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1 Job content

1.1 Purpose

The Customer Project Manager ensures that a contact for products and/or services is fulfilled to the satisfaction of a customer and Ericsson. To do this a CPM defines the project scope, secures the necessary resources and plans and monitors all necessary activities. During the project the CPM should normally be the lead person for add on sales. To be successful the CPM, depending on the size of the project, is an active participant in the Core 3 team (CFR) and must engage with MU’s, 3rd party suppliers, PDU’s and Global Services to provide project resources.

1.2 General information 

Ericsson business process provides a framework for delivery of customer projects. A CPM is thus supported by and is using established process for project execution. Support functions like procurement, quality management, and financial control can be, but is not always, provided by the line organization. Corporate IS/IT tools are used to support a customer project.

As project manager you can work in one or more areas. Some typical customer project types are:

· Installation and extensions of customer networks

· Integration of new solutions in customer network 

· Establishing managed services operations

· Competence shift of customer staff

As you grow more experienced you take on greater project responsibility and will thus cover more of the areas exemplified above.

Working as a Customer Project Manager requires a deep knowledge within the project management disciplines. You are expected to work, cooperate and communicate in an international environment, with colleagues internally as well as Ericsson’s customers and suppliers. 

A Customer Project Manager is one of the key representatives for Ericsson towards our customers. This means that you take on a big financial responsibility both for managing the customer project as well as the customer relationship.

A Customer Project Manager is expected to travel internationally and work in different cultural environments.

The technical development is rapid and you are responsible for continuously keeping your competence and skills up to date.

2 Project categorization – a prerequisite for career stage decisions

PROPS-C contains instructions for how to categorize projects in 4 categories A – D. See EAB-07:031394. The project classification matrix provides the possibility to use A, B, C, or D for every attribute in the matrix. The calculated category is a weighted result meaning that not all attributes must be described using the same letter A – D. For further info on how category is calculated, see the ‘info’ tab in the category tool worksheet.

An organization is built to meet the requirements of anticipated business. Hence CPM positions shall be created reflecting what category of projects that the person on the position should manage. 

When a project has been classified the end result will be that it is an A, B, C, or D project. Depending on the end result of A-D:

‘A’ projects should be managed by a CPM holding a position at career stage assessed. 

‘B’ projects should be managed by a CPM holding a position at career stage experienced. 

‘C’ projects should be managed by a CPM holding a position at career stage senior. 

‘D’ projects should be managed by a CPM holding a position at career stage principal. 

Please Note:

In real life, categorization is flexible and an individual project is described with different weighting A – D for each attribute. The end result gives a fixed category A – D for the project. 

In the descriptions of ‘typical project scope’ in the respective career stage descriptions in section 3 below, you will find attributes from the project categorization worksheet described on one level (A – D) only. This is on purpose as the number of variations in an individual project is very large.
3 Career outline

The CPM career path consists of four stages with predefined requirements. Business requirement is a prerequisite for promotion.
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A way in to the CPM career can be as new recruit, from Solution Architect, Consultant, Service Engineer, Technician or other positions within MU, BU and DU.

CPM is a good foundation for other careers within Ericsson such as Manager, Product Manager and within the sales and marketing organization, 

3.1 Requirements

This is a definition on the requirements on each career stage for the job CPM. In addition to the requirements stated below for the career stages, career guide certification and appropriate functional role certification is required. For the position the Functional Role and Functional Skills have to be considered. 

3.2 Career Stage Assessed

3.2.1 Purpose

A CPM at career stage assessed leads, organizes, plans, and delivers small, low risk, customer projects that typically consume less than 400 CPM hours, and engages less than 10 project members. These projects often form subprojects to large projects. Individually, these projects have very little impact on Business Unit results. 

3.2.2 Accountabilities

1. Prepare a project specification, which describes the overall steps, milestones and resources necessary, including a specification of the contract and the expected project outcome. Establish a project budget. Develop a risk management plan inclusive of risk identification and risk response plans. Establish a quality management plan. The Project Manager may have participated in the sales process to ensure that a contract can be executed in accordance with a preliminary timetable and budget. 

2. Agree with the customer on project requirements to secure closure of projects and change control. Establish a communication plan/strategy in order to meet stakeholder and customer needs and expectations.

3. Gain approval for the project from the project sponsor, based on the project specification. This is a prerequisite for initiating the establishment of the project. The project will be executed in line with PROPS/C and EBP processes.

4. Select the project members, including external contractors, which have the adequate skills and competencies to ensure that the project will deliver the expected results and be completed in time and within the agreed budget.  

5. Lead and control project work, on a continuous basis, by motivating and coaching the project members. Continuously update line managers on progression in terms of timelines of the project to enable for the line managers to plan for the return of the project members to their ordinary positions.

6. Report the project progression to the steering group, and raise questions of concern that may jeopardize the completion of the project, or matters that may delay the project or any other issue that in any way will cause problems in securing the delivery of expected results. Ensure that expected quality is delivered throughout the project. The job holder is expected to propose appropriate action, in case of deviation from the project plan, to the steering group to secure that the project objectives will be met.

3.2.3 Contacts

· The project steering group

· Line management (those sending staff to the project)

· Project members

· Customers

3.2.4 General qualifications 

· Academic degree coupled with qualified experience, including project work and at least one year of project management experience

· Managerial experience is not a requirement, but is an advantage

· In-depth technical skills related to the subject area

3.2.5 Typical project scope - refers to Project Category Worksheet, type A projects

	Complexity
	The goals and products as well as the methods and processes are well-defined and clear.

	
	The products offered to the customer are established and are customized and/or reused.

	
	The technology applied is established and well-known (GA).

	
	The final customer solution is standardized and requires no change management.

	Number of sites with inde-pendent customer interface
	1

	Number of project stakeholders
	2

	Partners/3PPs/Subcontractor Management
	1

	Consultancy involvement 
- Solution establishment
	Reuse significant part of previous solution, medium customization

	
	

	Risk
	The project is at low risk in terms of technical applications, resources, financial exposure, time consumption, and procurement costs.

	
	

	Size
	Category A projects are typically running up to two months and are generally small projects, engages maximum 10 project members and consumes maximum 300 working hours for the CPM. The contract value is typically below 10 MSEK.

	
	

	Environment
	Ericsson’s cooperation with the customer is good on all areas the project interfaces. 

	
	The project is managed in an attractive country, for instance in the home country


3.3 Career Stage Experienced

3.3.1 Purpose

A CPM at career stage experienced leads, organizes, plans, and delivers medium-size, medium risk, customer projects that typically consumes 400-1000 CPM hours, and engages 10-50 project members, including smaller subprojects. Customer maturity is often high and it is not merely a supply and install delivery. The project does normally have moderate complexity. These projects have some impact on Business Unit results.

3.3.2 Accountabilities 

1. Prepare a project specification, which describes the overall steps, milestones and resources necessary, including a specification of the contract and the expected project outcome. Establish a project budget. Develop a risk management plan inclusive of risk identification and risk response plans. Establish a quality management plan. The Project Manager may have participated in the sales process to ensure that a contract can be executed in accordance with a preliminary timetable and budget. 

2. Agree with the customer on project requirements to secure closure of projects and change control. Establish a communication plan/strategy in order to meet stakeholder and customer needs and expectations.

3. Gain approval for the project from the project sponsor, based on the project specification. This is a prerequisite to initiate the establishment of the project. The project will be executed in line with PROPS/C and EBP processes.

4. Select the project members, including external contractors, which have the adequate skills and competencies, to ensure that the project will deliver expected results and be completed in time and within the agreed budget.

5. Lead and control project work, on a continuous basis, by motivating and coaching the project members. Continuously update line managers on progression in terms of timelines of the project to enable for the line managers to plan for the return of the project members to their ordinary positions.  

6. Report the project progression to the steering group, and raise questions of concern that may jeopardize the completion of the project, or matters that may delay the project or any other issue that in any way will cause problems in securing the delivery of expected results. Ensure that expected quality is delivered throughout the project. The job holder is expected to propose appropriate action, in case of deviation from the project plan, to the steering group to secure that the project objectives will be met. 

3.3.3 Contacts

· The project steering group

· Line management (that are sending staff to the project)

· Project members

· External stakeholders

· Customers

3.3.4 General qualifications 

· Academic degree coupled with qualified experience, including project work and at least 3 years of project management experience

· Managerial experience is not a must, but is an advantage

· In-depth technical skills related to the subject area

· Possess a general knowledge of the telecom’s industry's potentials. Possess deep knowledge about major customer’s situation on the market and their technical development stage

3.3.5 Typical project scope - refers to Project Category Worksheet, type B projects

	Complexity
	The goals and products are well-defined and clear, while the methods and processes are not defined and unclear.

	
	The products offered to the customer are an integration of several products within one service area.

	
	The technology applied is generally well-known and pre-GA or FNI

	
	The final customer solution does partly require change management.

	Number of sites with inde-pendent customer interface
	>1

	Number of project stakeholders
	3

	Partners/3PPs/Subcontractor Management
	2

	Consultancy involvement 
- Solution establishment
	High level of redesign of previous solution - Demanding involvement of higher customer management 

	
	

	Risk
	The project is at medium business risk in terms of technical development stage, resources, finance exposure, time consumption, and procurement costs.

	
	

	Size
	Category B projects are typically running up to six months and are generally of medium size and complexity. Category B projects typically engages maximum 50 project members and consumes maximum 1000 working hours for the CPM. The contract value is typically below 100 MSEK.

	
	

	Environment
	Ericssons cooperation with the customer is good on most areas the project interfaces.


Career Stage Senior 

3.3.6 Purpose

A CPM at career stage senior leads, organizes, plans, and delivers large, medium risk, customer projects that typically consumes between 1000-2000 CPM hours, and engages 50-200 project members, including subprojects. These projects have visible impact on Business Unit results. The customer maturity is often medium and the project has moderate to high complexity.

3.3.7 Accountabilities 

1. Prepare a project specification, which describes the overall steps, milestones and resources necessary, including a specification of the contract and the expected project outcome. Establish a project budget. Develop a risk management plan inclusive of risk identification and risk response plans. Establish a quality management plan. The Project Manager may have participated in the sales process to ensure that a contract can be executed in accordance with a preliminary timetable and budget. 

2. Agree with the customer on project requirements to secure closure of projects and change control. Establish a communication plan/strategy in order to meet stakeholder and customer needs and expectations.

3. Gain approval for the project from the project sponsor, based on the project specification. This is a prerequisite for initiating the establishment of the project. The project will be executed in line with PROPS/C and EBP processes.

4. Select the project members, including external contractors, which have the adequate skills and competencies to ensure that the project will deliver expected results and be completed in time and within the agreed budget.

5. Lead and control project work, on a continuous basis, by motivating and coaching the project members. Continuously update line managers on progression in terms of timelines of the project to enable for the line managers to plan for the return of the project members to their ordinary positions.

6. Report the project progression to the steering group, and raise question of concern that may jeopardize the completion of the project, or matters that may delay the project or any other issue that in any way will cause problems in securing the delivery of expected results. Ensure that expected quality is delivered throughout the project. The job holder is expected to propose appropriate action, in case of deviation from the project plan, to the steering committee to secure that the project objectives will be met. 

3.3.8 Contacts

· The project steering group

· Line management (those sending staff to the project)

· Project members

· External stakeholders

· Customers

3.3.9 General qualifications 

· Academic degree coupled with at least 6 years of qualified experience, including sizeable project management experience

· Managerial experience is expected, at middle management level or senior management level

· In-depth technical skills related to the subject area

· Possess a deep knowledge about the situation in the telecom industry and a general market knowledge about the customers and their technical development stage. In addition is required an insight in how various functions at Ericsson co-ordinate their efforts.

3.3.10 Typical project scope - refers to Project Category Worksheet, type C projects

	Complexity
	The goals and products are not defined and unclear, while the methods and processes are well-defined and clear.

	
	The products offered constitute an integration of several products and/or consists of new products.

	
	The technology applied consists of elements of world-wide FOA. Minor customization is required.

	
	The final customer solution does require full customer change management.

	Number of sites with inde-pendent customer interface
	>2



	Number of project stakeholders
	4



	Partners/3PPs/Subcontractor Management
	3



	Consultancy involvement 
- Solution establishment
	Business process analysis

· Business/Enterprise Architecture consulting needed

· Executive customer management involvement required

	
	

	Risk
	The project is at significant business risk for a market unit or a customer unit in terms of technical applications, resources, finance exposure, time consumption, and procurement costs.

	
	

	Size
	Category C projects are typically running up to 12 months and typically engage maximum 200 project members and consume maximum 2000 working hours for the CPM. The contract value is typically below 1 billion SEK. Scope is characterised as a larger turn key or a small prime contract, a medium prime integrator and a medium transformation.

	
	

	Environment
	The ease to cooperate with customer is defined as ‘Medium’


3.4 Career Stage Principal

3.4.1 Purpose

A CPM at career stage principal leads, organizes, plans, and delivers large high risk, customer projects that typically consume more than 2000 CPM hours, and engages more than 200 project members, including subprojects. These projects have visible impact on the Business Unit and corporate results. Customer maturity may be low and the project has high complexity. 

3.4.2 Accountabilities 

1. Prepare a project specification, which describes the overall steps, milestones and resources necessary, including a specification of the contract and the expected project outcome. Establish a project budget. Develop a risk management plan inclusive of risk identification and risk response plans. Establish a quality management plan. The Project Manager may have participated in the sales process to ensure that a contract can be executed in accordance with a preliminary timetable and budget. 

2. Agree with the customer on project requirements to secure closure of projects and change control. Establish a communication plan/strategy in order to meet stakeholder and customer needs and expectations.

3. Gain approval for the project from the project sponsor, based on the project specification. This is a prerequisite for initiating the establishment of the project. The project will be executed in line with PROPS/C and EBP processes.

4. Select the project members, including external contractors, which have the adequate skills and competencies to ensure that the project will deliver expected results and be completed in time and within the agreed budget.

5. Lead and control project work, on a continuous basis, by motivating and coaching the project members. Continuously update line managers on progression in terms of timelines of the project to enable for the line managers to plan for the return of the project members to their ordinary positions.

6. Report the project progression to the steering group, and raise questions of concern that may jeopardize the completion of the project, or matters that may delay the project or any other issue that in any way will cause problems in securing the delivery of expected results. Ensure that expected quality is delivered throughout the project. The job holder is expected to propose appropriate action, in case of deviation from the project plan, to the steering group to secure that the project objectives will be met. 

3.4.3 Contacts

· The project steering group

· Line management (those sending staff to the project)

· Project members

· External stakeholders

· Customers

3.4.4 General qualifications 

· Academic degree coupled with at least 8 years of qualified experience including years as project manager for comprehensive projects 

· Long-term managerial experience is a definite requirement for the role

· In-depth technical skills related to 2 – 3 subject areas

· Require a comprehensive understanding of the total business together with an in-depth knowledge of the telecom industry, including a thorough understanding of economic/ commercial/political issues affecting the industry. In addition is required knowledge of various functions’ objectives and strategies and how these functions co-ordinate their efforts.

3.4.5 Typical project scope - refers to Project Category Worksheet, type D projects

	Complexity
	The goals and products as well as the methods and processes are not defined and unclear.

	
	The products offered are an integration of several products and/or new products in several locations.

	
	The technology applied includes major worldwide FOA’s and/or require significant customisations.

	
	The final customer solution does require full customer change management and business case fulfilment responsibility.

	Number of sites with inde-pendent customer interface
	More than one country / state / region



	Numbers of project stakeholders
	>4



	Partners/3PPs/Subcontractor Management
	>3

	Consultancy involvement 
- Solution establishment
	Complex business process analysis

· Business/Enterprise Architecture consulting required

· Executive customer management involvement required

	
	

	Risk
	The project is at significant business risk for Ericsson in terms of technical applications, resources, financial exposure, time consumption, and procurement costs.

	
	

	Size
	Category D projects are typically running more than 12 months, engage at least 200 project members and consume minimum 2000 working hours for the CPM. The contract value is typically more than 1 billion SEK. Scope is characterised as a larger turn key or a prime contract, a prime integrator and a large transformation or migration.

	
	

	Environment
	The ease to cooperate with customer is defined as ‘Low’

	
	The location is considered as difficult and unattractive, and it is difficult to recruit personnel


4 Development Guide

On-the-Job-Training is the main individual competence development activity to build necessary competence and experience to be eligible for promotion. This implies participation in service delivery activities in one or more Functional Roles. 

The learning portal on the intranet provides guidance on competence development activities.

5 Promotion

Promotion of a CPM, for candidates fulfilling the requirements defined in this career guide, is done under the responsibility and authority of the local line organization.

Before promotion some issues have to be considered. First an open position has to be available according to the business needs and existing resource plan. The manager has to consider the different candidates from the requirements according to the job, Functional Role and Functional Skills connected to the position. 

6 Reference

Job – functional role cross reference list 
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