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Title: Effective Techniques for Resolving Conflict

Speaker: William Proctor

Conflict in the workplace is an inevitable part of doing business, but conflict doesn’t have to be a
bad thing. In fact, properly managed, conflict can help your company be more cohesive, innovative,
and growth-oriented. The purpose of this presentation is to highlight some of the strategies and
techniques that can be used to effectively manage conflict as well as provide:

*A review of the five (5) key sources of conflict.

*A toolbox of commonly used conflict management strategies.

*Personal, practical, out of the box tips for effectively managing conflict with others.
*Conflict prevention techniques for minimizing or deflecting conflict in the workplace.
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June Speaker Bio — William Proctor

William Proctor, founder and President of Epicenter Development Group, has over twenty years of
hands-on experience working with nearly 100 organizations in a variety of industries. This
experience, coupled with his technical skills, gives him a unique ability to effectively help clients
improve their existing operations and design new, sustainable systems. During his career, Bill has
provided consulting services to companies in the plastics, chemicals, food, fast-food, retail, media,
automotive, furniture, electronics, building supplies, pharmaceuticals, metals, and construction
industries. Some past clients have included General Motors, Eaton, Hickory Farms, Harley
Davidson, United Technologies, Miller Brewing, Ross Laboratories, Master Chemical, Owens-
Corning, Mallinckrodt, Lincoln Electric, and Goody Products.

He has held a number of leadership positions within the manufacturing, retail and engineering
consulting industries. Leadership positions include Principle/Partner of three engineering consulting
firms, Industrial Engineering and Purchasing Manager for OfficeMax Corporation and Department
Manager/Technology Leader for two, large architectural/engineering firms in Ohio. In addition to
these positions, Bill has also provided training in areas such as “Lean” philosophies, Industrial
Engineering Tools, Project Management, Problem Solving, and Effective Communications.

He has a bachelor of science degree in Industrial Systems Engineering from The Ohio State
University and a master of science degree in Organizational Development and Analysis from the
Weatherhead School of Management in Cleveland, Ohio. Bill is registered as a Professional
Engineer in the state of Ohio and is active in a number of professional organizations including: Jr.
Achievement of Greater Cleveland and the Organizational Development Connection (ODC). He is
also President of the School Board for Harvard Avenue Charter School and on the Board of
Directors of E-City (Entrepreneurship: connecting, inspiring & teaching youth).

Want to add articles or important information to th e Newsletter?

The Chapter encourages its members to submit articl es, tips, humor, or other
important information.

Submission Deadlines:

July Newsletter June 16
September Newsletter August 16

October Newsletter ~ September 16

Submit by e-mail to: newsletter@pittsburghpmi.org
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Chapter Pres=rts

International Insfitute for Learning, knc. and Central Arkansos

Achieving Project Management
Excellence with Dr. Harold Kerzner

1 Day Classroom * 7 PDUs * 0.7 CEUs

Date & Time
Thursday, June 14, 2007 8:30am-4:30pm
Location

Regional Learning Alliance Canter

550 Cranberry Woods Drive
Cranberry Township, PA 16064

Mew To This Program

* Understanding engogement project

managemernt.

-

Enterprise Project Managemeant
tethodolagies (EFM)

®

The pros and cons of using the Project
tanagement Maturity Model and/er the Life

Cycla Phoses.

L}

Pulling the plug on selected projects.

-

Leveraging best practices to your benefit with

your employer.

About the Program

The program addresses how best practices con
accelerafe the organization’s maturity process,
how to identify and overcome some of the
barriers fo implemeniation and how fo propel
the journey o achieving excellence in project
management.

Dr. Kerzner will provide insights on:

* Mlew techniques companies are using for

capturing best praciices

Why companies are implementing best
proctices libraries, knowledge repositories,
project management offices ond centers of
excellence in project managemeant

How companies are approeaching improving

their project management processes

Pricing

5245 Mon-Phl members
3225 Pidl members and PAFs
|Lize code= BPVPE)

Case Studies

Throughout the presentation reference will be
made fo those companies that have achieved
some degree of excellence in project
maragement: Hewlet-Packard, Computer
Associates, Star Alliance, Intel, Motorola,
Ericsson, Moriel, General Motors, EDS, Lear,
lohnsen Condrols, Walt Disney, Texas

Instruments, Bosing, and Wastield Group.

What You Will Learn
* Best Practices Road Map

fou'll be provided with a framework o
structure a process for defining, identifying,
managing, capturing, validating, ufilizing,
and leveraging best practices to help poise
your organization to achieve and sustain an
ervironment of project manogement

excellence.

"

Project Management Office
Concepluglization fo Execution: You'll learn
how o ulilize, manage and confinuously
improve a PMO so that it will be a cotalyst for
ochieving infernal project management
competency, orgonizetional excellence and

seen externally as a competitive advanfage.

Ll

Marrying Six Sigma with the PMO
fou'll gain an understanding of how fo
irtegrate the benefits of six sigma inte project

management and vice versa.

Contact

Hope MacFarlan
Tel: 800-325-1533, ext 5150

Hope.MacFarland@iil. com

Te register or view the full course outline, visit
wwwiil com/kerzner/

Free Book

All ragiztrants will receive Or. Kzrzner's
brand new text Project Monagement Best
Proctices: Achisving Global Excellence freal

About the Presenter

Haorold Kerzner (Ph.D. b5, Enginesring
ond M BA) iz Senior Executive Dirscior with
Irtermational Instifute for Laarming, Inc. and
Professor of Systems Monogement af
Baldwin-¥¥allace College. He is on axpert
in the areos of project management and

strofegic plonning. Dir Kerzner is the
guthor of the best-selling fedbook: Project Manogemeni: A
Sy=t=rma Approoch to Planning, Scheduling ond Condrofling,
nove in its Minth edition.

L
Iw .
wrwren o om
Infernaticnal Instifute for Leaming, Inc.
110 East 5Fth Street, Mew York, WY 10022
Tel: 800-325-1533 or +1-212-758-0177
Fex: +1-212-755-0777

wwwiil.com

TP, PP, ond TPMBOEE" ow regitfemd bodemaris of B Project Monogeme Imfiue, b, mogistenad in fhe Uned Sofes ond ofwer mfors
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Project Nuggets - Management and Implementation

The Importance of a Positive Corporate Culture

No project is executed in a vacuum. Projects are realized within the confines - both physical and
psychological - of a given company. Perhaps today's most complex project is implementing an
enterprise resources planning (ERP) system or planning & executing an liquefied natural gas (LNG)
project within a LNG supply chain of projects. By its very nature, the unfolding of such a large project
is influenced by the company environment, and it is that environment that can breed success or
failure. Oftentimes, corporate culture is an extension of its management, but even with the most
optimistic manager, it is unlikely that an entire company will change its attitude just to increase a
project's chances of success. Management must recognize the subtleties inherent in the company
culture and develop an implementation plan that works around, or avoids pitfalls.

Although corporate cultures are very complex, there are some key indicators that can greatly impact
your project:

Does your corporate culture discourage micro-management?

Does your business environment value team participation over individual heroics?

Does your company encourage quick conflict resolution as opposed to hoping disagreements
will go away by themselves?

Can the project manager handle the necessary responsibility and authority?

Will all mangers commit to personal as well as corporate goals?

Will responsibility for failure as well as success be shared?

Can resources be committed?

Can a committee be established to resolve management differences in a timely manner/

Will the project manager be an experienced, respected, powerful user?

Will top management support remain steadfast despite project and/or market problems?
There are few companies that can answer yes to all of these questions, but knowing how your
company deals with each is important to your project's success.

Most companies are not fertile fields eagerly awaiting your project plow, but instead are potential
minefields ready to blow up the unsuspecting. This coverage will go to some lengths to make you
more cognizant of how to identify, avoid, and/or defuse these bombs.

Project Points is published and distributed bi-monthly by the Project Executive Group to those who
have signed up or have a PEG relationship. It contains succinct nuggets of project knowledge,
lessons learned, news and special events regarding professional services, training and free
workshops for those who must deliver outstanding project results.
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Featured Article - Where is Project Management Goin  g?

By Karl Fischer, PMP - Global Knowledge Instructor

To find the answer, we also need to ask a different question, "Where is business going?" The
environment in which businesses operate dictates the way in which projects are executed. As
project managers, we need to focus on developing business practices that make a real and lasting
difference in company performance. Understanding the issues that make up the social, cultural, and
informational environment in which the company operates is essential to advancing project
management practice. Let's take a look at what we know about the current environment of our
corporations.

What are corporations experiencing? Major research firms are engaged in tracking and forecasting
trends in today's businesses. Here are some of the trends we see when we look into the future of
corporations.

. Compression of product life cycle

The velocity of new product development and product turnover has increased exponentially. Fifty
years ago, the life cycle of products was 15 to 20 years. Today it is three years. Hi-tech firms
estimate six months. This situation drastically reduces the time-to-market window and dramatically
changes the way that resources are utilized.

. Knowledge/Technology Explosion

A significant portion of U.S. products now come from new-knowledge areas. Improved knowledge
and technology support innovation, and innovation results in new projects. Since technology is
increasing at a rapid pace, so are projects.

. Global Competition

As of the year 2000, foreign firms employed 6.4 million U.S. workers with a payroll of $330 billion,
according to the Commerce Department. Analysts at Forbes.com, predict that by 2015, more than
three million white-collar jobs in the United States will be outsourced to other countries. Businesses
now compete with and have access to products, labor, and new marketing techniques from all over
the world.

. Customer Power

Around the globe, consumers are demanding more quality, service, customization, convenience,
speed, and competitive pricing. Global competition and new technology are providing customers
with greater choice about when, how, and where they will receive goods and services. Customers
are becoming the determining factor in the success or failure of most corporations.

What is the workforce looking like?

Permanent loyalty to a corporation is no longer a viable option in today's marketplace. Now, it is
more effective to think of employees in terms of flexible "temporary systems,” much like a sports
team or a movie company. Moreover, it is not a great leap to conclude that, because of
technological innovation, a work force can practically be anywhere on the globe.
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What about projects themselves?

Cross-border, cross-cultural projects are increasing, requiring project managers to develop a global
perspective. Companies will restructure to meet these global changes, requiring project managers to
work with their counterparts in different countries.

Ad hoc project teams will become more widespread. Organizations will hire individual project
managers who will then recruit appropriate team members from outside the organization to
complete the project.

Again, the question
Now that we've gazed at future business trends, how can we as project managers prepare?
. Learn the Language of the Business in which you man age projects

Let's start with a phrase: competitive advantage. Every business professional understands this
phrase; every project manager - not necessarily. In PM Network 7/06, in an article titled "No Limits,"
Marcia Jedd notes, "Project managers hold themselves back by not communicating in the
terminology used by executives. This is terminology that focuses on results and value."1 Project
managers must focus on the value of the project to the business and be able to speak about the
project using "business-speak."

. Pursue broad business educational goals

One of the reasons that project managers don't speak the language is because they have difficulty
with the concepts behind the language. Again, in the "No Limits" article, Jedd quotes Michael Thiry:
"Project managers need a broad education in management like organizational change, strategy
development, marketing, finance, advanced leadership and negotiation."2 J. Davidson Frame, in an
article in PM Network titled "Project Management 2.0," says "The best project managers are now
very strong business personnel. Professionals in project management need to be able to deal
effectively with individuals trained in various disciplines."3 Clearly, business education must be one
of the top qualifications for advancement in project management.

. Learn Corporate Strategic Thinking

"Marks of Distinction, a recent white paper by Accenture, addresses the importance of connecting
with the strategies of the organization.4 The strategies of the corporation must be understood as
being directly implemented by the effort of the project.

Strategic thinking for the project manager must go beyond project thinking. For instance, a late

project may result in a missed window of opportunity in the marketplace, reducing the corporate
market share. Management is much more likely to listen to a request for additional resources to
meet a deadline if the project manager can discuss the situation in these terms.

The project manager must incorporate this type of thinking in his/her conscious, operational
decisions. It is not simply an issue of resources-versus-project-deadline-type thinking. It's how we,
as project managers, see what we're doing. As project managers, we are all stone masons. Are we
just cutting stone or are we building a cathedral? What do we see?
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Develop Business Acumen

The project manager must see him/herself and must be seen as driving business value. Project
managers need to know how the business side makes money. Corporations make their money not
only on high margins but, where possible, a high return on net assets, creating a low-cost structure
that can sustain innovation. The entire process of creating a corporate value, developing a strategy
to implement the value and finally initiating a project to implement the strategy is a necessary part of
project management training.

Summing Up
Corporate Thinking

The direction in which business is moving requires a melding of vision, strategy, culture, and
process, all of which must be expressed in project performance.

Vision, strategy, culture, and process are the new ingredients of project performance that will
replace the traditional within-cost-time-and-scope performance.

Management

It is the job of the modern project manager to educate management. "When executives think of
project management, they think it's a product-delivery process sitting at the bottom of the
organization," says Michel Thirty.5 "They do not really understand how it can contribute to actual
strategy or implementation of strategy."”

Methodology

Advanced project management training must get out of the classroom. Advanced PM training must
explore and collaborate with additional educational experiences to be fully valuable. Mentoring is the
one of the keys to training in project management methodology.

People

Improving people skills is also paramount. Project managers must be able to deal effectively with
individuals trained in various disciplines.

What the business trends are telling us is that the new project manager needs the financial and
project management skills to measure project success and return on investment (ROI) as well as
the leadership skills to change the way the organization works. This applies to both the education of
management and the ever-increasing support of a global perspective. No small task!

About the author

Karl Fischer, PMP, instructs and develops project management courses for Global Knowledge. He
has consulted for a number of well-known companies including Boeing, AT&T Wireless, and the
City of Seattle. He welcomes your comments at kfisch1@mindspring.com.

This article was originally published in Global Knowledge’s Management in Motion e-newsletter.
Global Knowledge (www.globalknowledge.com/PMILocal) delivers comprehensive hands-on project
management, business process, and professional skills training. Visit our Knowledge Center at for
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free white papers, webinars, and more.

References

. www.forbes.com - Forbes is a research company that suggests investments based on
business trends.

. www.forester.com - Forrester Research identifies and analyzes trends in technology and their
impact on business.

. www.metagroup.com - The Meta Group is a provider of information technology research,
advisory services, and strategic consulting. Recently bought out by Gartner.

. www.gartner.com Gartner, Inc. is the world's largest Information Technology research and
advisory company.

. www.conference-board.org - The Conference Board creates and disseminates knowledge
about management and the marketplace.

. www.standishgroup.com = The Standish Group International, Inc. is a market research and
advisory firm specializing in mission-critical software and electronic commerce.

. www.yankeegroup.com - The Yankee Group provides research and consulting covering
communications and business

1. Jedd, Marcia, 'No Limits' PM Network, July 2006, p.76

2. ibid

3. Fretty, Peter, 'Project Management 2.0', July 2006, p.41

4. Accenture.com 'Marks of Distinction' Article available for download on Accenture website
5. Jedd, Marcia, 'No Limits' PM Network, July 2006, p.74

© Copyright 2006, Global Knowledge. All rights reserved
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Practical PM Tips to Give You a Competitive Edge Fa st

Cross the Digital Divide and Get Where You're Going Faster

By Michelle LaBrosse, PMP, Chief Cheetah, Cheetah Learning, Inc.
For more information, visit www.cheetahpm.com.

| was recently at a conference of women business owners, and | attended a break-out session
about blogging. By the end of the session, | was struck by how many of the women in the room
were digitally challenged. These were highly successful and intelligent women, but it seemed that
many of them were fearful of technology. With technology affecting all aspects of our lives
exponentially, | realized that their digital fear could become paralyzing and get in the way of their
personal and professional success.

When we think of the digital divide traditionally, it focused on access to the Internet, computers,
software and education. That division hasn’t gone away. It has shifted, but it’s still a critical issue —
especially when we look globally at the developing world.

In the United States, there is an income digital-divide with more than 62% of households with
incomes over $100,000 subscribing to high-speed broadband at home, while just 11% of
households with incomes below $30,000 subscribing. There is also a rural/urban digital divide: Only
17% of adults in rural areas subscribe to broadband compared to 31% in urban and 30% in
suburban areas.!

Beyond the socio-economic factors, | think there is another digital divide that is perceptual. If you
have the access to technology, but you don’t use it to your advantage, you're throwing away your
ticket to the great digital concert. You’re wasting an opportunity that many people don’'t have and
potentially affecting your ability to succeed in the future.

If you see yourself as a digital disaster, it's not too late to learn and take the digital dive.

Five Ways to Take the Digital Dive

1. Think of what technology or software skills would improve your performance. Sign up for a
class online and experience e-learning.

2. Spend time with your IT friends or colleagues. Pick their brains. Ask them what they read
online and what sites and blogs they visit.

3. Choose a topic that you're passionate about, do an Internet search and begin reading and
participating in a blog that speaks to you.

4. Watch your children or the youth around you. See how they communicate. Text message
your favorite niece. Build a profile on FaceBook or MySpace. Get in the groove with where
the next generation is going.

5. If you're a project manager, make sure you're using technology to automate processes.
Always ask yourself: Can this be automated?

! According to speedmatters.org, a site managed by the Communications Workers of America
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In Project Management, being digitally proficient is a key part of your success. You can use web-
based tools like the Wiki to manage your teams and projects or web meetings to bring a virtual team
together. The more technology is working for you, the smarter your workflow will be.

How technology savvy are you? Try our technology crossword puzzle and see how you rate. No
matter what you score, remember the game isn’t over, it’s just beginning. So, get out there and
change your view. See yourself as part of the digerati, and you will be. See you online!

“PMP” is a registered certification mark of the Project Management Institute, Inc.

o) o ol ol ol o) o, g

About the Know How Network

The Know How Network is a monthly column written by Michelle LaBrosse, the founder and Chief
Cheetah of Cheetah Learning. Distributed to hundreds of newsletters and media outlets around the
world, the Know How Network brings the promise, purpose and passion of Project Management to
people everywhere.

About the Author

Michelle LaBrosse, PMP, is the founder of Cheetah Learningand authorof Cheetah Negotiation and
Cheetah Project Management. The Project Management Institute, www.pmi.org recently selected
Michelle as one of the 25 Most Influential Women in Project Management in the World, and only
one of two women selected from the training and education industry. She was featured in the
October 2006 issue of PM Network Magazine, and also graduated from the Harvard Business
School’'s Owner President Managers (OPM) program in March 2006.

She created the origins of the Cheetah Project Management methodology as an Air Force Officer in
the mid 80’s. In 1995, she prototyped the concept of accelerating learning using “virtual
classrooms,” to accelerate the way people learned and applied core business skills. As a corporate
research scientist in systems engineering and adult learning for a large multinational corporation,
she later created and tested a one-day approach to teaching Project Management. This approach
would later evolve to become Cheetah Project Management, a fast and effective way of launching
projects.
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Today, she is the leader of the course development team at Cheetah and sets the strategic direction
for the company. Using the Cheetah Project Management techniques, LaBrosse has grown the
company from three employees in 2000 to more than 100 in 2006. Cheetah is now the global leader
in Project Manager Professional Development.

Her articles have appeared in publications such as: European CEO Magazine, Plant Engineering
Magazine, Industrial Engineer Magazine, Control Engineering Magazine, Journal of the American
Association for Medical Transcription JAAMT, NSSEA Essentials Magazine, ASTN Network
Magazine, Radio Sales Today, Sprinkler Quarterly & Technology Magazine, The Federal Credit
Union Magazine Online, Business Quarterly Online American Society of Landscape Architects,
ACRP Wire Association of Clinical Research Professionals, American Council of Engineering
Companies Association and more.

With a B.S. in Aerospace Engineering, and an M.S. in Mechanical Engineering, LaBrosse has done
extensive postgraduate work with the Massachusetts Institute of Technology Center for Advanced
Educational Studies and with the University of Washington Industrial Engineering Program in
accelerating adult learning with respect to meeting core business objectives.

She lives in Nevada with her family and likes to rejuvenate in Alaska where you'll often find her
kayaking, golfing or hiking.

Project Manager Spotlight
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Please contact Mike Rapach, VP of Programs, at  Programs@PittsburghPMI.org _if you have a topic you
would like to see addressed in a future meeting, if you or someone you know would be interested in
presenting, or if you have an advance question for any of our presenters.

Type

Financial
6/14/2007 || Services LIG TBD TBD ESWP
Presentation
Bill Proctor, . . .
6/14/2007 Chap_ter President of Effective Technlques for Resolving ESWP
Meeting ; Conflict
Epicenter
9/13/2007 Heaﬂtlrgare TBD TBD ESWP
Chapter
9/13/2007 || Meeting & TBD TBD ESWP
Keynote
Presentation
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New Chapter Members Chapter Contacts

As of May 31, 2007, the Chapter has 1040 members.
Please join us in welcoming the following new chapter members.

Kim Anderson
Tyler M. Anderson
Philip J. Brezovic
David A. D'Orazio
Richard S. Engel
Richard S. Engel
Dale R. Fleischer
Shannon Fluck $ % $$ %"
Karen B. Forsythe, PMP
Steven Gojsovich 1$ & $

Kimberley K Jones
Gregory R. Matoka
Donna McDade, PMP
George J. Meszaros

Lisa Moniodes
Dennis J. Morgan Jr., PMP | g

Ross L. Owens, Sr. vl &%$ " 1*
John H. Park, PMP
Laura L. Powell, PMP (" ' $ w4
Susan B. Schultz, PMP
Nicole J. Slomer, PMP & "
James R. Stephenson
Claudia N. Stirk, PMP
Joseph P. Swantner ) & "
Theresa A. Toscano
Patrice Nycole T. Walters %S " g
William E. Willis, Sr.

Grier Yartz 0
% ( -9

(" $$

New Chapter PMPs E-Mail Address

As of May 31, 2007 the Chapter has 611 PMPs.

Please join us in congratulating the newest chapter PMPs! .
Just a reminder to keep your contact

Timothy D. Barca, PMP information up-to-date in the Members
Nicholas Cormas Jr., PMP section of the national website, www.pmi.org.
David L. Folmar, PMP
Stephen A. Halza, PMP Your monthly newsletter and all other
Kathi M. Jobkar, PMP Chapter communications will be sent to
Bethany Lynette Mazon, PMP your primary e-mail address listed under

Richard W. McGee, PMP
Randy M. Mlinarcik, PMP
Dennis J. Morgan Jr., PMP

Craig A. Ridilla, PMP
Joseph R. Schoppen, PMP

your Contact Information.
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