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“You are wrong, | am right”

Recently, | received complaints from the
president of my client's company, which
has been working to install computer
system for two years. We have not
completed the project for two years. The
President complained about our slow
responses to their questions and request
for help.

We apologized to our slow responses &
had a meeting with the client managers
and staff. When we talked to both the
client staff and our staff, both said they
have been doing their part of the job.
However, we found their emails are
getting worse because they blame each
other & give excuses on not completing
their work on time.

We learned our client manager had a
demonstration meeting with another
computer consulting company already.
We almost lost our long time client.

FOCUS ON SOLUTIONS

We finally agreed we should focus on the
solutions instead of explaining excuses.
Everybody agreed. Explaining excuses

does not solve any problems & only
worsens relationships among people.

PROJECT MANAGEMENT

We checked why the project has never
been complete for 2 years. We learned
the following:

1. Incomplete Project: The client's new
project needs a government approval
and takes time to get the regulatory
requirements. If the production has to
change, so does the computer system
too. Therefore, the computer system
requirements often changes.

2. Lack of Leadership: We do not see a
project leader to coordinate among
different departments and follow up
each department system requirements
such as report format, process
manuals, & etc.

Our client needs an experienced leader
to organize the project & direct people
what they accomplish as planned. The
lack of leadership causes a lot of
confusion in the organization & worsens
the relationships among employees.
We addressed these problems.
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Since | have had a head noise—
ringing ear for several years. | took
my hearing test in 2004 and my home
doctor said, “It's about time for me to

A “Greedy” Doctor showed me how we
should provide clients/customers quality
services. This is my story.

4 My home doctor sent me to “Tinnitus”
! 4 specialist, ear specialist, for a hearing
test.

take a hearing test again”. %’

The hearing test took me
approximately 30 minutes. Dr. Parker
read the hearing test results &
explained to me my “tinnitus” state,
comparing with my 4 year old hearing




