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Introduction
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Purpose

Modern, customer-centric approach to
PMO management

Audience

PMO professionals, leaders, and

organizational stakeholders

600%

Focus

Delivering value through adaptive, agile,
and strategic practices
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How to Read This Guide
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Foundation Building Practical Application Strategic Integration
Core concepts for PMO newcomers Tools and assessments for immediate Advanced frameworks for experienced
implementation professionals

The guide supports both sequential reading and targeted reference. Case studies provide real-world context throughout.
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Project

Brlic

Understanding the PMO

Administrative
Support

Historical focus on
documentation and

reporting

Strategic
Partnership

Direct alignment with

organizational objectives

Process
Standardizatio
n

Development of
consistent methodologies

across projects

Portfolio
Optimization

Resource allocation, Risk
Mitigation and project
prioritization & Support

PMOs centralize portfolio, program, and project management activities. Roles vary

based on organizational needs and maturity.

The “best” PMO is not one that perfectly fits a predefined model but one that

perfectly fits its organization—today, tomorrow, and into the future
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Navigating Organizational Landscapes
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Potential Kickoff Growing Thriving
Organizational culture and In this scenario, the This scenario marks a This scenario represents the
maturity. A significant need organization has achieved a significant period of peak of organizational project
for cultural change and baseline level of cultural expansion and maturity for management performance
maturity development has readiness and maturity. the organization in terms of and PMO recognition
been identified project management.

PMOs must adapt strategies to align with organizational contexts. Recognizing transition signs enables proactive adjustment.

LZALBASIR
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Navigating Organizational Landscapes

Crisis

This scenario marks a turning
point where the organization faces
challenges that impact the PMO'’s
value proposition. Stakeholders
may struggle to perceive the

PMQ's value, and executive

support begins to wane.

PMOs must adapt strategies to align with organizational contexts. Recognizing transition signs enables proactive adjustment.

Decline

If the organizational crisis is not
effectively managed, this scenario
emerges. The PMO is losing
support rapidly and struggling to
demonstrate or deliver on its

expected value

Collapse

In this scenario, the organizational
context is such that the PMO
ceases to function effectively or
becomes obsolete. Lacking
executive backing, autonomy,
resources, and influence, the PMO
fails to deliver minimal value,
rendering it dispensable to the

organization

Resurgence

In this scenario, the organizational
context allows for the PMO idea to
be reborn. This reemergence can
be complex and risky, potentially
complicated by organizational

trauma from past experiences.
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The PMO as a Value Driven Service

Provider
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Value Delivery Agility
Shift from process-centric to customer- Adaptive response to changing
centric, value-driven approaches. environments, ensuring project success.

Modern PMOs shift from process-centric to value-driven approaches.

Tangible Benefits

Focus on delivering tangible
organizational benefits.

LZALBASIR



https://gamma.app/?utm_source=made-with-gamma

Embracing PMO Customer Centricity

Visualizing key aspects of customer centricity within the PMO framework.

w
P

Customer Identification Benefits Catalog

|dentify and prioritize PMO customers 30 most common PMO outcomes

and their needs. (benefits) detailed.

Feedback Integration

Establish continuous improvement
cycles with surveys for service

refinement.
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PMO Services and Maturity

Common PMO Services Service Approaches Maturity Focus
26 common PMO services across Six PMO service approaches: Maturity focuses on service
strategic, tactical, and operational levels. consultative, supportive, facilitation, sophistication and effectiveness.

directive, controlling, managed.

The PMO's success hinges on delivering value through sophisticated and effective services.
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PMO Competence Model
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Core Competencies Alignment Strategies Skill Enhancement
30 core competencies for PMO Aligning competencies with PMO Continuously enhancing skills through
professionals. services ensures they meet professional training is crucial for PMO
organizational needs. excellence.

The PMO Competence Model is a cyclical process of mastering project management competencies, aligning them with services,
and continually enhancing skills.
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Framework Overview

Customer-Centric Five Key Elements
Approach « PMO Customer
Focus on customer needs in PMO design . Organizational Baseline Elements

and operations.
P «  PMO Structural Components

« PMO Customer Experience Cycle

« Value-Generating PMO Flywheel

Continuous Value Delivery

Emphasis on ongoing value creation and

alignment with organizational needs.
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Organizational Baseline Elements

Organizational Strategy, Structure &
Culture & Industry context

PMO effectiveness Effectiveness Main Factors

Align PMO practices with baseline elements for success.

PMO Alignment

Align PMO practices with baseline elements for success
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PMO Structural Components
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New Mandate
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PMO Mandate

Defines purpose, responsibilities, and

authority.

overnance
Structure

PMO Governance

Establishes decision-making processes

and accountability.
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PMO Strategy

Outlines value delivery over time.
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PMO Customer Experience Cycle

e
Five Stages Iterative Process Engagement and
Exploration, design, deployment, Iterative process focused on continuous Feedback
enhancement, realization. iImprovement and value delivery. Ongoing customer engagement and

feedback are essential
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Flywheel Overview
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The PMO Flywheel Continuous Momentum Interconnected
A 10-step model operationalizing the Builds momentum for continuous value Activities
PMO customer experience cycle. creation within the PMO. Emphasizes the interconnectedness of

PMO activities for seamless operation.
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Step 1: Awareness Building
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Educate stakeholders

Showcase PMO capabilities and value.

oy % Nevermore
— Designs
Establish Create PMO brand
AL S Develop a distinctive identity within the
Set up regular channels for updates and organization.

feedback.
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Step 2: Needs Assessment
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Identify Pain Points Use Outcome-Based Prioritize Needs
Discover stakeholder challenges and La“guage Rank needs based on organizational
expectations through collaborative Focus on defining success by tangible impact to align efforts with strategic

sessions. results and strategic objectives. goals.
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Step 3: Value Proposition

Clear PMO Values Service Alignment Gain Organizational Support

Articulate clear, compelling statements Ensure offerings meet customer Develop a narrative to gain organizational

of PMO value. expectations. support
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Step 4: Service Development
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Design Services

Create well-defined offerings based on
stakeholder needs.
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Establish Metrics Align Resources

Define KPIs to measure service delivery Match team skills and competencies with

and success. service requirements.
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Step 5: Service Onboarding

Key steps to ensure effective adoption of PMO services.
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Introduce New Services

Effectively roll out new or improved PMO
service offerings to stakeholders.

Provide Training

Deliver comprehensive knowledge
transfer and support materials for new

PMO services.

CHANGE

NEW
+ Project Intake  SERVICES

- Resource Alocation
7 Risk

Manage Change

Address resistance and proactively
promote the adoption of new PMO
services within the organization.
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Step 6: Service Operaticn
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Day to Day Delivery SLA management Operational Efficiency
Consistent execution of core PMO Meeting service-level agreements Technology optimization streamlines
services ensures smooth operations. guarantees client satisfaction and trust. PMO services for peak performance.
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Step 7: Service Monitoring

Agreement
COMPLIANCE

mesponse Time Adhe!

Uptime Guaran tee Met

Mlncidem Guarantee Met

. Data Security Protocials
Fellowed

Track Performance Ensure Compliance Gather Data

Measure results against established Verify adherence to Service Level Collect insights and feedback to identify

metrics to ensure goals are being met. Agreements (SLAs) for client satisfaction.  areas for improvement and optimization.
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Step 8: Service Improvement

’v-“

l,lnlhlli =
7. -

™\

Maturity Enhancements

Implement changes based on
performance data and feedback to refine
PMO service maturity.

Effective Changes

Implement changes based on

performance data and feedback.

Customer Alignment

Adapt PMO services to meet evolving

customer and organizational needs.
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Step O: Value Delivery

Highlighting the impact of our PMO.

Tangible Benefits Quantified Impact Communications

Realize and demonstrate tangible PMO Quantify the PMO’s impact on Communicate value to stakeholders

benefits. organizational success. effectively.
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Step 10: Value Recognition
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Customer Enhance Value Positive Feedback Loop
Acknowledgment Perceptlon Establish a feedback system that
Ensure customers recognize and Develop strategies that highlight the reinforces support and promotes
appreciate the PMO's value to foster PMOQO's impact and improve how value is continuous improvement.

ongoing support. perceived.
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Appendix X2:
PMO Customer Expectation Assessment
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Evaluate Customer Needs Align PMO Services
Systematically evaluate customer needs and expectations Use standardized assessments to align PMO services

through surveys and interviews. customer priorities for greater precision.
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Appendix X3: PMO Service Maturity
Assessment
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1.5 Level 2y)
(Basic Reporting _
TS
1. Basic Reporting: g _/“/,
Standardized Processes S
2. Project Portfolio
Management '
3. Project Portfolio Management
Value Realization
9;( 4. Strategic Alignment y
v PMO Compocetions of Fey Foccas for the Imanlyy
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Five-Level Model Targeted Improvements
Evaluate PMO service maturity using a structured five-level Drive focused enhancements based on maturity asses

model. results.
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Appendix X4: Critical Competency Profil

Skill Development Effective Service Delivery
Aligning skill development with service demands ensures the Focusing on key competencies is essential for delivering PMO
team is prepared for current and future challenges. services effectively and efficiently.
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Conclusion
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Strategic Customer-
Evolution Centric Approach

PMQOs must evolve to remain Prioritize customer needs to

strategic and adapt to deliver value-driven services.

changing needs.

PMO Value Creation

Vg

Continuous
Improvement

Adopt frameworks like the
PMO Value Ring™ for ongoing
enhancement.

»
Ny

Enhanced
Effectiveness

Leverage assessments and
profiles to boost PMO
performance.
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Open Forum Interactive Session Training
Engage in questions and discussions Participate in an interactive question and  Email us to info@zalbasireppm.com
in our LinkedIn page answer session in our YouTube Channel Visit our web site for more details, files
https://www.linkedin.com/in/ziadalbasir/ https://www.youtube.com/@ZAlbasirEPPM and benefits www.zalbasireppm.com
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