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DELIVERY DEFINED 
Handy guide for managing PE/VC investments 

 

 
Delivery 
Defined 

1. Daily production such as online, applications, office automation or printing. 
2. Systems integration projects possibly involving other groups or vendors. 
3. Development projects. 
4. Process management output. 
5. Proposals or presentations… 

 
6. ……..anything you give a client including even a quotation. 

 

 
 
 
 

Delivery 
 

Philosophy 

1. Whatever the deliverable, it must be delivered: 
 

• With the highest quality 
• With the “feel” of a caring provider, and 
• With your personal commitment to a unique level of excellence that you and the company 

stand behind! 
 
2. It is more than “meeting requirements”; it is also:  the manner, attitude and amount of obvious 

care that is communicated to the client along with the tangible product or service. 
 
3. Your SUCCESS in leading a delivery activity depends on three things: 
 

• Choosing the appropriate tools, methodologies and techniques, 
• Assembling the required skills on your team, and 
• Knowing if you need help and where to get it. 

 
4. Finally, if a product or service is improperly priced, scoped or timed, delivery success is unlikely. 
 

 
 
 
 
 
 
 

Details, 
 

Details, 
 

Details 

7. Success in delivery requires a mysterious blend of paranoia and optimism.  You must anticipate 
every bad thing that could happen but you must show your team the face of a winner. 

 
8. Think of your deliverable as a parachute that you’re going to use for the first time from 5,000 

metres!  What would you not want to know? 
• Who designed it and for what intended use? 
• Who built it and what was their previous experience? 
• Who tested it and how? 
• If it isn’t ready on the day you jump, what is your contingency plan? 
• If another group is involved (internal or external), how confident are you of their 

understanding of the objective, their capability to do what is required and their 
commitment to your level of excellence? 

 
9. Providing leadership and appropriate people care is more important to successful delivery than 

any technology or process decision. 

People who feel challenged, who respect their leader, who are learning new things, who 
understand how the attainment of their goals helps reach the team’s goals, and who are 
adequately compensation will generally overcome delivery obstacles. 

People who are unhappy are not focused on successful delivery and “little things” become 
insurmountable obstacles. 
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ALWAYS AND NEVER 
These statements may sound a bit extreme but they represent personal experiences that would indicate that they are true. 
 
1. Always view the delivery process from end to end and know the details of where each is. 
2. Always have a detailed project plan that is understood and accepted by all participants including the clients.  Details such as 

the following should be included: 
 
• Who is accountable for each task 
• How long it will take, and 
• What are its dependencies 
Appropriate milestones or checkpoints should be identified and full disclosure of status is necessary at each one.  

Be sure to include client tasks.  

Note any assumptions made in developing the project plan.  

 
Use the plan as a reporting mechanism for your client and your management. 

 
3. Always get an agreed to definition of success before you start. 
4. Never accept any statement, assumption, status or conclusion without personally verifying it.  Remember it is your 

parachute! 
5. Always develop your own metrics that are tougher than your clients. 
6. Always know the contractual and legal implications of failure. 
7. A six-month project that is one week behind schedule after one month never makes it up and will finish at least six weeks late 

(if it was properly estimated). 
8. Never commit to price, scope or time without first understanding all three. 
9. Projects with ‘never before’ in their descriptions always fail. 

Example: Software never used before; Hardware never used before; Team never did this before 
Add at least fifty percent to the time for each “never before” present. 

10. Always prepare for failure at each step and know what action you will take if it happens.  Don’t wait for failure to occur to 
think about what to do. 

11. On projects longer than six months, always find an interim milestone success to celebrate with your people. 
12. Always find time to spend with your people one-to-one, especially when everyone is working so hard that there does not 

seem to be any time. 
13. Always solicit critical thinking from your people, your peers and your management.  If your project fails, WE all fail. 
14. Always maintain a complete and accurate problem log that is prioritised with your client. 
15. In day-to-day delivery operations always have daily, weekly, monthly and annual metrics your people are aware of. 
16. In day-to-day operations always maintain a problem log.  Have daily status meetings to review and resolve every problem at 

its root cause before it can occur again.  Never allow your team to think no problem means no reason to meet.  Always have 
defined escalation procedures. 

17. Proactively manage change to your operating environment.  Always limit and control changes to both systems and processes. 
18. Always treat vendors like team members.  Expect no less of them than you do of your people.  Develop these relationships 

and require personal as well as contractual commitment to success. 
19. Always try to limit project length to six months or less. Projects than run twelve months or more have limited success due to 

change in personnel, scope and requirements. 
20. In the second half of a project, if a problem of unknown origin occurs, never attempt serial solutions. If three possibilities 

exist, begin all three simultaneously to shorten recovery time. 
 

FINAL WORDS  
100% On Time or Uptime IS Possible! 

Projects On Time, Within Budget & With Happy Customers 
DO Happen! 

Success is FUN!  Have Some! 

 


