efforts towards an organized approach to managing 

future IT proj ects. 

For the Commercial Bank of Ethiopia, an organized approach to managing future IT projects 

will increase the chance of the proj ect's success, thereby supporting the materialization of 

expected benefits from Information Technology investments. As interviews with Information 

Technology Department staffs revealed, at the operational level, a highly successful 

Information Teclmology project will assist in upgrading service quality and capacity, reduce 

costs and improve productivity of employees. At the managerial level, it will improve 

Management Information System (MIS), internal controls and audit. 

1.9 ORGANIZATION OF THE THESIS 

This research report is organized into six chapters. Chapter one presents the background, 

statement of the problem, objectives, justification, data collection methods, scope and 

limitations of the study. Chapter two provides literature review on banking and project 

management. Chapter tlu·ee presents the methodology used for data analysis. Profile of the 

Commercial Bank of Ethiopia, an overview of its IT project background and findings related 

to the IT project management practice will be discussed in chapter four. Chapter five covers 

the review and assessment of the IT project management practice. Finally, chapter six 

presents a brief summary of the research process, its findings, conclusions and 

recommendations. 
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Chapter Two 

Literature Review 

2.1 Banking 

2.1.1 General Overview of Banks and their Services 

2.1 .1.1 Definition and Classification of Banks 

Despite the importance of banks to an economy, there is much confusion as to what a bank 

is. Traditionally, banks were differentiated from other financia l institutions by their 

principal fu nctions of accepti ng deposits- subj ect to withdrawa l or transfer by check- and 

of maki ng loans (Columbia Encyclopedia). However, presently, banks are engaged in 

diverse activities and offer a wide variety of services. The Encyclopedia of Banking and 

Finance gives the definition of a bank as ("Bank"): 

Any organization engaged in any or all of the various functions of banking, i.e., 

receiving, collecting, transferring, paying lending, investing, dealing, exchanging, 

and servicing (safe deposit, custodiansh ip, agency, trusteeship) money and claims to 

money both domesti cally and internationally. 

The fu nctions stated in the aforementioned defin ition are provided by different types of 

banks like Community Banks, Large Banks (regional or super-regional), Merchant Banks 

and International Banks. Most banks are organized in corporate form and are owned either 

by private individuals, governments, or a combination of private and govenU11ent interests. 

It is the group of all these banks that constitute the banking sector. 
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Banking operations may be unit banking or branch banking. Unit banking is a bank 

operating in a single office, whereas branch banking is a single bank conducting its business 

in many offices located in the same or different citi es, states, or nations (Koch & Scott 41). 

Un it and branch banks may be part of a bank holding company owning contro ll ing interest 

in subsidiary banks. 

Banks may be classified in vari ous ways. A conUllon way of c\.assi fying banks is according 

to their commercial or noncommercial nature. Commercial banks are engaged in di versified 

operations, which includes credi t, savings and time deposits, mortgage lending, other fomls 

of home financing, consumer loans, personal loans, tmst business and other personal 

financial services ("Commercial Banks"). Commerci al banks are the most heavil y regulated 

and supervised businesses for the purpose of controlling depos it growth and safety of 

customer deposits. The central banking and other goverrUllental authorities nonna ll y 

implement this regulation and supervision. While commercial banks are engaged in VaJ; ous 

diversified acti vities, non-commercial banks are depository institutions engaged in llalTOW 

banking functions of savings and loan deposits. They include such institutions as savings 

and loan assoc iations, mutual savings bank, and cred it unions ("Noncommercial Banks"). 

Noncommercial banks are also called thri ft inst itutions. 

2.1 .1.2 Banking Services 

Today the banking sector is an indushy in change. Banks are continually becoming new 

rather than something in particular. Banks are offering new services, merging and 

consolidating, adopting newer technologies, and facing a new set of changi ng regulations 

than ever before (Belasco 3). 

As banks are financial service fimls, increased competition is forcing them to identify the 

financial services the public demands, produce the demanded services efficiently and sell 
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those services at competitive price. Banking services can be seen from the viewpoint of two 

time scales, services banks have offered throughout hi story and services banks have 

developed more recently (Rose 8). 

Early in their hi story, and still now, banks had been offering set of banking servi ces to the 

general public. History shows that these services were started either during the early years 

of banking hi story, during the Middle Ages, or in the early years of the industri al revolution. 

These services included carrying out exchange rates, discounting commercial notes and 

making business loans, offering savings deposits, safekeeping of valuables, supporting 

government activities with credit, offering checking accounts, and offering trust services 

(Rose 8-9). 

In recent years banks are offering a wide array of services and new services are also 

emergll1g rapidly. New types of loans and deposits are evolvi ng, new service delivery 

methods are expanding, and whole new lines of services are being launched every year. The 

services banks have developed more recently include granting consumer loans, financia l 

adv ising, cash management, equipment leasing, making venture capital loans, selling 

insurance services and retirement plans, offering security brokerage investment services, 

mutual funds and annuities, investment banking and merchant banking services (Koch & 

Scott 13). 

2.1.1.3 Recent Trends in Banking 

The wide array and expansion of banking services imply banks are undergo ing sweeping 

changes in function and form. The key trends affecting the banking industry today include 

technological revolution, consolidation, geographic expansion and globali zation, ri sing 

competition and service proli feration, deregulation, and ri sing funding cost and increasingly 

sensitive mix of funds (Rose 17-20). These changes are affecting the banking sector today 
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in a way that many industry analysts refer to these changes as the banking revo lution (Rose 

17). This revolution may well leave banks of the next generation almost umecognizab le 

from those of today. 

2.1.2 Overview of Banking in Ethiopia 

2.1.2.1 Brief History 

Banking has a relatively ShOll hi story in Ethiopia. The first bank, the Bank of Abyssinia, was 

established in 1905 under an agreement with the National Bank of Egypt for a period of 50 

years (Belay 68). The bank had the funct ion of both central and commercial banking. Ten 

years after the Bank of Abyssin ia has been established, some foreign banks opened branch 

offices. These foreign banks and the Bank of Abyssinia lasted till Emperor Haile Selassie 

came to power in 1930. 

In 1931 the Bank of Abyssinia was replaced by an enti rel y indigenous bank called the Bank 

of Eth iopia, which bought up the fonner foreign banks (Pangaea Partners). The Bank of 

Ethiopia hence became the first indigenous bank not only in Ethiopia but also in the whole of 

Africa. The bank continued operation till 1936, when Italian invaders put an end to it (Belay 

72). 

The Italians brought with them branches of Italian banks. However, many of these banks 

. closed down when British troops along with Ethiopian fighters drove the Itali ans out. In 1942, 

a banking business was started by a British based bank, Bat·c1ays Bank, which however 

withdrew a year later from the country (Pangaea Partners). 

In the aftermath of li beralization, the Ethiopian government resumed reorgalll zmg the 

monetary and credit conditions of the country. It then established the State Bank of Ethiopia 

in 1942 (Belay 73). The bank was fully government owned and was a state monopoly 
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carrying on both central and commercial banking. Besides, the bank had also authorization for 

administering the country's foreign exchange. During this time, speciali zed banks like the 

Development Bank of Ethiopia, Imperial Savings and Home Ownership Public Association 

and the Investment Bank of Ethiopia came into ex istence (Pangaea Partners). 

With the introduction of the monetary and banking proclamation of 1963, the State Bank of 

Eth iopia was split into two separate bodies: the National Bank of Ethiopia and the 

Commercial Bank of Ethiopia (Pangaea Partners). The former took up central banking 

functions whi le the latter assumed commercial business of the earli er bank. During 

segregation another event took place, the opening up of a branch to handle savings and loans 

function. This branch developed into a corporation and latter into a bank, now call ed the 

Construction and Business Bank. Few other government owned banks also operated during 

this time. 

Coming to private ownership, the first Ethiopian privately owned bank, the Addis Ababa 

Bank S.C., was establi shed in 1964 in association with National and Grind lays Bank of 

Britain (Belay 84). Two foreign Italian banks were also operating during this time. However, 

these two banks were later absorbed by Addis Ababa Bank, during restructuring under the 

name Addis Bank in 1976 (Belay 85). Addis Bank was nationalized and merged with the 

Commercial Bank of Ethiopia under proclamation no.184 of 1980. 

During the Derg's regime (1977-1991), all banks were govemment owned. Generally, banks 

were operating under administratively set rates of interest and restrictive credit policy based 

on rationing and sectoral priority significance. In addition, banks had to operate on strict 

credit cei ling beyond which approval from central bank was required (Pangaea Partners). 
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2.1.2.2 Present Day Banking in Ethiopia 

The economic refo rm program launched in 1994 allowed di fferent financial liberalization 

measures and the restructuring of different financial institutions. Commercial Bank of 

Ethiopia was reestabli shed in 1994 under a Proclamation No.202 taking over the ri ghts and 

obligations of the Commercial Bank of Ethiopia, which was estab li shed under the prev ious 

Proclamation No. I 8411 980. The Construct ion and Business Bank has also been estab li shed 

under a new proclamation taking over the rights and ob ligations of the Housings and Savings 

Bank. The Development Bank of Ethiopia had also been established by a new regulation and 

this bank took over the rights and obligations of the Agricultural and Industrial Development 

Bank. In add ition, with the coming into effec t of a new Licensing and Supervising Banking 

Business proc lamation, six private banks have emerged gradually and joined the market since 

1994. However, no foreign national is st ill perm itted to undertake banking business in 

Ethiopia as per the Licensing and Supervision of Banking Business Proclamation No.841l994. 

The National Bank of Eth iopia is the central bank and regu latory authority of fin ancial 

institutions. In addition, it also provides certain commercial bank activities like holding 

goverrunent departments' and ministri es' accounts and fac ili tating gove111lTIent import Letter 

of Credit and foreign exchange business. 

At the present, two proclamations, the Monetary and Banking proclamation No .83/94 and the 

Licensing and Supervision of Banking Business proclamation No.84/94 govern all 

commercia l and specialized banks in the country. The Monetary and Banking proclamation 

defines the power and respons ibiliti es of the National Bank of Ethiopia and the Licensing and 

Supervision of Banking Business proclamation frames the conditions under which 

commercial banks can be li censed and the supervisory requirements they should observe in 

the course of their operation. 
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2.2 Project Management 

2.2.1 A Project: An Overview 

Prior to describing what proj ect management is, it is impOltant to first define what is general ly 

meant by a proj ect. The Proj ect Management Institute's guide to the Project Management 

Body of Knowledge defined a project as "a temporary endeavor undertaken to create a unique 

product or service. Temporary means that every project has a definite end. Unique means that 

the product or service is different in some distinguishing way from all similar products or 

services. " (PMf 4) 

As per the forego ing definition , a project is therefore a one-time set of activities that ends with 

a specific accomplishment and originates when something out of ordinary has to be 

accomplished. Proj ects range in size, cost, scope, and time and generall y have the foll owing 

basic features in common: a start and fini sh, a Ii fe-cycle, a budget, acti vities that are 

essentiall y unique and non-repetitive, use of resources, a single point of responsibility (the 

project manager), and team roles and relationships (Burke 2-3). 

Projects generall y vary on their longevity. Some projects may require a lengthy timeline wh ile 

others may grow into institutionalized functions. Based on longevity, projects can be 

classified into two types (Belasco, 11-12): 

1. Terminal projects: These are ventures undertaken exclusively for implementing specific 

set of tasks and events. There is no residue after completion . Examples include 

implementation of regulation updates and changes, conversion and mergers, etc. 

2. Developmental projects: These projects can be characterized as leading to other projects 

or forerunners to new permanent functions or acti vities. An instance of this type of project 

is a project dea ling with end-user computing system. 
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2.2.2 Project Management: An Overview 

Project management is defined as the application of knowledge, ski ll s, tool s, and techniques 

to proj ect activities to meet stakeho lders' needs and expectations from a proj ect (PM16). 

Proj ect management first came in the Management literatures in the 60's and earl y 70's, 

though it had its first origins in a number of other distinct fields. History on the app lication of 

proj ect management can be traced back to the 1950's during the development of the first 

atomic bomb of the Manhattan project (Hodgson). Substantial groundwork for this proj ect 

was done in the US defense and Aeronautics, including the oi l and chemical industries. It is 

afler use of project management teclmiques in these institutions that its application is said to 

have proliferated within technology, engineering, education, health and social services 

(Hodgson). 

Project management activities are generally applied throughout the process of project work. 

The process of project work is usually delineated in a general model to reflect the conceptual, 

definitional, production, operational, and divestment phases (Burke 24). Project management 

plays a significant rol e in each of these phases and contributes to the successful 

accomplishment of activities in each phase. 

The conceptual phase invo lves structuring an analysis of the ex isting or potenti al system and 

helps in the development of the Work Breakdown Structure (Hodgson). The WBS is a 

breakdown of the list of activities to be can'ied out during a project's life and acts as a 

framework for timescale and manpower plaJming, budgeting and future monitoring and 

eva luation of a project. Many techniques from different fie lds of study are applied in th is 

phase depending on project type. In IT projects, the most commonly used techniques are Data 

Flow Diagrams (DFDs) (which is constituted of systems processes) and Entity Relationship 

Diagrams (ERDs) (which is constituted of events within a system). These techniques are 
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usually complemented with other decision-making tools and techniques like cost benefit 

analys is and cash flow forecast ing to structure the choice of solution to be implemented. 

After the conceptual phase comes the definitional phase, which involves planning the project 

with the aid of WBS developed in the conceptual phase (Hodgson). Many project 

management techniques are available in thi s phase that operationali ze the WBS for control 

and evaluation purposes. Among the availab le techniques, Gantt Chart and Critical Path 

Method (CPM) are the most commonly used. Gannt Chart is a bar chart with acti vi ti es 

represented downside and timescale and responsibilities for each activity at the top. CPM is a 

more sophisticated technique than Gannt Chart and it displays the interrelationships between 

project elements, which help in the calculation of project duration and slack time. 

In line with the plan developed in the definitional phase, the ad ministrative and technical 

aspects of initiating the project are carried out in the production phase (Hodgson). Project 

management application in thi s phase assists in organizing the infrastructure for the project by 

providing for the required human and material resource for project work. 

After initiation of project work in the production phase, the operational phase of the project 

continues. An impo11ant aspect of project management in thi s phase invo lves controlling the 

project development to ensure visibility and accountab ility (Hodgson). Prior estab li shed 

techniques such as GatUlt Chart, CPM, or cos ted version of WBS could be referred to during 

thi s phase for the purpose of comparing planned versus actual progress and performance. 

Finally, the di vestment phase invo lves the form al termination of the project development 

process. Proj ect management activities in thi s phase involve tasks to fo m1ally end project 

work and di sband proj ect participants. 
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Inadequate or improper application of proj ect management tools, techniques and practices in 

the aforementioned phases of a project is likely to face problems in the development process 

and outcome of a project. Poorly managed proj ects are usually late -by months or years, 

greatl y exceed budget and produce a system that does not meet the required objecti ves 

(Laudon & Laudon 519). Such proj ects usually have unreali stic deadlines, inadequate 

scheduling and resourcing, non-existent control mechanisms and unskilled manpower. 

To simplify the proj ect management process, applications have been developed to support the 

planning, organizing, controlling and communication of project related events (Lowery 3). 

Among the significant support that these applications provide are the quick creation, analysis 

and revision of schedules, quick and easy production of outputs and presentation of these 

outputs in different formats and summary. The availability of these applications have also 

made it possible for the prompt availability of information required to track progress and 

control schedules, resources, and costs. 

2.2.3 Benefits of Project Management 

The successful implementation of projects demands various needs. The benefits of the project 

management approach arise from addressing these needs. These benefits include (Burke 8-9): 

Estimation: Estimation forms the basis of project plan and helps in communicating 

what is expected and when it is expected and in measuring perfOlmance. 

Project integration: Project integration assists in the coordination and integration of the 

contribution of all project participants. 

Effective reporting interfaces: Structuring the plarming and control system database 

around wo rk breakdown structure and organization breakdown structure provides the 

means for project participants and corporate reporting respectively. 
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Fast response time: Timely response help in effective project control. 

Effective contro l of trends: Regular monito ring of the progress trends of time, cost and 

performance aids in controlling projects. 

Single point of responsibility: Responsibility of the project being with the project 

manager limits scope overlap and scope underlap. 

Development of procedures related to the needs of the project: The planning and 

contro l system enables the development of procedures and work instructions, which 

are tailored to the specific needs of the project. 

Effective client communication: The planning and control system support 111 the 

provision of information abo ut every aspect of the project to the client. 

2.2.4 Project Management in Banking 

Project management in banking revolves around a number of common areas. Among the 

common areas in which proj ect management is applied are mergers and conversions, platform 

automation, hardware installations, software changes and upgrades and miscellaneous 

implementations like implementation of consultant recommendations (Belasco 5). 

Current trends in the banking industry have seen a rapid advance in technology creating an 

ever-changing environment. There is continual need for analyzing/evaluating software and 

vendors, implementing new equipment, converting old equipment, and managing multiple 

tasks and events (Belasco 3). These activiti es have become the norm of the industry 

necess itating sound proj ect management. Banks lacking the approach or skills for managing 

technological projects will experience rework, delays, and budget overages, resulting in the 

eradication of any proposed savings or opportunity origina ll y considered by the proj ect. 
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Consequently, such banks will be more exposed to failure in the marketplace corresponding to 

what will happen if the technology has not been used at all (Belasco 3). 
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Chapter Three 

Methodology 

The aim of thi s chapter is to provide a general description of the tools and techniques that 

have been used in thi s research for analysis purpose. These tools and techniques include the 

Project Management Body of Knowledge and the 'Success Barometer Rating' tool. 

The Project Management Body of Knowledge (PMBOK) has been used for assessing the 

general approach of the !Jlfonnation Technology project management practice of the 

Commercial Bank of Ethiopia. PMBOK has been selected for the purpose of thi s research as 

it is a globall y recogni zed standard for managing projects, is established by the leading 

profess ional association in the area of Project Management and owing to its wide applicabili ty 

worldwide. An extensive survey of standards use and best practices for assuring successful 

completion of infonnation resource proj ects on time, within budget and with intended benefit s 

showed PMI's PMBOK to be one of the standards being used to guide the development of 

information resource projects in governmental and private organizations in the US (Brotbeck 

et al) . PMBOK has also been used as a basis in developing an Enhanced Management 

Framework fo r IT projects by the Canadian government, which is currently being used by 

many private and governmental organizations in Canada. In addition, international standard 

groups such as the Ameri can National Standards !Jlsti tute and IEEE software engineering 

standards are increasingly recognizing PMBOK as a standard for sound proj ect management 

(Brotbeck et al). 

PMBOK is a standard applicable to all types of projects. PMl's standards committee IS 

continuing evolving the PMBOK with extensions spec ific to information systems which is 
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currently being drafted and evaluated (Brotbeck et al). Therefore, for the purpose of this 

research, PMBOK has been supplemented with other resources related to IT projects. 

As to other ' Bodies of Knowledge', at the present there is only one established by the UK­

based Association for Project Management (APM). However, thi s body of knowledge is 

relati vely young and as a result, is not widely used as PMBOK (Hodgson). Although the 

'Bodies of Knowledge ' established by the PMI and the APM differ, both take into account 

knowledge of techniques and management ski lls that are similar. Other 'Bodies of 

Knowledge' are yet in the process of development by countries such as Australia and 

Germany (Hodgson) . 

The other tool used, the 'Success Barometer Rating' tool has been used to provide an overall 

evaluation of the project management practice of the Information Technology proj ect of the 

Commercia l Bank of Ethiopia. The findings of the general approach assessment indicated thi s 

tool could be used for providing an overall evaluation. Other too ls could not be used fo r 

reasons of availab ility. 

3.1 Project Management Body of Knowledge 

The Project Management Body of Knowledge is a gu ide that is published by the Project 

Management Institute (PMI), a well-established professional organization founded in 1969 

and based in the US . With over 80,000 members in 120 countries worldwide, PMI is the 

leading nonprofit professional association in the area of Project Management (PMI). PMI 

estab li shes Project Management standards, provides seminars, educational programs and 

professional certi fication. 

The Proj ect Management Body of Knowledge (known as PMBOK) has been published in the 

early 1980's and included nine areas of project management knowledge (PMI). The nine areas 

are Project Integration Management, Project Scope Management, Project Time Management, 
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Management Institute (PMI), a well-established professional organization founded in 1969 

and based in the US, With over 80,000 members in 120 countries worldwide, PMI is the 

leading nonprofit professional association in the area of Project Management (PMI), PMI 

estab li shes Proj ect Management standards, provides seminars, educational programs and 

professional certification , 

The Project Management Body of Knowledge (known as PMBOK) has been published in the 

early 1980's and included nine areas of proj ect management knowledge (PMl), The nine areas 

are Project Integration Management, Project Scope Management, Project Time Management, 
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Project Cost Management, Proj ect Quali ty Management, Project Human Resources 

Management, Project Communications Management, Project Risk, Management, and Project 

Procurement Management. 

Following, the nine knowledge areas and the activities invo lved in each knowledge area will 

be di scussed. 

3.1.1 Project Integration Management 

Project integration management is a subset of project management and includes processes 

requ ired for ensuring that the various elements of a proj ect are properly coordinated (PMI 39). 

It consists of project plan development and project plan execution. 

3.1.1.1 Project Plan Development 

Project plan development involves taking the results of all planning processes and putting 

them into a coherent, consistent document for managing and controlling projects (PMI 39). 

The project plan documents the pertinent information associated with the project. If the 

plarll1ing processes have been properly can'ied out, it will inc lude brief project summary, 

WBS, project organ ization chart, schedule, project approach, li st of identified ri sks, estimated 

budget and cost, li st of deli verables, description of plalmed quality activities, and others for 

which planning has been made (N unes 4) . The project plan also includes relevant supporting 

detail s related to the plalming processes in the project. 

3.1 .1.2 Project Plan Execution 

Project plan execution invo lves carrying out the project plan by executing the activities 

included therein (PMT 39). Focus of proj ect participants during execution shifts from 

discovery to parti cipati ng, observing, and ana lyzing that what was said in the project plan 

would be done and is being done. 
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3.1.2 Project Scope Management 

Proj ect scope management is a subset of project management, which includes the processes 

required for ensuring that the proj ect inc ludes all the work, and only the work required for 

completing a project success full y (PM! 47). Project scope management includes scope 

planning and control. 

3.1.2.1 Project Initiation 

Initiation is the process of formall y recognizing that a project ex ists or that an existing project 

should continue into its nex t phase (PM! 49). Formal initiation links a proj ect to the ongoing 

work of the performing organization . The outputs of the proj ect initi ation process include a 

proj ect charter describing business need and product description , an identifi ed project 

manager, constraints and assumptions made for the proj ect. 

3.1.2.2 Project Scope Planning 

Scope planning involves developing a written scope statement, which is to be used as a basis 

for future project deci sions (PM! 51 ). This scope statement is a written comprehension of the 

boundaries within which the project will remain and determines what will be affected, where 

changes will occur, and what will be accomplished (Belasco 16) . Scope statements for 

proj ects should be foml al and documented separately in accordance with a given structure. A 

foml al scope statement should include project justification, project product, project 

deliverables, and proj ect obj ectives. [n addition to a formal scope statement, other outputs of 

the scope planning process includes supporting details for the scope statement and scope 

management plan describing how proj ect scope will be managed and how project scope will 

be integrated into the proj ect. 
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3.1.2.3 Scope Definition 

Scope defin ition invo lves subdi viding the major project deliverab les into smaller, more 

manageable components (PMI 52). Scope definition is made in order to improve the accuracy 

of cost, time, resource estimates, define a baseline for performance measurement and control 

and fac ili tate clear responsibility assignments. The major output of the scope definition 

process is the Work Breakdown Structure, which is a deliverable-ori ented grouping of project 

elements that organizes and defines the total scope of the proj ect. In addition to being used for 

defining activity definition, Work Breakdown Structure is also used to develop or confinn a 

common understanding of project scope. 

3.1 .2.4 Scope Verification 

Scope verifi cation is the process of fonna li zing acceptance of the project scope by 

stakeholders (PMI 56). It involves reviewing work products and resu lts to ensure that all were 

completed correctly and satisfactorily. The output of scope verification process is a fOlm al 

acceptance document by relevant stakeho lders, which indicates that the client or sponsor has 

accepted the product of the project. 

3.1.2 .5 Scope Change Control 

Scope change control invo lves influencing the factors creating scope changes to ensure that 

changes are beneficial , detelmining that a scope change has occurred, and managing actual 

changes when and if they occur (PMI 57). The outputs of the scope change control process 

include modifications in WBS and other related plans, corrective action to bring expected 

project perfomlance into line with the project plans and documentation of lessons learned for 

future use which includes causes of vari ances and the reasoning behind the corrective action. 
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3.1.3 Project Time Management 

Project time management is a subset of project management, which includes the processes 

required for the timely completion of a project (PMI 59). Project time management includes 

activity definition, activity sequencing, duration estimation and schedule deve lopment and 

control. 

3.1.3.1 Project Activities Definition 

Project acti vities definition includes identifying specific activities that must be perfomled to 

produce the various project deliverab les (PMI 59). The activity li st must include all activi ties, 

which will be performed on the project and should be organized as an extension to the WBS 

to ensure that all activities for each deliverable are recorded and accounted for. Supporting 

detail for the activity li st should also be documented and organized as needed to facilitate its 

use by other project management processes. Identification of the activities should be a 

collaborative effort encompassing the proj ect manager(s), members of the project team and 

their team leaders (Belasco 53). 

3.1.3.2 Activity Sequencing 

Acti vity sequencing involves identi fying and documenting interactivity dependencies (PMI 

62). Effic ient organization of interactivity dependencies makes scheduling and resource 

allocation easier. A major output from the activity sequencing process is a project network 

diagram, which is a schematic di splay of the project's acti vities and the logical relationships 

(dependencies) among them. A summary narrative that describes the basic sequencing 

approach should accompany the diagram. 
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3.1.3.3 Activity Duration Estimation and Schedule Development and Control 

Activity duration estimation involves determining the number of work periods needed to 

complete individual work acti vities (PM] 64). Activity duration estimates should always 

include some indication o f the range of possible results and assumptions made in developing 

the estimates should be documented . 

Schedu le development involves analyzing activity sequences, acti vity duration and resource 

requirements to create project schedule (PMI 66). Supporting detail for the project schedule 

should be documented. In addition, a schedule management plan defining how changes to 

schedule wi II be managed should also be made and documented. 

Schedule contro l involves influencing the factors which create schedule changes to ensure 

that changes are beneficial, determining schedule change, and managing actual changes when 

and as they occur (PM! 7 1). The outputs of the schedule control process include schedule 

updates, conective actions to bring expected fllture performance into line with the project 

plan and lessons learned inc luding causes of variances, reasoning behind corrective action 

chosen and other types of lessons learned. 

3.1.4 Project Cost Management 

Proj ect cost management is a subset of project management which is used for ensuring that 

the project is completed within approved budget (PM! 73). Project cost management includes 

resource planning, cost estimating and budgeting and cost contro l. 

3.1.4.1 Resource Planning 

Project resource planning involves determining the physical resources to be used to perform 

project activities (PMl 75). These resources include human resources, phys ical floor space, 

office equipment, products required for final project outcomes and basic supplies and 
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equipment that personnel on the team will need to perform thei r assigrUllents (Nunes 3). The 

quantities of each resource and facility to be used for performing project activities should also 

be determined. 

3.1.4.2 Cost Estimation and Budgeting 

Cost estimation is an essential activity that involves development of the costs of resources 

required to complete proj ect activities (PMT 76). Outputs of cost estimation include 

quantitative assessments of the likely costs of resources required to complete project 

activities, supporting detail s for the cost estimation and a cost management plan describing 

the management of cost variances. 

Cost budgeting is the allocation of the overall cost estimate to individual work packages to 

estimate a cost baseline for measuring project performance (PMI 78). The cost baseline is a 

time-phased budget that is used to measure and monitor cost perfonmance on the project and 

is developed by summing estimated costs by period. 

3.1.4.3 Cost Control 

Cost control invo lves influencing the factors that create changes to cost baseline, determini ng 

change of cost base line and managing actual changes when and as they occur (PM! 79). Cost 

control acti vities include monitoring cost performance to detect variances from plan, ensuring 

that all appropriate changes are reco rded accurately in the cost baseline, preventing incorrect, 

inappropriate, or unauthorized changes from being included cost baseline and informing 

appropriate stakeholders of authorized changes. Outputs of cost control include rev ised cost 

estimates, correcti ve actions, estimate at completion and lessons leamed. 
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3.1.5 Project Quality Management 

Project quality management is a subset of project management, which includes the processes 

requ ired to ensure that the project will sati sfy the needs for which it was undertaken (PMl 83). 

Project quali ty management inc ludes quality planning, quali ty contro l and quality assurance. 

3.1.5.1 Quality Planning and Control 

Quality planning involves identi fying the quality standards that are relevant to a project and 

determin ing ways to sati sfy them (PMI 85). The ex istence o f effective and well-documented 

quality procedures rai ses the credibility of the project team and confidence of stakeholders 

(Riordan) . The major outputs o f the quality planni ng processes are the quality management 

plan, wh ich describes how quality policy will be implemented and operational defi nitions that 

describe what something is, and how it is measured by the quality contro l process. Another 

tool produced ti'om quality planning activities is a checklist that is used for veri fying the 

perf011l1anCe ofa set of requ ired steps. 

Quality contro l is the monitoring of specific project results to determine their compliance with 

established quality standards and identi fYing ways to eliminate causes of unsatisfactory 

perf011l1 anCe (PMI 89). Based on the monitored acti vities, those project results that do not 

conform to quality standards will usually result in rework so as to bring the non-conforming 

item into compliance with requirements or specifications. In some cases, process adjustments 

are also made involving immediate corrective or preventive actions as a result of quality 

control measurements. In cases where checkli st had been used du ring conducting quality 

control act ivities, the completed checkli st should become part of the project records. 
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3.1.6.3 Team Development 

Team development invo lves developing individual and group ski ll s to enhance project 

performance (PM! 99). The primary output of team development is improved project 

perfonnance. 

3.1.7 Project Communications Management 

Project communications management is a subset of project management that includes the 

processes required to ensure timely and appropriate generation, co llection, dissemination, and 

storage of project information (PM! 103). Project communications management is a 

determinant factor for the success of a project. According to one management expert, the 

greatest threat to the success of any IT project is a fa ilure to communicate effectively to all 

pertinent individuals or groups (Hildebrand). Project communications management consists of 

communications planning, information distribution and perfonnance reporting and recapping 

or admin istrative closure. 

3.1.7.1 Communications Planning 

Communications plmming is the detelmination of the infonnation and communication needs 

of stakeholders. This involves determining who needs what information, when they need it, 

and how it will be given to them (PMl 105). Communications planning helps in ensuring the 

timely and appropriate generation, collection, di ssemination and storage of project 

infonnation. 

3.1.7.2 Information Distribution and Performance Reporting 

Info1111ation di stribution is making needed information avai lable to stakeholders in a timely 

manner based on communications management plan, whereas performance reporting involves 

collecting and di sseminating information related to perf01111anCe (PMI 106). The output of 

info1111ation di stribution includes project records of correspondence, memos, reports, and 
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documents describ ing the project. The output of performance reporting incl udes perfonnance 

reports providing various types of information and level of detail as required by various 

stakeholders and may include status reporting describing where the proj ect stands, progress 

reporting describing what the project team has accomplished and forecasting future project 

status and progress. Infonnation di stribution and performance reporting are generally directed 

at four primary areas: senior management, project participants, users and customers (Belasco 

139). 

3.1.7.2.1 Senior Managers 

Senior managers are the key communication points throughout a proj ect process. They are 

usuall y the group that commits the funds necessary to see the project through. Senior 

managers are interested about a project's progress and of major issues and concerns affecti ng 

the project. Communication to senior management should be prepared in a format that 

provides the max imum benefit wi th the least amount of effort . 

3.1.7.2.2 Team Members 

Team members are the persons involved closely with the detail of the project as they are the 

ones doing the project tasks (Belasco 37). Hence, communication to and from team members 

needs to be regular and timely. 

3.1.7.2.3 Users 

Users compose an important section of communication. Users are employees of the bank who 

will be operating the new system. User communication in many cases is complex because of 

their large number (Belasco 146). 

3.1.7.2.4 Customers 

Virtually most projects undertaken in service giving organizations have effect on external 

customers. This effect may be in the fo rm of fas ter service, expanded service, or in any other 
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After risk identification, risk quantifi cation involving qualitative and quantitative analysis of 

risks should be made as appropriate to prioriti ze the effects of the identified risks on project 

objectives. The major output from risk quantification is a list of opportuni ties that should be 

pursued and ignored and threats that require attention and those that do not. 

Based on the analysis, ri sk response planning should be made involving development of 

procedures and techniques to enhance opportunities and reduce threats fro m risks to the 

project's objectives (PM! 11 9) . Outputs of the ri sk response planning process inc lude 

documentation of procedures to be used to manage risk throughout the project and inputs to 

other processes in the form of selected or suggested alternative strategies. In addition, other 

outputs include contingency plans (consisting of pre-defined action steps to be taken if an 

identified risk event occurs) and reserves to mitigate cost and/or schedule risk. 

3.1.8.3 Risk Monitoring and Control 

Risk monitoring and control is the execution of risk management plan in order to respond to 

risk events over the course of the project. Activities in risk monitoring and contro l process 

involve monitoring residual ri sks, identifyi ng new risks, executing ri sk reduction plans, and 

evaluating their effectiveness throughout the project li fecycle (PMI 121). 

3.1.9 Project Procurement Management 

Project procurement management is a subset of project management that includes the 

processes required to acquire goods and services to attain project scope from outside the 

performing organization (PM! 123). It consists of procurement plam1ing, so licitation plmming 

and so licitation, source selection and contract administration and close out. 
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3.1.9.1 Procurement planning 

Procurement planni ng is the determination of what and when to procure (PM I 125). 

Procurement planning is made after detennining the resources required for carryi ng out 

project acti vities. Outputs of procurement planning include a procurement management plan 

describing how the procurement processes will be managed and a statement of work 

describing the procurement item in suffi cient detai l to al low prospective vendors to detelmine 

if they are capab le of providing the item. 

3.1.9.2 Solicitation Planning and Solicitation 

Solicitation plann ing involves documenting product requirements and identifying potential 

sources (PMI 127). Outputs of so li citation planning process include procurement documents 

to so li cit proposals ITom prospective sellers and evaluation criteria for rating or scoring the 

proposals. 

Solicitation is obtaining bids, quotations, offers or proposals as appropriate (PMI 129). 

3.1.9.3 Source Selection 

Source selection involves choosing from among potential sellers (PMI 130). Output of source 

se lection process consists of a contract. A contract is a mutually binding agreement that 

ob ligates the sel ler to provide the specified product and ob ligates the buyer to pay for it. A 

contract is a legal relationship subject to remedy in the courts. 

3.1.9.4 Contract Administration and Closeout 

Contract administration involves management of relationship with the sell er (PMI 131). The 

project management processes that must be applied during contract administration include 

performance reporting to monitor performance, quality control to inspect and veri fy the 

adequacy of the contractor's product and change control to ensure the proper approval and 
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communication of changes. Outputs of the contract administration process include 

correspondence of buyerlseller communications and contract changes, if any. 

Contract close out is the completion and settlement of the contract including resolution of any 

open items (PM! 133). It invo lves both product verification and administrative closure. 

Outputs of the contract closure process include a contract fil e, which is a complete set of 

indexed records and f0I111al acceptance and closure with formal written notice that the 

contract has been completed. 

Criti cal to contract administration and closeout is the ongoing validation of performance data 

tlu-ough the use of software metrics and auditing the results (Goldfarb and Heller). 

3.2 'Success Barometer Rating' Tool 

The 'Success Barometer Rating' too l is part of the Enhanced Management Framework 

developed by Treasury Board Secretari at 'of the Canadian govemment. The Enhanced 

Framework has been developed for govemment owned business organizations in Canada 

undertaking large IT proj ects in order to meet the needs of business functions, deliver all 

expected benefits and complete proj ects on time and within budgeted limits (Treasury Board 

of Canada Secretariat). The framework has been developed after making extensive research in 

government and private business organizations in Canada. It includes and suppOli s the 

concepts outlined in the PMBOK and delivers unparalleled benefits to many interested parties 

(Treasury Board of Canada Secretariat). 

The 'Success Barometer Rating' developed in the Enhanced Framework has been developed as 

a guide for determining the success position of proj ects at vari ous phases. This rating tool 

addresses four key areas: support for business, accountab ility, project manager discipline and 

risk management. Support for business is related to business directions and includes such 
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practices as alignment of a project with business goals, performing business case analysis and 

end-user involvement in a project. Accountability is associated with the specific and explicit 

accountab ilities of multiple stakeholders, explicit roles of project sponsors, project leaders and 

project managers, and competencies of proj ect team members. Project manager discipl ine 

relates to the prerequisite knowledge, skill s and experi ence that proj ect managers must 

possess. Risk management is concerned with identification of risks, development of 

mitigation plans and application of practices, methods and tools that would minimize risk in a 

project. 

The 'S uccess Barometer Rating' too l uses a checkli st of questions related to factors that are 

critical to a project's success based on the aforementioned key areas. The entire project phases 

are divided into two major phases: initiation and planning phase and 

implementation/execution and control phase. For each of these phases, totals of issues 

add ressed and not addressed for each key area will he calculated, rated and plotted in a 

success scale. 

Following, summary of the questions that are related to the critical factors of a proj ect's 

success in each phase and under the four key areas are di scussed. 

3.2.1 The Project Initiation and Planning Phase 

The fo llowing are the summaries of the questions under each key area that are cri tical to a 

proj ect's success in the initiation and planning phase of an IT proj ect: 

3.2.1.1 Support for the Business 

Questions relating to support for the business 111 the project initiation and planning phase 

attempt (0 address issues regarding a proj ect's feasibility and project sponsor and users 

commitment. Questions related to a proj ect's feasibility attempt to address such issues as 
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aligmnent of the project with business plans and performance of adequate and documented 

business case analysis. Questions reflecting project sponsors and users commitment rai se 

issues regarding responsibility of project sponsors for project scope and definition, review and 

approva l of requirements by project sponsors and presence of formal documented plans in 

place to involve appropriate levels of users throughout the project. 

3.2.1.2 Accountability 

Questions related to accountabi lity in the initiation and planning phase focus on determining 

the presence of a fonmal structure and well defined responsibilities, accountabi li ties and 

authorities for the project sponsor, project manager and team leaders. Related to this, such 

issues as the presence of positions and clearly defined, documented and understood 

responsibilities, accountabilities and authorities of project sponsors, project leaders and 

project managers are raised . In addition, questions regarding team members' capabi lities are 

also raised. In thi s regard, questions are rai sed regarding team memhers' suffic ient expertise in 

the project domain and prior hi story of success implementation of a similar proj ect. 

3.2.1.3 Project Manager Discipline 

Inquiries relating to proj ect manager discipline in the project initi ation and plalming phase 

attempt to determine if the project has been within the project manager's capac ity and if 

adequate authority and control has been given to the project manager. Such questions as the 

project manager's prior experi ence on a project of similar size, scope and complexity, 

suffi cient contro l of the project manager over human resources, and the project manager's 

freedom and abi lity to act when wan-anted are raised. Questions are al so raised regarding the 

project manager's approach to potential problems at the planning phase. These questions rai se 

such issues as the presence ofpre-detenmined criteria for problem escalation and ifso, if these 

esca lation criteri a are clear and documented. 
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3.2.1.4 Risk Management 

Questions raised regarding ri sk management in the project initiation and planning phase 

basica lly attempt to determine if ri sks associated with wo rk breakdown, task duration, project 

control, proj ect cost and project approach have been addressed . In addition, the questions also 

include ri sks associated with cri tical resources fo r proj ect success such as technology and 

human reso urces. Also, questi ons are rai sed regarding ri sk identification and mitigation. 

Related to this, the questions attempt to address if all known management and technical risks 

have been assessed and whether mitigation strategies are in place fo r all identifi ed ri sks. 

3.2.2 The Project Implementation/Execution and Control Phase 

The fo llowing are the summari es of the questions under each key area that are critical to a 

project's success in the Project ImplementationlExecution and Control Phase of an IT proj ect: 

3.2.2.1 Support for the Business 

Questions raised regarding factors that support the business III the project 

implementation/execution and control phase address if the project sponsor representing users 

have taken accountability and responsibility for keeping the project within scope and if end­

user conllil itment have been ensured throughout the project. Issues related to whether rev iew 

and revalidation o f business case have been made at certain points and during changes in the 

project or business function are also raised. In addition, the questions also address issues 

relating to changes in project speci fication . Regarding thi s question is raised if signi ficant 

changes to project spec ificati ons have been documented and approved by appropriate 

stakeholders. 

3.2.2.2 Accountability 

Questions regarding accountabilities that are critical to a proj ect's success in the project 

execution and contro l phase address issues relati ng to communicat ion, reporting re lationshi ps, 
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adequacy and performance of team members, project scope and time and independent review 

of project management activities. Generally, questions are rai sed about the presence of regular 

status/progress meetings, management of proj ect scope, the presence and use of a matrix 

structure throughout the project and if an independent party has reviewed the project 

management activi ties. 

3.2.2.3 Project Manager Discipline 

The questions related to the proj ect manager di scipline in the execution and contro l phase 

attempt to address issues pertinent to problem management, project's image and 

communication of proj ect performance and progress . Regarding problem management, 

questions are rai sed about the availability of information for dec ision-making and if prompt 

decisions have been taken in the event of serious problems. Conceming the proj ect's image, a 

question is raised if the project is maintaining a positive proj ect image or not. Questions are 

also raised to determine if complete information on proj ect performance and progress are 

being provided. 

3.2.2.4 Risk Management 

Questions under th is section relate to fac tors regarding ri sk management that are critical to a 

project's success in the project execution and control phase. These questions attempt to 

determine if planned activities that wo uld minimize project risk have been executed . 

Specifically, the questions attempt to determine about the presence of formal mechan ism and 

too ls for monitoring project schedule, if team leaders are held to budgetary constraints, if 

independent reviews are being held as scheduled and if review are being carri ed out by the 

steering committee. 
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Chapter Four 

The Information Technology Project of the Commercial 

Bank of Ethiopia 

4.1 Company Profile 

4.1.1 Historical Background and Current Position 

The Commercial Bank of Ethiopia (CBE) is a conm1ercial bank involved in branch banking 

and is the oldest and largest bank in Ethiopia. It is owned by the govemment and was 

established in 1964 during the Imperial regime, following the segregation of the central and 

commercial banking of the State Bank of Ethiopia (Belay 73). With the coming of the 

socialist govemment, CBE was re-established in 1980 under proclamation No. 184 and 

merged with Addis Bank (Belay 73). Thus, CBE became the only bank rendering universal 

banking services to the public. The objective of the bank during the socialist regime was 

rendering commercial banking services to the public , with special favor for public enterprises 

and service co-operatives while denying appropriate attention for the private sector (Pangaea 

Partners). 

With the coming of the present government to power, CBE was re-established as public 

enterprise per regulation No 20211994 of the Council of Ministers of Ethiopia. Under this 

regulation, the capital of the bank has been raised. Besides, the bank had also been entrusted 

with engaging in all banking activities as customarily carried out by commercial banks. 

Presently, CBE employs 6568 employees (as of March 2001) and has 171 branches 

nationwide, one branch office in Djibouti and a majority owned subsidiary, Commercial 
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Nominees Private Limi ted Company. According to the most recent published annual report of 

1997/98, the bank has total assets amounting to Birr 18.6 billion and total income of Birr I, 

292.5 million. 

CBE remains holding its dominant market share (more than 80%) in terms of resource 

mobili zation and credit provisions. However, this share tends to diminish with the entry of 

private banks in the country (CBE AmlUal Report 1997/98). 

4.1 .2 Mission Statements and Functions 

CBE is a service giving organization that has basica ll y been establi shed to carlY out fi nancial 

activities. To carry out its act ivities, proclamation No. 184 of 1980 sets the objectives of the 

bank, and regulation No 202/1994 the purposes. Based on these two, the management of CBE 

has framed the mission statements of the bank to be (CBE Promotion Department) : 

securing high business growth and mai ntaining market share in the Ethiopian fi nancial 

market; 

improving profi tabili ty by provid ing high quali ty fi nancial product/services; 

maintaining leadership in product and service development; 

estab li shing credibility and creating favorable image with correspondent banks all over 

the world ; 

assllming technologica l leadership; 

To meet the aforementioned miss ion statements, CBE separates its acti vities into vari olls 

functional areas: Finance, Marketing and Corporate Plann ing, Operations, Human Resource 

and Property Management and Credit and Risk. As per the organizational structure (See 

Appendix VII), the bank is headed by one President, one Executive Vice President for 
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Operations, four Vice Presidents fo r Credit and Risk, Finance, Marketing and Corporate 

Planning, and Human Resources & Property Management. The Director for Information 

Services is also accountable to the president of CBE with status of assistant vice president. 

CBE offers a wide range of commercial banking servIces. Its domestic servIces include 

savings account, ClllTent account, fixed or term deposit account, overdraft, foreign currency 

accounts, short-term loans, agricultural loans, medium tern1 loans, personal loans, special 

loans, merchandise loans, and domestic money transfer. Its international operations include 

international money transfer, documentary credit, inward and outward bill collection, bank 

guarantees and foreign exchange. 

4.2 The IT Project: Background 

4.2.1 Overview of Computer Operations Prior Initiation of the IT Project 

To meet its objectives of attaining high market standing through the provision of quality 

service to its customers, the need for an advanced IT for the bank was apparent. Cognizant of 

this fact, top management of CBE decided to undertake a major IT proj ect investment project. 

At the time the IT project was initiated, the operations of CBE were partly computerized 

through the deployment of both on-line and batch based procedures on a mainfi"ame-based 

system (NCR 8568). The system, located at the data processing center in Addis Ababa, had 

been in use for approximately 14 years and serviced five branch offices: Addis Ababa Branch, 

Finfine Branch, Andinet Branch, International Banking Division and the National Bank of 

Ethiopia (supported as 'branch'). The application software running was the Total Concept 

Banking System (TCBS /2 from Baton Rouge International, USA). The branch offices 

operated NCR 2262 financial terminals and NCR 7900 non-financial terminals (for data entry 

and inquiries). The telminals were connected through dedicated telephone lines to the 

mainframe. 
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Twenty-one branch offices were using NCR DMV 8086 personal computer systems in stand­

alone mode. The application software running in thi s system was locally developed. The 

operations were in back office configuration for the so le purpose of transaction processing. 

The rest of the branch offices operated either manually or used carrier dri ven bookkeeping 

machines (NCR 299). 

4.2.2 Problems of Computer Operations Prior to Initiation of the IT Project 

While operating the systems working in different platfonns, CBE encountered critical 

problems that renected on its operation. One problem was that data processing for the 21 

branch offices took 3-5 days before being captured due to transport and communication 

problems over long distances. The so lution to this problem, an online system that had 

originally been plmmed for, could not be implemented due to technical problems. In addition, 

as per interviews with IT Department staffs, the 8086 personal computers posed problems of 

disk space due to high volume of transactions. 

Another problem with the prevailing computer system was that it was getting obsolete wi th 

the rapid advance in teclmology. New technologies were emerging in the market that highly 

reduced operational costs, improved service quality and provided for MIS for improved 

decision making. However, the system in place did not accommodate many features that most 

of these new techno logies in the market provided for. 

The aforementioned problems forced management to envision an IT investment that would 

alleviate the problems and seize opportunities from new technologies. This vision of 

management was fac ilitated and turned to reality by another factor, which wi ll be di scussed in 

the following section. 
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4.2.3 IT Project Initiation 

Various economic reforms affect ing different secto rs of the Eth iopian economy has been 

made in 1994, in response to the decision for transforming the economy from command (0 

market economy. As part of the economic reforms launched in 1994, different financial 

liberali zation measures and restructuring of financia l inst itutions have been undertaken. These 

reforms affecting the financial industry had the aim of promoting a competitive environment 

and efficient banking, insurance and other financial services to the pUblic. 

The embarking of the goverr1l11ent of Ethiopia upon financial liberali zation measures were 

expected to bring about sweeping changes in the organization of the banking systems and (he 

services they deliver. This enabled the management of CBE (0 expedite the idea of 

modernizing operations and acquiring state of the art systems and equ ipment, with the 

objective of improved service to customers and also to substantially improve the Management 

Infornlation System of the bank. To reali ze this objective, the management decided to embark 

upon an IT proj ect, which wou ld involve the se lect ion and implementation of the most 

optimal and su itable IT solution. 

4.2.4 IT Project Scope and Objectives 

The scope of the IT project at initiation was to have a bankwide centralized data processing 

system . The proj ect was expected to cover 80% of the banking operations of branch offices, 

30 Addi s Ababa city branches and 27 outlying branches. In addition, the project was also 

expected to embrace the Intemational Banking Division and 7 other Head Office di visions. 

It was also expected that the project would allow autonomy and independence for the branch 

offices as well as accommodate for adequate central monitoring and consolidation of data. 

The branch offices in Addis Ababa were envisaged to have on-l ine status tlu·ough dedicated 



telephone lines, constituting a WAN with LANs installed in each branch office. On the other 

hand, the operations of outlying branches were expected to be c3lTied out through 

independent branch-based LAN only, as there was usually either no communication line 

available or were of inadequate quality. Communications to and from outlying branches were 

expected to be carried out in diskettes/tapes or through public switch network ifpossible. 

The wider scope of the project was changed in mid of 1997 when the Y2K issue was brought 

to the attention of management through the NCR newsletter "RoseGate". The newsletter 

announced that NCR mainframes would fail by the end of 1997 due to Y2K problems. As 

NCR mainframes were being used for operation in the National Bank of Ethiopia and CBE at 

the time, the issue was given high priority and attention not only by CBE but also by the 

government as well. As a result, a board was established with representatives fi·om the Prime 

Ministers Office, National Bank of Ethiopia and CBE. The board was responsible for 

following up and deciding on matters related to the Y2K problems. 

Accordingly, consultants fi·om NCR and Baton Rouge were hired to study the hardware and 

software of the system that ex isted then and determine as to exactly when the system was 

expected to fail. The output of the study from the consultants reported that the system would 

continue to operate without the effect of Y2K until June 1998, which was 6 months longer 

than what was originally announced in the RoseGate newsletter. 

Meanwhile, CBE had already decided on two finalists for the supply of hardware and 

software for the bankwide IT project. However, due to the critical nature of the Y2K problem 

and the aggressive time fi·ame that must be met to solve it, it was decided by the management 

of CBE to nalTOW the scope of the project. Hence, it was decided for a separate project to be 

established that wou ld address the introduction of a system and the conversion of the existing 

branches to the new system. Specifically, the scope of the project was narrowed down to 
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transferring the NCR mainframe data to an open platform. The new project was not 

considered a rep lacement of the bankwide IT project but was anticipated as a sub-project that 

would provide a so lid foundation for the bankwide IT aims of the bank 

CBE informed the other representati ves of the board of its position and requested for 

proceeding with the selection of the final suppli er who would be awarded the proj ect. The 

representatives from the Prime Ministers Office and the National Bank of Ethiopia approved 

CBE's request and decided that the so lution should be not only for CBE but also to the 

National Bank of Ethiopia as well. 

4.2.5 IT Project Implementation 

On approval to proceed with the selection of the finalist supplier by representatives from the 

Prime Ministers Office and the National Bank of Ethiopia, the two finalists were approached 

and requested for project completion within a limited time constraint. One of the prospective 

vendors rejected the offer on the ground that they could not meet the time limit, while the 

other accepted. The finali st vendor who accepted was comprised of two suppliers, Kindle 

Banking Systems for the software and NCR for the hardware, who came jointly on a consortia 

basis. 

The Y2K project was started at the end of September 1997 and was plaIUled to be completed 

by December 1997. To carry out the project activities, various teams were formed from the 

vendor's side and from CBE's side. These teams included the business team, technical team, 

training and procedure team, testing team, conversion development team, enviroIUllent 

support team, and conversIon support team (See Appendix IV for Project Organization 

Structure). A team leader led each team and the team leaders were under the proj ect managers 

£i·om Kindle Systems, NCR and CBE. The lead project manager rol e was played by the 



project manager from Kindle Systems. Project coordinators were also avai lable that supported 

the project manager from CBE. 

The foregoing project participants executed the various project activities and the project was 

implemented as per the time plarmed. However, after implementation, team members from 

CBE's side detected various problems, mostly related to the software. Few of these problems 

were solved during post-implementation activities and during maintenance call s. As some of 

the problems were unresolved, they are still renected in the ex isting system of CBE. 

4.3 Major Problems of the Existing System 

At the present, there are four branches (Andinet, Addis Ababa, Finfine and Africa Hall) and 

one di vision (the International Banking Division) in CBE that are computerized. These 

branches and the International Banking Division (ffiD) use the software BANKMASTER 

Database Management System. The software is used for handling various operations of the 

branches and the ffiD such as saving accounts, current accounts, loans and international 

transactions. The software has been in use since 1998. 

Even though the computerized branches and the ffiD are not facing major problems in the 

hardware, they face various problems in using the ex isting software. Lnfonnation related to 

these prob lems had been gathered through interviewing end-users and staffs from the IT 

department (See Appendix II). The presence of these problems renect that the project has 

been less successful in adequately creating the anticipated benefits of service quality and 

operational efficiency and effectiveness. The major features of these problems and their effect 

in the operations of the bank wi ll be discussed below. 



4.3.1 Downtime 

Downtime is the periods of time in which the computer and network system is not 

operational. Interviews with branch users and sta ffs from the IT department revealed that the 

ex isting computer system in CBE faces frequent di sruptions in operation and that downtime 

during each di sruption usually lasts one to three days. 

As the compu teri zed branches depend highl y on the technology for can)'mg out many 

transactions, operational di sruptions positions the bank in a deleterious condition and has also 

serious and fru strating impact on end-users. Interview with users working in the back office 

and front office revealed that during operational fa ilures most of those working in the back 

office remain idle whereas those working at the fro nt office shift to the use of manual 

methods. According to the interviewees working in the front office, manual operations have 

been greatly inconvenient to the bank's customers, as it is very time consuming. 

The deleterious conditions created during downtime do not end even after the system starts 

operation again. As a matter of fact, most of the users interviewed reported that the aftermath 

effect is much worse than the peri ods of time in which the system has not been operational. 

During the first few days the system has started operation, users usuall y encounter errors 

associated with the transactions dealt with in the day the system failed. To correct these 

errors, reversa ls are made and the entire transactions are entered again . In addition to these 

transactions, the backlog created during downtime would have also to be dealt wi th during the 

first few days of the systems operation. All these transactions and the ongo ing operations 

creates work load on the users and places them in a condition where they are more prone to 

make elTors during the first few days of the system operation . Besides, to deal with the 

workload, users have to work over time and th is creates addi tional cost to the bank. 
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4.3.2 Program Code Defects 

According to interviews with some IT staffs, the present banking software used in CBE 

suffers from some serious program code defect or bug problems. The bugs result in program 

telmination or prohibit the proper functioning of cel1ain functions. As a result, end-users have 

sh ifted to the use of manual methods, which is more time consuming and more costly for 

performing those operations that are affected by bugs. These problems are having a major 

impact in the business operations of the bank, thereby causing end-users dissatisfaction and 

complaint. 

One instance of a serious bug problem w0l1h mentioning here is the problem faced in the 

local banking area. There are some transactions in local banking, which involve conversion of 

foreign currencies to the Ethiopian currency. When the present software is used to handle 

such transaction, the program terminates and the whole system stops responding. The 

computer system would have to be restarted again for continuing operations. 

Though users have reported the aforementioned problem and others similar problems to the 

Information Technology Department, no effort has been made on the part of the department to 

fix the problems. This is due to fear that an attempt for resolving the problems would 

introduce new bugs or series of bugs having a much worse impact than the previous ones. 

Though extemal maintenance call to the software supplier could have alleviated some of the 

problems, the department has avoided taking such measure due to high cost (professional fee 

and accommodation fee for the vendor's staffs) invo lved in maintenance support. As a result, 

according to interviews with IT staffs , the program suffers from unresolved program code 

defects at the present. 



4.3.3 Deficient Functionalities 

The software presently in use in CBE has many functionalities for handling di fferent types of 

transactions of the various operations of the bank. However, the software has also various 

functionalities that are deficient for handling the various transactions of the bank. Most of 

these functionalities are the most critical ones in any banking applications and their proper 

functioning has an acute impact in the operations of the barlie 

One instance of deficient functionalities in the ex isting software cited by some interviewees 

working in the back office had been about those used for calculating interest and updating 

balance on loans. These functions do not take into account the prevailing loan payment 

conditions in the country, whereby principal and interest on loans are not repaid as specified 

in the repayment schedule calculated by the software. However, as the system has been 

programmed to assume repayment as scheduled, it reduces the principal and interest 

scheduled to be paid from the outstanding balance of previous month end and updates the loan 

and revenue accounts, usuall y long before actual payment is made by the customers. As a 

result, at the begirming of each month reversals are made for the entri es that are already 

passed by the system and it is when the customers make actual payment during the month that 

the corTect entries are passed. 

All in all, the above types of deficient functionalities problems obligates users to extend to the 

use of manual methods, which is more time consuming and costly. Besides, it also creates 

unnecessary workload on users when dealing with rectifying conditions. 

4.3.4 Under Utilization of Software 

The software in place in CBE has many features that support the efficient and effective 

handling of transactions of the bank. However, many of these features are not being used in 
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most of the computerized branches, One such feature observed by a user who has been 

transferred from one computerized branch to the other, has been regarding the use of a 

reversal functions that is already available in the software, The user reported that in the 

branch he was previously working with , the in-built reversal function in the software was used 

to handle reversals, However, in the branch he is working with now, though the same 

software is being used, manual reversal s are made for each account, which are to be reversed, 

This and other features that are underuti li zed places the bank in a contrary position of 

upgrading its service and operations through computeri zation, thereby giving it a reputation of 

less prolific investment. 

4.3.5 Non-integration with long-term IT plans 

Short term IT plans and implementati ons should be consistent with long term IT plans to 

avoid add itional efforts of integration, The existing computer and network system of eBE, 

though ori ginally intended to be in line with the long term IT plan of the bank, has many 

unused features that would have faci litated the long telln plan of the bartlc For instance, to be 

integrated wi th the future bankwide onli ne system, the existing system should advance 

favorable conditions that would fac ilitate the adoption of the online system, However, at the 

present on ly few branches are using the on line system due to conflicting conditions in the 

prevai ling system, One such conflicting condition created has been problems of interpost 

between branch accounts in the centrali zed system, This has been due to absence of a contro l 

system that would al low a single branch to access only its own accounts and the high 

simi larity of the codes for the vari ous branch accounts, 

Another significant instance of failure of integration wi th long' teml IT plans is the use of 

scarmers to capture signature, At the present, it is on ly one branch that is using the scanner 

system, However, its application in the other branches would have fac ilitated one of the 
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objectives of the online system of the bank, which is allowing customers to make withdrawals 

from any other computeri zed branch of the bank in Ethiopia. Failure to address the 

aforementioned problems results in the further prolongation of the implementation of the 

long-term plan. 

4.4 IT Project Management Practice of CBE 

The aforementioned problems in the existing system of CBE are features that are generally 

exhibited when there are problems in management of IT proj ects. As the objective of thi s 

research is to find out if the IT proj ect management of CBE has been a major cause for such 

problems, this part of the research report fi rst aims at providing a general picture of the IT 

project management practice of CBE, before actual analysis is presented. The findings 

presented encompass the proj ect management aspects of both the bankwide automation 

proj ect (at initiation) and the Y2K project. These findings are based on document reviews and 

interviews with CBE staffs that participated in the bankwide automation and the Y2K project. 

The findings are presented following the actual order of the project management activities 

can-ied out at initiation of the bankwide automation project and in the Y2Kproject. 

4.4.1 Bankwide Automation Project 

4.4.1 .1 RFP Preparation 

Upon decision of CBE's top management to embark on a bankwide automation project, it was 

planned and decided to have a service from an external expert who would assist the bank in 

preparing the Request for Proposal (RFP) for the bankwide automation project. Based on thi s 

decision, a project assistance call was made by CBE to the World Bank. In response to thi s 

call , the World Bank provided an expert who had prior experience of preparing RFPs for 

various banks worldwide. 
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Along with the World Bank expert, two other CBE staffs were recruited to assist the expert. 

Hence, a team was formed which was composed of one external expert and two CBE staffs . 

Total timeframe for completing the RFP preparation had been set by top management of CBE 

at the outset and communicated to the RFP preparation team. To complete the preparation 

process within the established timeframe, weekly planning was made by the expel1. No formal 

tools have been used to plan the weekly activities. These weekly plans were communicated to 

team members in weekly meetings through memos. Based on the weekly plans, team 

members' used to cany out the activities included therein. Issues and concerns were also 

raised in these meetings for which minutes were taken and documented. 

The culmination of the team effort, the RFP, included vanous elements that prospective 

vendors would have to take into account and sati sfy 111 prepanng and presenting their 

proposals. Among these have been included elements that would fac ilitate the proper 

management of the bankwide automation proj ect. Related to this, the following elements have 

been identifi ed through review of the RFP: 

Project Scope 

Branch, head office organs and specific areas of operations to be affected by the 

project had been identified. 

Final project outcome had been determined to be computeri zation and networking of 

the vari ous branches and head office organs. 

Benefit s for branch operations had been determined to be provIsion of adequate 

contro l and supervision, and also promotion of communication among branches and 

head office organs. 
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Benefits fo r head offi ce organs had been detel1llined to be improved management 

info l111 ation, internal control and audit. 

Demonstrated Capability of the Vendor 

Vendors had to have experi ence and track record in the supply, install ation and 

commlsslonlllg of sizable computer projects in the banking sector, preferably in 

Afri ca. 

List of reference installation and cl ients performance in African countries and study 

visit by CBE personnel to agreed reference site had to be made. 

CV of senior personnel to hold key position in project implementation. 

Vendors had to be established in Ethiopia or had to be prepared to be establi shed in 

Ethiopia. 

Project Cost 

Details of all costs/ fees had been required under specified headings of equipment, 

software, delivery and install ation, on-going support and advice, training, 

customization , etc. 

For each of the above, purchase price in unit and total, arll1ualmaintenance fee, license 

fees for the software, annual service and maintenance charges for the hardware, and 

an y other charges had also been required. 

Functional Requirements 

Requirement analysis for each fu nction of the various operations of the bank had been 

identi fi ed and li sted . 

Report fac ilities that should be ava il able had al so been identifi ed. 
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General Software Requirements 

It had been required to have a standardized package solution that supports all existing 

retail and wholesale banking services and the head office functions. 

Preference of operating software, guarantee/warranty conditions and provIsIon of 

source code, development tools and functional specification documentation had also 

been specifi ed. 

Suppoli that would be provided during set-up installation and on-going support after 

installation with detailed response time by level of support urgency had to be specified 

by the prospective vendors. 

Outline of proposed design and justification for customization had also been required. 

General Hardware Requirements 

Specification of the hardware had to be made. 

Provision of details of components, peripherals, communication equipment, ups, etc. 

Hardware had to be at industry standards and justification for application of particular 

standard had to be made. 

General Networking Requirements 

Cabling and all necessary equipment requirements had to be specified 

New topology had to be designed 

Dedicated telephone lines had to confirm to criteria set by the Ethiopian 

Telecommunication Authority 
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Quality Testing 

Pilot phase had to be conducted to test the total functionality and interfaces between 

the systems various parts, and which wo uld constitute grounds for acceptance test 

necessary before seri al install ations. 

Time and Activity Plans 

Complete time and activity plan provi sion in detail for pilot phase and an outline for 

seri al installations to follow. 

All activities had to be chartered in a Gannt chart also indicating responsibility of CBE 

or the Vendor. 

Starting date and total number of months for completing pilot phase had to be 

estab li shed. 

Outline of serial installations had to include sta11 and fini sh date. 

Documentation 

All documents to be supplied by the vendors upon project completion had to be 

identified and li sted. 

4.4.1.2Assessment and Evaluation of Vendors 

Upon completion of preparing the RFP, potential vendors had been notified in a magazine, 

The Economist and in a newspaper, the Ethiopian Herald, through announcement of a request 

for proposal. In response to thi s, various hardware and software vendors bought the 

documented RFP from the bank and based on it prepared and presented their proposals to 

CBE. 

For assess ing and evaluating the proposal presented by the various potential vendors, it was 

once more decided to use an expert service. This time a project assistance call was made to 

the United Nations Development Program (UNDP). In response to this cal l , UNDP provided 



an expert that wou ld ass ist eBE in the assessment and eval uation process. Besides, it was also 

planned and decided to recruit individuals fi'om within the country with past experience on 

vendor assessment and evaluation. Based on thi s decision, nine other individuals in higher 

positions of various governmental institutions and organizations were recruited. Hence, a 

team was formed which was expected to work under the leadership of the expert from World 

Bank. 

Assessment and evaluation was to be done based on pre-established criteria set fOlih in the 

RFP. To carry out the assessment and evaluation, each individual was expected to work on a 

full time basis and was assigned to work on a single proposal at a time. After completion of 

individual assessment and evaluation of all potential vendors, group reviews of individual 

assessments and evaluations were made and final evaluations were decided. 

During assessment and evaluation of vendors, all relevant documents related to the 

assessment and evaluation process such as assessment forms, and proposal s submitted by 

prospective vendors have been well documented . 

4.4.2 Y2K Project 

4.4.2.1 Planning Activities at Initiation: By CBE Staffs 

The finali st vendor for the Y2K project had been selected based on the proposal submitted for 

the bankwide automation proj ect. As per interview with project participants, the proposal of 

the finalist vendor included the following aspects related to project management: 

WBS with detailed activities along with the total timeframe for completing each 

activity. 

Plalmed hardware, software and cables requirements along with actual cost of these 

resources that were to be used for the final proj ect outcome. 
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Planned number and qualifications of human resources from the vendor's side along 

with daily rate of payment for each individual. 

As planned requirements for hardware and cables set forth in the proposal of the bankwide 

automation project had to change for the Y2K project, the first planning activity undertaken at 

initiation of the Y2K project had been for the hardware and cables to be used in the final 

project outcome of the Y2K project. This planning was done based on the proposal submitted 

by the finalist vendor for the bankwide automation proj ect and on requirements of the ex isting 

system. CBE staffs had made this plalming and it was also intended to use these resources for 

carrying out project activities. 

4.4.2.2 Planning and Other Activities at Initiation: By the Vendor 

Review of a Project Definition Report (PDR) submitted by the vendor at initiation of the Y2K 

project revealed planning had been made for the fo llowing: 

Project scope: The scope of the Y2K project had been defined in general 

statements in different section of the PDR, by stating what was to be done, what 

was to be affected and where changes were to occur. 

Total timeframe: The total timeframe with in which project was to be completed 

had been established and set in the report. 

Project roles and responsibilities: The project responsibility of the major parties in 

the project, i.e. Kindle Systems, NCR and CBE, had been outl ined and 

documented in the PDR. 

Project implementation approach: The general approach for implementing the 

project had been estab li shed in the PDR by refen'ing to the phases the project will 

follow and the time that need to be minimized for the major events. 
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Software components: The various software components had been identified along 

with the operating enviromnent each software was to operate in . 

High-level project plan: The high-level project plan included a WBS of the 

acti vities to be carried out in the project, under various major events. In addition, it 

also includes duration and schedule dates for each activity. The high-level project 

plan had been documented in the PDR using the proj ect management tool, Gannt 

Chart. 

In addition to the above plarll1ing activities made, the PDR also included vanous 

assumptions made related to the project. These assumptions include: 

Project will receive priority in the bank and full backing and cooperation of senior 

management. 

Presence of a steering committee to define and adhere to priorities 

Full time functional and technical team members, which will include 

representatives of each of the user areas. 

Approval will be so licited and obtained fi'om users before confirming the system 

design. 

4.4.2.3 Human Resource Organization Planning 

Upon review and approval of the PDR by top management of CBE, according to interviews 

with proj ect participants, various teams were formed with staffs from Kind le Systems, NCR 

and CBE. The interviews also revealed that staffs fi'om eBE had been selected based on 

available staffs working in related areas of the project they were to be assigned on. 



Based on document rev iew, it has been found that human resources have been organized in 

matrix structure. This had been di splayed using a Project Organization Structure (POS). The 

POS (See Append ix IV) shows that teams were composed of the business team, teclmical 

team, training and procedure team, testing team, conversion development team, environment 

support team, and conversion support team. Each team had a team leader, and the team 

leaders were under the three project managers (the lead project management ro le played by 

staff from Kindle Systems) from the vendor's side and from eBE. These project managers 

were under the steering committee, which is composed of senior managers from the vari ous 

operational areas of the bank. Interviews with project pat1icipants also revealed that the POS 

had been communicated to team members, project managers and the steering committee in a 

memo. 

4.4.2.4 General Areas of Responsibility Planning 

As per document review, the general areas of responsibility of each team have been identified 

and communicated using a memo. 

4.4.2.5 Kickoff Meeting 

According to interviews with proj ect participants, prior actual execution of platmed acti vities, 

kickoff meeting had been conducted which included team members, project managers, 

steering committee and senior managers of end-user branches and the lED. The lead proj ect 

manager from Kindle Systems had acted as the facilitator of the meeting. Interview with 

project partic ipants revealed that the meetings had created general awareness about the project 

among those who pat1icipated in the meeting. They also stated it had helped in gaining 

conunitment from senior managers of end-user branches and the lED for providing the human 

resources and other supports as required. 
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4.4.2.6 Weekly Project Planning, Execution and Communication 

Interview with project participants revealed that weekly meetings were conducted with the 

lead project manager as the facilitator. At the begilming of each meeting, the lead project 

manager provided a brief review of the project timeline and discussed with team leaders about 

the status of the tasks they were assigned and due to be completed. After status update, tasks 

were assigned to each team by the project manager to be completed for the coming week, 

which was communicated in a memo. It was based on this that team leaders assigned 

particular tasks for team members to carry out during the week. 

During the weekly meetings new and outstanding issues and problems were also raised and 

discussed. To capture the issues and problems raised and discussed, minutes were taken by 

the lead project manager, which had been useful for timely discussion and for follow up 

purposes. 

Other than the weekly meetings, it has been observed from document reviews that memos 

were used by the lead project manager to fomlally communicate other matters related to the 

project. Memos had been used to communicate such matters as, general tasks and areas of 

responsibilities of each team, strategy and approach for major events, and for other similar 

matters related to the project. 

4.4.2.7 Data Cleanup 

Review of the high-level project plan revealed that under the post-conversion support section 

of the plan, 'data cleanup' activity had been planned for. The activities related to data cleanup 

had been carried out by the project managers, project coordinators and team members. 

According to interviewees, it was the team ITom CBE that had been assigned to identify and 

analyze issues and problems. The team after working with users, used to present outstanding 

issues and problems to the attention of proj ect managers and other project paIiicipants in a 
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weekly post implementation meeting. However, according to interviewees, conflicts used to 

occur most of the time between team members of CBE and the vendor due to resistance on the 

part of the vendor to accept and reso lve the issues and problems. As a result, most of the 

issues and problems remained unsolved during data cleanup. 
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Chapter Five 

Review and Assessment of the IT Project Management Practice of 

CBE 

5.1 General Approach of eBE's IT Project Management Practice: 

Review and Assessment 

The general approach of the IT project management practice of the CBE has been reviewed 

and assessed based on the applicability of the proj ect management processes invo lved in the 

nine knowledge areas of the PMBOK (See Figure 1 for an overview), supplemented with 

other resources related to IT proj ects. The assessment involved detennining if the project 

management activities in the various processes identified in the PMBOK have been addressed 

or not. Based on this, for each activity that has not been addressed or adequately addressed, 

the problems faced as a result (if any) and the spec ific benefi ts that could have been derived 

from carrying out the activities in the PMBOK has been discussed. Besides, for those 

activities identified in the PMBOK that have been carri ed out in the IT proj ect of CBE, the 

advantages that had been obtained from carrying out sllch activiti es has also been di scllssed. 
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Figure I : Overview of CBE's General Approach Assessment 
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5.1.1 Project Integration Management 

5.1.1.1 Project Plan Development 

The PMBOK requires the results of all plalming process to be integrated into a coherent and 

consistent document for the purpose of managing and contro lling proj ects. The output of the 

planning process of the Y2K project at initiation included resource plalming for hardware and 

cables, project summary (scope and total time frame) , work breakdown structure, schedule, 

software components, POS and project approach. Except for the resource planning for 

hardware and cables and the POS, the rest had been included in the PDR submitted by Kindle 

Systems. As the resource planning had been executed prior arrival of the vendor, it had been 

only the POS that had to be integrated wi th planning documented in the PDR, to form the 

project plan. However, there has not been a separate project plan document that has integrated 

these two planning processes. Though the project plan forms the basis for managing and 

controlling projects, developing a project plan for the Y2K project would not have had that 

much effect on the project management effort as it is only the POS that has not been 

integrated. Development of proj ect plan would have especially proved more had the outputs 

of the planning process included many other activities such as plans related to ri sk, cost, 

quality, deliverables and others as all these require to be integrated in a coherent and 

consistent maimer. 

5.1.1.2 Project Plan Execution 

Project plan execution, according to the PMBOK, invo lves canying out a project plan by 

executing the activities included therein. In the Y2K project case of CBE, the actual project 

has been carried out by executing those planned activities found in project plan memos, which 

have been based on the high- level project plan. Status and progress reporting resulting from 

thi s project plan execution used to be communicated among team members, proj ect managers, 
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and project coordinators during project participants week ly meetings. Communication on the 

proj ect's progress used to also be made to senior managers on a weekly basis. 

In the Y2K project of CBE, the practice of employing plans for the execution of actual project 

activities, had been of great use for accomp li shing planned activities on a timely basis. This 

practice would have been more useful had the outputs of the planning process included all the 

other essential plalUling processes such as those related to quality, risk, cost and others, as it 

wo uld have ensured implementation of these planned project activities, thereby accelerating 

the project's success. 

5.1.2 Project Scope Management 

5.1.2.1 Initiation 

As per PMBOK, initiation is a process of formally recognizing that a project exists. For the 

bankwide automation proj ect, the RFP and fo r the Y2K proj ect the contract, served as a 

charter, which formally recogni zed the existence of the project. As to the other outputs in the 

initiation process, for the Y2K project, a project manager had been identified and assigned 

early in the project process, project constraints have been included in contractual provisions 

and various assumptions have also been made related to the proj ect. 

5.1.2.2 Project Scope Planning 

As the PMBOK states, scope planning involves developing a written scope statement, wh ich 

is to be used as a basis for future decision. The scope statement describes what will be 

accomplished, what will be affected and where changes wou ld occur. No fomlal scope 

statements have been developed both for the bankwide automation project as well as for the 

Y2K project, after change in scope of the bankwide automation project. Though no formal 

scope statements have been developed, al l the detail s included in a fomlal scope statement 

have been covered in different sections of the RFP for the bankwide automation proj ect and in 
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the PDR for the Y2K project. However, having a fonnal project scope statement could have 

been used for confirming or developing a common understanding of project scope among 

stakeholders. Besides, it wou ld have also have ensured in restricting the realm of poss ibilities 

had confli cts related to project scope arose during the course of the proj ect, by providing 

exhaustive definition on matters related to scope of the project. As to the other outputs of the 

scope plalming process, which are documented supporting details for project scope statement 

and scope management plan, there had been none both for the bankwide automation project 

and the Y2K project. 

5.1.2.3 Scope Definition 

According to the PMBOK, scope defining involves subdividing the major project deli verables 

into smaller, more manageable components, the output being WBS. Scope definition has been 

made both for the bankwide automation project and the Y2K project. For the bankwide 

automation project, the proposal submitted by Kindle Systems and NCR in response to the 

RFP included WBS . However, due to change in scope of the bankwide automation project, 

this WBS cou ld not be put into use. As a result, another WBS had been developed for the 

Y2K project, which had been included as pa11 of the high-level project plan. As thi s plan had 

been used as a basis for develop ing the weekly plans of the proj ect, it has aided in defin ing the 

weekly activities to be carried out in the proj ect. 

5.1.2.4 Scope Verification 

PMBOK requires scope veri fication to be made, which is a process of forma li zing acceptance 

of proj ect scope by stakeholders. In the Y2K project of CBE, there had not been formal 

review of initial project scope against actual achievements by stakeholders from eBE's side. 

However, preparing and di stributing scope verification document would have revealed the 

dissatisfaction created among some stakeholders related to the work products and results of 

the Y2K project. 
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5.1.2.5 Scope Change Control 

Scope change control, as described in the PMBOK, invo lves influencing the factors creating 

scope changes, determining occurrence of scope changes, and managing actual changes when 

and if they occur. In the Y2K project of CBE, there had been cases where changes in scope 

had occurred. During these changes in proj ect scope, appropriate modifications had been 

made in the WBS and corrective actions had also been taken to bring future performance in 

line wi th project plan. However, causes of vari ances, reasoning behind corrective actions, and 

other types of lessons learned from scope change control had not been documented for future 

use. 

5.1.3 Project Time Management 

5.1 .3.1 Project Activities Definition 

According to PMBOK, project activities definition invo lves identifying specific activities that 

must be performed to produce various proj ect deliverables. In the bankwide automation 

project of CBE, all activities to be carried out for the proj ect could not be determined in 

advance, as total outsourcing was being contemplated. However, activities that should be 

carried out for facilitating the outsourcing venture were known and had been deternl ined to 

consist of two project deliverables, the first of which had been the RFP. 

Prepming the RFP invo lved various activities like functiona l requirement analysis, concept 

design, deve loping contractual terms and obligations, conducting vendor site visits, and 

others. However, these activities have not been fomlally identified in advance of preparing the 

RFP. Formal definition would have ensllred in accounting for all activities to be carried out. 

Without activity definition, other time management processes important for organizing and 

controlling proj ect activities sllch as activity sequenc ing, schedule development and others 

could have not been made in advance even if desired. 
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Though all the acti vities necessary to produce the RFP have not been identified at the outset, 

acti vity defini tion had been done during the process of the weekly plarming in preparing the 

RFP. These week ly plans have facilitated the identifi cation and assignment of the tasks to be 

accomp li shed for the coming week. However, due to lack of categorization of activities under 

major events, most of the fina l planned outcomes have been overshadowed to team members, 

resulting in confusion as to where they are heading for. Contribution that wo uld have been 

gained from team effort in the identification and raising of issues related to the week ly 

activities had also been lost due to the so le exercise of defi ning the activities to be 

accomplished by the team leader. 

The other deliverable intended to be produced in the bankwide automation project of CBE 

after RFP preparation had been the result of vendors' assessment and evaluation. Assessment 

and evaluation of vendors also involved various activities like preparing assessment forms, 

individual assessment of vendor's proposal, group review of individual assessments, board 

presentation, and other related activities. However, all these activities had not been formally 

identi fied and planned for at the outset. Had formal identification and planning of these 

activities been made, it would have ensured not only the identification and sequencing of 

acti vities, but also for the proper assignment of tasks and schedule development. 

For the Y2K proj ect, activities have been defined in the high-level project plan concurrently 

with WBS. However, no supporting detail s have been documented and organized for the 

activ ities defined and li sted to faci li tate its lise by other project management processes. The 

high-level project plan had been used as a basis for defining and planning the tasks to be 

carri ed out on a weekly basis during project execution. As defining of activities in the high­

level project plan as well as in the week ly plans had been done only by the lead proj ect 

manager, contribution that would have been gained from team effort for ensuring that all 

activities would be accounted for had been lost. 
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5.1.3.2 Activity Sequencing 

Activity seq uenc ing, as stated in the PMBOK, is said to involve identi fying and documenting 

interacti vity dependencies. For the acti vities involved in preparing the RFP and in assess ing 

and eva luating vendors for the bankwide automation project, activity sequencing had not been 

made at the outset. As activities have not even been defined at the outset, planning the activity 

sequencing would have been impossible, even if desired. For the Y2K proj ect, interactivity 

dependencies have been identifi ed and together with duration est imation have facilitated the 

determination of schedule dates for activities in the high-level project plan. This in turn had 

suppor1ed in the identification of activities to be carried out in the weekly plans. However, 

there has not been documented project network diagram displaying the project's activities and 

their logical relationships. 

5.1 .3.3 Activity Duration Estimation and Schedule Development and Control 

The PMBOK describes activity duration to include determining of the number of periods for 

completing individual work acti vities. It also describes schedule development and control to 

involve analysis of activities sequences, activity duration and resource requirements to 

produce schedule and contro lling and conducting activities so that they meet project schedule. 

For preparing RFP for the bankwide automation project, total timeframe for completion had 

been established and set by management. However, there had not been fomlal duration 

estimation or schedule planning at the outset (as activities had not been defined in the first 

place). The same had been true in assessing and evaluating vendors. It is only the total 

timefi'ame that had been determined and formall y set by the team leader. However, in both of 

the forego ing cases, had activity definition and sequencing been made at the outset, duration 

estimation of acti vi ti es wou ld have been used as input for schedule development and 

facilitated the allocation human resources. 
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In the Y2K proj ect, the high-level proj ect plan had incorporated duration estimation for each 

activ ity. However, assumptions made in developing the duration estimates have not been 

documented. Documenting and communicating basis of estimates by the vendor could have 

revealed to CBE project participants some factors that would have to be rejected prior to 

actual project execution. 

Scheduled dates have also been identified and documented for the Y2K project. However, 

supporting detail for the proj ect schedule and schedule management plan defining how 

changes to project schedule will be managed have not been formally made and documented. 

This had , however, created li tt le problems during the course of the proj ect. 

Based on the schedule dates weekly detailed plans were made. In carrying out the activities in 

the weekly detailed plans, there had been cases where activities had not been executed as 

planned and as a result, were to affect the high-level project plan schedule. In such cases the 

schedule in the high-level project plan used to be controlled by bringing into light the issues 

and problems behind the unmet plan. These issues and problems were di scussed and reso lved 

so that they meet the plarUled schedule. However, in cases where thi s had been imposs ible, 

plarUled dates for the specific acti vities were rescheduled. In all cases, no formal repol1s had 

been produced reflecting actual versus planned schedules. Production of this type of report 

would have helped in tracking and monitoring progress by interested stakeholders . Another 

output that had not been produced duri ng schedule control process is documentation of 

lessons learned describing causes of variances, reasons behind the correcti ve actions and other 

similar lessons. 
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5.1.4 Project Cost Management 

5.1.4.1 Resource Planning 

According to the PMBOK, resource planning involves detelmining the resources required for 

the proj ect. These resources include phys ical floor space, office equipment, basic supplies, 

human resource and products requi red for fi nal project outcome. For the initial steps of the 

bankwide automation project, i.e. fo r preparing the RFP and for assessing and evaluating 

vendors, no formal plarU1ing for resources had been made. Though there had not been fOlmal 

resource planning, little problems were encountered as slack resources like office space, 

office desks and others were already available in the bank. As for human resources, a plan had 

been in place to call for an expert service, and recruit individuals with relevant background 

and experi ence. 

In the case of the bankwide automation proj ect, resources plam1ing had been made in the 

proposal submi tted by the finali st vendor (fo r the Y2K project) for hardware, software and 

cables to be used for final installation purpose. In addition, the number and quali fication of 

individuals to be involved from the vendor's side had also been planned for in thi s proposal. 

However, in this proposal, resource plalUling for other resources like office space, office 

equipment, infrastructure to support the development effort and basic supplies and equipment 

that will be needed for can'ying out proj ect acti vities have not been documented. Besides, 

hardware and software tools that would support the development effo11 have not also been 

documented. 

For the Y2K proj ect, the vendor had made no fom1al planning for resource requirements such 

as offi ce space, offi ce equipment, bas ic supp lies and the li ke. However, this had created little 

problems, as slack resources had already been available in the bank. As for other resources 

like software, hardware and cables to be used for the fi nal project outcome, planning had been 
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made by the vendor and by CBE staffs. As it had been decided to use these resources for 

carrying out project activities, this planning had supported in getting the required resources 

for carrying out project activities before the arri val of staffs from the vendor's side, thereby 

avoiding delays that would have occurred otherwi se. 

A critical resource for the Y2K project that has not been we ll planned for had been for human 

resources from CBE's side. Failure to develop a plan incorporating teams that possesses the 

skill s required to perform the project work had resulted in the recru itment of various team 

members with less sufficient skill s for carrying the tasks they were assigned. This is believed 

to be one of the problems, which has created a negative impact on the final project outcome. 

Besides, optimal size of proj ect team in tel111S of man-hour or days for staffs from the vendor's 

side had not been formally planned for. This planning would have helped as an input to cost 

estimating and later cost budgeting for control purpose. 

5.1.4.2 Cost Estimation and Budgeting 

PMBOK requires cost estimation of required resources to be made for the purpose of 

allocating overall cost estimate to individual work packages and establish a cost baseline. For 

preparing the RFP, cost estimation for the plalmed resources, i.e. human resource, had not 

been required as the expert had been provided in the form of project assistance and the two 

CBE staffs were working on their regular salaries. As a result, there had been no need for cost 

budgeting, i.e. for managing and controlling cost. The same had been the case for assessing 

and evaluating vendors. One expert had been provided in a project assistance basi s, the nine 

individuals from various organizations had been hired on fixed payment tellllS and the two 

CBE staffs were expected to work on their regular salary basis. 

For the bankwide automation project, details of actual cost for the plalmed resources of 

hardware, software and cables had been determined. However, for human resources, it is on ly 
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the rate per day that had been provided. Hence, for the Y2K project, cost estimation for 

hardware, software and cables had not been essential as their cost have been detel1TIined to be 

actual and fixed. However, for human resources planned to be provided from the vendor's 

side, cost estimation and cost management plan, though essential had not been formally made. 

As optimal size of project team in terms of number of days have not been determined, cost 

estimation would have been less possible even if desired. As a result, cost of human resources 

had not been allocated to individual work packages and a cost baseline has not been 

estab lished. However, estab li sh ing a cost baseline wo uld have helped in contro lling the excess 

expenditures made for retaining unnecessary staffs from the vendor's side during post­

imp lementation. 

5.1.4.3 Cost Control 

According to PMBOK, cost contro l involves influencing the factors that create changes to 

cost bascline, dctcl1TIining change of cost baseline and managing actual t:hanges when and as 

they occur. In the case of CBE, cost contro l activities wou ld have been essential for 

expenditures related to vendor's staffs in the Y2K project. However, cost control activities 

have not been carried out as adequate cost control mechanisms like cost baseline and actual 

cost perfomlance reporting had not been in place. Had cost budgeting of human resources 

been made to individual work packages, cost baseline been estab li shed and actual cost 

performance reporting been made, cost contro l activities wou ld have revealed any changes to 

cost baseline and would have necessitated appropriate actions to be taken. 

5.1.5 Project Quality Management 

5.1.5.1 Quality Planning and Control 

According to PMBOK, quality plarUling, involving identification of quality standards relevant 

to a project and detennination of ways to satisfy them, should be made. With appropriate 



quality planning in place, spec ific project results should be compared with quality standards 

to determine their compliance and to eliminate causes of unsati sfactory performance. In the 

Y2K proj ect case of CBE, though no quality system had been in place describing the 

organizational structure, respons ibilities, procedures, processes, and resources needed to 

implement quality management, few planning and controlling activities related to quality had 

been made. For instance, some quality planning and control activities undertaken during 

testing and conversion period had resulted in corrective actions or rework based on 

acceptance dec isions. Though such actions provide benefit to some extent, to ensure the 

overall quality of the project, quality goals encompassing proj ect product and proj ect 

management should have been considered early in the project and integrated into the overall 

project management plan. An independent quality team could have been included in the 

project team, which would report functionally to the Project Manager and also have a 

reporting chain outside the project to a higher management level if the proj ect manager does 

not give sufficient attention. 

Conducting quality activities with a formal and we ll-organized system in place would have 

minimized many of the problems that arose related to the Y2K proj ect of CBE. For instance, 

quality plalming on the two important factors for the success of a proj ect, on proj ect 

management and on the vendor, could have been made by identifying and plalming some 

form of quality standards that are considered relevant for the success of the project. Then 

quality control mechanisms like reviews, walkthroughs, and others wou ld have been used fo r 

monitoring the actual proj ect management practice and vendor's profi le against the set 

standard. This could have helped in verifying whether the project is organi zed effecti vely with 

the ri ght competence and quanti ty of resources, whether the proj ect is being carri ed out 

correctly and whether the vendor can fulfill the requirements and stipulations of the contract 

and complete the project within the specified time. 
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5.1.5.2 Quality Assurance 

The PMBOK states that quality assurance activiti es involving evaluation of the overall project 

perfonnance on a regular basis should be made for providing confidence that the project wi ll 

sati sfy the relevant quali ty standards. In the Y2K project case of CBE, as no quality system 

had been in place, no quality assurance acti vities invo lving evaluation of overall project 

perfonnance against set standards had been carri ed out. However, with the appropriate quali ty 

standards in place, carrying out quality assurance acti vities would have been useful for 

assessing the overall project performance in relati on to quality. 

5.1.6 Project Human Resource Management 

5.1 .6.1 Organizational planning 

Organizational plmming as stated 111 the PMBOK involves identifying, documenting and 

assIgning proj ect roles, responsibilities and reporting relationships. In addition , staff 

management plan describing when and how human resources will be brought onto and taken 

off the project team should also be made. In preparing the RFP and in assessing and 

evaluating vendors, there had been no staff management plan and defined and documented 

assignment of roles, responsibilities and reporting relationships (indi vidual participants were 

expected to report directly to the designated leader). However, having documented definition 

of roles and responsibilities would have provided each individual with a clear understanding 

of the authori ty and responsibility given necessary fo r the successful accomplishment of 

project activ ities. 

In the Y2K proj ect, roles and responsibilities of each major party invo lved (Kindle Systems, 

NCR and CBE) had been planned fo r and documented in the high-level proj ect plan. On the 

other hand, in defining reporting relationships, team building and matrix management had 

been used. Various teams had been formed [i·om di fferent functional and control areas of 



CBE, from Kindle Systems and ITom NCR based on the type of activities to be accomplished. 

Matrix structure had been applied to manage these teams and other project participants for 

whom no formal reporting relationships existed. POS had been establi shed (See Appendix 

IV), commun icated to project participants, and documented. 

The project organizational structure of the Y2K project ofCBE had, therefore, included many 

of the characteristics of a projectized organization, indicating strong matrix structure. The 

organization had included full-time staff ITom different funct ional departments and had also 

been operating outside the standard, fonnalized reporting structure. Besides, the lead project 

manager had also been engaged full-time and had high authority over project related 

activities. 

In the Y2K project, staff management plan describing when and how human resources were 

to be brought into and taken off the project had not been made. With appropriate human 

resource planning in place, having this plan would have been useful throughout the project 

and would have helped in avoiding the cost incurred during post-implementation as a result of 

retaining unnecessary staffs from the vendor's side. In addition, having this plan and 

communicating it to team members from CBE wou ld have reduced the likelihood of non­

participation ofCBE staffs during post-implementation activities. 

5.1.6.2 Staff Acquisition 

According to the PMBOK, staff acqui sition involves getting the human resources to be 

ass igned to and work on the project. Here, getting the available staffs with the ski lls required 

to perform given tasks is critical to a project's success For preparing the RFP for the bankwide 

automation project and in assessing and evaluating vendors, staff acquisition had been made 

based on call for project assistance and availab le human resources. For preparing the RFP for 

the bankwide automation project, an expert was provided by World Bank in response to 
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eBE's request for proj ect assistance. Two other eBE staffs were assigned to support the 

World Bank expeli . For assessing and evaluating vendors, UNDP provided an expert for 

assisting eBE in the assessment and evaluation process. Nine other individuals in higher 

positions were recruited from various govenmlental institutions and organizations with past 

experience on vendors' assessment and evaluation process. 

For the Y2K project, proj ect participants had been from the vendor's side and eBE. Project 

participants interviewed from eBE's side reported that the actual performance of the project 

participants from the vendor's side revealed inadequate assessment seemed to have been made 

for determining their qualification for the project. From the side of eBE, selection had not 

been made based on formal human resource planning of skill and experience but rather from 

the availab le human resources in the bank that worked on related areas to the tasks they were 

to be assigned on. Had skill s shortage been identified in advance and given due attention, 

additional time and resources for training could have been planned for or persons with the 

required skills or experience could have been hired or services contracted to perform those 

tasks where skill shortage would be expected. By recognizing resource shOlifalls and 

providing the necessary training or recruitment, the proj ect manager could have mitigated 

some level of risk. 

5.1 .6.3 Team Development 

Team development, according to the PMBOK, involves developing individual and group 

skill s to enhance project performance. In the Y2K project case of eBE, despite the 

significance of developing individual and group skills, an effoli has not been made for team 

development by providing training or other development platfonTIs. Had evaluation on 

qualification and experience been made, train ing would have been provided, which would 

have minimized the problems associated with skill shortage. 
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5.1.7 Project Communications Management 

5.1.7.1 Communications Planning 

Communications planning is the detennination of the information and communication needs 

of stakeholders. As the PMBOK states, this invo lves determining who needs what 

information, when they need it, and how it will be given to them. In the Y2K proj ect case of 

CBE, no fonnal communications planning has been made for specifying the infomlation and 

communication needs of stakeholders. As a result, communications to some important 

stakeholders li ke users and senior managers had been done in less effective way. This had a 

negative impact on the proj ect process and outcome. Detailed di scussion of the 

communication aspect of the project will be presented in the following sections. 

5.1.7.2 Information Distribution and Performance Reporting 

Infomlation di stribution, according to the PMBOK, is making needed information availab le to 

stakeholders in a ti mely manner and perfonnance reporting involves collecting and 

disseminating information related to progress and performance. These are generally directed 

at four primary areas: senior managers, team members, users and customers. 

5.1.7.2.1 Senior Managers (project sponsors/steering committee) 

Communicat ion to senior managers/steering committee about the proj ect in general had been 

made in the first team meeting, the project kick-off meeting. Thereafter communication to thi s 

committee about project progress had been made on a weekly basis and has been limited to 

the use of narrative progress reports. Status reports showing where the proj ect stands have not 

been provided (0 (his committee. For this purpose, other plarming and communication tools 

li ke Gannt Charts, Time Matrices and Calendars could have been used for effecti ve 

communication of actual versus planned performance. As communication to the steering 
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committee had been oriented towards reporting project progress, use of these tools could have 

also facilitated in directing the attention of the committee towards future major events. 

5.1.7.2.2 Team Members 

In the Y2K project of CBE, much of the communication OcculTing with team members had 

originated from the proj ect participants meetings composed of team members, project 

coordinators and project managers. These meetings had been conducted weekly, except 

during software conversion period during which project participants met on a daily basis. The 

lead project manager from Kindle Systems had been faci li tator of the weekly meetings. 

Communication in the weekly meetings had been verbal and written, mainly emphasizing 

project detai ls and had been conducted in a disciplined approach. At the beginning of each 

meeting, the lead project manager provided a brief rev iew of the project timeline to draw the 

attention of project participants of the current time into the perspective of the proj ect timeli ne. 

This type of review had been important as it had psychologically forced project participants to 

be cognizant of where they are in the project timeline, how far or near they are to conversion, 

and to be aware of the coming major events. After review of project timeline, the project 

manager was used to requesting team leaders about the status of the tasks they were assigned 

and due to be completed. Each team leader would respond to their area of responsibility 

assigned and after status update the project manager would assign tasks to each team to be 

completed for the coming week and provides them with a detai led plan in a memo. The 

foregoing communication activities had a positive contribution in getting the Y2K project to 

be completed on scheduled time. 

In the project participants meetings, new and outstanding issues and problems were also 

raised. Raising issues and problems for discussion had helped them in bringing together a 

ground where all project participants can comment and come to reali ze how the tum of events 
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wi ll affect them. However, in these discussions, project participants from Kindle Systems 

used to dominate in providing ideas for the issues and problems raised. As project participants 

from CBE were less aware of the software and were not experienced in such IT projects, they 

usuall y accepted the ideas rai sed from participants of Kindle Systems. 

To capture the issues and concerns raised in the weekly meetings, minutes had been taken by 

the lead project manager. These minutes had been useful for timely di scussion and for follow 

up purpose. The minutes had not been used for communication or hi storical record keeping 

purpose. However, using the minutes for communication purpose would have been important 

not on ly to project participants for keeping hands-on record of the issues and concerns raised, 

but also to the steering committee for informing them of major issues and concerns that 

requires their action. In addition, hi storical record keeping of minutes wou ld have supported 

the formal documentation of the issues and concerns for future use related to the project. 

As mentioned earlier, one way that project participants communicated has been mainly 

through meetings. Apart from these meetings, the lead project manager had used memos to 

formally communicate other matters related to the project. Memos had been written and 

di stributed to communicate general tasks and areas of responsibilities of each team. Memos 

had also been used to communicate strategy and approach for major events where teams were 

advised (0 review and comment or present their queries to the project manager. Use of memos 

for formal communication had also been used for other similar matters related to the project. 

5.1.7.2.311sers 

In the Y2K proj ect of CSE, communication (0 user depm1ment and branch managers had been 

made at project initiation. This communication has been made in the form of project kickoff 

meeting with the lead project manager of Kindle Systems as the faci li tator. The meeting was 

conducted to set the tone for the proj ect and legitimi ze the project process. The meeting had 
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helped in creating general awareness about the project among user department and branch 

managers. It has also helped in backing support for provid ing all the required staffs and other 

supports necessary for bringing the project to a completion. 

Another communication that had been made to user department and branch managers had 

been prior installation of the new system. This communication had been made to inform 

managers of when installation will take place and to prepare their users about the install ation. 

In response to this, the managers had informed users about the new system and its installation 

date. However, prior to th is, no communication has been made to users to make them aware 

of the project and to detemline their needs. Even though the business team of the project was 

considered to represent users, this team was less effective in vo icing the needs and opinion of 

the users, whom they were supposed to represent, since the team was composed of individuals 

in higher management position. These individuals had little know-how of the job detai ls of the 

users who wo uld be affected by the new system. 

Non-parti cipation of users throughout the project process has created problems both in the 

proj ect development process and in the project outcome. After conversion period, team 

members of the project faced difficulties when working with users, as many of the 

functiona liti es were not working as des ired. As a result, conversion had to be done aga in 

together with users. However, during thi s time on ly some problems were reso lved due to the 

limited time devoted to cOITecting the problems. Many of the unsolved problems could not 

also be given due attention during the proj ect wrap-up phase of the project due to the 

controversies created between project participants of Kind le Systems and CBE. Consequently, 

as these problems persisted in the course of nonnal operation of the new system, maintenance 

ca ll had to be made for their so lution. During thi s maintenance call , some of the problems 

were solved while others still remain umeso lved even to this day and are affecting normal 

operations. 
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5.1.7.2.4 Customers 

In the Y2K project of CBE, customers have not been informed of the change that will take 

place with the introduction of the new system and how it will affect them. The most obvious 

changes the new system will have on customers like faster service, expanded service, and 

others should have been communicated in advance to create awareness and impression. In a 

competitive banking environment, this provides an opportunity for the bank that is purely 

marketing, i. e., it is one way of selling the bank to its customers for embarking on projects 

that will improve not onl y operations but services as well. This should have been the effort of 

marketing and public relations, with the basic input from the proj ect manager. 

5.1.7.3 Recapping or Administrative Closure 

According to the PMBOK, recapping or administrative closure should be made which 

involves the generation, gathering and disseminating information to fOlmalize project 

completion. In the Y2K proj ect of CBE, complete set of project records have not been 

organized and archived in a proper manner as part of the recapping process. Related to 

perfomlance acceptance, recapping generally encompasses such activities as project activity 

wrap-up , wa lkthrough analysis and process termination. 

5.1.7.3.1 Project Activity Wrap-up 

In the Y2K proj ect of CBE, the high-level project plan had included the project wrap-up 

event. Proj ect wrap-up had been included under the post-conversion suppOli section of the 

plan, as 'data cleanup'. However, this plan had not included details of the activities to be 

performed under this event. 

The actual project wrap-up activities had been calTied out by the proj ect managers, project 

coordinators, team members. In order to identify and analyze issues and problems, it was the 

team from CBE that had been engaged in such activiti es. The team had been working with 
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users in order to give due consideration to the issues and problems left outstanding during 

conversion period. These issues and problems used to be brought to the attention of the 

project managers and other project participants in a weekly post implementation meeting. 

However, reso lution to these issues and problems had been inadequate and di sorgani zed. 

What team members from CBE reported as problems or loose ends, Kind le Systems staffs 

argued the contrary and reported that they should not have even been raised as issues and 

problems that needed reso lution. People at CBE believed that project participants from Kindle 

Systems wanted to impose their practice elsewhere into the CBE env ironment. As a result, 

most of the issues and problems remained unsolved during project wrap-up. 

5.1.7.3.2 Walkthrough Analysis 

In the Y2K project case of CBE, assessment of actual functioning of operations, I. e. 

walkthrough anal ysis, has not been part of the proj ect plan. This activity had not also been 

conducted. However, conducting wa lkthrough wo uld have assisted in bringing to the attention 

of the steering committee the momentous nature of the unresolved issues and problems raised 

during project wrap-up and would have avo ided the maintenance cost incurred later on. 

5.1.7.3.3 Process Termination 

In the Y2K proj ect of CBE, process termination has not been forma l. As a result, after 

implementation of the project, proj ect participants from CBE were less participating in the 

post implementation project activities, though their participation had been essential. Planning 

formal telmination of the project wo uld have minimized thi s lower partic ipation of project 

participants. In addition, circulati ng a formal project tem1ination sign-off document to the 

proj ect participants wo uld have revealed the obj ection raised from CBE's proj ect parti cipants 

abo ut the unsettled concerns and problems raised during project wrap up . 
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5.1.8 Project Risk Management 

5.1 .8.1 Risk Management Planning 

Risk management planning, as stated in the PMBOK, involves deciding how to approach and 

plan for risk management in a project. In the Y2K proj ect case of CBE, insuffi cient attention 

seems to have been paid to the problems that could materialize and tlu·eaten the project's 

success. The lead project manager has not maintained awareness and instituted risk 

management plan to the overall ri sks the proj ect faces. As a result, no planning has been made 

on how risk management was to be approached . Application of risk management plalUli ng 

would have not only provided for a structured approach in risk management, but could have 

also served as a dri vi ng force for subsequent activities related to risk management, thereby 

increasing the chance of project success. 

5.1.8.2 Risk Identification, Risk Quantification and Response Planning 

The PMBOK states, risk identification invo lving determination of the ri sks that might affect a 

project, and documentation of their identi fied characteri stics should be made so that 

contingency measures can be taken to mitigate thei r effects. After identification, ri sk 

quantifi cation should be made involving ri sk anal ysis for the purpose of detennining 

oppoliunities to be pursued, opportunities to ignore, threats to respond to and threats to 

accept. After ri sk analysis, PMBOK requires risk response plalUling to be made invo lving 

development of procedures and techniques to enhance opportunities and reduce threats from 

risks to the proj ect's objectives. In the Y2K project of CBE, there has been no fonn al ri sk 

identification process. As a resu lt, sources of ri sk, indirect mani festations of actual ri sk events 

and inputs to other processes that arise as a result of ri sk identi fication process have not been 

identified and documented. Risk analysis and risk response mechanisms documenting 

procedures to be used to manage ri sk throughout the project, contingency plans and 

provisions in the project plan to mitigate cost and/or schedule have not also been made. 
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However, the high project cost invo lved itself demanded effective planning and management 

of project ri sk. Identifying the risks, analyz ing their effects and planning a response 

mechani sm wo uld have minimized or avoided many of the problems encountered throughout 

the life of the project. For instance, major problems encountered in the project rel ated to 

inadequate project management, technical fai lures, and lack of ski lled human resources could 

have been identifi ed as ri sks that would affect performance, quality and cost of the project. 

Then with appropriate response plalming for these ri sks, many of the problems could have 

been avoided or minimized. 

5.1.8.3 Risk Monitoring and Control 

The PMBOK states that risk monitoring and control invo lving monitoring of residual risks, 

identifying new ri sks, executing ri sk reduction plans, and evaluating their effectiveness 

throughout the project lifecycle should be made. In the Y2K proj ect of CBE, as no ri sks have 

been fonnally identified, no ri sk reduction plans had been fonnally in place. However, had 

risks been identifi ed and the appropriate ri sk reduction plans been in place, risk monitoring 

and contro l wo uld have helped in ensuring that the risk reduction activities are being executed 

as specified in the plan. Besides, it would have also helped in assessing and correcting risk 

reduction measures when appropriate. 

5.1.9 Project Procurement Management 

5.1 .9.1 Procurement planning 

According to the PMBOK, procurement plmming invo lves determining what and when to 

procure. Outputs of procurement plmming include a procurement management plan and a 

statement of work . 

In the Y2K project case of CBE, no documented procurement plan had been in place in 

advance desc ribing the overall procurement management. As the Y2K project had been 
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considered a subproject of the bankwide automation proj ect, statement of work prepared fo r 

the bankwide automation project had served as an input fo r the Y2K project. Based on the 

resource planning made for hardware and cables, the type, number and timings that these 

resources should arrive had been determined. As these resources were also plmmed to be used 

for carrying out project activiti es, it had been possible to make the hardware and cab les in 

place before the arrival of proj ect participants from the vendor's side. This had helped in 

preventing time lag and poor team morale. As for other project resources, no procurement 

plmming had been made as they were used from what was already availab le in the bank. 

5.1.9.2 Solicitation Planning and Solicitation 

Solicitation plalUling, as stated in the PMBOK invo lves documenti ng product requirements 

and identify ing potential sources while so licitation is the process of obtaining bids, 

quotations, offers or proposals as appropriate. There has not been separate solicitation 

planning in the Y2K project of CBE for documenting product rcquirements and identi fy ing 

potential sources. As the Y2K proj ect had been considered a sUb-proj ect of the bankwide 

automation project, the so licitation plmming and so licitation made for the bankwide 

automation project had been used for the Y2K project. Solicitation plmming and so licitation 

has helped in identifying as much as possible the best poss ible offers that meet project 

requirements in the market place. This has helped in reducing the time that wo uld have been 

spent on identifying product requirements and potential sources if the bankwide automation 

project had not yet been started. 

In the bankwide automation project, prod uct requirements have been made and documented in 

the RFP. In addition, the RFP had also incorporated eva luation criteria for rating proposa ls. 

Potentia l sources had been notifi ed through announcement of a request fo r proposa l. Based on 

the RFP, potential sources have prepared and presented their proposal s to CBE. 
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5.1.9.3 Source Selection 

Source selection, according to the PMBOK, involves choosing fro m among potenti al sel lers. 

Source selection for the Y2K project had been made based on those selected for the bailkwide 

automation project. For the bankwide automation project, a formall y documented evaluation 

system had been in place for qualifying prospecti ve vendors. This evaluation system had been 

based on the product requirements and other teclmical requirements set forth in the RFP. 

Using thi s system, proposal of each vendor had been assessed and evaluated to determine the 

finali st vendor for the project. 

At the time the scope of the bankwide automation project changed, two finali sts had already 

been selected. Hence, for the Y2K project, the two finali sts were approached and requested if 

they could complete the project wi thin the li mited time constraint. One of the prospective 

vendors rejected, while the other accepted. So, the proj ect had been granted and a contract 

been signed Witll the one who agreed to complete the project within the limited time. 

5.1.9.4 Contract Administration and Closeout 

Contract administration, accord ing to the PMBOK is the management of the relationship with 

the sell er and contract close out is the completion and settlement of the contract including 

reso lution of any open items. In the Y2K project of CBE, important aspects of the project li ke 

responsibilities of the vendor, the desired performance of so ftware modules and others related 

to vendors performance have been stipulated in the contract. However, as adequate ongoing 

validation of contract perfonnance through contract performance reporting and quality control 

activities have not been made, many contractual requirements have gone umnet duri ng the 

project process. To mitigate thi s type of problems, a number of companies in Europe and in 

United States have found that this is best accomplished by a mutually agreed upon, unbiased, 

third party (Goldfarb and Heller). The third party wi ll provide many services including 

perfonnance validation, function point rule interpretation, confli ct resolution and performance 
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compari sons to industry benclmlarks. This level of commitment supports in ensuring contract 

compliance and promotes the use and acceptance of software metrics as a critical component. 

The contract for the Y2K project has been closed and settled with many umesolved issues and 

problems. Though many of these issues and problems had been raised during project wrap-up 

phase and in a maintenance call, the staffs from the vendor's side disclaimed most of them, 

despite the opposition ITom some CBE proj ect participants of the vendor's disclaim. 

5.2 Overall Evaluation of the IT Project Management Practice of CBE 

This part of the research report foc uses at providing an overall assessment of the Y2K project 

of CBE, with the aim of determining the overall impact of the project management practice on 

the final project outcome. For thi s purpose, the 'Success Barometer Rating' developed by the 

Treasury Board Secretariat of the Canadian government has been adopted. 

Following, summary of the issues that have been addressed and that have not in the Y2K 

project of CBE wi ll be presented for the two major phases, initiation and planni ng and 

implementation/execution and control. Responses regarding the issues have been obtained 

through interviews with CBE staffs who have participated in the Y2K project and in assessing 

and evaluating vendors for the bankwide automation project (See Appendix V & VI for the 

questions) . For each phase this has been presented under the four key areas, support for the 

business, accountability, project manager discipline and risk management. For each of the 

phases, total of issues addressed and not addressed have been calculated, weighed and plotted 

in a success scale. 
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5.2.1 The Project In itiation and Planning Phase 

5.2.1.1 Support for the Business 

At project initiation, the bankw ide automation project has generall y been in line with the 

business plan of CBE, which is that of modernizing operations by acqu iring state-of-the-art 

technology. As the Y2K proj ect had been cons idered a subproject o f the bankwide automation 

project, at its initiation the Y2K project had also been in li ne with the business plans of CBE. 

However, no formal tools and techniques like Cost Benefit Analysis and Retum on 

Investment (for analyzing the cost, benefit , ri sk and return) have been used for determining 

the feas ibility of the bankwide automation project. 

At initiation of the Y2K project, commitment had been obtained from proj ect sponsors and 

branch managers of user departments. Project sponsors made up the steering committee that 

would overlook the project's progress and performance, while branch managers were 

committed to provide the required staffs and other supports necessary for the proj ect in a 

kickoff meeting. However, li tt le effort seems to have been made in the initiation and planning 

phase to gain support and commi tment fro m end-users. Thi s is re tl ected from the fact that 

little communication has been made to users in this phase to get them involved throughout the 

development process. As a result, requirement specifications have been less prec isely defined 

in thi s phase. 

5.2.1.2 Accountability 

In the Y2K project, the positions of proj ect sponsors, team leaders and project managers had 

been occupied and a matri x defin ing relationships between them have been established. 

However, there has not been documented de fin ition of responsibil ities, accountabili ties and 

authori ties fo r each of these positions. Regardi ng the adequacy or capabili ty of team 

members, fi-om CBE selection had been made so lely on the availabil ity of staffs and not on 
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qualification or experience. Whereas from the vendor's side interviewees believe that 

qualification and experience had been given little attention. Overall, as actual performance 

shows, it seems that at the project initiation and platUling phase, the capability of team 

members had been given little consideration. 

5.2.1.3 Project Manager Discipline 

The lead project manager had been given suffi cient authority to have sufficient control over 

human resources in CBE's Y2K project. In addi tion , the project manager had also been given 

the freedom to act independently when warranted. However, as per interviews with project 

participants revealed, the lead project manager had not managed a project of CBE's size and 

complexity. Related to problem management, the project manager had not estab li shed a 

formal plan in place for escalating potential problems. 

5.2.1.4 Risk Management 

The activiti es undertaken pertinent to handling risk are the application of work breakdown 

structure and estimation of task duration. All the other areas in which risk is associated with 

such as project contro l, project cost, project approach, technology and human resources have 

not been dealt with in the project initiation and planning phase of CBE's IT project. 

5.2.1.5 'Success Barometer' Rating - Project Initiation and Planning Phase 

Issues that have been addressed and that have not, in relation to factors that are critical for a 

project's success in the initiation and plalUling phase have been summed up and weighed for 

the Y2K project case of CBE. This weighed total point has been plotted in a success scale (as 

shown in Figure 2) and has been found to fall in the 'Likely to Fail' region. This shows that if 

thi s evaluation had been made in the project initiation and planning phase, it wou ld have 

indicated that the project would be less successful as most of the issues related to factors that 

are criti cal for a proj ect's success have not been addressed. 
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Totals Calculation 'Yes' 

Totals from 1.1: Support for the Business _3_ 

Totals from 1.2: Accountability 4 

Tota ls from 1.3: Project Manager Discipline _3_ 

Totals from 1.4: Risk Management I 

Totals 11 

Table 2: Totals Calculation - Project Initiation and Planning Phase 

Project Total: 

'Yes' total 

+ 'No' Total 

II x 15 

22 x (-10) = 

165 

(-220) 

PROJECT TOTAL = (-55) 
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'No' 

_7_ 

4 

4 

_7_ 

22 

, , 
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Plotted Project Total for the Project Initiation and Plan ning Phase in the Success Scale: 

�---- -- ------ ----------------�------------ ------ ----------1-------------------------- --1---- - --------- ------ -------- 1 

I----------------------~- ----I----- --------- - --- -- --- ---- - 1 ------- - --------- -- -- -------1 

I . H_ ---300 0 300 600 

I Likely to Fail Might Succeed Likely to Succeed I 

Figure 2: Success Scale for Project Initiation and Planning Phase 
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5.2.2 The Project Implementation/Execution and Control Phase 

5.2.2.1 Support for the Business 

The only criti ca l factor that provided support for business in the project execution and contro l 

phase has been the accountability and responsibility assumed by the project sponsors to keep 

the project wi thin limited scope. As per interviewees, all the other factors that provide support 

for the business including end-user commitment, review and revalidation of business case, 

and documentation, communication and approval of changes to project specifications have 

not been addressed in the Y2K project o f CBE. 

5.2.2.2 Accountability 

Most of the issues related to accountability during project execution phase have been 

addressed in the IT proj ect of CBE. Status and progress meetings have been made regularly 

and issues had been rai sed and dealt with during these meetings. Besides, actual repolt ing 

relationships have been according to the matrix of relationships defin ed at the proj ect 

plam1ing phase . Changes in project scope have been managed by executing plam1ed activities 

as per WBS and the project had been completed on scheduled time. Among the factors related 

to accountabili ty not addressed in the Y2K project o[CBE are adequacy of team members and 

independent rev iew of project management acti vities by an extemal party. 

5.2.2.3 Project Manager Discipline 

Issues that have been addressed regarding project manager di scipline include the suffi cient 

control exercised by the proj ect manager over human resources and the prompt decisions that 

used to be taken in the event of seri ous problems during project execution. All the other issues 

related to the project having positive image, appropriate use of funds by the project manager 

and provision of complete performance and progress information have not been met. 
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5.2.2.4 Risk Management 

Most of the activities that wou ld minimize project ri sks have not been addressed in the Y2K 

project of CBE. These activities include management of new risks, accountability of team 

leaders to budgetary constraints, independent review of proj ect progress and perfOlmance, 

availability of formal mechanism and too l to monitor project schedule by all interested 

stakeholders and regular review sessions on project relevance and potential problems. The 

only issue that has been addressed is the performance reviews made by the steering 

committee. 

5.2.2.5 'Success Barometer' Rating· Project Implementation/Execution and 

Control Phase 

For the project implementation/execution and control phase, issues that are addressed and that 

are not in the Y2K project of CBE regarding factors that are critical for a project's success 

have been summed up and weighed. This weighed total point has been plotted in a success 

scale (as shown in Figure 3) and has been found to fall in the 'Halt' region. This indicates that 

had this evaluation been made during the project's execution and control phase, it would have 

been decided to halt the project. This is because most of the issues related to the factors that 

are critical for a proj ect's success have not been addressed and the proj ect is less likely to 

succeed. 
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Totals Calculation 'Yes' 'No' 

Totals from 1.1 : Support for the Business _ 1_ _4 _ 

Totals from 1.2: Accountability _ 5_ _3 _ 

Totals from 1.3 : Project Manager Discipline _ 2_ _4 _ 

Totals from 1.4: Risk Management 1 _5_ 

Totals _ 9_ 16 

Table 3: Totals Calcnlation - Project Implementation/Execution and Control Phase 

Project Total: 

'Yes' total 

+ 'No' Total 

9 x 15 = 

16 x (-10) = 

135 

(-160) 

PROJECT TOTAL = (-25) 

105 



Plotted Project Total for the Project Implementation/Execution and Control Phase in the Success Scale: 

1----------------------------1---------------------------- 1---------------------------- 1-------------- -------------- 1 

1 __ _______ ________________ 7< __ 1 ___ _____________ __ ______ ----1------------ ----- -----------1 

-300 0 ·-T-- ;~ 600 ·--1 

Halt Caution , .. ---- Confidence 

Figure 3: Success Scale for Project ImplementationlExecution and Control Phase 
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Chapter 6 

Conclusion and Recommendation 

6.1 Conclusion 

One of the most significant technological developments in recent years has been the 

emergence of IT. The potential benefits that organizations can deri ve from utili zing IT are 

extensive. These benefits take a number of forms including effic iency gains, increased 

management effectiveness and improved business performance. The materiali zation of these 

benefits heavily depends on how well a project has been managed. Poorly managed proj ects 

usually are not li kely to obtain the antic ipated benefits and suffer from technical shortfall s 

resulting in performance that is significantly below estimated level. 

Preliminary investigation by the researcher revealed that various organizations in Ethiopia 

that have undertaken IT projects are fac ing problems of obtaining anticipated benefits and are 

also suffering fi'om various technical sh0I1falls. Generall y, it is regarded that the presence of 

these types of problems re fl ects poor proj ect management as a cause. As a result, the 

researcher aimed at studying the project management practices, for detemlining if the project 

management aspect of the IT projects have been the major cause for the problems. For this 

purpose, eBE has been selected, which is one such organization facing the same problems. 

The purpose, scope and objectives of the IT project of eBE have been reviewed. Major 

problems reflected in the existing system whose outcome is the IT project under consideration 

have also been investigated and fo und to be downtime, program code defects, deficient 

functionalities , under utili zation of software and non-integration with long-term IT plans. 
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After carrying out the aforementioned activities, the IT project management aspect of eBE, 

has been reviewed, assessed and evaluated using document analysis and interviews. 

Assessment has been by taking into account project management processes identifi ed in 

PMBOK, supplemented with other resources related to IT proj ect management. The 

assessment has uncovered the weaknesses invo lved in the general approach of managing the 

IT project. In addition, where apparent, the effects of these weak or poor project management 

practices in the project development process and outcome, and the benefits that wou ld have 

been gained from proper project management practices have been determined. Related to 

these issues, the results of the study revealed the following: 

Feasibility study for the bankwide automation project had been found to be 

inadequate as it had been based so lely on management intuition rather than formal 

evaluation processes li ke cost benefit analysis, return on investment, etc . 

Formal scope statement has not been developed for the Y2K proj ect. Having a 

fo 1111 al scope statement wou ld have helped for confil1l1ation and developing 

understanding of proj ect scope among various stakeholders. 

Scope verification involving review of project scope against actual results has not 

been formally made by eBE project participants for the Y2K project. In addition, 

scope verification document has not been prepared and distributed by the vendor 

to get formal acceptance of the fina l proj ect scope. Preparation and di stribution of 

scope verification document would have revealed the dissatisfaction of team 

members from e BE's side related to the project product. 

The lead project manager had been the onl y one involved in defining acti vities in 

the high-level project plan and the weekly plans for the Y2K project. As a result, 
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contri bution that wo uld have been gained from team effort 111 the acti vi ty 

defini tion process has been lost. 

Basis of duration estimation for the Y2K project has not been documented and 

communicated. Documenting and communicating bas is of durati on estimation 

could have revea led to CBE project pmiicipants some of the factors assumed 

implicitly by the vendor such as minimized customizati on effort and others, that 

would have to be rejected prior actual project execution. 

Report refl ecting actual versus plarll1ed schedu le has not been produced. 

Production of thi s type of report would have assisted appropriate stakeholders in 

tracking and monitoring progress. 

In the Y2K proj ect, human resource plarll1ing for team members from the bank's 

side had not been based on fo rmally planned and documented quali fication and 

experience cri teri a. As a result, most of these team members had faced difficulti es 

in carrying out their ass igned tasks. Proper human resource planning would have 

revealed resource shortfall s and appropriate training, other development platforms 

or other options could have been taken to alleviate the problem. 

Team development effort such as training and other development platfOlms, 

though essential, had not been made in the Y2K project. 

Human resource planning from the vendor's side had not included total man­

hours/days required for the proj ect. Without thi s information, it would be 

impossible to make cost estimation and budgeti ng of the human resources. 

Determination of tota l man-hours/days, cost estimation and budgeting wou ld have 

been useful for contro lling expendi ture for project staffs fro m the vendor's side. 
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This would have supported in avoiding or mllllm1Z1ng the unnecessary 

expenditures made on staffs from the vendor's side as a result of retaining 

unneeded staffs during post-implementation. 

Communication planning showing who needs what information, when and how it 

is to be provided has not been formally made and documented. As a result, 

communication to some important stakeholders like users and senior manager had 

been done in less effective way. 

Actual communication to senior managers on project perfOlmance had been done 

only in the fOlm of narrative progress reports . Using other communication too ls 

like GarUlt Cha11s, Time Matrices and others, could have been used for more 

effective communication. 

User pal1icipation and communication had been inadequate. As a result, many 

requirements had gone unmet in the final project outcome. 

No fonnal and documented quality planning, control and assurance activities had 

been undertaken. Carrying out appropriate quality management processes would 

have avoided or minimized many of the problems reflected in the other project 

management processes. 

No formal and documented risk identification, analysis, response plalming, and 

risk control activities had been undertaken in the Y2K project. Carrying out 

appropriate risk management processes would have avoided or minimized many of 

the problems reflected in the other project management processes. 
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Project plan had not been developed for the Y2K project. Development of project 

plan would have been more useful had the plarming process included all essential 

activities and all plann ing related to these activities had been done in a proper way. 

Administrative closure for the Y2K proj ect had been inadequate. As a result, many 

issues and problems had gone unreso lved during proj ect activ ity wrap-up. Other 

administrative closure activities like walk through and preparation and distribution 

of fonTIal proj ect telm ination sign-off documents have not been can'ied out. Proper 

admin istrative closure could have revea led and opened the door to resolution of 

many of the problems before actual project closure. 

For all the processes carried out in the Y2K project, no documentation had been 

made for lessons learned, causes of variances and reasons behind corrective 

actions taken. Having well documented infonTIation on such issues wo uld have 

been useful for use in future IT projects. 

Contract administration for the Y2K proj ect had been perfonned inadequately, as 

there had not been an on-going val idation of project perfOlmance against the 

contract. As a result, the contract had been closed with many issues and problems 

umesolved. On-going performance validation during the project's progress wou ld 

have helped in identi fying non-sati sfactory performances. 

In addit ion to revealing the aforementioned weaknesses in the IT project management practice 

of CBE, the study has also identified some of the strengths in the general approach of 

managing the project, of which the following are included: 
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Human resource planning fo r preparing the RFP and assess ing and evaluating 

vendors had been made by recognizing resource shortfalls and hence, planning for 

outside expert services. 

The lead project manager had been assigned early in the project process and before 

plan execution. 

Conducting kick-off meeting at initiation of the Y2K project has helped in creating 

general awareness about the proj ect among branch managers. Jt has al so helped in 

ga ining commitment from these managers for providing human and other 

resources required fo r the project. 

The project organizational structure of the Y2K project of CBE had many of the 

characteri stics of a projecti zed organization , indicating strong matrix structure. 

The lead project manager had been engaged full-time and had high authority over 

project related activities. Team members had also been working on a full -time 

basis. Bes ides, the project had been operating outside the standard, form ali zed 

reporti ng structure. 

Project constraints and assumptions for the Y2K project had been identifi ed and 

documented early in the proj ect process. 

Weekly meetings of proj ect pal1i cipants had been carried out in a disciplined 

approach involving rev iew of timeline, status update and communication of future 

plans. 

Development of WBS in the Y2K project has helped in developing the high-level 

project plan, which had been used as a basis for plmm ing of weekly activities. 
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Following the high-level project plan for determining weekly activities to be 

carried out has helped in the completion of the project as per time planned. 

Bringing into light issues and problems for discussion in the week ly meetings has 

helped in controlling of project schedule. 

Project ro les and responsibilities of each major party have been identified and 

documented early in the project process. 

For all project participants where no formal reporting relationship existed, matrix 

management has helped in defining reporting relationships. 

Ensuing assessment, an overall evaluation of the project management practice has been made 

for the purpose of detenn ining the overall impact of the project management practice on the 

project outcome. For thi s purpose, the 'Success Barometer Rating' tool developed by the 

Treasury Board Secretariat of the Canadian govermnent has been adopted. The tool is based 

on a number of factors related to proj ect management that are critical for a project's success. 

The findings indicated that most of these factors have not been addressed in the IT project of 

CBE, and as a result, the final scaling showed the project's tendency to being less successful. 

Among the most critical factors that have not been addressed are included the fo llowing: 

Adequate feasibil ity study for the project 

User commitment 

Presence of a formal documented plans in place to involve appropriate level of 

users throughout the project 

Sufficient expertise of team members Ii·om within CBE in the area of the project 

domain 
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Presence of clear and documented pre-determined problem escalation criteria 

Assessment of all known management and technical ri sks and presence of formal 

risk mitigation strategies 

Documentation and communication of changes to project specification 

Overall, the research indicated poor project management practices in the IT project of CBE. 

From the result of the assessment and evaluation of the proj ect management practices, it can 

be concluded that poor proj ect management aspect of the IT project of CBE had been one of 

the causes for the project's being less successful. 
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6.2 Recommendations 

The study revealed that poor project management practices had been one cause for the 

observed system problems in CBE. In view of the impact that poor project management 

pract ices have on the project development process and outcome, the following 

recommendations are made for a general approach that CBE should follow regarding 

management of future IT projects. 

As the analysis in thi s research revea led, there is shortage of skilled manpower in CBE 

in the area of IT project management. To overcome thi s limitation, it is recommended 

that CBE should take measures in establishing staff development programs like 

training, seminars, etc that are related to IT proj ect management. This program should 

support in equipping relevant staffs with the knowledge in the area of project 

management, general management and IT. 

As there is scarce human resource in the area ofTT project management, for managing 

its short term IT proj ects it is recommended for the bank to secure external project 

management services with essenti al skill s and expertise on IT project management. 

Together with this, owing to the high levels oftecimology benefits, internal integration 

tool that ensures that project team operates as a cohesive unit should be supported. 

Among other things, thi s tool should warrant: 

• Project teams to be under the leadership of a manager with a strong 

technical and project management background. 

• Team members to be highly experienced. 

• Frequent team meetings and regu lar status reviews to be held. 

11 ) 



• Team members' participation in setting up of goal s and estab li shing target 

dates. 

To insure that the above condit ions are sati sfied, an independent party is 

recommended to be hired that is capable of assessing and monitoring the qualifications 

and activities of the extemal project management service provided. 

Favorable conditions should be estab li shed for relevant staffs from CBE to join the 

external project management services so that they will gain real life project 

management experience from them. 

With appropriate external support, it is also recommended for IT project management 

framework to be estab li shed that will enhance the degree of success of future IT 

proj ects in CBE. It is recommended that thi s framework shou ld ensure application of 

the activities in the various areas of the PMBOK and use of formal planning and 

control tools in managing IT projects . 

To accomplish the aforementioned recommendations reqUire strong management 

support and commitment. So, it is recommended for awareness programs to be set for 

senior managers that will help them to get an insight on the impOItance and impact of 

IT project management on a project's development process and outcome. Seminars, 

workshops, and other similar programs could be planned for to achieve th is. 

As CBE is a govemment owned organization, the following recommendations are also made 

for the goverrullent to ensure the success of IT projects in govemment-controlled 

organizations: 

Development of manpower resource in the area of IT project management and related 

fields. 



Securing external project management services for IT proj ects to be calTied out in the 

short-term. 

Estab li shment of IT proj ect management framework for govenmlent owned 

organi zations, which are to be applied by these organi zations as a requirement. 

Finally, future researches are recommended to undertake a study on other financial 

institutions facing si milar problems by employing other relevant (ools and teclmiques so as to 

have in-depth insight of the impact of project management practice on the observed system 

problems. 
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Appendix I: Interview Schedule - IT Project Management Practice 

I. What is your current position in the bank and what role have you played in the IT project 

of the baruc? 

2. Is the project consistent and compatible with the IT depm1ment's objectives and priorities 

as described in the annual business plan? If it is, please state generally the objectives and 

priorities as related to the IT project. If it is not, please state how the project is not 

consistent and compatible with the department's plan. 

3. Is the project consistent with the IT department's 10ng-telID capital plan? If it is, please 

state generally the plans as related to the IT project. If it is not, please state the reason. 

4. Is the project approved based on cost benefit analysis? If not, on what basis has it been 

approved? 

5. If the project is approved based on cost benefit analysis, does the cost benefit analysis 

demonstrate the benefits of the investment to the organization as a whole and to the 

business function directly? 

6. If the proj ect is approved based on cost benefit analysis, has the cost benefit analysis been 

reviewed where there has been sign ificant change to the project or the business function? 

If it has not been reviewed, please state the reason. 

7. If the cost benefit analys is has been reviewed, has the reviewed information been brought 

to the attention of the appropriate level of management as soon as possible? If it has not, 

please state the reason. 

8. Could you please discuss the organizational structure of the project? 

9. Has project participants (team members, management, users, etc) organization and 

responsibilities been identified and clearly communicated to the participants? If it has not, 

in what way(s) did the project participants carry out their duti es? 
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10. Has overall departmental accountabilities been defined in the project? If it has, please 

discuss briefly. 

II. Has there been an executi ve committee fo r approva l and oversight of the project? If there 

had been, what is their composi ti on? If there had not been, who had been responsible for 

approval and oversight of the proj ect? 

12. Have senior management of user departments been taking an active ro le in overseeing and 

monitoring the project? 

13. Have roles and responsibi lities been specificall y assigned for the planning process? 

14. Have different objectives been prioritized during the planning process? If so, please 

discuss briefly. 

15. Have planning tools and techniques been applied during the platming process? If so, what 

too ls and teclmiques have been used? 

16. Has project cost estimate been made? If so, has the estimate been made by phase and by 

stage? 

17. Has the proj ects requirements for faci lities and resources been identifi ed and planned for? 

If so, please discuss briefly. 

18. Has procurement po li cies and procedures to be used within the project been estab li shed? 

If not, on what basis have procurements been made? 

19. Are the project phases, the content of the phases in the form of activities and milestones, 

and objectives of each phase planned at the outset? If so, please di scuss briefly. Have all 

essential act ivities been included in some phased plan? 

20. Have formal tools and teclmiques been used to organize project activities and tasks (like 

Gantt Chart, CPM, etc)? If so, please discuss briefly. 

2 1. Have app li cation procedures, methods, and standards been identified for each li fe cycle? 
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22. Have end of phase repolis/project deliverables and their contents been planned? If so, 

please di scuss briefly. Ifnot, on what basis has end of phase reporting been made? 

23. Have capacity planning been made? If so, please discuss briefly. 

24. Have deadlines been planned? If so, please di scuss bri efl y. 

25. Have plans for support activities like training, documentation support, etc been made? If 

so, please di scuss briefly. 

26. Has all project plans been communicated to all interested parties (board, senior 

management, team members, users, etc)? 

27. Have plans been re-aligned overtime? If it has, has it been communicated to all interested 

parties? 

28. Has the project been organized into teams? Ifnot, in what ways has it been organized? 

29 . Have leaders been selected and organization and responsibilities been clearly identifi ed? If 

not, please state the reason. 

30. What is the composition of the members and on what basis were members selected? 

31. Has reporting relationships and interfaces of members been set in advance? If not, on what 

basis did they communicate? 

32. Has team/proj ect effort estimate (in person days/months) been made (who does what in 

how many days/weeks/months)? 

33 . If team/project effort estimate has been made, has the members' productivity been 

measured against this plan? 

34. Has outsourcing or the invo lvement of consultants been considered in areas of human 

resource shOliage or for any other reason? If there has been, please di scuss briefl y about 

their involvement. If not, please state the reason. 
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35. Has a formal plan been instituted for ski ll s training and career development for project 

members and managers with the long-term needs of the project? If there has been, please 

briefly discuss about the plan. Ifnot, please state the reason. 

36. Have users been involved in the project? If they have not, please state the reason why they 

have not been invo lved in the project. 

37. If users are involved in the project, what types of users have been represented in the 

project and in what ways have they been involved? 

38. If users are invo lved in determining the new systems requirements, are these requirements 

that are translated into practical vis ion been communicated back to users? If they have, in 

what ways have they been communicated? If they have not, please state the reason. 

39. If users are invo lved in determining the new systems requirements, have the requirements 

been continually modified as appropri ate? If it has not, please state the reason why not. 

40. Ifusers have been involved in the project: 

Have user names and explicit responsibilities been clearly stated in the project? Ifnot, 

please state the reason. 

Have users been invo lved In formally signing off reviews? If they have not, please 

state the reason. 

Have users been involved in decision making related to the proj ect? If they have not, 

please state the reason. 

4 I . On deciding for in-house development or outsourcing, centralized or decentrali zed 

system, has various development alternatives and esti mates and how they contribute to 

proj ect cost been taken into account? If so, please discuss brie fl y. If not, on what basis 

have these decisions been made? 

42. Has the proj ect team conducted preliminary negotiations with supp li ers to get an overview 

of the practi cal and financia l implications of using ex ternal consul tants and products? 
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43. Prior to defining requirements, has business process reengineering been facilitated 

intemally or externally? 

44. Have formal risk management techniques to anticipate and mitigate project risks, 

especially high-risk areas been used? 

45. Have plans been in place to review and update the risk assessment over the course of the 

project when there had been significant change or at pre-defined times during the proj ect? 

46. Is what the proj ect control should include plarllled at the outset (type and fTequency of 

reports, frequency and attendees of project meetings, criteria for issuing Revised Version 

of the plan, etc)? 

47. Have quality control activities (review of proj ect plan, design reViews, unit testing, 

acceptance testing, etc) been planned and included? 

48. Have there been scheduled reviews? If so, please discuss briefly. 

49. Have contingency plans for potential problems at scheduled reviews been developed in 

advance? 

50. Have regular sessions been held whereby project team members can review the continued 

relevance of the project, project performance and concems about actual or potential 

problems in a non-incriminating way? 

51. Has specific systems development methodology been used? Ifso, please discuss briefly. 

52. What systems analysis and design tools, techniques and methods have been used in 

structuring, in designing and implementing the potential system? 

53. What documentations are availab le on systems development and project management? 

54. Throughout the life cycle of the project, have there been cases where the project had been 

suspended or extended? If so, please discuss briefly. 

55. What are the major problems encountered throughout the development of the IT project? 
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Appendix II: Interview Schedule - Problems in Existing System 

I. What is your job description in CBE and for how long have you been using the computer 

and network system? 

2. For what purpose do you use the computer and network system related to your job? 

3. What problems have you encountered in lIsing the system? 

4. Approx imately for how long do the problems persist? 

5. What is the impact of the problems on your daily job and on the operations of the bank? 
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Appendix Ill: List of Interviewees 

i) Related to IT Project Management Practice and Problems in Ex isting System 

Name 

Ato Haileyesus Mezgebu 

Wlzt Nigist Ayele 

Ato Agegnehu Berhanu 

Ato Mekonen Abebe 

Position 

IT Technical Section Head 

Banking Systems Manager 

IT Operation Head 

Senior Agro Engineering 

No. 

1. 

2. 

3. 

4. 

6. Name and Position withheld on request. 

ii) Related to Problems in Existing System 

BranchlDivision 

IBD 

Finfine Branch 

Andenet Branch 

Add is Ababa Branch 
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5 

4 

2 

2 



Appendix IV: Project Organization Structure 

PRESIDEm 

PROJECf COORDINATORS 

TESTING 
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Appendix V: Questions in Project Initiation and Planning Phase 

Questions on Support for the Business - Project initiation and Planning Phase Yes No 

- At ini tiation, has the project been well a ligned with bus iness plans? I 

- Has an adequate business case analys is been performed and the results well I 
documented and available? 

- Has the business case been based on full cost of the system frol11 initiation I 
through implementation and estimated annual cost of operation? 

- Have the Project Sponsors taken responsibili ty fo r project scope and I 
de finit ion? 

- Have requirements been reviewed and approved by the Project Sponsors? I 

- Have there been fomlal , documented plans in p lace to involve appropriate I 
levels or users throughout the project? 

- Have the Project Sponsors ensured user commitment and support? I 

- Has the proj ect justifi cation been based on Return on Investment with an I 
attractive projected return? 

- Have requirement specificat ions been precisely defined? I 

- Has commitment been obtained from end-user branches and senior managers? I 

TOTALS _ 3_ .l 

Questions on Accountability - Project Initiation and Planning Phase Yes No 

- Have the positions of project sponsors, project leaders and project managers I 
been fill ed? 

- Have tht::n:: been clearly defined and documented responsibilities, I 
accountabil ities and authorities for proj ect sponsors, proj ect leaders and proj ect 
managers? 

- Has a matTix defining the relationships of project sponsors, project leaders and I 
project managers been set for the proj ect? 

- Has the lead project manager identified human resources 10 allocate to the I 
scheduled tasks at the scheduled time? 

- Do team members have suffic ient expertise in the project domain? I 

- Have the proj ect sponsors been at the correct level in the matrix organization? I 
Have these sponsors been accountab le for the rea lization of the project 
objectives? 

- Has the vendor success fu lly implemented a project of similar size, scope, cost I 
or durat ion? 

- Has the project genera lly been within the capabili ty of the project managers, I 
team leaders and team members at initiat ion? 

TOTALS 4 4 

Questions on Project Manager Discipline - Project Initiation and Planning Phase Yes No 

- Has the lead project manager managed a project of th is Size, scope and I 
complexity previously? 

- Has the project manager from CBE managed a project of this size, scope and I 
complexity previously? 

- Has the lead project manager been given suffic ient control over human I 
resources in the project? 

- Has the lead projec t manager been given the freedom and abi lity to act when I 
\va rranted? 
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- Is the lead proj ect manager prepared to escalate issues when warranted, based I 
on fonnall y documented pre-determined criteria? 

- Is the necessary information on escalation avai lab le to support decisive action? I 
- Has the project been independent of other proj ects? I 

TOTALS 3 4 

Questions on Risk Management - Project Initiation and Planning Phase Yes No 
- Has project work been broken down and task duration es timated? I 
- Are formal mechanism or tools in place to monitor the proj ect schedule? I 
- Have costs been allocated in accordance with work breakdown structures? I 
- Do team leaders sign o ff on schedule es timates and are they held to budgetary I 

constraints? 

- I-lave all known management and technical ri sks been assessed and have I 
mitiga tion strategies been in place for all identified ri sks? 

- Has project approach passed through reasonable checks for what is to be I 
accomplished? 

- Have top project ri sks been identified and documented? I 
- Did project staff from the vendor's side have suffic ient experience in using the I 

software and knowledge of it? 

TOTALS I 7 

Appendix VI: Questions in Project Implementation/Execution and Control Phase 

Questions on Support for the Business- Project ImplementationlExecution and Yes No Control Phase 

- Have the Project Sponsors, representing the users, taken accountabili ty and I 
responsibility for keeping the project within scope? 

- Have the Project Sponsors ensured user commitment throughout the project? I 
- Has the business case been reviewed and revalidated at each scheduled gate? I 
- Has the business case been reviewed and revalidated whenever there was I 

significant change to the project or business function? 
- Have changes to project specifications been well documented and approved by I the appropriate stakeholders? 

TOTALS I 4 

Questions all Accountability - Project ImplementationJExecution and Control Yes No Phase 

- Have stanis/progress meetings occurred regularly? I 
- Have issues been ra ised and dea lt with? I 
- Have the project been completed on time? I 
- Have changes in scope been managed? I 
- I-lave adequate number of staffs been a llocated to the scheduled tasks at I scheduled time? 

- Has the matrix defining reporting relationships been used in throughout the I 
project? 

- Have all key players lived up to thei r responsibilities? I 
- Has an independent party reviewed the vendor's project management I activities? 

TOTALS 5 3 
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Questions on Proj ect Manager Discipline- Project Implementation/Execution and Yes No 
Control Phase 

- In the event of serious problems, has the necessary information on escalation I 
been available to support decisive action? 

- In the event of serious prob lems during project execut ion, have decisions been I 
taken promptly to remedy the problems? 

- Has the project maintained a positive image? I 

- Is the lead proj ect manager avoid ing conditions that would result in premanlre, I 
inordinate and inappropriate use of funds? 

- Has the lead project manager mainta ined suffic ient control over appropriate I 
human resources? 

- Has the vendor provided complete information on project performance and I 
progress? 

TOTALS 2 4 

Questions on Risk Management - Project ImplementationfExecution and Yes No 
Control Phase 

- Have new risks tha t have surfaced been addressed formall y? I 

- Have forma l mechanism and tools for monitoring project schedule been used? I 

- Have team leaders been held to budgeta ry constraints? I 

- Have independent reviews of the project in general been held? I 

- Have reviews by a senior steering committee been carried out? I 

- Have regular review sessions been he ld to review the continued relevance of I 
the project, project performance, and to ra ise concerns about actua l/potentia l 
prob lems? 

TOTALS _I- S 
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