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Lessons Learned

Dan Furlong, PMP, MBA, FHIMSS

Improving Future Effectiveness 
by Reviewing Past Experiences

This presentation is for the SC.GMIS membership 
and not to be used for commercial gain.





3

Objectives
Teach your team to work as a team. One 
team. By now you should be!
Gain a better understanding of what led to 
your project successes
Accept your project bumps and setbacks as 
experiences from which we can learn
Determine how we can exploit your project 
successes to ensure future project successes
Develop options that can be used to avoid the 
bumps and setbacks you experienced, and 
exploit your successes, on our projects
Have fun!
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Wake Up Exercise
Objective: Score as many points as possible

Simple Rules:

1. Each team gets 10 seconds to place a marker.
2. Failure to place a marker within 10 seconds causes a team to lose their turn.
3. Teams will rotate turns in order.
4. Points are earned when a team gets three or more of their markers in a row.
5. A row can be vertical, horizontal, or diagonal.
6. A marker may only be used once for scoring.
7. You may not remove another team’s marker, but you may attempt to block 

their “line”.
8. Scoring:

• Three markers in a row = 3 points
• Four markers in a row = 4 points
• Five markers in a row = 5 points
• Six markers in a row = 6 points

9. No heckling, throwing your voice, defacing markers, pushing, removing 
markers from other teams, tickling, poking, jabbing, etc!

155
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Example
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What was possible?
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We did not fully 
understand the 
objectives…has this 
ever been a problem 
on your projects?

166
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First Step - Understand
1. No discussion/interaction with your team or other teams. If 

you have questions, see me.
2. Carefully read the case study.
3. Identify the characters in the case study.
4. Scan through the questions at the end to gain insights into the 

project and its problems.
5. Determine the role each character had in the project’s success 

/ failure.
6. Identify good/great decisions or events that happened on the 

project.
7. Identify poor/stinky decisions or events that happened on the 

project.
8. Try to organize your characters and the decisions/events into 

some kind of matrix, outline, or other tool that you can use 
later.

9. If you have any questions, see rule #1…
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Next Step – Brain Dump
1. Complete the checklist based on the case study
2. No discussion
3. Run through it quickly!
4. Helps to get people to think outside the box!
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Next Step – Brain Dump
1. Complete the checklist based on the case study
2. No discussion
3. Run through this quickly!
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Remember This?
Objective: Score as many points as possible

Simple Rules:

1. Each team gets 10 seconds to place a marker.
2. Failure to place a marker within 10 seconds causes a team to lose their turn.
3. Teams will rotate turns in order.
4. Points are earned when a team gets three or more of their markers in a row.
5. A row can be vertical, horizontal, or diagonal.
6. A marker may only be used once for scoring.
7. You may not remove another team’s marker, but you may attempt to block 

their “line”.
8. Scoring:

• Three markers in a row = 3 points
• Four markers in a row = 4 points
• Five markers in a row = 5 points
• Six markers in a row = 6 points

9. No heckling, throwing your voice, defacing markers, pushing, removing 
markers from other teams, tickling, poking, jabbing, etc!
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…and this?
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We Need to Learn from Our Mistakes
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Facilitation Guidance
• Facilitators facilitate. They do not participate.
• Generally speaking, they should ensure

• The meeting has a plan (agenda) and it is followed.
• Communication in the meeting is open.
• Everyone gets a chance to participate.
• A balanced playing field exists (no heavyweights).
• They maintain control of the meeting.
• The meeting objectives are met.
• Attendees know their assignments when they leave.

• Generally speaking, they do NOT
• Contribute to the conversation.
• Disagree with, agree with, comment on, or question ideas.
• Allow others to dominate the meeting.
• Give preference to those with rank.
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Next Step - Identify
1. Identify things that went poorly, and that we can 

improve upon next time (Quad 1)
2. Identify things that went well, and that we can 

probably do well again if we try (Quad 2)
3. Identify things that went poorly, but that we had no 

control over (Quad 3)
4. Identify things that went well, but that we had no 

control over (Quad 4)
5. Remember the facilitator rules.



Rollout ran into 
holidays

C5 bleeding edge 
technology

2ccv offered to help subsequent 
units

C5 much better solution than 
handheld thingies

AdminRx

Blah-blah

Yata-yata

Etc-etc
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Next Step - Identify
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Next Step - Clouding
1. Using the walls or windows, group similar 

lessons (from the main chart) together using 
“clouding”

2. Name the clouds
3. Eliminate any duplicate (or very similar) 

items within the clouds
4. Rephrase any remaining items as required
5. Put any remaining items back onto the chart, 

being careful to place the stickies back onto 
the appropriate quadrant.



Do You Have Control?
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Next Step - Improve
1. Review any lessons learned on the bottom half of 

the chart. If you have none, go get coffee or go 
heckle the other teams.

2. Talk about them, one by one, to determine if they 
can be influenced on future projects.

3. If they can, then move them to the top half and 
modify the arrow to indicate top half.

4. If they can’t, then be prepared to explain why they 
can’t be influenced.

5. Remember the facilitator rules.



Rollout ran into 
holidays

C5 bleeding edge 
technology

2ccv offered to help subsequent 
units

C5 much better solution than 
handheld thingies

AdminRx
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Yata-yata
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Multi-Voting
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Subjective method of expressing one’s opinion
Able to express opinion without undue 
influence
Performed without discussion
Requires the facilitator to ensure undue 
influence – watch for whispers, body 
language, eye contact, etc.
Can be performed in multiple steps
Keep it fun!



Rollout ran into 
holidays

C5 bleeding edge 
technology

2ccv offered to help subsequent 
units

C5 much better solution than 
handheld thingies

AdminRx

Blah-blah

Yata-yata

Etc-etc

Ranking is by IMPACT to Project!
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Next Step - Ranking
1. Rank the positive side by voting with green dots. 
2. Rank by impact!
3. Reorder based on rank.
4. Rank the negative side by voting with green dots.
5. Rank by impact!
6. Reorder based on rank.
7. For fun, rank the negative side by voting with red 

dots (least important).
8. Identify and discuss the top 5 positive and top 5 

negative things and be prepared to discuss.
9. Remember the facilitator rules.
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Next Step - Plan
1. Using the lessons identified, pick one of the top ranked 

lessons from each side (positive/negative) and copy it to 
the top of each lesson learned form under “Lesson”.

2. As a group, brainstorm on how to exploit (positive) or 
avoid (negative) this type of event on future projects.

3. List the options identified in #2 under “Possible 
Methods”.

4. As a group, decide which option will work best. You may 
vote or use consensus (facilitator to decide).

5. Write your chosen single (or combination) option under 
“Best Method”.

6. Determine which plans you want to present to the main 
group (should be top vote getters)

7. Be prepared to present your assigned lessons, along with 
their plans, to the main group. 



AdminRx



2ccv superusers and educators assisted 
other units with go live support which 
really helped on-floor comfort levels.

1. Force early on units to support future units.
2. Pick units for early on go lives with the staffing levels 

required to support future units.
3. Always pick 2ccv to go first.
4. Create a lottery type system where units have to sell us on 

why they should go first.



1. Force early on units to support future units.
2. Pick units for early on go lives with the staffing levels 

required to support future units.
3. Always pick 2ccv to go first.
4. Create a lottery type system where units have to sell leadership 

on why they should go first.

Create a lottery type system where units have to sell leadership on 
why they should go first! By having the units most eager go 
first, it will create a more successful rollout. Perhaps part of 
the process should include a formal document that asks such 
questions as “Can you support subsequent go lives?”, and 
“With how many FTEs?”

pp
really helped on-floor comfort levels.
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Next Step - Plan
1. Using the lessons identified, pick the top one from each 

side (positive/negative) and copy it to the top of each 
lesson learned form under “Lesson”.

2. As a group, brainstorm on how to exploit (positive) or 
avoid (negative) this type of event on future projects.

3. List the options identified in #2 under “Possible 
Methods”.

4. As a group, decide which option will work best. You may 
vote or use consensus (facilitator to decide).

5. Write your chosen single (or combination) option under 
“Best Method”.

6. Determine which plans you want to present to the main 
group (should be top vote getters)

7. Be prepared to present your assigned lessons, along with 
their plans, to the main group. 



Be Sure Your Improvement Plan is Positive
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Thoughts?

0.49

Dan Furlong, PMP, MBA, FHIMSS, CPHIMS


