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Quality, Business Rules, and Limitations to Automation  
Larry Cooke, PMP, MBA is a member 
of PMI Westchester and a senior 
project manager with experience in the 
Financial, Information Technology, and 
Manufacturing industries. He can be 
reached at LHC209@aol.com 

This article considers the effect of a 
pre-developed, automated  company 

policy, which did not consider the probability of natural or 
man-made disasters. 

This article reviews a posting in the Quality Management 
Forum, V39, N.1, (Spring, 2013) of The American Society 
for Quality (ASQ) publications.  The article is by Jerry Shih, 
“How to Support the Emergence of a New Culture”, pp. 19-
23.  

Natural Disasters    

Business Rules are an important component of  Project and 
Process definition and execution. 

Of interest for us in dealing with natural disasters, in the 
context of Business Rules, is in the example Shih uses. He 
uses a fictitious travel company (not named), which I will 
call Acme Travel.  One of its business rules policies which 
the company has is an automated policy which, in case of 
cancellations, charges $ 25. per event,.  If a client has on 
average for each planned trip four events – Boat, Hotel, 
Local Trip, and Auto Rental, it would add up to $ 100 or 
more per visitor in cancellation fees.  .  For the economics 
of the cost to Acme for the potential loss of $ 100 per 
customer for 10,000 customers would be one million 
dollars. 

As an example, let’s consider a previously planned travel to 
Indonesia after the devastating earthquake and tsunami in 
Ache Peninsula in 2010. 

Clients could complain that the trip could not be completed 
as advertised, due to the devastation to the Indonesian 
coast. The customer representative would tell the client of 
the policy. A great deal of customer unhappiness will 
ensue. Since the automation did not consider force majeure 
conditions, the agents could only reply to the screens 
before them and invoke the policy.   

 

The article implies that repair situations are the province of 
the Project Manager; however, it seems the actual 
responsibility belongs squarely to Senior Management.  
This type of event would not be in the power of Project 
Managers, nor could they react in time to modify software 
to handle the immediacy or scope of situation. 

In a non-automated world, Acme could reply with 
alternative locations for the displaced customers, say to 
Mykonos, Greece or Acapulco, Mexico. However, the ability 
to respond within a timeframe, to rebook the customers, 
rearrange boat and hotel capacities, adjust fares, and so on 
would be out of the question.  The best would be to waive 
all fees and gain customer respect and loyalty for future 
bookings. In the present situation, quickly retraining the 
company travel agents and resetting the fees would not be 
possible.  The loss of $ 1,000,000, while not 
inconsequential, is it trivial on this scale. 

(As an aside, for both the customer and the company, the 
existence and utilization of travel insurance would seem to 
be most useful, but is not part of this debate here.) 

While it would be perspicacious of a PM to consider the 
possibility of earthquakes in travel plans, it does not seem 
to be a vital part of the PM job. It’s Management or Legal, 
but probably not technical. 
 

(continued on page 3)
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Letter from the President 
This month marks the end of our 2012 – 2013 
session of operation at PMI Westchester. We've 
accomplished quite a lot during this year and the 
summer is a good time to take a break, sit back 
and reflect on where we are and where we want to 
be in the future.  Our board members will be 
working during the summer for the next session 
(2013 – 2014) programs. 

Our membership on average is around 600 for this year and clearly reflects 
on the number of members present during our chapter meetings and other 
programs. Out of the total membership, nearly 400 members are PMP 
certified. They come to our chapter programs for improving skills; learn the 
latest in the project management world and networking activities.  Our 
regular chapter meetings, Professional Development Day, Breakfast 
Round Table (BRT), Job club are the programs to achieve this goal. Our 
chapter meetings and PDD have been a great success this year. One of 
our objectives is to help our remaining members get PMP certified. Our 
instructors, John Sherlock and Anita Wilton are conducting PMP 
certification programs to achieve this objective and they have been a huge 
success this year. 

On our financial health, PMI Westchester is in excellent shape. We always 
value our membership and keep our programs cost to cover the expenses 
rather than focusing on creating revenue and building a bank balance. Our 
membership fee at $25 dollars is same for last 7-8 years. We keep our 
chapter meeting fees low to attract attendees and never make profit.  
Similarly, our PDD fees were to just cover the expenses for the venue, 
speakers, food etc. Our programs are funded by the chapter dues and 
education revenues. Our mission is to serve the project management 
community and build good will without focusing on the bottom line. 

We are also aware of some area where we need to improve. Our chapter 
meeting location is one area where we are trying our best to find a suitable 
alternative to Autun’s of Westchester. Most of the venues want a 
predefined fixed number of attendees with limited variation allowed. This 
will take away the flexibility of attending the chapter meeting from our 
membership. This will also require system/volunteers for earlier 
registration, accounting, refunds etc. I hope we will be able to find an 
alternative venue soon to meet our requirements. 

We will hold our June chapter meeting as our annual business meeting 
which is free for all chapter members. Utilize this as an opportunity to hear 
about the inner workings of the chapter board, our issues, our plans, and 
our statistics, ask questions, offer suggestions and be a part of your 
chapter.  

See you at the June 11th Business / Chapter Meeting. 

Pawan Kumar, PMP 
President 
PMI Westchester  

PMI Westchester Board of Directors 
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Quality, Business Rules, and Limitations to Automation 
Man-made Disasters 
 

For man-made 
disasters, such as the 
Costa Concordia 
shipwreck off the coast 
of Italy in January, 2012 
seems to bring similar 
constraints.  In this 
case, over 4000 people, 
passengers and crew 
were endangered, with 

32 killed and two missing, presumed dead.  The ship is still 
marooned after eighteen months. The Captain panicked 
and abandoned ship temporarily, a behavior which is not 
allowed by shipping mores and rules. The ship capsized 
and listed as it hit a reef near the shore. Liability is still 
under consideration,  Figure 1: Shipwreck              and the 
ship is still incapacitated and will be disassembled and sold 
for scrap. 

While rare, these events are not unheard of. As examples, I 
cite the Exxon Valdez in Alaska, and, of course, the Titanic. 
In the man-made circumstance, the customers are 
immediately affected, so the issue is not only a matter of 
future recompense, but of actual imminent danger and risk. 

(The matter of cancellation fees is moot, and litigation for 
the company could drive it to bankruptcy and its officers to 
prison.)  

Automated cancellation charges would be the least of 
concern. Also, a company would be expected to have some 
policy covering non-completion of a voyage. Lately, there 
seems to be a lot of ships being towed to unplanned ports 
of refuge due to malfunctions, which is also outside of the 
scope of the cancellation policies. 

Where Process and Project Management’s 
Responsibility Lies 

Shih’s article treats the issue as one of empowerment for 
the call center agent, rather than the case of poor software 
design. Better to allow waivers of cancellation fees, not 
individually but globally, under management direction 
during catastrophic events, rather than relying on individual 
agent’s actions. Unless there were such directions, the 
agent is acting as required 

Changing the culture starts with, and continues, from the 
top. It is a software design issue, not a Project 
Management activity, although the PM must quickly and 
forcefully bring it to senior management attention, hopefully 
before disasters occur.. 
 

I strongly agree with the author that knowing and 
understanding the current state of project activities is a 
necessary PM skill. However, Values and Guiding 
Principles should come from senior management. PM’s 
may be aware of, and share in, but not be responsible for, 
setting the corporation’s values. 

Finally, developing a team view of the organization, 
including responsibility and loyalty, is becoming more 
difficult these days, due to increased outsourcing and use 
of short-term consultants. 

Emphasis on technical prowess, without the humane 
virtues of cooperation, fair value, sharing and reciprocity will 
have its costs. I know it sounds tacky, but “Giving one for 
the Gipper” may have been pushed out of the employment 
bargain. 
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What Is A Balanced Scorecard? 
Dr. Keith Mathis, founder and CEO of 
The Mathis Group, specializes in 
Project Management, Management 
Leadership, and Marketing training for 
private businesses and government 
agencies of all kinds. He offers many 
Project Management courses which 
are customizable and is a Project 
Management Professional. The Mathis 
Group also sponsors 

www.pmexpertlive.com, which is a powerful project 
management resource with free reports, podcasts, videos, 
and a monthly newsletter.  

As an organization, it’s important to meet the goals and 
expectations outlined in the mission and vision of the 
company. At times, an organization’s mission statement 
isn’t the easiest to understand, let alone measure. So, how 
can we ensure that we are headed in the right direction? 
One approach to use is a Balanced Scorecard.  

A balanced scorecard is a tool that leaders can use in 
communicating to employees and external stakeholders the 
outcomes and performance drivers the organization will use 
to achieve its mission and strategic objectives. It uses a 
carefully selected set of quantifiable measures taken from 
an organization’s mission and strategy. It also enables 
companies to track financial results while monitoring 
progress in building the capabilities and acquiring the 
intangible assets they need for future growth.  

Using the balanced scorecard will provide a balance 
between short-term and long-term objectives while 
clarifying and translating the vision and strategy. There are 
three ways to link the balanced scorecard to the strategy of 
your organization. 

1. Cause and Effect Relationships 

The first way to link the balanced scorecard and strategy is 
to develop a set of hypotheses about cause and effect (if-
then statements). Every measure selected for a balanced 
scorecard should be an element of a chain of cause and 
effect relationships that communicate the meaning of the 
business unit’s strategy to the organization. 

2. Outcomes and Performance Drivers 

All balanced scorecards use certain generic measures. 
These are core outcome measures which reflect the 
common goals of many strategies. A good balanced 
scorecard should have a mix of outcomes (lagging 
indicators) and performance drivers (leading indicators) that 
have been customized to the business unit’s strategy. 

3. Linkage to Financials 

Financial performance measures indicate whether a 
company’s strategy, implementation, and execution are 
contributing to bottom-line improvement. These measures 
relate to profitability. A continued increase in productivity 
and revenue growth will lead to long-term shareholder 
value. 

There are some barriers to balanced scorecards that must 
be overcome before implementation can take place. Before 
everyone can be on board with this concept, there are four 
barriers to tear down. 

1. Vision and strategies are not understood 

The first step to ensure that the entire organization is on the 
same page, is to clarify the strategic objectives. Identify the 
critical drivers for strategic success. Create a consensus 
and teamwork among all senior executives. 

2. Strategies are not linked to departmental, team, and 
individual goals 

Once a consensus by senior executives has been reached, 
communicate the new strategies to all employees. Let 
everyone know where they are headed. Align departments, 
teams and individual goals to implementation of the 
strategy. Every area of the organization should revolve 
around a common, overarching strategy. 

3. Strategies are not linked to long-term and short-
term resource allocation 

You must not forget to integrate the organization’s 
planning, resource allocation, and budgeting processes. 
After defining and communicating the new strategy, 
establish long-term, quantifiable targets for scorecard 
measures. Identify the initiatives and resources. Short-term 
milestones should also be established that link the long-
term targets to short-term budgeted measures. 

4. Feedback is not strategic 

Offer feedback which provides how the strategy is being 
implemented and whether it is working. Avoid feedback 
which is only about short-term operational performance or 
financial. Conduct regular strategic reviews, not just 
operational reviews. Feedback also encourages the 
learning process of employees. Have a shared strategic 
framework that communicates the strategy and allows 
employees to see how their individual activities contribute. 
Use a feedback process that collects performance data 
about the strategy and the interrelationships among the 
objectives. 

Understanding a balanced scorecard is only the first step of 
the process. Next time we’ll look at the actions needed to 
implement the process. 
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Prerequisites for Effective Enterprise Risk Management 
A Risk Doctor Briefing Note 
© 2013 Dr David Hillson PMP FAPM 
david@risk-doctor.com 

The term Enterprise Risk Management 
(ERM) describes a comprehensive and 
integrated framework for managing risk at 
all levels within an organization. Four 
organizational characteristics are required 
if ERM is to work properly:  

1. Defined objectives at all levels. Risk is defined in 
terms of objectives and without clearly defined 
objectives it is not possible to identify or manage risk. 
Objectives exist at various levels in an organization, 
forming a hierarchical structure. ERM requires these 
objectives to be clear (everyone knows and agrees 
what they are), aligned (all objectives contribute to the 
overall goal) and coherent (fitting together as a set, 
both top-down and bottom-up).  

2. Matching organization to objectives. Effective 
organizations have structures that mirror the hierarchy 
of objectives, with clear mapping between levels. 
Senior management are responsible for achieving 
strategic objectives, and front-line staff (project teams, 
operational groups, supply chain partners etc.) must 
meet operational and delivery objectives. The levels in 
between are covered by middle management, and it is 
often here that objectives lose clarity, alignment and 
coherence.  

3. Clear boundaries. Effective ERM requires clear 
interfaces between levels, for both objectives and the 
organization. There must be no uncertainty about 
whether a particular objective belongs at a particular 
level or to the level above or below. The organizational 
hierarchy must be equally clear, with defined lines of 
responsibility, communication and decision-making 
authority.  

4. Risk-aware culture. The organization needs a fully 
mature risk-aware culture at all levels, with a 
commitment to manage risk wherever it is found, and 
this must be properly resourced and supported. ERM 
cannot operate effectively if any level within the 
organization denies the existence of risk or refuses to 
take responsibility for managing risk in their area of 
authority  

What happens if one or more of these four elements are 
missing in your organization? Perhaps there are no clear 
overall objectives, or your organization is unstructured or 
has inconsistent boundaries, or the risk culture is 
immature? Is it possible to implement ERM in these 
circumstances? 

An organization that is deficient in one or more of these 
characteristics should take steps to develop them. 
Objectives can be put in place at the various levels across 
the business quite quickly, but it might take some time to 
implement structural changes to the organization with clear 
boundaries and thresholds, and developing a risk-aware 
culture takes much longer.  

In the meantime, it should be 
possible to get started. Why not 
use your part of your organization 
as a pilot or demonstrator? First 
ensure that your objectives are 
clear and understood, and begin 
to develop risk awareness among 
your team. Then start to 
implement a cut-down version of 
ERM in your own “mini-
enterprise”. When this starts to 
make a difference, communicate 
and celebrate your achievements, telling your colleagues 
what you have discovered. Success stories will encourage 
others to follow in your footsteps and will lead to a wider 
take-up of the principles and practice of ERM. If you have 
the courage and determination to act as a pioneer for ERM, 
others will follow, and eventually the whole organization will 
change. 

To provide feedback on this Briefing Note, or for more 
details on how to develop effective risk management, 
contact the Risk Doctor (info@risk-doctor.com), or visit the 
Risk Doctor website (www.risk-doctor.com). 
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Election Results!!  Advertise in The Critical Path!! 
All the votes are tallied and the results are in on the 2013 
PMI Westchester Elections.  Congratulations to the 
candidates who were re-elected to their Board positions for a 
new two year term beginning July 1, 2013. 

 Treasurer – Sathyaprakash Rao 

 Secretary – Carol DeGrella 

 VP of Membership – Michael Byrnes 

 VP of Outreach – Anand Kanakagiri 

Looking forward to 2014, four Board positions will be up for 
election. They include… 

 President 

 Vice President of Programs 

 Vice President of Communications  

 Vice President of Career and Professional 
Development 

Among the benefits of being a Board member: 

 Opportunity to build strong relationships with other 
committed and active PMs 

 Participation in the profession through PMI Region 
4, North America and Global 

 Additional credential for your resume 

 Personal and professional accomplishment and 
satisfaction 

So please consider running for a position and/or nominate 
someone who will do a good job in these roles. 

Requirements for nominees: 

 PMIW member in good standing at least one year 
prior to the election 

 Served as Director or Program Manager for at least 
one year prior to the election (President must have 
served as a VP for two years) 

 Have a commitment to serve 

 Must be an active participant in PMIW programs 

 

Are you an independent consultant that provides project 
management related services?  Do you offer training in 
project management skills and techniques?  Are you 
looking to get your company’s name in front of PMPs and 
other business professionals?  Then join our growing list 
of advertisers!  Advertising rates are as follows: 

The Critical Path 
Ad Size 

(10 issues/year) 

Monthly 
Cost 

Monthly Cost 
One year pre-paid 

(15% Discount!) 

Full Page $200 / issue $170 / issue 

Half Page $100 / issue $85 / issue 

Quarter Page $50 / issue $42.50 / issue 

Business Card  $25 / issue $21.25 / issue 

 

To advertise in The Critical Path, e-mail our Vice 
President of Communications at 
newsletter@pmiwestchester.org 

 

 

New PMI Westchester   
Chapter Members!!! 

PMI Westchester would like to welcome the following new 
chapter members 

 

NEW CHAPTER MEMBERS 

Michael Bruen Brian Campbell 
Dimitrios Catechis Linda Chen 

Ryan DeVita Christopher Gaine 
Penelope Hartz Balakrishna Inabathini 

Kapil Mirchandani Doug Ondreyko 
Shivana Patel Steve Sherman 

Guiseppe Zeppieri  
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Chapter Meeting – June 11, 2013,  6:00 PM – 8:00 PM 

Topic: Annual Business Meeting plus Practicing the Art 
of Networking 

Featured Speaker - Bill Cusano, creator of Cusano 
Marketing - The Story Store  

Bill Cusano, creator of Cusano Marketing - The Story Store, 
lost his job in 2007. Suddenly his time was his own. 
Immediately, he changed his daily routine, beginning with 
something inspiring and motivating. His approach was 
simply to focus one hour a day on whatever he wanted. 
Today, that hour has grown into a business and a vocation. 
He took his loves of video production, meeting new people, 
writing, studying, and building teams, and developed a 
marketing business around his lifestyle. He has a growing 
list of clients for whom he creates videos, formats books for 
publication, and manages content for websites and 
mailings. Bill is well respected for his generosity in 
effectively sharing how practicing the Art of Networking can 
positively impact our careers. 

 
Location 

The Royal Palace Restaurant 
77 Knollwood Road, White Plains / Greenburgh, NY 10607 
(at the south end of the Greenburgh Shopping Plaza) 
Phone: 914.289.1988 

Agenda 

6:00 | Registration, Networking & Dinner  
6:45 | Announcements, Introduction of Program  
7:00 | Guest Speaker or Internal Program (1 PDU)  
8:00 | Participants network 
8:15 | SIG programs; PMO, Quality (1 PDU) 

 

Vendor Corner 

Thomas Deirlein, Academy Leadership  
Phone: (917) 287-5961  
E-mail: tdeirlein@academyleadership.com 

AND 

Dr. Aaron Shenhar 
Strategic Project Leadership 

 

Fees 

Chapter members − $20 
Non-members − $25 
We accept cash or checks. Sorry, no credit card  

Directions: 

From I-287 
 
 Take I-287 to exit 4. 
 At the end of the exit ramp turn SOUTH and go 6/10 of 

a mile to the traffic light at Stadium Road (sign may not 
be visible). 

 Turn LEFT onto Stadium, go 50 yards, then RIGHT into 
the unused end of the plaza parking lot. 

 Go to the far right hand corner of the lot where it 
connects to the part with the stores. Pass the stores 
and the movie theater on your left until you come to the 
Royal Palace. 

 

Map to Royal Palace Restaurant 
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Upcoming PMI Westchester Events 
June 2013 Breakfast Roundtable Meeting 
Topic: Vendor Management – Managing vendors and 
contractors on your project 

Facilitator: Doreen DePass, Mary Gilmartin, BRT Program 
Manager 

Date: Thursday, June 25th − 7:30 to 8:45 AM 

Location: 108 Corporate Park Drive, White Plains, ground 
level cafeteria - Breakfast available for Purchase 
 
 

Job Club Meeting 

Topic: The Networking Advantage - 
Three Step Tune-Up -- 

 How your plan, personal traits and execution can 
make your networking sink or float. 

 Does context change the approach? 

Additional activities to be announced. 

Speaker:  Carl Guessman 

Date:  May 17, 2013 – 8:00 AM to 10:00 AM 

Location:  Fordham Westchester (West Harrison, NY)  
400 Westchester Ave., Room 142 
West Harrison, NY 10604 

Enjoy your summer! 

 

See you in September!!!

  
 


