Tasks and Milestones 
Drawing up a milestone plan with due dates helps to verify if a project is where it should be. Periodic reviews should be done to see which milestones were delivered against the assignment date and what needs to be accomplished to complete the next milestone. Several major milestones should be assessed when implementing Starbucks' Project Improvement Plan. If the project has a hard deadline for completion handed to the project team, it is wise to back plan the milestones to ensure that the milestone dates will correspond with the project due date assigned. The first milestone is the final decision of how the implementation will take place. Announcing the go-forward plan ensures that the entire team knows which way the project will be headed. For the purposes of this project, an automated ordering system will be implemented instead of the current process, which is calling out the order to the drink maker, or writing the order on the cup. The second milestone is completion of training on the new system. Training the employees on how the equipment works can provide crucial feedback from the users prior to installation. The third major milestone is installation of the equipment into the stores. And the final milestone is tracking the success against the baseline data of the original process. This will determine if the project is a success or failure. 
Project Risks and Impact on Project Outcomes 
Any project implementation carries a certain number of risks. How the team prepares for risk can possibly prevent them from occurring. Knowing what can cause a project failure can point the team in the right direction the first time. There are several risks this project can run into during the implementation. 
Vendor delays to install the new store equipment can halt the project and can affect every store involved in the implementation. On a scale of one to 100, not having equipment installed is a risk to the project of 75. It does not detriment Starbuck's overall current sales as the stores already have customers walking away due to the long wait but it does lose sales every day the implementation is not in use (assuming that the new process will decrease the transaction time and increase sales). 
Another risk is the software for the automated equipment. Should the software not perform as planned, this could slow the process down even further. If the stores do not have a way to ring up the customers outside of the new equipment, all transactions will revert to manual, thus increasing the wait time even more. Not having an alternate way of ringing up customers is a risk of 100 and can affect all stores with the new equipment should it be a server crash instead of a one-store occurrence. 
A third risk is improper or incomplete training for the employees. Since the employees will be there to help the customers along in the automated process if need be, not knowing how to work the units would be a risk factor of 50. One would hope that someone in the store would know how the system works and could be called upon, although it would take that employee away from his/her current task to help another. 
A forth risk would be lack of buy-in from store management. This could jeopardize the complete project if the stores are unwilling to change and go auto. This would hold a risk factor of 100 and would impact all stores should management not agree with the new process. 
The last risk would be if the automated process took longer than the current process. This has the highest risk factor as well as the most expensive. This would mean total project failure and would need a complete redesign to reach a successful outcome. 
Wyner (2003) suggests gathering quantitative and qualitative data when considering improving a process to determine if a problem exists in consumers' minds, and if so, identify which part of the process is the cause. Quantitative data is useful, but does not tell the entire story as to how a customer feels because of its numerical nature. Qualitative data is preferred because it is possible to tap into the emotional side of the consumer using focus groups, qualitative surveys, and the likes. Sample selection is also important when using qualitative research methods to ensure the population is accurately represented. 
Once the improvement has been implemented, the marketing department is the tip of spear when relaying the change to consumers. Marketing sets the stage for the customer experience and; therefore, must be intimately involved at this point so the improved quality of the product is clear to customers. Additionally, good marketing presents a unified view of the organization so consumers can tell that all the components of the company are moving in the same direction. 
Mitigation Strategies 
How Starbuck's is able to mitigate each project risk can set the stage for keeping the budget and timeline under control. When the agreement is made with the equipment and software suppliers, it is advisable to negotiate a penalty for non-delivery or non-performance. Should the applications fail or not be as promised, the suppliers should be found accountable. Usually a hefty monetary fine keeps suppliers to a timeline or are more apt to keep the project manager abreast of any issues well before the due date. 
Training risk should be the responsibility of the group in charge of the instruction. If a third party is doing the training, a penalty clause is applicable. If the trainers are in-house, the training should start well in advance of the rollout and the project manager should be micromanaging the status of all employees trained. Once the rollout date is set, no untrained employees should be allowed to punch in for work. This will hopefully be an incentive to employees to finish their training on the new system. 
Management buy-in risk could be a disaster if not handled properly. Starbuck's obviously does not want to fire staff due to unwillingness to improve on current processes so care must be taken to have management on board the project prior to the implementation phases. Having management involved from the ground level can provide substantial feedback to the process plus allow members to feel their point of view is valuable and is taken into consideration. Forcing a process onto the stores will only create ill will and may produce unnecessary turnover. 
Learning that the automated process takes longer than the original would be a complete project disaster. Prior to adopting a full-scale roll out of the system across their operations, Starbucks should measure the effectiveness of new automated ordering system by comparing certain metrics against those of the current process. Metrics such as the time it takes to enter orders and receive completed orders will identify if the new process has sped up the overall process time. Processing orders more quickly enables Starbucks to service more customers, especially during peak hours, which ultimately results in increased revenues. Time savings will also be well received by their customers enabling them to take either take advantage of the working atmosphere that Starbucks provides or to move along to their next destination. These improvements will be viewed favorably and will result in increased customer satisfaction and hopefully, repeat customers. 


Change Management Plan 
Every company that attempts to undertake change faces the problem of implementation. An important point to bear in mind is that reallocation of resources is not simply a matter of investing, retooling, and hiring new people. There are a number of techniques that can be applied to implement change such as team building, confrontation and transactional analysis. According to the text (Gray, 2006), there are three major categories to change management; scope changes, implementation of contingency plans, and improvement changes. Any changes to Starbucks' implementation process should be planned out appropriately. Proposed changes should be identified, such as systems modifications that were not originally planned. Will changes affect the budget or timeline of the project? Can negotiations keep costs down and stay within the milestone due dates? Any proposed changes should be evaluated, formally approved, documented and announced to all who are involved. Assigning a resource to the changes that need to be implemented will make sure that the new tasks are driven to completion. Using a program such as Microsoft Project can help track old and new changes, as all projects should run on a master schedule. 
Learning Points 
While completing the simulation "Managing Project Risk", there are three key learning points that the project manager needs to apply while working on the project plan. The first is to identify the top risks when implementing the project plan. When making decisions about implementation, it is important to make sure that those assessments with the highest risk are kept at the forefront. High risk usually means a high dollar figure attached to it should it fail or cause a delay to schedule. The second is to evaluate and prioritize these risks. Applying a weighted risk factor can help the project team look at a risk qualitatively. The simulation allocated the risk exposure by finding the probability of risk to occur and multiplying it by the impact of the risk should it occur. The third learning point is how to respond and monitor the project risks. Assigning mitigation strategies is an important step and can be costly if not monitored properly. Understanding the get well plan of a risk and who will need to pay for the proper changes can keep a project within task or bust a project. Not all risks are under the project team's control and it is imperative to recognize who owns each risk. 
Conclusion 
Customer satisfaction is of the utmost importance to Starbucks and relies on new and repeat business for sales growth. If customers are not happy with the "Starbuck's Experience" they may not return and future sales from these customers may be lost forever. Analysis of queue time within Starbucks stores may help retain some customers who are daunted by waiting in a long line for a cup of coffee. Launching an initiative to help identify areas for improvement may help increase customer satisfaction as well as increase revenue for Starbucks. Using best practices will help keep the plan on track and in focus for all members involved � store partners as well as those involved in project implementation. Measuring accomplishments will be critical to see if any proposed solutions were not successful. 
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Learning Points 
While completing the simulation "Managing Project Risk", there are three key learning points that the project manager needs to apply while working on the project plan. The first is to identify the top risks when implementing the project plan. When making decisions about implementation, it is important to make sure that those assessments with the highest risk are kept at the forefront. High risk usually means a high dollar figure attached to it should it fail or cause a delay to schedule. The second is to evaluate and prioritize these risks. Applying a weighted risk factor can help the project team look at a risk qualitatively. The simulation allocated the risk exposure by finding the probability of risk to occur and multiplying it by the impact of the risk should it occur. The third learning point is how to respond and monitor the project risks. Assigning mitigation strategies is an important step and can be costly if not monitored properly. Understanding the get well plan of a risk and who will need to pay for the proper changes can keep a project within task or bust a project. Not all risks are under the project team's control and it is imperative to recognize who owns each risk. 
Conclusion 
Customer satisfaction is of the utmost importance to Starbucks and relies on new and repeat business for sales growth. If customers are not happy with the "Starbuck's Experience" they may not return and future sales from these customers may be lost forever. Analysis of queue time within Starbucks stores may help retain some customers who are daunted by waiting in a long line for a cup of coffee. Launching an initiative to help identify areas for improvement may help increase customer satisfaction as well as increase revenue for Starbucks. Using best practices will help keep the plan on track and in focus for all members involved � store partners as well as those involved in project implementation. Measuring accomplishments will be critical to see if any proposed solutions were not successful. 
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Tasks and Milestones 
Drawing up a milestone plan with due dates helps to verify if a project is where it should be. Periodic reviews should be done to see which milestones were delivered against the assignment date and what needs to be accomplished to complete the next milestone. Several major milestones should be assessed when implementing Starbucks' Project Improvement Plan. If the project has a hard deadline for completion handed to the project team, it is wise to back plan the milestones to ensure that the milestone dates will correspond with the project due date assigned. The first milestone is the final decision of how the implementation will take place. Announcing the go-forward plan ensures that the entire team knows which way the project will be headed. For the purposes of this project, an automated ordering system will be implemented instead of the current process, which is calling out the order to the drink maker, or writing the order on the cup. The second milestone is completion of training on the new system. Training the employees on how the equipment works can provide crucial feedback from the users prior to installation. The third major milestone is installation of the equipment into the stores. And the final milestone is tracking the success against the baseline data of the original process. This will determine if the project is a success or failure. 
Project Risks and Impact on Project Outcomes 
Any project implementation carries a certain number of risks. How the team prepares for risk can possibly prevent them from occurring. Knowing what can cause a project failure can point the team in the right direction the first time. There are several risks this project can run into during the implementation. 
Vendor delays to install the new store equipment can halt the project and can affect every store involved in the implementation. On a scale of one to 100, not having equipment installed is a risk to the project of 75. It does not detriment Starbuck's overall current sales as the stores already have customers walking away due to the long wait but it does lose sales every day the implementation is not in use (assuming that the new process will decrease the transaction time and increase sales). 
Another risk is the software for the automated equipment. Should the software not perform as planned, this could slow the process down even further. If the stores do not have a way to ring up the customers outside of the new equipment, all transactions will revert to manual, thus increasing the wait time even more. Not having an alternate way of ringing up customers is a risk of 100 and can affect all stores with the new equipment should it be a server crash instead of a one-store occurrence. 
A third risk is improper or incomplete training for the employees. Since the employees will be there to help the customers along in the automated process if need be, not knowing how to work the units would be a risk factor of 50. One would hope that someone in the store would know how the system works and could be called upon, although it would take that employee away from his/her current task to help another. 
A forth risk would be lack of buy-in from store management. This could jeopardize the complete project if the stores are unwilling to change and go auto. This would hold a risk factor of 100 and would impact all stores should management not agree with the new process. 
The last risk would be if the automated process took longer than the current process. This has the highest risk factor as well as the most expensive. This would mean total project failure and would need a complete redesign to reach a successful outcome. 
Wyner (2003) suggests gathering quantitative and qualitative data when considering improving a process to determine if a problem exists in consumers' minds, and if so, identify which part of the process is the cause. Quantitative data is useful, but does not tell the entire story as to how a customer feels because of its numerical nature. Qualitative data is preferred because it is possible to tap into the emotional side of the consumer using focus groups, qualitative surveys, and the likes. Sample selection is also important when using qualitative research methods to ensure the population is accurately represented. 
Once the improvement has been implemented, the marketing department is the tip of spear when relaying the change to consumers. Marketing sets the stage for the customer experience and; therefore, must be intimately involved at this point so the improved quality of the product is clear to customers. Additionally, good marketing presents a unified view of the organization so consumers can tell that all the components of the company are moving in the same direction. 
Mitigation Strategies 
How Starbuck's is able to mitigate each project risk can set the stage for keeping the budget and timeline under control. When the agreement is made with the equipment and software suppliers, it is advisable to negotiate a penalty for non-delivery or non-performance. Should the applications fail or not be as promised, the suppliers should be found accountable. Usually a hefty monetary fine keeps suppliers to a timeline or are more apt to keep the project manager abreast of any issues well before the due date. 
Training risk should be the responsibility of the group in charge of the instruction. If a third party is doing the training, a penalty clause is applicable. If the trainers are in-house, the training should start well in advance of the rollout and the project manager should be micromanaging the status of all employees trained. Once the rollout date is set, no untrained employees should be allowed to punch in for work. This will hopefully be an incentive to employees to finish their training on the new system. 
Management buy-in risk could be a disaster if not handled properly. Starbuck's obviously does not want to fire staff due to unwillingness to improve on current processes so care must be taken to have management on board the project prior to the implementation phases. Having management involved from the ground level can provide substantial feedback to the process plus allow members to feel their point of view is valuable and is taken into consideration. Forcing a process onto the stores will only create ill will and may produce unnecessary turnover. 
Learning that the automated process takes longer than the original would be a complete project disaster. Prior to adopting a full-scale roll out of the system across their operations, Starbucks should measure the effectiveness of new automated ordering system by comparing certain metrics against those of the current process. Metrics such as the time it takes to enter orders and receive completed orders will identify if the new process has sped up the overall process time. Processing orders more quickly enables Starbucks to service more customers, especially during peak hours, which ultimately results in increased revenues. Time savings will also be well received by their customers enabling them to take either take advantage of the working atmosphere that Starbucks provides or to move along to their next destination. These improvements will be viewed favorably and will result in increased customer satisfaction and hopefully, repeat customers. 


Change Management Plan 
Every company that attempts to undertake change faces the problem of implementation. An important point to bear in mind is that reallocation of resources is not simply a matter of investing, retooling, and hiring new people. There are a number of techniques that can be applied to implement change such as team building, confrontation and transactional analysis. According to the text (Gray, 2006), there are three major categories to change management; scope changes, implementation of contingency plans, and improvement changes. Any changes to Starbucks' implementation process should be planned out appropriately. Proposed changes should be identified, such as systems modifications that were not originally planned. Will changes affect the budget or timeline of the project? Can negotiations keep costs down and stay within the milestone due dates? Any proposed changes should be evaluated, formally approved, documented and announced to all who are involved. Assigning a resource to the changes that need to be implemented will make sure that the new tasks are driven to completion. Using a program such as Microsoft Project can help track old and new changes, as all projects should run on a master schedule. 
Learning Points 
While completing the simulation "Managing Project Risk", there are three key learning points that the project manager needs to apply while working on the project plan. The first is to identify the top risks when implementing the project plan. When making decisions about implementation, it is important to make sure that those assessments with the highest risk are kept at the forefront. High risk usually means a high dollar figure attached to it should it fail or cause a delay to schedule. The second is to evaluate and prioritize these risks. Applying a weighted risk factor can help the project team look at a risk qualitatively. The simulation allocated the risk exposure by finding the probability of risk to occur and multiplying it by the impact of the risk should it occur. The third learning point is how to respond and monitor the project risks. Assigning mitigation strategies is an important step and can be costly if not monitored properly. Understanding the get well plan of a risk and who will need to pay for the proper changes can keep a project within task or bust a project. Not all risks are under the project team's control and it is imperative to recognize who owns each risk. 
Conclusion 
Customer satisfaction is of the utmost importance to Starbucks and relies on new and repeat business for sales growth. If customers are not happy with the "Starbuck's Experience" they may not return and future sales from these customers may be lost forever. Analysis of queue time within Starbucks stores may help retain some customers who are daunted by waiting in a long line for a cup of coffee. Launching an initiative to help identify areas for improvement may help increase customer satisfaction as well as increase revenue for Starbucks. Using best practices will help keep the plan on track and in focus for all members involved � store partners as well as those involved in project implementation. Measuring accomplishments will be critical to see if any proposed solutions were not successful. 
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Tasks and Milestones 
Drawing up a milestone plan with due dates helps to verify if a project is where it should be. Periodic reviews should be done to see which milestones were delivered against the assignment date and what needs to be accomplished to complete the next milestone. Several major milestones should be assessed when implementing Starbucks' Project Improvement Plan. If the project has a hard deadline for completion handed to the project team, it is wise to back plan the milestones to ensure that the milestone dates will correspond with the project due date assigned. The first milestone is the final decision of how the implementation will take place. Announcing the go-forward plan ensures that the entire team knows which way the project will be headed. For the purposes of this project, an automated ordering system will be implemented instead of the current process, which is calling out the order to the drink maker, or writing the order on the cup. The second milestone is completion of training on the new system. Training the employees on how the equipment works can provide crucial feedback from the users prior to installation. The third major milestone is installation of the equipment into the stores. And the final milestone is tracking the success against the baseline data of the original process. This will determine if the project is a success or failure. 
Project Risks and Impact on Project Outcomes 
Any project implementation carries a certain number of risks. How the team prepares for risk can possibly prevent them from occurring. Knowing what can cause a project failure can point the team in the right direction the first time. There are several risks this project can run into during the implementation. 
Vendor delays to install the new store equipment can halt the project and can affect every store involved in the implementation. On a scale of one to 100, not having equipment installed is a risk to the project of 75. It does not detriment Starbuck's overall current sales as the stores already have customers walking away due to the long wait but it does lose sales every day the implementation is not in use (assuming that the new process will decrease the transaction time and increase sales). 
Another risk is the software for the automated equipment. Should the software not perform as planned, this could slow the process down even further. If the stores do not have a way to ring up the customers outside of the new equipment, all transactions will revert to manual, thus increasing the wait time even more. Not having an alternate way of ringing up customers is a risk of 100 and can affect all stores with the new equipment should it be a server crash instead of a one-store occurrence. 
A third risk is improper or incomplete training for the employees. Since the employees will be there to help the customers along in the automated process if need be, not knowing how to work the units would be a risk factor of 50. One would hope that someone in the store would know how the system works and could be called upon, although it would take that employee away from his/her current task to help another. 
A forth risk would be lack of buy-in from store management. This could jeopardize the complete project if the stores are unwilling to change and go auto. This would hold a risk factor of 100 and would impact all stores should management not agree with the new process. 
The last risk would be if the automated process took longer than the current process. This has the highest risk factor as well as the most expensive. This would mean total project failure and would need a complete redesign to reach a successful outcome. 
Wyner (2003) suggests gathering quantitative and qualitative data when considering improving a process to determine if a problem exists in consumers' minds, and if so, identify which part of the process is the cause. Quantitative data is useful, but does not tell the entire story as to how a customer feels because of its numerical nature. Qualitative data is preferred because it is possible to tap into the emotional side of the consumer using focus groups, qualitative surveys, and the likes. Sample selection is also important when using qualitative research methods to ensure the population is accurately represented. 
Once the improvement has been implemented, the marketing department is the tip of spear when relaying the change to consumers. Marketing sets the stage for the customer experience and; therefore, must be intimately involved at this point so the improved quality of the product is clear to customers. Additionally, good marketing presents a unified view of the organization so consumers can tell that all the components of the company are moving in the same direction. 
Mitigation Strategies 
How Starbuck's is able to mitigate each project risk can set the stage for keeping the budget and timeline under control. When the agreement is made with the equipment and software suppliers, it is advisable to negotiate a penalty for non-delivery or non-performance. Should the applications fail or not be as promised, the suppliers should be found accountable. Usually a hefty monetary fine keeps suppliers to a timeline or are more apt to keep the project manager abreast of any issues well before the due date. 
Training risk should be the responsibility of the group in charge of the instruction. If a third party is doing the training, a penalty clause is applicable. If the trainers are in-house, the training should start well in advance of the rollout and the project manager should be micromanaging the status of all employees trained. Once the rollout date is set, no untrained employees should be allowed to punch in for work. This will hopefully be an incentive to employees to finish their training on the new system. 
Management buy-in risk could be a disaster if not handled properly. Starbuck's obviously does not want to fire staff due to unwillingness to improve on current processes so care must be taken to have management on board the project prior to the implementation phases. Having management involved from the ground level can provide substantial feedback to the process plus allow members to feel their point of view is valuable and is taken into consideration. Forcing a process onto the stores will only create ill will and may produce unnecessary turnover. 
Learning that the automated process takes longer than the original would be a complete project disaster. Prior to adopting a full-scale roll out of the system across their operations, Starbucks should measure the effectiveness of new automated ordering system by comparing certain metrics against those of the current process. Metrics such as the time it takes to enter orders and receive completed orders will identify if the new process has sped up the overall process time. Processing orders more quickly enables Starbucks to service more customers, especially during peak hours, which ultimately results in increased revenues. Time savings will also be well received by their customers enabling them to take either take advantage of the working atmosphere that Starbucks provides or to move along to their next destination. These improvements will be viewed favorably and will result in increased customer satisfaction and hopefully, repeat customers. 


Change Management Plan 
Every company that attempts to undertake change faces the problem of implementation. An important point to bear in mind is that reallocation of resources is not simply a matter of investing, retooling, and hiring new people. There are a number of techniques that can be applied to implement change such as team building, confrontation and transactional analysis. According to the text (Gray, 2006), there are three major categories to change management; scope changes, implementation of contingency plans, and improvement changes. Any changes to Starbucks' implementation process should be planned out appropriately. Proposed changes should be identified, such as systems modifications that were not originally planned. Will changes affect the budget or timeline of the project? Can negotiations keep costs down and stay within the milestone due dates? Any proposed changes should be evaluated, formally approved, documented and announced to all who are involved. Assigning a resource to the changes that need to be implemented will make sure that the new tasks are driven to completion. Using a program such as Microsoft Project can help track old and new changes, as all projects should run on a master schedule. 
Learning Points 
While completing the simulation "Managing Project Risk", there are three key learning points that the project manager needs to apply while working on the project plan. The first is to identify the top risks when implementing the project plan. When making decisions about implementation, it is important to make sure that those assessments with the highest risk are kept at the forefront. High risk usually means a high dollar figure attached to it should it fail or cause a delay to schedule. The second is to evaluate and prioritize these risks. Applying a weighted risk factor can help the project team look at a risk qualitatively. The simulation allocated the risk exposure by finding the probability of risk to occur and multiplying it by the impact of the risk should it occur. The third learning point is how to respond and monitor the project risks. Assigning mitigation strategies is an important step and can be costly if not monitored properly. Understanding the get well plan of a risk and who will need to pay for the proper changes can keep a project within task or bust a project. Not all risks are under the project team's control and it is imperative to recognize who owns each risk. 
Conclusion 
Customer satisfaction is of the utmost importance to Starbucks and relies on new and repeat business for sales growth. If customers are not happy with the "Starbuck's Experience" they may not return and future sales from these customers may be lost forever. Analysis of queue time within Starbucks stores may help retain some customers who are daunted by waiting in a long line for a cup of coffee. Launching an initiative to help identify areas for improvement may help increase customer satisfaction as well as increase revenue for Starbucks. Using best practices will help keep the plan on track and in focus for all members involved � store partners as well as those involved in project implementation. Measuring accomplishments will be critical to see if any proposed solutions were not successful. 
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Tasks and Milestones 
Drawing up a milestone plan with due dates helps to verify if a project is where it should be. Periodic reviews should be done to see which milestones were delivered against the assignment date and what needs to be accomplished to complete the next milestone. Several major milestones should be assessed when implementing Starbucks' Project Improvement Plan. If the project has a hard deadline for completion handed to the project team, it is wise to back plan the milestones to ensure that the milestone dates will correspond with the project due date assigned. The first milestone is the final decision of how the implementation will take place. Announcing the go-forward plan ensures that the entire team knows which way the project will be headed. For the purposes of this project, an automated ordering system will be implemented instead of the current process, which is calling out the order to the drink maker, or writing the order on the cup. The second milestone is completion of training on the new system. Training the employees on how the equipment works can provide crucial feedback from the users prior to installation. The third major milestone is installation of the equipment into the stores. And the final milestone is tracking the success against the baseline data of the original process. This will determine if the project is a success or failure. 
Project Risks and Impact on Project Outcomes 
Any project implementation carries a certain number of risks. How the team prepares for risk can possibly prevent them from occurring. Knowing what can cause a project failure can point the team in the right direction the first time. There are several risks this project can run into during the implementation. 
Vendor delays to install the new store equipment can halt the project and can affect every store involved in the implementation. On a scale of one to 100, not having equipment installed is a risk to the project of 75. It does not detriment Starbuck's overall current sales as the stores already have customers walking away due to the long wait but it does lose sales every day the implementation is not in use (assuming that the new process will decrease the transaction time and increase sales). 
Another risk is the software for the automated equipment. Should the software not perform as planned, this could slow the process down even further. If the stores do not have a way to ring up the customers outside of the new equipment, all transactions will revert to manual, thus increasing the wait time even more. Not having an alternate way of ringing up customers is a risk of 100 and can affect all stores with the new equipment should it be a server crash instead of a one-store occurrence. 
A third risk is improper or incomplete training for the employees. Since the employees will be there to help the customers along in the automated process if need be, not knowing how to work the units would be a risk factor of 50. One would hope that someone in the store would know how the system works and could be called upon, although it would take that employee away from his/her current task to help another. 
A forth risk would be lack of buy-in from store management. This could jeopardize the complete project if the stores are unwilling to change and go auto. This would hold a risk factor of 100 and would impact all stores should management not agree with the new process. 
The last risk would be if the automated process took longer than the current process. This has the highest risk factor as well as the most expensive. This would mean total project failure and would need a complete redesign to reach a successful outcome. 
Wyner (2003) suggests gathering quantitative and qualitative data when considering improving a process to determine if a problem exists in consumers' minds, and if so, identify which part of the process is the cause. Quantitative data is useful, but does not tell the entire story as to how a customer feels because of its numerical nature. Qualitative data is preferred because it is possible to tap into the emotional side of the consumer using focus groups, qualitative surveys, and the likes. Sample selection is also important when using qualitative research methods to ensure the population is accurately represented. 
Once the improvement has been implemented, the marketing department is the tip of spear when relaying the change to consumers. Marketing sets the stage for the customer experience and; therefore, must be intimately involved at this point so the improved quality of the product is clear to customers. Additionally, good marketing presents a unified view of the organization so consumers can tell that all the components of the company are moving in the same direction. 
Mitigation Strategies 
How Starbuck's is able to mitigate each project risk can set the stage for keeping the budget and timeline under control. When the agreement is made with the equipment and software suppliers, it is advisable to negotiate a penalty for non-delivery or non-performance. Should the applications fail or not be as promised, the suppliers should be found accountable. Usually a hefty monetary fine keeps suppliers to a timeline or are more apt to keep the project manager abreast of any issues well before the due date. 
Training risk should be the responsibility of the group in charge of the instruction. If a third party is doing the training, a penalty clause is applicable. If the trainers are in-house, the training should start well in advance of the rollout and the project manager should be micromanaging the status of all employees trained. Once the rollout date is set, no untrained employees should be allowed to punch in for work. This will hopefully be an incentive to employees to finish their training on the new system. 
Management buy-in risk could be a disaster if not handled properly. Starbuck's obviously does not want to fire staff due to unwillingness to improve on current processes so care must be taken to have management on board the project prior to the implementation phases. Having management involved from the ground level can provide substantial feedback to the process plus allow members to feel their point of view is valuable and is taken into consideration. Forcing a process onto the stores will only create ill will and may produce unnecessary turnover. 
Learning that the automated process takes longer than the original would be a complete project disaster. Prior to adopting a full-scale roll out of the system across their operations, Starbucks should measure the effectiveness of new automated ordering system by comparing certain metrics against those of the current process. Metrics such as the time it takes to enter orders and receive completed orders will identify if the new process has sped up the overall process time. Processing orders more quickly enables Starbucks to service more customers, especially during peak hours, which ultimately results in increased revenues. Time savings will also be well received by their customers enabling them to take either take advantage of the working atmosphere that Starbucks provides or to move along to their next destination. These improvements will be viewed favorably and will result in increased customer satisfaction and hopefully, repeat customers. 


Change Management Plan 
Every company that attempts to undertake change faces the problem of implementation. An important point to bear in mind is that reallocation of resources is not simply a matter of investing, retooling, and hiring new people. There are a number of techniques that can be applied to implement change such as team building, confrontation and transactional analysis. According to the text (Gray, 2006), there are three major categories to change management; scope changes, implementation of contingency plans, and improvement changes. Any changes to Starbucks' implementation process should be planned out appropriately. Proposed changes should be identified, such as systems modifications that were not originally planned. Will changes affect the budget or timeline of the project? Can negotiations keep costs down and stay within the milestone due dates? Any proposed changes should be evaluated, formally approved, documented and announced to all who are involved. Assigning a resource to the changes that need to be implemented will make sure that the new tasks are driven to completion. Using a program such as Microsoft Project can help track old and new changes, as all projects should run on a master schedule. 
Learning Points 
While completing the simulation "Managing Project Risk", there are three key learning points that the project manager needs to apply while working on the project plan. The first is to identify the top risks when implementing the project plan. When making decisions about implementation, it is important to make sure that those assessments with the highest risk are kept at the forefront. High risk usually means a high dollar figure attached to it should it fail or cause a delay to schedule. The second is to evaluate and prioritize these risks. Applying a weighted risk factor can help the project team look at a risk qualitatively. The simulation allocated the risk exposure by finding the probability of risk to occur and multiplying it by the impact of the risk should it occur. The third learning point is how to respond and monitor the project risks. Assigning mitigation strategies is an important step and can be costly if not monitored properly. Understanding the get well plan of a risk and who will need to pay for the proper changes can keep a project within task or bust a project. Not all risks are under the project team's control and it is imperative to recognize who owns each risk. 
Conclusion 
Customer satisfaction is of the utmost importance to Starbucks and relies on new and repeat business for sales growth. If customers are not happy with the "Starbuck's Experience" they may not return and future sales from these customers may be lost forever. Analysis of queue time within Starbucks stores may help retain some customers who are daunted by waiting in a long line for a cup of coffee. Launching an initiative to help identify areas for improvement may help increase customer satisfaction as well as increase revenue for Starbucks. Using best practices will help keep the plan on track and in focus for all members involved � store partners as well as those involved in project implementation. Measuring accomplishments will be critical to see if any proposed solutions were not successful. 
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Tasks and Milestones 
Drawing up a milestone plan with due dates helps to verify if a project is where it should be. Periodic reviews should be done to see which milestones were delivered against the assignment date and what needs to be accomplished to complete the next milestone. Several major milestones should be assessed when implementing Starbucks' Project Improvement Plan. If the project has a hard deadline for completion handed to the project team, it is wise to back plan the milestones to ensure that the milestone dates will correspond with the project due date assigned. The first milestone is the final decision of how the implementation will take place. Announcing the go-forward plan ensures that the entire team knows which way the project will be headed. For the purposes of this project, an automated ordering system will be implemented instead of the current process, which is calling out the order to the drink maker, or writing the order on the cup. The second milestone is completion of training on the new system. Training the employees on how the equipment works can provide crucial feedback from the users prior to installation. The third major milestone is installation of the equipment into the stores. And the final milestone is tracking the success against the baseline data of the original process. This will determine if the project is a success or failure. 
Project Risks and Impact on Project Outcomes 
Any project implementation carries a certain number of risks. How the team prepares for risk can possibly prevent them from occurring. Knowing what can cause a project failure can point the team in the right direction the first time. There are several risks this project can run into during the implementation. 
Vendor delays to install the new store equipment can halt the project and can affect every store involved in the implementation. On a scale of one to 100, not having equipment installed is a risk to the project of 75. It does not detriment Starbuck's overall current sales as the stores already have customers walking away due to the long wait but it does lose sales every day the implementation is not in use (assuming that the new process will decrease the transaction time and increase sales). 
Another risk is the software for the automated equipment. Should the software not perform as planned, this could slow the process down even further. If the stores do not have a way to ring up the customers outside of the new equipment, all transactions will revert to manual, thus increasing the wait time even more. Not having an alternate way of ringing up customers is a risk of 100 and can affect all stores with the new equipment should it be a server crash instead of a one-store occurrence. 
A third risk is improper or incomplete training for the employees. Since the employees will be there to help the customers along in the automated process if need be, not knowing how to work the units would be a risk factor of 50. One would hope that someone in the store would know how the system works and could be called upon, although it would take that employee away from his/her current task to help another. 
A forth risk would be lack of buy-in from store management. This could jeopardize the complete project if the stores are unwilling to change and go auto. This would hold a risk factor of 100 and would impact all stores should management not agree with the new process. 
The last risk would be if the automated process took longer than the current process. This has the highest risk factor as well as the most expensive. This would mean total project failure and would need a complete redesign to reach a successful outcome. 
Wyner (2003) suggests gathering quantitative and qualitative data when considering improving a process to determine if a problem exists in consumers' minds, and if so, identify which part of the process is the cause. Quantitative data is useful, but does not tell the entire story as to how a customer feels because of its numerical nature. Qualitative data is preferred because it is possible to tap into the emotional side of the consumer using focus groups, qualitative surveys, and the likes. Sample selection is also important when using qualitative research methods to ensure the population is accurately represented. 
Once the improvement has been implemented, the marketing department is the tip of spear when relaying the change to consumers. Marketing sets the stage for the customer experience and; therefore, must be intimately involved at this point so the improved quality of the product is clear to customers. Additionally, good marketing presents a unified view of the organization so consumers can tell that all the components of the company are moving in the same direction. 
Mitigation Strategies 
How Starbuck's is able to mitigate each project risk can set the stage for keeping the budget and timeline under control. When the agreement is made with the equipment and software suppliers, it is advisable to negotiate a penalty for non-delivery or non-performance. Should the applications fail or not be as promised, the suppliers should be found accountable. Usually a hefty monetary fine keeps suppliers to a timeline or are more apt to keep the project manager abreast of any issues well before the due date. 
Training risk should be the responsibility of the group in charge of the instruction. If a third party is doing the training, a penalty clause is applicable. If the trainers are in-house, the training should start well in advance of the rollout and the project manager should be micromanaging the status of all employees trained. Once the rollout date is set, no untrained employees should be allowed to punch in for work. This will hopefully be an incentive to employees to finish their training on the new system. 
Management buy-in risk could be a disaster if not handled properly. Starbuck's obviously does not want to fire staff due to unwillingness to improve on current processes so care must be taken to have management on board the project prior to the implementation phases. Having management involved from the ground level can provide substantial feedback to the process plus allow members to feel their point of view is valuable and is taken into consideration. Forcing a process onto the stores will only create ill will and may produce unnecessary turnover. 
Learning that the automated process takes longer than the original would be a complete project disaster. Prior to adopting a full-scale roll out of the system across their operations, Starbucks should measure the effectiveness of new automated ordering system by comparing certain metrics against those of the current process. Metrics such as the time it takes to enter orders and receive completed orders will identify if the new process has sped up the overall process time. Processing orders more quickly enables Starbucks to service more customers, especially during peak hours, which ultimately results in increased revenues. Time savings will also be well received by their customers enabling them to take either take advantage of the working atmosphere that Starbucks provides or to move along to their next destination. These improvements will be viewed favorably and will result in increased customer satisfaction and hopefully, repeat customers. 


Change Management Plan 
Every company that attempts to undertake change faces the problem of implementation. An important point to bear in mind is that reallocation of resources is not simply a matter of investing, retooling, and hiring new people. There are a number of techniques that can be applied to implement change such as team building, confrontation and transactional analysis. According to the text (Gray, 2006), there are three major categories to change management; scope changes, implementation of contingency plans, and improvement changes. Any changes to Starbucks' implementation process should be planned out appropriately. Proposed changes should be identified, such as systems modifications that were not originally planned. Will changes affect the budget or timeline of the project? Can negotiations keep costs down and stay within the milestone due dates? Any proposed changes should be evaluated, formally approved, documented and announced to all who are involved. Assigning a resource to the changes that need to be implemented will make sure that the new tasks are driven to completion. Using a program such as Microsoft Project can help track old and new changes, as all projects should run on a master schedule. 
Learning Points 
While completing the simulation "Managing Project Risk", there are three key learning points that the project manager needs to apply while working on the project plan. The first is to identify the top risks when implementing the project plan. When making decisions about implementation, it is important to make sure that those assessments with the highest risk are kept at the forefront. High risk usually means a high dollar figure attached to it should it fail or cause a delay to schedule. The second is to evaluate and prioritize these risks. Applying a weighted risk factor can help the project team look at a risk qualitatively. The simulation allocated the risk exposure by finding the probability of risk to occur and multiplying it by the impact of the risk should it occur. The third learning point is how to respond and monitor the project risks. Assigning mitigation strategies is an important step and can be costly if not monitored properly. Understanding the get well plan of a risk and who will need to pay for the proper changes can keep a project within task or bust a project. Not all risks are under the project team's control and it is imperative to recognize who owns each risk. 
Conclusion 
Customer satisfaction is of the utmost importance to Starbucks and relies on new and repeat business for sales growth. If customers are not happy with the "Starbuck's Experience" they may not return and future sales from these customers may be lost forever. Analysis of queue time within Starbucks stores may help retain some customers who are daunted by waiting in a long line for a cup of coffee. Launching an initiative to help identify areas for improvement may help increase customer satisfaction as well as increase revenue for Starbucks. Using best practices will help keep the plan on track and in focus for all members involved � store partners as well as those involved in project implementation. Measuring accomplishments will be critical to see if any proposed solutions were not successful. 
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Tasks and Milestones 
Drawing up a milestone plan with due dates helps to verify if a project is where it should be. Periodic reviews should be done to see which milestones were delivered against the assignment date and what needs to be accomplished to complete the next milestone. Several major milestones should be assessed when implementing Starbucks' Project Improvement Plan. If the project has a hard deadline for completion handed to the project team, it is wise to back plan the milestones to ensure that the milestone dates will correspond with the project due date assigned. The first milestone is the final decision of how the implementation will take place. Announcing the go-forward plan ensures that the entire team knows which way the project will be headed. For the purposes of this project, an automated ordering system will be implemented instead of the current process, which is calling out the order to the drink maker, or writing the order on the cup. The second milestone is completion of training on the new system. Training the employees on how the equipment works can provide crucial feedback from the users prior to installation. The third major milestone is installation of the equipment into the stores. And the final milestone is tracking the success against the baseline data of the original process. This will determine if the project is a success or failure. 
Project Risks and Impact on Project Outcomes 
Any project implementation carries a certain number of risks. How the team prepares for risk can possibly prevent them from occurring. Knowing what can cause a project failure can point the team in the right direction the first time. There are several risks this project can run into during the implementation. 
Vendor delays to install the new store equipment can halt the project and can affect every store involved in the implementation. On a scale of one to 100, not having equipment installed is a risk to the project of 75. It does not detriment Starbuck's overall current sales as the stores already have customers walking away due to the long wait but it does lose sales every day the implementation is not in use (assuming that the new process will decrease the transaction time and increase sales). 
Another risk is the software for the automated equipment. Should the software not perform as planned, this could slow the process down even further. If the stores do not have a way to ring up the customers outside of the new equipment, all transactions will revert to manual, thus increasing the wait time even more. Not having an alternate way of ringing up customers is a risk of 100 and can affect all stores with the new equipment should it be a server crash instead of a one-store occurrence. 
A third risk is improper or incomplete training for the employees. Since the employees will be there to help the customers along in the automated process if need be, not knowing how to work the units would be a risk factor of 50. One would hope that someone in the store would know how the system works and could be called upon, although it would take that employee away from his/her current task to help another. 
A forth risk would be lack of buy-in from store management. This could jeopardize the complete project if the stores are unwilling to change and go auto. This would hold a risk factor of 100 and would impact all stores should management not agree with the new process. 
The last risk would be if the automated process took longer than the current process. This has the highest risk factor as well as the most expensive. This would mean total project failure and would need a complete redesign to reach a successful outcome. 
Wyner (2003) suggests gathering quantitative and qualitative data when considering improving a process to determine if a problem exists in consumers' minds, and if so, identify which part of the process is the cause. Quantitative data is useful, but does not tell the entire story as to how a customer feels because of its numerical nature. Qualitative data is preferred because it is possible to tap into the emotional side of the consumer using focus groups, qualitative surveys, and the likes. Sample selection is also important when using qualitative research methods to ensure the population is accurately represented. 
Once the improvement has been implemented, the marketing department is the tip of spear when relaying the change to consumers. Marketing sets the stage for the customer experience and; therefore, must be intimately involved at this point so the improved quality of the product is clear to customers. Additionally, good marketing presents a unified view of the organization so consumers can tell that all the components of the company are moving in the same direction. 
Mitigation Strategies 
How Starbuck's is able to mitigate each project risk can set the stage for keeping the budget and timeline under control. When the agreement is made with the equipment and software suppliers, it is advisable to negotiate a penalty for non-delivery or non-performance. Should the applications fail or not be as promised, the suppliers should be found accountable. Usually a hefty monetary fine keeps suppliers to a timeline or are more apt to keep the project manager abreast of any issues well before the due date. 
Training risk should be the responsibility of the group in charge of the instruction. If a third party is doing the training, a penalty clause is applicable. If the trainers are in-house, the training should start well in advance of the rollout and the project manager should be micromanaging the status of all employees trained. Once the rollout date is set, no untrained employees should be allowed to punch in for work. This will hopefully be an incentive to employees to finish their training on the new system. 
Management buy-in risk could be a disaster if not handled properly. Starbuck's obviously does not want to fire staff due to unwillingness to improve on current processes so care must be taken to have management on board the project prior to the implementation phases. Having management involved from the ground level can provide substantial feedback to the process plus allow members to feel their point of view is valuable and is taken into consideration. Forcing a process onto the stores will only create ill will and may produce unnecessary turnover. 
Learning that the automated process takes longer than the original would be a complete project disaster. Prior to adopting a full-scale roll out of the system across their operations, Starbucks should measure the effectiveness of new automated ordering system by comparing certain metrics against those of the current process. Metrics such as the time it takes to enter orders and receive completed orders will identify if the new process has sped up the overall process time. Processing orders more quickly enables Starbucks to service more customers, especially during peak hours, which ultimately results in increased revenues. Time savings will also be well received by their customers enabling them to take either take advantage of the working atmosphere that Starbucks provides or to move along to their next destination. These improvements will be viewed favorably and will result in increased customer satisfaction and hopefully, repeat customers. 


Change Management Plan 
Every company that attempts to undertake change faces the problem of implementation. An important point to bear in mind is that reallocation of resources is not simply a matter of investing, retooling, and hiring new people. There are a number of techniques that can be applied to implement change such as team building, confrontation and transactional analysis. According to the text (Gray, 2006), there are three major categories to change management; scope changes, implementation of contingency plans, and improvement changes. Any changes to Starbucks' implementation process should be planned out appropriately. Proposed changes should be identified, such as systems modifications that were not originally planned. Will changes affect the budget or timeline of the project? Can negotiations keep costs down and stay within the milestone due dates? Any proposed changes should be evaluated, formally approved, documented and announced to all who are involved. Assigning a resource to the changes that need to be implemented will make sure that the new tasks are driven to completion. Using a program such as Microsoft Project can help track old and new changes, as all projects should run on a master schedule. 
Learning Points 
While completing the simulation "Managing Project Risk", there are three key learning points that the project manager needs to apply while working on the project plan. The first is to identify the top risks when implementing the project plan. When making decisions about implementation, it is important to make sure that those assessments with the highest risk are kept at the forefront. High risk usually means a high dollar figure attached to it should it fail or cause a delay to schedule. The second is to evaluate and prioritize these risks. Applying a weighted risk factor can help the project team look at a risk qualitatively. The simulation allocated the risk exposure by finding the probability of risk to occur and multiplying it by the impact of the risk should it occur. The third learning point is how to respond and monitor the project risks. Assigning mitigation strategies is an important step and can be costly if not monitored properly. Understanding the get well plan of a risk and who will need to pay for the proper changes can keep a project within task or bust a project. Not all risks are under the project team's control and it is imperative to recognize who owns each risk. 
Conclusion 
Customer satisfaction is of the utmost importance to Starbucks and relies on new and repeat business for sales growth. If customers are not happy with the "Starbuck's Experience" they may not return and future sales from these customers may be lost forever. Analysis of queue time within Starbucks stores may help retain some customers who are daunted by waiting in a long line for a cup of coffee. Launching an initiative to help identify areas for improvement may help increase customer satisfaction as well as increase revenue for Starbucks. Using best practices will help keep the plan on track and in focus for all members involved � store partners as well as those involved in project implementation. Measuring accomplishments will be critical to see if any proposed solutions were not successful. 
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Tasks and Milestones 
Drawing up a milestone plan with due dates helps to verify if a project is where it should be. Periodic reviews should be done to see which milestones were delivered against the assignment date and what needs to be accomplished to complete the next milestone. Several major milestones should be assessed when implementing Starbucks' Project Improvement Plan. If the project has a hard deadline for completion handed to the project team, it is wise to back plan the milestones to ensure that the milestone dates will correspond with the project due date assigned. The first milestone is the final decision of how the implementation will take place. Announcing the go-forward plan ensures that the entire team knows which way the project will be headed. For the purposes of this project, an automated ordering system will be implemented instead of the current process, which is calling out the order to the drink maker, or writing the order on the cup. The second milestone is completion of training on the new system. Training the employees on how the equipment works can provide crucial feedback from the users prior to installation. The third major milestone is installation of the equipment into the stores. And the final milestone is tracking the success against the baseline data of the original process. This will determine if the project is a success or failure. 
Project Risks and Impact on Project Outcomes 
Any project implementation carries a certain number of risks. How the team prepares for risk can possibly prevent them from occurring. Knowing what can cause a project failure can point the team in the right direction the first time. There are several risks this project can run into during the implementation. 
Vendor delays to install the new store equipment can halt the project and can affect every store involved in the implementation. On a scale of one to 100, not having equipment installed is a risk to the project of 75. It does not detriment Starbuck's overall current sales as the stores already have customers walking away due to the long wait but it does lose sales every day the implementation is not in use (assuming that the new process will decrease the transaction time and increase sales). 
Another risk is the software for the automated equipment. Should the software not perform as planned, this could slow the process down even further. If the stores do not have a way to ring up the customers outside of the new equipment, all transactions will revert to manual, thus increasing the wait time even more. Not having an alternate way of ringing up customers is a risk of 100 and can affect all stores with the new equipment should it be a server crash instead of a one-store occurrence. 
A third risk is improper or incomplete training for the employees. Since the employees will be there to help the customers along in the automated process if need be, not knowing how to work the units would be a risk factor of 50. One would hope that someone in the store would know how the system works and could be called upon, although it would take that employee away from his/her current task to help another. 
A forth risk would be lack of buy-in from store management. This could jeopardize the complete project if the stores are unwilling to change and go auto. This would hold a risk factor of 100 and would impact all stores should management not agree with the new process. 
The last risk would be if the automated process took longer than the current process. This has the highest risk factor as well as the most expensive. This would mean total project failure and would need a complete redesign to reach a successful outcome. 
Wyner (2003) suggests gathering quantitative and qualitative data when considering improving a process to determine if a problem exists in consumers' minds, and if so, identify which part of the process is the cause. Quantitative data is useful, but does not tell the entire story as to how a customer feels because of its numerical nature. Qualitative data is preferred because it is possible to tap into the emotional side of the consumer using focus groups, qualitative surveys, and the likes. Sample selection is also important when using qualitative research methods to ensure the population is accurately represented. 
Once the improvement has been implemented, the marketing department is the tip of spear when relaying the change to consumers. Marketing sets the stage for the customer experience and; therefore, must be intimately involved at this point so the improved quality of the product is clear to customers. Additionally, good marketing presents a unified view of the organization so consumers can tell that all the components of the company are moving in the same direction. 
Mitigation Strategies 
How Starbuck's is able to mitigate each project risk can set the stage for keeping the budget and timeline under control. When the agreement is made with the equipment and software suppliers, it is advisable to negotiate a penalty for non-delivery or non-performance. Should the applications fail or not be as promised, the suppliers should be found accountable. Usually a hefty monetary fine keeps suppliers to a timeline or are more apt to keep the project manager abreast of any issues well before the due date. 
Training risk should be the responsibility of the group in charge of the instruction. If a third party is doing the training, a penalty clause is applicable. If the trainers are in-house, the training should start well in advance of the rollout and the project manager should be micromanaging the status of all employees trained. Once the rollout date is set, no untrained employees should be allowed to punch in for work. This will hopefully be an incentive to employees to finish their training on the new system. 
Management buy-in risk could be a disaster if not handled properly. Starbuck's obviously does not want to fire staff due to unwillingness to improve on current processes so care must be taken to have management on board the project prior to the implementation phases. Having management involved from the ground level can provide substantial feedback to the process plus allow members to feel their point of view is valuable and is taken into consideration. Forcing a process onto the stores will only create ill will and may produce unnecessary turnover. 
Learning that the automated process takes longer than the original would be a complete project disaster. Prior to adopting a full-scale roll out of the system across their operations, Starbucks should measure the effectiveness of new automated ordering system by comparing certain metrics against those of the current process. Metrics such as the time it takes to enter orders and receive completed orders will identify if the new process has sped up the overall process time. Processing orders more quickly enables Starbucks to service more customers, especially during peak hours, which ultimately results in increased revenues. Time savings will also be well received by their customers enabling them to take either take advantage of the working atmosphere that Starbucks provides or to move along to their next destination. These improvements will be viewed favorably and will result in increased customer satisfaction and hopefully, repeat customers. 


Change Management Plan 
Every company that attempts to undertake change faces the problem of implementation. An important point to bear in mind is that reallocation of resources is not simply a matter of investing, retooling, and hiring new people. There are a number of techniques that can be applied to implement change such as team building, confrontation and transactional analysis. According to the text (Gray, 2006), there are three major categories to change management; scope changes, implementation of contingency plans, and improvement changes. Any changes to Starbucks' implementation process should be planned out appropriately. Proposed changes should be identified, such as systems modifications that were not originally planned. Will changes affect the budget or timeline of the project? Can negotiations keep costs down and stay within the milestone due dates? Any proposed changes should be evaluated, formally approved, documented and announced to all who are involved. Assigning a resource to the changes that need to be implemented will make sure that the new tasks are driven to completion. Using a program such as Microsoft Project can help track old and new changes, as all projects should run on a master schedule. 
Learning Points 
While completing the simulation "Managing Project Risk", there are three key learning points that the project manager needs to apply while working on the project plan. The first is to identify the top risks when implementing the project plan. When making decisions about implementation, it is important to make sure that those assessments with the highest risk are kept at the forefront. High risk usually means a high dollar figure attached to it should it fail or cause a delay to schedule. The second is to evaluate and prioritize these risks. Applying a weighted risk factor can help the project team look at a risk qualitatively. The simulation allocated the risk exposure by finding the probability of risk to occur and multiplying it by the impact of the risk should it occur. The third learning point is how to respond and monitor the project risks. Assigning mitigation strategies is an important step and can be costly if not monitored properly. Understanding the get well plan of a risk and who will need to pay for the proper changes can keep a project within task or bust a project. Not all risks are under the project team's control and it is imperative to recognize who owns each risk. 
Conclusion 
Customer satisfaction is of the utmost importance to Starbucks and relies on new and repeat business for sales growth. If customers are not happy with the "Starbuck's Experience" they may not return and future sales from these customers may be lost forever. Analysis of queue time within Starbucks stores may help retain some customers who are daunted by waiting in a long line for a cup of coffee. Launching an initiative to help identify areas for improvement may help increase customer satisfaction as well as increase revenue for Starbucks. Using best practices will help keep the plan on track and in focus for all members involved � store partners as well as those involved in project implementation. Measuring accomplishments will be critical to see if any proposed solutions were not successful. 
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Tasks and Milestones 
Drawing up a milestone plan with due dates helps to verify if a project is where it should be. Periodic reviews should be done to see which milestones were delivered against the assignment date and what needs to be accomplished to complete the next milestone. Several major milestones should be assessed when implementing Starbucks' Project Improvement Plan. If the project has a hard deadline for completion handed to the project team, it is wise to back plan the milestones to ensure that the milestone dates will correspond with the project due date assigned. The first milestone is the final decision of how the implementation will take place. Announcing the go-forward plan ensures that the entire team knows which way the project will be headed. For the purposes of this project, an automated ordering system will be implemented instead of the current process, which is calling out the order to the drink maker, or writing the order on the cup. The second milestone is completion of training on the new system. Training the employees on how the equipment works can provide crucial feedback from the users prior to installation. The third major milestone is installation of the equipment into the stores. And the final milestone is tracking the success against the baseline data of the original process. This will determine if the project is a success or failure. 
Project Risks and Impact on Project Outcomes 
Any project implementation carries a certain number of risks. How the team prepares for risk can possibly prevent them from occurring. Knowing what can cause a project failure can point the team in the right direction the first time. There are several risks this project can run into during the implementation. 
Vendor delays to install the new store equipment can halt the project and can affect every store involved in the implementation. On a scale of one to 100, not having equipment installed is a risk to the project of 75. It does not detriment Starbuck's overall current sales as the stores already have customers walking away due to the long wait but it does lose sales every day the implementation is not in use (assuming that the new process will decrease the transaction time and increase sales). 
Another risk is the software for the automated equipment. Should the software not perform as planned, this could slow the process down even further. If the stores do not have a way to ring up the customers outside of the new equipment, all transactions will revert to manual, thus increasing the wait time even more. Not having an alternate way of ringing up customers is a risk of 100 and can affect all stores with the new equipment should it be a server crash instead of a one-store occurrence. 
A third risk is improper or incomplete training for the employees. Since the employees will be there to help the customers along in the automated process if need be, not knowing how to work the units would be a risk factor of 50. One would hope that someone in the store would know how the system works and could be called upon, although it would take that employee away from his/her current task to help another. 
A forth risk would be lack of buy-in from store management. This could jeopardize the complete project if the stores are unwilling to change and go auto. This would hold a risk factor of 100 and would impact all stores should management not agree with the new process. 
The last risk would be if the automated process took longer than the current process. This has the highest risk factor as well as the most expensive. This would mean total project failure and would need a complete redesign to reach a successful outcome. 
Wyner (2003) suggests gathering quantitative and qualitative data when considering improving a process to determine if a problem exists in consumers' minds, and if so, identify which part of the process is the cause. Quantitative data is useful, but does not tell the entire story as to how a customer feels because of its numerical nature. Qualitative data is preferred because it is possible to tap into the emotional side of the consumer using focus groups, qualitative surveys, and the likes. Sample selection is also important when using qualitative research methods to ensure the population is accurately represented. 
Once the improvement has been implemented, the marketing department is the tip of spear when relaying the change to consumers. Marketing sets the stage for the customer experience and; therefore, must be intimately involved at this point so the improved quality of the product is clear to customers. Additionally, good marketing presents a unified view of the organization so consumers can tell that all the components of the company are moving in the same direction. 
Mitigation Strategies 
How Starbuck's is able to mitigate each project risk can set the stage for keeping the budget and timeline under control. When the agreement is made with the equipment and software suppliers, it is advisable to negotiate a penalty for non-delivery or non-performance. Should the applications fail or not be as promised, the suppliers should be found accountable. Usually a hefty monetary fine keeps suppliers to a timeline or are more apt to keep the project manager abreast of any issues well before the due date. 
Training risk should be the responsibility of the group in charge of the instruction. If a third party is doing the training, a penalty clause is applicable. If the trainers are in-house, the training should start well in advance of the rollout and the project manager should be micromanaging the status of all employees trained. Once the rollout date is set, no untrained employees should be allowed to punch in for work. This will hopefully be an incentive to employees to finish their training on the new system. 
Management buy-in risk could be a disaster if not handled properly. Starbuck's obviously does not want to fire staff due to unwillingness to improve on current processes so care must be taken to have management on board the project prior to the implementation phases. Having management involved from the ground level can provide substantial feedback to the process plus allow members to feel their point of view is valuable and is taken into consideration. Forcing a process onto the stores will only create ill will and may produce unnecessary turnover. 
Learning that the automated process takes longer than the original would be a complete project disaster. Prior to adopting a full-scale roll out of the system across their operations, Starbucks should measure the effectiveness of new automated ordering system by comparing certain metrics against those of the current process. Metrics such as the time it takes to enter orders and receive completed orders will identify if the new process has sped up the overall process time. Processing orders more quickly enables Starbucks to service more customers, especially during peak hours, which ultimately results in increased revenues. Time savings will also be well received by their customers enabling them to take either take advantage of the working atmosphere that Starbucks provides or to move along to their next destination. These improvements will be viewed favorably and will result in increased customer satisfaction and hopefully, repeat customers. 


Change Management Plan 
Every company that attempts to undertake change faces the problem of implementation. An important point to bear in mind is that reallocation of resources is not simply a matter of investing, retooling, and hiring new people. There are a number of techniques that can be applied to implement change such as team building, confrontation and transactional analysis. According to the text (Gray, 2006), there are three major categories to change management; scope changes, implementation of contingency plans, and improvement changes. Any changes to Starbucks' implementation process should be planned out appropriately. Proposed changes should be identified, such as systems modifications that were not originally planned. Will changes affect the budget or timeline of the project? Can negotiations keep costs down and stay within the milestone due dates? Any proposed changes should be evaluated, formally approved, documented and announced to all who are involved. Assigning a resource to the changes that need to be implemented will make sure that the new tasks are driven to completion. Using a program such as Microsoft Project can help track old and new changes, as all projects should run on a master schedule. 
Learning Points 
While completing the simulation "Managing Project Risk", there are three key learning points that the project manager needs to apply while working on the project plan. The first is to identify the top risks when implementing the project plan. When making decisions about implementation, it is important to make sure that those assessments with the highest risk are kept at the forefront. High risk usually means a high dollar figure attached to it should it fail or cause a delay to schedule. The second is to evaluate and prioritize these risks. Applying a weighted risk factor can help the project team look at a risk qualitatively. The simulation allocated the risk exposure by finding the probability of risk to occur and multiplying it by the impact of the risk should it occur. The third learning point is how to respond and monitor the project risks. Assigning mitigation strategies is an important step and can be costly if not monitored properly. Understanding the get well plan of a risk and who will need to pay for the proper changes can keep a project within task or bust a project. Not all risks are under the project team's control and it is imperative to recognize who owns each risk. 
Conclusion 
Customer satisfaction is of the utmost importance to Starbucks and relies on new and repeat business for sales growth. If customers are not happy with the "Starbuck's Experience" they may not return and future sales from these customers may be lost forever. Analysis of queue time within Starbucks stores may help retain some customers who are daunted by waiting in a long line for a cup of coffee. Launching an initiative to help identify areas for improvement may help increase customer satisfaction as well as increase revenue for Starbucks. Using best practices will help keep the plan on track and in focus for all members involved � store partners as well as those involved in project implementation. Measuring accomplishments will be critical to see if any proposed solutions were not successful. 
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Tasks and Milestones 
Drawing up a milestone plan with due dates helps to verify if a project is where it should be. Periodic reviews should be done to see which milestones were delivered against the assignment date and what needs to be accomplished to complete the next milestone. Several major milestones should be assessed when implementing Starbucks' Project Improvement Plan. If the project has a hard deadline for completion handed to the project team, it is wise to back plan the milestones to ensure that the milestone dates will correspond with the project due date assigned. The first milestone is the final decision of how the implementation will take place. Announcing the go-forward plan ensures that the entire team knows which way the project will be headed. For the purposes of this project, an automated ordering system will be implemented instead of the current process, which is calling out the order to the drink maker, or writing the order on the cup. The second milestone is completion of training on the new system. Training the employees on how the equipment works can provide crucial feedback from the users prior to installation. The third major milestone is installation of the equipment into the stores. And the final milestone is tracking the success against the baseline data of the original process. This will determine if the project is a success or failure. 
Project Risks and Impact on Project Outcomes 
Any project implementation carries a certain number of risks. How the team prepares for risk can possibly prevent them from occurring. Knowing what can cause a project failure can point the team in the right direction the first time. There are several risks this project can run into during the implementation. 
Vendor delays to install the new store equipment can halt the project and can affect every store involved in the implementation. On a scale of one to 100, not having equipment installed is a risk to the project of 75. It does not detriment Starbuck's overall current sales as the stores already have customers walking away due to the long wait but it does lose sales every day the implementation is not in use (assuming that the new process will decrease the transaction time and increase sales). 
Another risk is the software for the automated equipment. Should the software not perform as planned, this could slow the process down even further. If the stores do not have a way to ring up the customers outside of the new equipment, all transactions will revert to manual, thus increasing the wait time even more. Not having an alternate way of ringing up customers is a risk of 100 and can affect all stores with the new equipment should it be a server crash instead of a one-store occurrence. 
A third risk is improper or incomplete training for the employees. Since the employees will be there to help the customers along in the automated process if need be, not knowing how to work the units would be a risk factor of 50. One would hope that someone in the store would know how the system works and could be called upon, although it would take that employee away from his/her current task to help another. 
A forth risk would be lack of buy-in from store management. This could jeopardize the complete project if the stores are unwilling to change and go auto. This would hold a risk factor of 100 and would impact all stores should management not agree with the new process. 
The last risk would be if the automated process took longer than the current process. This has the highest risk factor as well as the most expensive. This would mean total project failure and would need a complete redesign to reach a successful outcome. 
Wyner (2003) suggests gathering quantitative and qualitative data when considering improving a process to determine if a problem exists in consumers' minds, and if so, identify which part of the process is the cause. Quantitative data is useful, but does not tell the entire story as to how a customer feels because of its numerical nature. Qualitative data is preferred because it is possible to tap into the emotional side of the consumer using focus groups, qualitative surveys, and the likes. Sample selection is also important when using qualitative research methods to ensure the population is accurately represented. 
Once the improvement has been implemented, the marketing department is the tip of spear when relaying the change to consumers. Marketing sets the stage for the customer experience and; therefore, must be intimately involved at this point so the improved quality of the product is clear to customers. Additionally, good marketing presents a unified view of the organization so consumers can tell that all the components of the company are moving in the same direction. 
Mitigation Strategies 
How Starbuck's is able to mitigate each project risk can set the stage for keeping the budget and timeline under control. When the agreement is made with the equipment and software suppliers, it is advisable to negotiate a penalty for non-delivery or non-performance. Should the applications fail or not be as promised, the suppliers should be found accountable. Usually a hefty monetary fine keeps suppliers to a timeline or are more apt to keep the project manager abreast of any issues well before the due date. 
Training risk should be the responsibility of the group in charge of the instruction. If a third party is doing the training, a penalty clause is applicable. If the trainers are in-house, the training should start well in advance of the rollout and the project manager should be micromanaging the status of all employees trained. Once the rollout date is set, no untrained employees should be allowed to punch in for work. This will hopefully be an incentive to employees to finish their training on the new system. 
Management buy-in risk could be a disaster if not handled properly. Starbuck's obviously does not want to fire staff due to unwillingness to improve on current processes so care must be taken to have management on board the project prior to the implementation phases. Having management involved from the ground level can provide substantial feedback to the process plus allow members to feel their point of view is valuable and is taken into consideration. Forcing a process onto the stores will only create ill will and may produce unnecessary turnover. 
Learning that the automated process takes longer than the original would be a complete project disaster. Prior to adopting a full-scale roll out of the system across their operations, Starbucks should measure the effectiveness of new automated ordering system by comparing certain metrics against those of the current process. Metrics such as the time it takes to enter orders and receive completed orders will identify if the new process has sped up the overall process time. Processing orders more quickly enables Starbucks to service more customers, especially during peak hours, which ultimately results in increased revenues. Time savings will also be well received by their customers enabling them to take either take advantage of the working atmosphere that Starbucks provides or to move along to their next destination. These improvements will be viewed favorably and will result in increased customer satisfaction and hopefully, repeat customers. 


Change Management Plan 
Every company that attempts to undertake change faces the problem of implementation. An important point to bear in mind is that reallocation of resources is not simply a matter of investing, retooling, and hiring new people. There are a number of techniques that can be applied to implement change such as team building, confrontation and transactional analysis. According to the text (Gray, 2006), there are three major categories to change management; scope changes, implementation of contingency plans, and improvement changes. Any changes to Starbucks' implementation process should be planned out appropriately. Proposed changes should be identified, such as systems modifications that were not originally planned. Will changes affect the budget or timeline of the project? Can negotiations keep costs down and stay within the milestone due dates? Any proposed changes should be evaluated, formally approved, documented and announced to all who are involved. Assigning a resource to the changes that need to be implemented will make sure that the new tasks are driven to completion. Using a program such as Microsoft Project can help track old and new changes, as all projects should run on a master schedule. 
Learning Points 
While completing the simulation "Managing Project Risk", there are three key learning points that the project manager needs to apply while working on the project plan. The first is to identify the top risks when implementing the project plan. When making decisions about implementation, it is important to make sure that those assessments with the highest risk are kept at the forefront. High risk usually means a high dollar figure attached to it should it fail or cause a delay to schedule. The second is to evaluate and prioritize these risks. Applying a weighted risk factor can help the project team look at a risk qualitatively. The simulation allocated the risk exposure by finding the probability of risk to occur and multiplying it by the impact of the risk should it occur. The third learning point is how to respond and monitor the project risks. Assigning mitigation strategies is an important step and can be costly if not monitored properly. Understanding the get well plan of a risk and who will need to pay for the proper changes can keep a project within task or bust a project. Not all risks are under the project team's control and it is imperative to recognize who owns each risk. 
Conclusion 
Customer satisfaction is of the utmost importance to Starbucks and relies on new and repeat business for sales growth. If customers are not happy with the "Starbuck's Experience" they may not return and future sales from these customers may be lost forever. Analysis of queue time within Starbucks stores may help retain some customers who are daunted by waiting in a long line for a cup of coffee. Launching an initiative to help identify areas for improvement may help increase customer satisfaction as well as increase revenue for Starbucks. Using best practices will help keep the plan on track and in focus for all members involved � store partners as well as those involved in project implementation. Measuring accomplishments will be critical to see if any proposed solutions were not successful. 
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Tasks and Milestones 
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Vendor delays to install the new store equipment can halt the project and can affect every store involved in the implementation. On a scale of one to 100, not having equipment installed is a risk to the project of 75. It does not detriment Starbuck's overall current sales as the stores already have customers walking away due to the long wait but it does lose sales every day the implementation is not in use (assuming that the new process will decrease the transaction time and increase sales). 
Another risk is the software for the automated equipment. Should the software not perform as planned, this could slow the process down even further. If the stores do not have a way to ring up the customers outside of the new equipment, all transactions will revert to manual, thus increasing the wait time even more. Not having an alternate way of ringing up customers is a risk of 100 and can affect all stores with the new equipment should it be a server crash instead of a one-store occurrence. 
A third risk is improper or incomplete training for the employees. Since the employees will be there to help the customers along in the automated process if need be, not knowing how to work the units would be a risk factor of 50. One would hope that someone in the store would know how the system works and could be called upon, although it would take that employee away from his/her current task to help another. 
A forth risk would be lack of buy-in from store management. This could jeopardize the complete project if the stores are unwilling to change and go auto. This would hold a risk factor of 100 and would impact all stores should management not agree with the new process. 
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Wyner (2003) suggests gathering quantitative and qualitative data when considering improving a process to determine if a problem exists in consumers' minds, and if so, identify which part of the process is the cause. Quantitative data is useful, but does not tell the entire story as to how a customer feels because of its numerical nature. Qualitative data is preferred because it is possible to tap into the emotional side of the consumer using focus groups, qualitative surveys, and the likes. Sample selection is also important when using qualitative research methods to ensure the population is accurately represented. 
Once the improvement has been implemented, the marketing department is the tip of spear when relaying the change to consumers. Marketing sets the stage for the customer experience and; therefore, must be intimately involved at this point so the improved quality of the product is clear to customers. Additionally, good marketing presents a unified view of the organization so consumers can tell that all the components of the company are moving in the same direction. 
Mitigation Strategies 
How Starbuck's is able to mitigate each project risk can set the stage for keeping the budget and timeline under control. When the agreement is made with the equipment and software suppliers, it is advisable to negotiate a penalty for non-delivery or non-performance. Should the applications fail or not be as promised, the suppliers should be found accountable. Usually a hefty monetary fine keeps suppliers to a timeline or are more apt to keep the project manager abreast of any issues well before the due date. 
Training risk should be the responsibility of the group in charge of the instruction. If a third party is doing the training, a penalty clause is applicable. If the trainers are in-house, the training should start well in advance of the rollout and the project manager should be micromanaging the status of all employees trained. Once the rollout date is set, no untrained employees should be allowed to punch in for work. This will hopefully be an incentive to employees to finish their training on the new system. 
Management buy-in risk could be a disaster if not handled properly. Starbuck's obviously does not want to fire staff due to unwillingness to improve on current processes so care must be taken to have management on board the project prior to the implementation phases. Having management involved from the ground level can provide substantial feedback to the process plus allow members to feel their point of view is valuable and is taken into consideration. Forcing a process onto the stores will only create ill will and may produce unnecessary turnover. 
Learning that the automated process takes longer than the original would be a complete project disaster. Prior to adopting a full-scale roll out of the system across their operations, Starbucks should measure the effectiveness of new automated ordering system by comparing certain metrics against those of the current process. Metrics such as the time it takes to enter orders and receive completed orders will identify if the new process has sped up the overall process time. Processing orders more quickly enables Starbucks to service more customers, especially during peak hours, which ultimately results in increased revenues. Time savings will also be well received by their customers enabling them to take either take advantage of the working atmosphere that Starbucks provides or to move along to their next destination. These improvements will be viewed favorably and will result in increased customer satisfaction and hopefully, repeat customers. 


Change Management Plan 
Every company that attempts to undertake change faces the problem of implementation. An important point to bear in mind is that reallocation of resources is not simply a matter of investing, retooling, and hiring new people. There are a number of techniques that can be applied to implement change such as team building, confrontation and transactional analysis. According to the text (Gray, 2006), there are three major categories to change management; scope changes, implementation of contingency plans, and improvement changes. Any changes to Starbucks' implementation process should be planned out appropriately. Proposed changes should be identified, such as systems modifications that were not originally planned. Will changes affect the budget or timeline of the project? Can negotiations keep costs down and stay within the milestone due dates? Any proposed changes should be evaluated, formally approved, documented and announced to all who are involved. Assigning a resource to the changes that need to be implemented will make sure that the new tasks are driven to completion. Using a program such as Microsoft Project can help track old and new changes, as all projects should run on a master schedule. 
Learning Points 
While completing the simulation "Managing Project Risk", there are three key learning points that the project manager needs to apply while working on the project plan. The first is to identify the top risks when implementing the project plan. When making decisions about implementation, it is important to make sure that those assessments with the highest risk are kept at the forefront. High risk usually means a high dollar figure attached to it should it fail or cause a delay to schedule. The second is to evaluate and prioritize these risks. Applying a weighted risk factor can help the project team look at a risk qualitatively. The simulation allocated the risk exposure by finding the probability of risk to occur and multiplying it by the impact of the risk should it occur. The third learning point is how to respond and monitor the project risks. Assigning mitigation strategies is an important step and can be costly if not monitored properly. Understanding the get well plan of a risk and who will need to pay for the proper changes can keep a project within task or bust a project. Not all risks are under the project team's control and it is imperative to recognize who owns each risk. 
Conclusion 
Customer satisfaction is of the utmost importance to Starbucks and relies on new and repeat business for sales growth. If customers are not happy with the "Starbuck's Experience" they may not return and future sales from these customers may be lost forever. Analysis of queue time within Starbucks stores may help retain some customers who are daunted by waiting in a long line for a cup of coffee. Launching an initiative to help identify areas for improvement may help increase customer satisfaction as well as increase revenue for Starbucks. Using best practices will help keep the plan on track and in focus for all members involved � store partners as well as those involved in project implementation. Measuring accomplishments will be critical to see if any proposed solutions were not successful. 
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