PMO MANAGER

CONTROL - GOVERNANCE + DELIVERY




The Role of a Modern PMO Manager: How | Deliver Control, Clarity and Commercial Value

In today’s complex delivery environments, a PMO is far more than a reporting function — it is a strategic
service that underpins operational stability, commercial performance, customer satisfaction, and
organisational maturity. As a PMO Manager, my role is to orchestrate this service end-to-end, ensuring
that delivery teams, operational functions, and commercial stakeholders are alighed, informed, and
supported.

My approach blends governance discipline, service delivery thinking, commercial awareness, and
relationship management. Below is how | conduct my duties and the principles that shape how | operate.

Working Across the Organisation

My role is inherently collaborative. | work closely with:

e Account managers to ensure delivery aligns with contractual commitments, revenue targets, and
customer expectations.

* BAU teams and operational managers to manage change impact, resource availability, and service
stability.

¢ Service Delivery Managers to maintain SLA performance, customer satisfaction, and operational
readiness.

e Change Management and technical CAB to ensure safe, governed, and risk-aware change deployment.

* Major Incident Management (MIM) to support root-cause analysis, service recovery, and post-incident
reporting.

This cross-functional engagement ensures that the PMO is not a silo — it is a connected, responsive, and
informed service.

Contract & Commercial Governance

Contract managementis a core part of my role. | ensure strict adherence to:
e Master Service Agreements (MSA)

* Change Control Notices (CCN)

e Contract schedules and Statements of Work

* Working-at-risk policies

This protects commercial integrity, prevents scope drift, and ensures that delivery remains aligned to
contractual obligations.

| also contribute directly to revenue generation, ensuring that delivery activity is correctly captured,
billed, and forecasted. This includes identifying new opportunities, shaping commercial conversations,
and ensuring that delivery performance supports account growth.



Financial Management & Control

Financial stewardship is central to how | operate. | manage:
® Purchase Orders

* Monthly Time & Materials billing

¢ Fixed-price milestone invoicing

* Accruals and revenue recognition

¢ Internal cost management

¢ Portfolio P&L performance

My approach is simple: financial clarity drives better decision-making. | ensure that stakeholders have
accurate, timely, and actionable financial information.

SLA, KPI & Customer Satisfaction Management

| maintain oversight of:

* SLA performance

* KPI tracking

¢ Customer satisfaction (CSAT)

This ensures that service delivery is predictable, measurable, and continuously improving. When
performance deviates, | lead structured reviews, root-cause analysis, and corrective action planning.

Portfolio Governance & RAID Management

I manage the full portfolio RAID framework, ensuring:
* Risks are visible early

* [ssues are escalated appropriately

¢ Dependencies are understood and coordinated

* Actions are tracked to closure

This creates delivery stability and prevents surprises.

| also lead portfolio governance, ensuring that decision-making is structured, evidence-based, and
aligned to strategy.

Portfolio Reporting & Insight

Reporting is not just about data — it’s about insight. | produce:
¢ Portfolio dashboards

¢ Delivery performance reports

* Financial summaries

¢ Risk and dependency heatmaps

e Strategic progress updates



My reporting approach focuses on clarity, accuracy, and relevance. Stakeholders should be able to make
decisions within seconds of reading a report.

Process Development, Management & Continuous Improvement

| design, refine, and manage PMO processes covering:
* Delivery governance

® Change control

* RAID management

* Demand intake

* Resource allocation

* Pipeline management

¢ Financial tracking

* Reporting cycles

Processes must be simple, scalable, and value-adding. | continuously review them through a CSl lens,
ensuring they evolve with organisational maturity.

Demand, Resource & Pipeline Management

I manage the full demand lifecycle — from intake to prioritisation — ensuring that new work is assessed,
resourced, and scheduled appropriately.

Resource capacity management is critical. | ensure:
¢ Skills are matched to demand

e Capacity constraints are visible early

¢ Teams are not overloaded

* Forecasting is accurate and actionable

Pipeline management ensures that future work is understood, planned, and commercially aligned.

Strategic Roadmap Contribution

| contribute to the strategic roadmap by:

* Providing delivery insight

¢ Highlighting risks and opportunities

¢ |dentifying capability gaps

e Supporting portfolio shaping

® Ensuring alignment between delivery and long-term strategy

The PMO is a strategic partner — not an administrative function.



Innovation, CSI & Maturity Development

| drive innovation within the PMO by:

¢ Introducing new tools, templates, and automation

¢ Enhancing reporting and analytics

* Improving governance frameworks

* Developing capability within delivery teams

¢ Leading maturity assessments and improvement plans

A PMO should evolve continuously — stagnation is the enemy of value.

Conclusion: My PMO Philosophy

My approach to PMO management is built on four principles:

1. Governance with purpose — not bureaucracy.

2. Commercial awareness — because delivery must support profitability.
3. Operational partnership — the PMO must be embedded, not isolated.
4. Continuous improvement — maturity is a journey, not a destination.

A PMO is a strategic service that enables delivery excellence, commercial performance, and customer
satisfaction. My role is to ensure that this service operates with clarity, discipline, and value — every
single day.



