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Introduction
Why get certified?
Tired of facing the same old problems? If you’ve worked on
a lot of projects, you know that you face the same problems, over and over
again. It’s time to learn some common solutions to those problems. There’s
a whole lot that project managers have learned over the years, and passing
the PMP exam is your ticket to putting that wisdom into practice. Get ready to
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project will
actually be done
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Organizations, constraints, and projects
In good company

If you want something done right…better hope you’re in the
right kind of organization. All projects are about teamwork—but how your team
works depends a lot on the type of organization you’re in. In this chapter, you’ll learn about
the different types of organizations around—and which type you should look for the next time
you need a new job.
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Cost
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Getting the job done
Want to make success look easy?
It’s not as hard as you think. In this chapter, you’ll learn about a few processes you can use
in your projects every day. Put these into place, and your sponsors and stakeholders will be
happier than ever. Get ready for Integration Management.
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Doing the right stuff
Confused about exactly what you should be working on?
Once you have a good idea of what needs to be done, you need to track your scope
as the project work is happening. As each goal is accomplished, you confirm that all of
the work has been done and make sure that the people who asked for it are satisfied
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Resource
calendar

Time management
Getting it done on time
Time management is what most people think of when they
think of project managers.It’s where the deadlines are set and met. It starts
with figuring out the work you need to do, how you will do it, what resources you’ll use,
and how long it will take. From there, it’s all about developing and controlling that schedule.
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Cost management
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Watching the bottom line
Every project boils down to money.If you had a bigger budget, you
could probably get more people to do your project more quickly and deliver more. That’s
why no project plan is complete until you come up with a budget. But no matter whether
your project is big or small, and no matter how many resources and activities are in it,
the process for figuring out the bottom line is always the same!
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Quality management
Getting it right
It’s not enough to make sure you get it done on time and under
budget.You need to be sure you make the right product to suit your stakeholders’
needs. Quality means making sure that you build what you said you would and that you do
it as efficiently as you can. That means trying not to make too many mistakes and always
keeping your project working toward the goal of creating the right product!
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Human resource management
Getting the team together
Behind every successful project is a great team.So how do you
make sure that you get—and keep—the best possible team for your project? You need to
plan carefully, set up a good working environment, and negotiate for the best people
you can find. But it’s not enough to put a good team together… If you want your project
to go well, you’ve got to keep the team motivated and deal with any conflicts that happen
along the way. Human resource management gives you the tools you need to get the
best team for the job and lead them through a successful project.
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Communications management
Getting the word out
Communications management is about keeping everybody in
the loop.Have you ever tried talking to someone in a really loud, crowded room? That’s
what running a project is like if you don’t get a handle on communications. Luckily, there’s
Communications Management, which is how to get everyone talking about the work that’s
being done, so that they all stay on the same page. That way, everyone has the information
they need to resolve any issues and keep the project moving forward.
Party at the Head First Lounge!				

510
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Project risk management
Planning for the unknown
Even the most carefully planned project can run into trouble.
No matter how well you plan, your project can always run into unexpected problems.
Team members get sick or quit, resources that you were depending on turn out to be
unavailable—even the weather can throw you for a loop. So does that mean that you’re
helpless against unknown problems? No! You can use risk planning to identify potential
problems that could cause trouble for your project, analyze how likely they’ll be to occur,
take action to prevent the risks you can avoid, and minimize the ones that you can’t.
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Procurement management
Getting some help
Some jobs are just too big for your company to do on its
own.Even when the job isn’t too big, it may just be that you don’t have the expertise
or equipment to do it. When that happens, you need to use Procurement Management
to find another company to do the work for you. If you find the right seller, choose the
right kind of relationship, and make sure that the goals of the contract are met, you’ll
get the job done and your project will be a success.
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Keeping everyone engaged
Project management is about knowing your
audience.If you don’t get a handle on the people who are
affected by your project, you might discover that they have needs
you aren’t meeting. If your project is going to be successful, you’ve
got to satisfy your stakeholders. Luckily, there’s Stakeholder
Management, which you can use to understand your stakeholders
and figure out what they need. Once you really understand how
important those needs are to your project, it’s a lot easier to keep
everyone satisfied.
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Professional responsibility
Making good choices
It’s not enough to just know your stuff. You need to
make good choices to be good at your job.Everyone who
has the PMP credential agrees to follow the Project Management Institute
Code of Ethics and Professional Conduct, too. The Code helps you with
ethical decisions that aren’t really covered in the body of knowledge—and
it’s a big part of the PMP exam. Most of what you need to know is really
straightforward, and with a little review, you’ll do well.
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2. In the ___________ Risk Analysis process,
you assign numerical values to your risks in order
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4. In the Plan _________ and Acquisitions
process, you decide what work you'll want to
contract out to a seller.
6. The ___________ process group is where the
team does the project work.

1. The __________ and Controlling process
group is concerned with finding and dealing with
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Practice makes perfect
Practice PMP exam
Bet you never thought you’d make it this far! It’s been
a long journey, but here you are, ready to review your knowledge and
get ready for exam day. You’ve put a lot of new information about project
management into your brain, and now it’s time to see just how much of it
stuck. That’s why we put together this 200-question PMP practice exam
for you. It looks just like the one you’re going to see when you take the
real PMP exam. Now’s your time to flex your mental muscle. So take a
deep breath, get ready, and let’s get started.
Exam Questions						742
Exam Answers						786
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1 Introduction

Why get certified?
Just you wait ‘til
I have my PMP. everyone
back home will be so
impressed with all my
successful projects!

Tired of facing the same old problems? If you’ve worked on a
lot of projects, you know that you face the same problems, over and over again.
It’s time to learn some common solutions to those problems. There’s a whole
lot that project managers have learned over the years, and passing the PMP
exam is your ticket to putting that wisdom into practice. Get ready to change
the way you manage your projects forever.

this is a new chapter   1

same old, same old

Do these problems seem familiar?
Kate’s boss promised a delivery date that she couldn’t
possibly meet.

The boss’s delivery
date
When the
project will
actually be done

Then, when the project was halfway done, the customer
demanded a big change.
Start

Halfway

How Kate’s budget
should have worked

Kate

Finish

$0.00
How the budget actually worked
Start

Kate’s plan had the project spending
exactly what was budgeted.
Halfway

Finish

$0.00

2  Chapter 1

–$14,760.53

introduction to the pmp exam

Then, just as the project was about to be completed, someone noticed a
couple typos, and 10,000 leaflets had to be reprinted.

Two simple typos, and
now the project is over
budget and dissatisfying
to the customer.

Then, when it was time to fix
those typos, Kate realized that the
printer was booked for another
project.

e didn’t
The short timefratimme to
give Kate enough
plan for risks.

And even though she knew there was a pretty good chance that someone
else might need the printer, she didn’t have time to come up with a
backup plan.

s going to be
Now the project’dg
, and the
late and over bu et
ppy.
customer won’t be ha
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PMBOK guide saves the day

Projects don’t have to be this way
It may seem like all projects have these types of problems, but there are
proven solutions to them…and someone else has already done a lot of
the work for you! Realizing that all projects have common problems with
solutions, a team of experts put together the PMBOK Guide to pass those
solutions on to you.

The PMBOK Guide was
created by a team of
experts, drawing on the
collective wisdom of
many project managers…

.
…all around the world

Inputs

The PMBOK Guide contains
best practices for dealing
with problems that happen
on nearly
every project.
e
No book contains all tth
knowledge of projece it’s
management, becausg…that’s
constantly changin guide.
why this book is a
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a
The PMBOK Guide isPMs
at
wh
r
standard fo
need to know. It helplias r
you avoid those fami
problems.
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Your problems…already solved
Every project eventually runs into the same kinds of issues. But a project
manager with good training can spot them early, and quickly figure out
the best solutions. The PMBOK Guide will help you:

PP Learn from past projects that have run into similar problems to
avoid running into them again.
PP Learn a common vocabulary for project management that is
used by PMs around the world.
PP Plan and execute your projects to avoid common pitfalls.

The PMBOK Guide has great
ideas on how to estimate your
tasks and put them in the right
sequence to get your projects
done as quickly and efficiently
as possible.

er avoid these.

Common pitfalls: bett

It outlines techniques for
planning and tracking your
costs.

It helps you learn how to
plan for and protect against
defects in your project.
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core job duties

What you need to be a good project manager
The PMBOK Guide is full of practical tools that can help you manage your
projects better. But all of that doesn’t mean much if you don’t have the
three core characteristics of a successful project manager. You’ve got to pay
attention to all three if you want to make your project a success. This is what
you’ll need if you’re going to take on the role of project manager:

Knowledge
If you pay attention to what’s going on
in the field of project management, you
can learn from everyone’s successes
and mistakes so that you can be better
at your job.

Performance
It’s not enough to know what you need
to do—you’ve got to deliver, too. This
one is all about keeping your nose to
the grindstone and doing good work.

Personal skills
Since you’re managing people, you’ve
got to pay attention to what motivates
them and what makes things harder
on them. Your job as a PM is to make
personal connections with your team
and help keep everybody on the right
track.
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ls and
This means knowing all of the tooand
how
techniques in the PMBOK Guide
and when to use them.

You and your team will
have to work hard to
deliver a successful
project, too.

As a PM, you’ve got to lead your team
through the project lifecycle, so you
need to be skilled at managing people
if you’re going to be successful, even if
they don’t report to you directly.

introduction to the pmp exam

Not paying attention to these characteristics is sure to give your project problems. Which of the
characteristics of a successful project manager was neglected in the failed projects listed below?
Sometimes, more than one will apply; just pick the one that makes the most sense to you.

The project was delivered early, but
it didn’t have all of the features that
the customers asked for. The VP
had suggested a new requirements
gathering technique, but the PM
shot it down because he’d never
heard of it.
Neglected characteristic:

The project was late because the
team couldn’t meet the company’s
standards for productivity. They
were always coming into work late
and leaving early and taking long
lunches. It seemed like the project
manager just didn’t think the project
was important.

The project team had so many
conflicts about the project that
they couldn’t work together. They
made decisions that undercut
one another, and in the end they
couldn’t deliver anything at all.
Neglected characteristic:

The project was late because the
team cut corners that led to sloppy
work, and they had to go back and
fix all of their mistakes.
Neglected characteristic:

Neglected characteristic:

The project manager thought his
job was to meet the deadline above
all else. So he demanded that the
product be released on the date it
was due, regardless of quality. The
team wanted to create a highquality product, and they fought
with the PM throughout the project
to try to get him to change his mind.
In the end, the team washed their
hands of the product after it was
released and refused to support it.

The project manager refused
to learn to use the scheduling
software and templates the
company had bought for the
team. Instead, he kept track of
the schedule in his head and on
his whiteboard. Near the end of
the project, he realized that he’d
forgotten about some important
tasks, and his ship date slipped by
two months.
Neglected characteristic:

Neglected characteristic:
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exercise solutions

Solution

Not paying attention to these characteristics is sure to give your project problems. Which of the
characteristics of a successful project manager was neglected in the failed projects listed below?
Sometimes, more than one will apply; just pick the one that makes the most sense to you.

Your project was delivered early,
but it didn’t have all of the features
that the customers asked for.
The VP had suggested a new
requirements gathering technique,
but the PM shot it down because
he’d never heard of it
Neglected characteristic:

The project team had so many
conflicts about the project that
they couldn’t work together. They
made decisions that undercut
one another, and in the end they
couldn’t deliver anything at all.
Neglected characteristic:

Knowledge

The project was late because the
team couldn’t meet the company’s
standards for productivity. They
were always coming into work late
and leaving early and taking long
lunches. It seemed like the project
manager just didn’t think the project
was important.
Neglected characteristic:

Performance

The project manager thought his
job was to meet the deadline above
all else. So he demanded that the
product be released on the date it
was due, regardless of quality. The
team wanted to create a highquality product and they fought with
the PM throughout the project to
try to get him to change his mind.
In the end, the team washed their
hands of the product after it was
released and refused to support it.
Neglected characteristic:

Personal skills
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Personal skills

The project was late because the
team cut corners that led to sloppy
work, and they had to go back and
fix all of their mistakes.
Neglected characteristic:

This could be a
knowledge issue
too, because the
manager didn’t
learn enough about
the stakeholders’
expectations.

This could also be a
knowledge issue because
the manager didn’t learn
the scheduling software
or templates. The
differences aren’t always
100% clear-cut.

Performance
The project manager refused
to learn to use the scheduling
software and templates the
company had bought for the
team. Instead, he kept track of
the schedule in his head and on
his whiteboard. Near the end of
the project, he realized that he’d
forgotten about some important
tasks, and his ship date slipped by
two months.
Neglected characteristic:

Performance

introduction to the pmp exam

Q:

How can the PMBOK Guide claim
to be the entire body of knowledge for
project management?

A:

Actually, it doesn’t claim that at all.
That’s why the PMBOK Guide is called “A
Guide to the Project Management Body
of Knowledge.” It’s a reference book that
organizes a lot of information about how project
managers do their jobs—but it doesn’t claim
to have all the information itself. Instead, it
provides you with a framework for managing
projects and tells you what information you
need to know.
A lot of people are surprised to find out that
there are a bunch of things on the PMP exam
that are never explicitly mentioned in the
PMBOK Guide. (Don’t worry: we’ll cover that
stuff in the rest of this book.) There’s a whole
lot of information that modern project managers
should know about risk management and time
management and cost and quality…and you’re
expected to learn more about the knowledge
areas as you move forward in your career.
That’s why you should never limit your study
to just what’s in the PMBOK Guide. It’s meant
only as a guide to all of the knowledge areas
that project managers use on the job.

Q:

What if I don’t do all of this stuff in
my job?

A:

The PMBOK Guide isn’t necessarily
meant to be followed like a recipe for every
project. It’s a broad collection of many tools
and processes that are used across the project
management profession, and project managers
have a lot of discretion about how they run their
projects. So you shouldn’t throw out all that
you’re doing at work and replace it with every
single one of the tools in this book immediately.
But you’ll notice as you go that some of the
tools you’re learning about will solve problems

for you on the job. When you find places where
these tools can help, you really should start
using them. Seriously, it’s the best way to learn.
You might find that your projects go better after
you start using a new concept that you learn
while you study.

Q:

I’ve heard that there are a whole
bunch of formulas you have to memorize
for the PMP exam. Will I have to do that?

A:

Yes, but it won’t be that bad. The
formulas are actually really useful. They help
you understand how your project is doing
so you can make better decisions. When
you read about them later in the book, you’ll
focus on how to use them and why. Once
you know that, it’s not about memorizing
a bunch of useless junk. The formulas will
actually make sense, and you’ll find them
intuitive and helpful in your day-to-day work.

Q:

Aren’t certification exams just an
excuse that consultants use so that they
can charge their clients more money?

A:

Some consultants charge more money
because they are certified, but that’s not
the only reason to get certified. The best
reason to get PMP Certification is because
it helps you understand all of the project
management concepts available to help you
do your job better. If you learn these tools
and apply them to your job, you will be a
better project manager. And hey, if it turns out
you can make more money too, that’s great.
What’s more, it’s worth keeping in mind that
for a project manager, being PMP-certified is a
requirement for a large amount of contracting
work, especially in government, and it’s
increasingly seen in job postings of all kinds.
Some employers won’t even interview project
managers who don’t have a PMP Certification!

Q:

Doing all of the stuff in the PMBOK
Guide seems like it will take a long time.
How much of this really applies to me?

A:

That’s a great question. You might find
that there are documents that are mentioned
in the PMBOK Guide that you’re not used
to writing or creating for your projects, and
some planning steps that you’ve never taken
before. That’s because the PMBOK Guide is a
framework, not a recipe for a successful project.

When you get your certification, it means
that you have a solid understanding of all of
the tools and techniques that are typically
used by project managers to plan projects,
track them, and deal with problems that
come up along the way. It doesn’t mean that
you follow the exact same recipe for project
success every time you lead a project.

Q:

But I work for a company that always
runs projects on really tight deadlines. You
can’t honestly expect me to write a bunch
of project documents and use all of these
formulas for my projects.

A:

One of the useful things that you’ll
learn in Chapter 8 of this book is that
sometimes the processes that seem like a
lot of work up front actually end up saving
you time in the end.

If you find a problem in a two-hour planning
meeting that would’ve cost you two weeks to
fix, then that two hours you spent planning
actually saved your project two weeks of time.
A lot of the planning and documentation that
you’ll be tested on is there to help you head
off problems before they derail your project.
So in the end, doing all of that work up front
and writing it all down can actually make your
project go faster and be cheaper than not doing
it would’ve been!

The PMBOK Guide is just a guide, but if you understand all the material
in it, then you’ll ultimately be a better project manager.
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know your environment

Understand your company’s big picture
Your project is an important part of the work your company is doing, but
you need to understand how it fits in to the higher-level strategy your
company is executing, too. That’s where programs and portfolios come in.

Portfolios might include
programs and projects.

New

Programs are groups of
projects that should be
managed together.

Ne w Co ns tr uc ti
Re siden ti al Hom

Projects have a beginning
and an end and produce
something specific.

on :

es

Remod

Portfolio

Program

A portfolio is a group of projects
or programs that are linked
together by a business goal.
If an architecture firm was
venturing into remodelling
existing buildings as well as
designing new ones, it might
split its efforts into separate
New Construction and
Remodelling portfolios, since
the goals for each are quite
different.

A program is a group of
A project is any work that
projects that are closely
produces a specific result and is
linked, to the point where
temporary. Projects always have
managing them together
a beginning and an end. Building
provides some benefit. The
a house is a classic example of
firm knows from experience
a project. Projects can be part
that creating huge skyscrapers of programs or portfolios, but
is dramatically different than
portfolios and programs can’t be
building residential homes, so
part of a project.
residential home construction
would be its own separate
Projects in a program are often
program.
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Project

dependent on each other. Program
management focuses on these
interdependencies.
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Your project has value
Think about the projects you’ve worked on in your career. Each one of them did something
beneficial for your company. You might’ve created a product and sold it to customers to make
money directly. You might’ve made someone’s job easier by automating work that would’ve
taken time and effort to do. No matter how you count the benefit you created when you
completed your project, that benefit is the real reason that your company decided to do the work
in the first place. That benefit has an impact on the overall business value of the company
you work for. Sometimes it can be easy to spend so much time dealing with your project’s issues
that you lose track of the goals you set out to achieve. It’s important to think about the value of
your project with every decision you make.

New
Ne w Con str uct
ion :
Re sident ial Hom
es

Remod

Portfolio
Portfolio managers divide up
the projects, programs, and
operations your company is
doing so that they align with
business goals. That way, they
can be sure that projects get
the most out of managing
their timelines, budgets, and
resource commitments so that
the company’s goals are met.

Program
Program managers focus on
the places where projects
depend on each other and
coordinate activities to make
sure that the work gets done in
the most direct way possible.

Project
Project managers keep the
team focused on the business
value the project is providing.
By constantly helping each
team member to understand
how his or her work impacts
the project’s value, project
managers make sure that
everyone on the team makes
the best decisions to keep the
project on track.

Business
value is the
sum of all of
the things
your company
is made of,
from desks
and chairs
to people
and the
intellectual
property they
produce.
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common ground

Portfolios, programs, and projects have a lot in
common
We’ve talked about the differences between portfolio management, program
management, and project management, but there are a lot of similarities between
them too.

Professions with proven processes
Portfolio managers and program managers have a set of proven processes, tools, and
techniques that have been used to manage many successful programs and portfolios.
Like the PMP, the Project Management Institute offers certifications in Portfolio (PfMP)
and Program Management (PgMP) too.

Business value
Portfolio managers prioritize work to meet a company’s strategic goals. Managing a
program is all about keeping track of resources and other constraints affecting groups
of projects so that all of those projects can achieve some shared benefit. Projects, on
the other hand, are about managing the work to achieve some result. A portfolio’s
strategic goals, a program’s shared benefit, and the result of that project add business
value to your company.

Deal with constraints
Portfolio managers need to prioritize work in environments with limited
resources, budgets, risk tolerance, and many other constraints that set up
the environment for their portfolio’s success. Program managers need to
manage groups of projects that are being produced by the same resource
pool or from the same budget. Project managers often have predefined
schedules, resource constraints, and scope requirements to manage. All
three need to use the processes, tools, and techniques that have worked
for other managers to balance all of the constraints in their business
environments.
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Portfolios, programs, and projects all use charters
All of the work you do to initiate, plan, execute, control, and close your project
helps your program and portfolio managers understand how your project is doing
and keep it on track. Following all of the processes in the PMBOK Guide will ensure
that the programs and portfolios of which your project is a part always know how
you’re doing and what you’ll accomplish. While there are many differences in the
documents that are used in portfolio and program management, all three use a
charter to define their objectives.

Charter
Portfolios, programs, and projects all use a
charter to define their goals and initiate work.
A charter lists any known constraints and
goals and gives the manager authority to get
the work started.

Portfolio charter
A portfolio charter will lay out the
strategic benefits that a portfolio
is going to accomplish. It will list
all of the programs and projects
included in the portfolio.

Program charter
A program charter will define
the shared benefit that the
program is achieving as
well as the list of projects it
includes.

Project charter
A project charter gives a
project description, summary
schedule, and business case,
and assigns a project manager.

		We’ll talk about the project charter
in depth in Chapter 4.
While the charter is used in projects,
programs, and portfolios, you really
only need to focus on the project charter for the exam. We’ll
spend a lot of time on the project charter later in the book.
you are here 4  13

get with the program

Projects, Programs, and Portfolios
Way Up Close
Let’s take a look at a charter for a portfolio, a program, and a
project for a software company called Ranch Hand Games to get
a better understanding of how they break down.

tfolio Charter

Ranch Hand Games: Por

A portfolio manager will monitor
the combined performance of all
of the programs and projects
to evaluate how the portfolio
is doing.

Online Gaming Portfolio
Project Description: The
ing will not increase as fast
t console gaming and PC gam
Market research shows tha
d has launched a number of
Han
ch
coming fiscal year. Ran
in
as the online market in the
ease our market share by 10%
ne gaming market and incr
programs to target the onli
graom Charter
Protfoli
d Gam
Han
chOnl
ing Por
the next 15 months.
Games:
ine
of the
partRan
are
s
ject
pro
and
ms
gra
pro
The following
Online Arcade Program
0s
Project Description: The
the late 1980s and early 199
Programs:
all of our early games from
of
rite
rew
d
e time
ete
sam
targ
a
the
is
at
s
d
Thi
m
ase
gra
rele
Pro
be
• Online Arcade
t. All of these products will
g
Marketing Campaig
for nthe online gaming marke
se games were created usin
• Online Gaming Sales and
e show. Since many of the
trad
jor
ent
ma
em
a
nag
with
ma
cide
on
rati
coin
m
to
figu
gra
con
Pro
ke
• Server Upgrade
be managed together to ma
shared code, they’ll need to
s.
vitie
• Online Store Program
acti
nt
me
elop
dev
easier and coordinate
Projects:
Projects:
II
d
Wil
e
• Cows Gon
• Zarthak and the Flugelhorn

Portfolios contain
both programs
and projects.
You can tell if this
project succeeds if
the requirements
are met and the
product is high
quality.

Your project sponsoter r.
provided the char out
We’ll learn more ab rs
sponsors and charte
in Chapter 4.
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ject Charter
Ranch Hand Games: Pro
s Gone Wild II
Project Description: Cow
Wild title. It will include
ely successful Cows Gone
hug
the
to
p
w-u
This is a follo
ing portfolio.
Gam
ine
and is part of the Onl
an online gaming component
Project Requirements:
online players per team
• Must allow for up to eight
munication between players
com
• Real-time text and voice
s rendering
• Faster, more realistic graphic
y
ner
sce
and
ters
rac
cha
• New
le
Summary Milestone Schedu
Mar 4
e
plet
Requirements com
Jun 1
e		
plet
Code com
Jun 20
ing
test
l
rna
Alpha release for inte
Aug 31
ing
test
l
rna
exte
for
Beta release
Nov 15
General release		

This program needs to
be managed because
all of the projects
in it share code. If
the projects were all
managed independently,
there would be time and
effort wasted on all of
the project teams trying
to coordinate with one
another.
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You’ll need to know the difference between a portfolio, a program, and a project on the exam. Which
one of those does each story below describe?

A consulting company wanted to
increase the amount of billable time
for each consultant, so it started
several company-wide programs
to help consultants to get more
productivity out of each year.

A university wanted to build
admissions websites for all of its
departments. It realized that all
of the sites would be feeding into
the same registration interface
and decided to manage all of them
together in order to save time.

A company wanted to switch from
a paper-based Human Resources
group to a software-based one. It
spent some time looking into the
best software packages for the
job, and decided to manage all of
the HR functions together since it
needed the same people to help
with all of the work.

A company wanted to build a better
reporting interface so that it could
have more accurate data on yearend goals.

A software game company wanted
to build up its online presence. It
started several marketing and
sales initiatives, created some new
games, and rewrote some old ones
in order to reach more gamers
online.

A construction company bid on
several parking garage projects at
the same time. It won one of the
bids, and built the garage a month
under schedule and $5,000 under
budget.
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exercise solutions

You’ll need to know the difference between a portfolio, a program, and a project on the exam. Which
one of those does each story below describe?

Solution
A consulting company wanted to
increase the amount of billable time
for each consultant, so it started
several company-wide programs
to help consultants to get more
productivity out of each year.

Portfolio
A company wanted to switch from
a paper-based Human Resources
group to a software-based one. It
spent some time looking into the
best software packages for the
job, and decided to manage all of
the HR functions together since it
needed the same people to help
with all of the work.

Program
A software game company wanted
to build up its online presence. It
started several marketing and
sales initiatives, created some new
games, and rewrote some old ones
in order to reach more gamers
online.

Portfolio
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A university wanted to build
admissions websites for all of its
departments. It realized that all
of the sites would be feeding into
the same registration interface
and decided to manage all of them
together in order to save time.

Program
A company wanted to build a better
reporting interface so that it could
have more accurate data on yearend goals.

Project
A construction company bid on
several parking garage projects at
the same time. It won one of the
bids, and built the garage a month
under schedule and $5,000 under
budget.

Project

introduction to the pmp exam

What a project IS…
Temporary
Projects always have a start and a finish. They start when you
decide what you are going to do, and they end when you’ve created
the product or service you set out to create. Sometimes they end
because you decide to stop doing the project. But they are never
ongoing.

Operations are ongoing. If you’re
building cars on an assembly line,
that’s an operation. If you’re
designing and building a prototype
of a specific car model, that’s a
project.

Creating a unique result
When you create the product of your project, it is measurable. If
you start a project to create a piece of software or build a building,
you can tell that software or that building from any other one that
has been produced.

Progressively elaborated
You learn more and more about a project as it goes on. When you
start, you have goals and a plan, but there is always new information
to deal with as your project progresses, and you’ll always have
to make decisions to keep it on track. While you do your best to
plan for everything that will happen, you know that you will keep
learning more about your project as you go.

You might also see the word “processt” run a
instead of “operation.” A team mighcompany
project to build software, but the ing
might have an ongoing process for keep
m
the servers that run the software fro
s
keep
t
tha
up
gro
the
,
going down. In fact
“IT
ed
call
en
oft
is
ing
those servers runn
Operations.” Get it?

… and what a project is NOT
Projects are NOT: always strategic or critical
Projects are NOT: ongoing operations (or processes)
Projects are NOT: always successful
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operations vs. projects

Which of these scenarios are operations, and which are projects?

1. Building an extension on a house

c

Operation

c

7. Knitting a scarf
Project

2. Shelving books at the library

c

Operation

c

Operation

Project

Operation

c

Project

Operation

c

Project

c

Project

6. Walking the dog every day

c

Operation

Project

c

Operation

c

Project

c

Operation

c

Project

10. Running an assembly line in a toy factory

5. Watering your plants twice a week

c

c

9. Changing your air filters every six months

4. Stapling programs for a play

c

Operation

8. Making a birdhouse

3. Baking a wedding cake

c

c

c

Operation

c

Project

11. Organizing a large conference

c

Operation

c

Project

12. Going to the gym three times a week

c

Project

c

Operation

c

Project

Answers on page 20.

 Knowledge, performance, and personal skills are the
three areas that project managers focus on to get better
at their jobs.
 A project charter is a document that describes a
project’s requirements and high-level schedule, assigns
a project manager, and authorizes the project.
 A program is a collection of projects that should be
managed together in order to achieve a specific goal or
benefit to the company.
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 A portfolio is a collection of projects or programs.
 A project gathers a team together to do work
that’s temporary, creates a unique result, and is
progressively elaborated.
 An operation (or process) is work that’s done in a way
that’s repeatable and ongoing, but is not a project.
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A day in the life of a project manager
You probably already know a lot of what a project manager does: gets a project
from concept to completed product. Usually a project manager works with a
team of people to get the work done. And PMs don’t usually know a lot about the
project when they start. When you think about it, you can categorize pretty much
everything a project manager does every day into three categories.

Gather product requirements
Being a project manager almost always means figuring out what you’re going to build.
It’s one of the first things you do when you start to plan the project! But as you go,
you are always learning more and more. Sometimes that can mean changes to your
product, while other times it’s just more detail on what you already knew.

Manage stakeholder expectations

One of t
stakeholdehe most important
That’s th rs is the sponsor.
financial ae person who prov
for the pr nd political suppo ides
rt
oject.

There are a lot of people involved in making most projects happen: the team that
actually does the work, the people who pay for it, everybody who will use the product
when you’re done, and everybody who might be impacted by the project along the
way. Those people are called your stakeholders. And a big part of the PM’s job is
communicating with everybody and making sure their needs are met.

You’ll nee
interpersod to use your
everyone o nal skills to keep
n the sam
e page.

Deal with project constraints

Sometimes there will be constraints on the project that you’ll need to
deal with. You might start a project and be told that it can’t cost more than
$200,000. Or it absolutely MUST be done by the trade show in May. Or you
can do it only if you can get one specific programmer to do the work. Or
there’s a good chance that a competitor will beat you to it if you don’t plan it
well. It’s constraints like these that make the job more challenging, but it’s all
in a day’s work for a project manager.
Even though you’re constantly gathering requirements, managing stakeholders, and working within
constraints, different situations can call for different tools for dealing with all of those challenges.
When you think about it, all of the tools and techniques that are discussed in the PMBOK Guide are
there to help you do those three things at different points in your project’s lifecycle. That’s why the
PMBOK Guide divides up the work you do on a project into the five process groups. The groups help
you organize all of the work you do as your project progresses and keep your role in the project
straight.
You’ll

out the
learn all ainb Chapter 3!
ups
process gro
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there are no dumb questions

Which of these scenarios are operations, and which are projects?

1. Building an extension on a house

c

Operation

c

7. Knitting a scarf
Project

2. Shelving books at the library

c

Operation

c

Operation

Project

Operation

c

Project

Operation

c

Project

Operation

c

Operation

c

Project

c

Operation

c

Project

c

Operation

c

Project

Project

c

Operation

c

Project

12. Going to the gym three times a week

c

Q:
A:

Do project constraints just mean
restrictions on time and cost?

No. A project constraint is any
limitation that’s placed on your project before
you start doing the work. It’s true that project
managers are really familiar with time and
cost constraints, because those are really
common. But there are lots of other kinds of
constraints, too.
Here’s an example. Let’s say that some of
your team members won’t be available for
three weeks because they have to attend a
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c

11. Organizing a large conference

6. Walking the dog every day

c

Project

10. Running an assembly line in a toy factory

5. Watering your plants twice a week

c

c

9. Changing your air filters every six months

4. Stapling programs for a play

c

Operation

8. Making a birdhouse

3. Baking a wedding cake

c

c

Project

c

Operation

mandatory training session. That’s called a
resource constraint, because some of your
project resources (people you need) are
restricted.
There are lots of other kinds of constraints,
too: risk constraints, scope constraints, and
quality constraints.

Q:

Wait a minute—a quality
constraint? Shouldn’t I always run my
project to build high-quality products?

A:

Of course. But quality is more
important for some projects than it is for

c

Project

others, and as a project manager, you need
to be realistic about it.
If you’re running a project to build a
playground, quality is important. You don’t
want to build unsafe playground equipment,
because children could get hurt. Does that
mean that you spend the highest possible
portion of your budget on quality? Take a
minute and think about how you’d approach
quality for that project, as compared to,
say, a project to build a heart monitor for
a medical device company. It’s likely that
quality is a much more important constraint
for the heart monitor than it is for the
playground.

introduction to the pmp exam

How project managers run great projects
There are plenty of ways that you can run a project; people have been running projects for
about as long as civilization has been around. But some project managers run their projects
really effectively, while others consistently come in late, over budget, and with poor quality. So
what makes the difference between a great project and one that faces challenges?
That’s exactly the question that the folks at the Project Management Institute asked when they
started putting together their Guide to the Project Management Body of Knowledge. They surveyed
thousands of project managers and analyzed tens of thousands of successful and unsuccessful
projects to come up with a structured way of thinking about how to effectively run a project.
One goal of the PMBOK Guide is to give you a repeatable way to run your projects. It does so
by breaking the work down into 47 processes that describe different, specific kinds of work
that project managers do. To help you understand how those processes fit together, they came
up with two different ways to think about them. Each process falls into one of the five process
groups, which tell you the sequence that the processes are performed on a project. But the
PMBOK Guide is also a tool for organizing knowledge about project management, so each
process also falls into one of 10 knowledge areas. The PMBOK Guide is organized around these
knowledge areas…and so is this book!

The PMBOK Guide describes
47 processes your project
will go through from start
to finish.

owledge
There are also 10 kn
e
ga
areas that help or keniz
ma
the processes to
d
them easier to learn an
understand.
e
Head First PMP hasgeon
led
chapter per know e
area…and so does th
PMBOK Guide.

oups
It has five process gr
r
or
e
that show you th hade
en
pp
s
that the processe how they
on a project, and another.
interact with one

Each process is assigned to a process
group, and it’s also in a knowledge area.
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my PMO is so controlling

Project management offices help you do a good job, every time
Every project your company completes can teach you a lot about what works and
what doesn’t within your company’s culture. Project management offices
(PMOs) help you to learn from all of the work that’s been done in the past. They’ll
give you the templates and the guidance you need to make sure your project takes
the right approach and makes sense to everyone you work with. There are three
different kinds of PMOs that you might run into in your career.

Supportive
PMOs that play a supportive role provide all of the templates you need to fill out
while your project is under way. They’ll lay out the standards for how you should
communicate your project’s scope, resources, schedule, and status as your project
progresses from its initial stages through to delivery and closing.

Controlling
PMOs that control the way project management is done in a company will
be able to check that you’re following the processes they prescribe. Like
supportive PMOs, they’ll tell you what templates you should fill out and
prescribe a framework for doing project management in your company.
They’ll also periodically review the work that you’re doing on your project to
make sure you’re following their guidelines.

Directive
PMOs that take a directive approach actually provide project managers to
project teams. In a directive PMO, the project manager usually reports to the
PMO directly. That reporting structure makes sure that the project managers
follow the frameworks and templates prescribed by the PMO, because their
job performance depends on it.
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Directive
PMOs have a
lot of control
over the way
things are done
on projects.

introduction to the pmp exam

Good leadership helps the team work together
It’s not enough to have a good plan and all the resources you need to make your project a
success. You need to think about your interpersonal skills if you want to keep your project
on track. Here are a few examples:

Leadership
A good leader gets the team to see
the end goal and focus on getting
there. With the right leadership, team
members feel like they can take
control of the work they’re doing, and
make good decisions to help the
team achieve its goals as directly as
possible.

Team building and trust
building
Everything you do to help team members feel
like they can rely on one another is part of team
building. When a team feels like they’re all working
together to achieve the project’s goals, they’re
able to do so much more than each of them can
do individually. Trust building is all about sharing
information with all of your stakeholders so that
they know they can trust one another.

Motivation
Some people are motivated by the kind of work they do, some are looking for
experience that will help their résumés, and others are hoping for a promotion or a pay
raise. Understanding what motivates your team members and helping them to achieve
their personal goals will help your project, too.

Some teams can be so motivated
by the value of the project that
their personal goals are secondary
to making the project a success.
When that happens, they can be
really productive as a team.
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just like soylent green

Project teams are made of people
Keeping your team motivated and helping them to feel included are just a couple of the
interpersonal skills that make your project a success. You also need to help your team
members work through problems and maintain an environment where it’s easy for everyone
to get along. Here are a few more interpersonal skills that a good project manager uses
to keep the team on track:

Influencing
Sometimes you need to collaborate with others to get
your work done. When you influence people, you focus
on the shared benefit of the work with them and share
power toward a common goal. You’re probably using your
influence to make things happen every day on the job.

You usually can’t just
tell people to do what
you want and have them
do it.
Conflict management
When people work together, there will always be
disagreements. A good project manager works to find
positive solutions when conflicts pop up.

Coaching
As the people on your team grow and take on new responsibilities,
they might want some help developing new skills. That’s where
coaching comes in. When you coach people, you help them
develop their skills and get better at what they do. Sometimes this
means helping them find training, while other times it’s just acting
as a sounding board to help your team members sort through the
problems they run into.

A good PM is alwatoyshelp
looking for ways tter at
the team get be
what they do.

We’ll talk more about conflict
management in Chapter 13.

ussed in
There are a few more interpersonal skills disc
g the
alon
t
abou
talk
we’ll
the PMBOK Guide that
way:
* Communication (Chapter 10 is all about
communication).
* Negotiation and decision making (we’ll talk more
about those in Chapter 9).

Political and cultural awareness
It’s important to make sure that everybody on the team feels
included. You need to be aware of the topics that might alienate
people or make them feel uncomfortable, so that you can maintain
an open and inclusive environment on your team.

Can you think of a time when one of these skills helped your team succeed on a past project?

24  Chapter 1

introduction to the pmp exam

Q:

Directive and controlling PMOs
seem pretty similar to me. What’s the
difference again?

A:

That’s a good question. Both of them
are pretty active in managing the projects
they govern, but there are some differences.

Controlling PMOs tend to review the work
a project team does at various points in the
project to make sure that they are following
the company’s agreed-upon process. The
people who work in the controlling PMO are
like auditors who take a look at a project
team’s work products to make sure they’re
complying with the company’s project
management rules.
Directive PMOs actually manages the
projects on their own. The people who
work in the PMO take on the role of project
manager for all of the projects the PMO is
responsible for.

Q:

My company doesn’t have a PMO
at all. Do the 47 processes apply only to
companies that have PMOs? How much
of what’s in the PMBOK Guide applies to
plain old project managers who aren’t in
a PMO?

managing a team. If your team members
each feel like their opinion is valued and they
are motivated to do good work, you’ll have a
much better chance at success.

Q:

Hold on, how are team building and
coaching different?

A:

A:

Q:

Say a member of your team is really good
at explaining technical concepts to other
people. You might want to coach that person
to write project documents that will help the
whole team understand what they’re doing
better. That would let the team member get
better at using her talent, and also help with
team communication.

Yes! The PMBOK Guide is all
about project management, and all of the
processes it talks about are meant to be
used on projects to help them succeed. If
your company has a PMO, following the 47
processes will help you work with that PMO.
But if you don’t have a PMO where you work,
it’s still good for a project to follow all 47 of
them.
Does the PMP exam test you on
your interpersonal skills?

A:

Yes. You need to know what all of
the interpersonal skills are and when you
would use them in managing your project.
Interpersonal skills are an important part of

Another good question. Team building
usually means going out, having lunch, doing
group exercises, and in general socializing
as a team so that the group gets more
familiar with one another and can have a
better internal set of relationships. Coaching
is about identifying your team members’
talents and helping them develop them.
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smooth operations

Operations management handles the processes that
make your company tick
Think about all of the processes your company goes through every day to keep
things running smoothly. You probably have worked with operations teams
on many of your projects—from accounting departments to support teams to
infrastructure teams who maintain software environments. Each operations
team is staffed with specialists in the aspect of your company that they run.
Sometimes, you’ll work with them to build out parts of your project; sometimes,
you’ll depend on them to do work before your project can proceed. Operations
teams are almost always stakeholders in your projects.

Operations man
direct, oversee, aganement will
business processe d control the
on your project s you work with
every day.

You’ll learn more about about
stakeholders when we talk
stakeholder management in
Chapter 13.

Which kind of project management office is being described?

1. Provides the process documents and templates for
your project.
c

Supportive

c

Controlling c

Directive

5. When a project gets started, this group makes sure
that they’ve followed all of the initiating processes and
have the right approvals to start working.
c

2. You meet with them once a month to go over
project docs and make sure you’re following the right
process.
c

Supportive

c

Controlling c

Directive

c

Supportive

c

Controlling c

Directive

4. A centralized group of project managers who are
assigned to manage projects.
c

Supportive
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c

Controlling c

Directive

c

Controlling c

Directive

6. When you sit down to do your risk planning for your
project, you go to them to find a good example of a
risk plan that’s been useful on other projects.
c

3. Provides a knowledge base of common project
problems and lessons learned for you to use.

Supportive

Supportive

c

Controlling c

Directive

7. This team audits your project work at regular
intervals to confirm the status reports you’re giving
and guide you when you run into trouble.
c

Supportive

c

Controlling c

Directive

Answers on page 28.
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A bunch of interpersonal skills, in full costume, are playing a
party game called “Who am I?” They’ll give you a clue—you try to
guess who they are based on what they say. Assume they always
tell the truth about themselves. Fill in the blanks to the right to
identify the attendees.

Who a

m I?

Any of the charming skills you’ve seen so far just might
show up!

Name
I get everybody on the team to understand the goals of the
project so that they can get behind them.
I work to maintain an open and inclusive environment by paying
attention to the things that team members might be sensitive to.
I try to figure out what each team member wants out of the
project, and then I help him or her get it.
I share power with other people in order to get some shared
benefit.
I help team members get better at doing project work.
When arguments or disagreements happen, I try to solve them in
a way that benefits the team as much as possible.
I help everybody on the team feel like they can rely on one
another.
I’m transparent with all of the stakeholders in my project so that
everyone has all of the information they need to make good
decisions.

Answers on page 29.
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sharpen your pencil

Which kind of project management office is being described?

1. Provides the process documents and templates for
your project.
c

Supportive

c

Controlling c

Directive

2. You meet with them once a month to go over
project docs and make sure you’re following the right
process.
c

Supportive

c

Controlling c

Directive

3. Provides a knowledge base of common project
problems and lessons learned for you to use.
c

Supportive

c

Controlling c

Directive

4. A centralized group of project managers who are
assigned to manage projects.
c

Supportive

c

It’s true that all of the
types of PMOs provide
process documents, but
only the supportive PMO
provides them as its
main function.
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Controlling c

Directive

5. When a project gets started, this group makes
sure that the team has followed all of the initiating
processes and have the right approvals to start
working.
c

Supportive

c

Controlling c

Directive

6. When you sit down to do your risk planning for your
project, you go to them to find a good example of a
risk plan that’s been useful on other projects.
c

Supportive

c

Controlling c

Directive

7. This team audits your project work at regular
intervals to confirm the status reports you’re giving
and guide you when you run into trouble.
c

Supportive

c

Controlling c

Directive
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A bunch of interpersonal skills, in full costume, are playing a
party game called “Who am I?” They’ll give you a clue—you try to
guess who they are based on what they say. Assume they always
tell the truth about themselves. Fill in the blanks to the right to
identify the attendees.

Who a

m I?

Any of the charming skills you’ve seen so far just might
show up!

Name
I get everybody on the team to understand the goals of the
project so that they can get behind them.
I work to maintain an open and inclusive environment by paying
attention to the things that team members might be sensitive to.

Leadership

Political and cultural awareness

I try to figure out what each team member wants out of the
project and then I help him or her get it.

Motivation

I share power with other people in order to get some shared
benefit.

Influencing

I help team members get better at doing project work.
When arguments or disagreements happen, I try to solve them in
a way that benefits the team as much as possible.
I help everybody on the team feel like they can rely on one
another.
I’m transparent with all of the stakeholders in my project so that
everyone has all of the information they need to make good
decisions.

Coaching
Conflict resolution
Team building

Trust building
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what the pmp does for you

A PMP certification is more than just passing a test

Getting your PMP certification means
that you have the knowledge to solve
most common project problems.

It proves that you know your stuff.

Once you’re certified, your projects
are more likely to succeed because:

you have the skills and knowledge
to make them successful.
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Meet a real-life PMP-certified project manager
PMs have demonstrated that they understand the tools it takes to be
successful at leading projects. They know what it means to juggle their
project priorities and still have their projects come out on top. Being
certified doesn’t mean you won’t have problems on your projects anymore,
but it does mean that you’ll have the wisdom of many experienced and
smart project managers behind you when you make decisions about how to
solve these problems.

Runs successful
projects

Earns more money
Has an important qualification
required by many companies
and contracts

Has the respect of
her peers

Is always willing
to teach others

Is an important
part of the project
management community

Enjoys PMI benefits like training,king
seminars, and professional networ
But remember, you don’t need to
have a PMP certification to join e!
the Project Management Institut
P
If you’re planning to take the PM
tod
exam, it’s a great idea to join theayse
and start taking advantage of
great benefits.

This could be YOU!
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exam questions

Exam Questions
1. Which of the following is NOT a type of project management office?
A.
B.
C.
D.

Directive
Value-driven
Supportive
Controlling

2. Which of the following is NOT a characteristic of a project?
A.
B.
C.
D.

Temporary
Strategic
Specific result
Progressively elaborated

3. An energy company is investing in a series of initiatives to look for alternative energy sources so that the
company can be competitive in 10 years. The initiatives are tracked and managed together because this goal
is vital to the success of the company. This is an example of:
A.
B.
C.
D.

A portfolio
A program
A project
A enterprise environmental factor

4. Which of the following is NOT a responsibility of a project manager?
A.
B.

Managing stakeholder expectations
Managing project constraints

C. Gathering product requirements
D. Sponsoring the project
5. Which of the following is NOT an interpersonal skill?
A.
B.
C.
D.

Motivation
Brainstorming
Team building
Coaching
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Exam Questions
6. Which of the following is NOT true about interpersonal skills?
A.
B.
C.
D.

Coaching means helping your team to get more exercise.
Motivation means helping team members get what they want out of the project.
Influencing means sharing power with people to get something done.
Conflict management means finding positive solutions to conflicts during the project.

7. Which of the following is NOT true about portfolio management?
A. The portfolio manager judges the success of the portfolio by combining data from all of its programs and
projects.
B. A portfolio can contain projects and programs.
C. A portfolio is organized around a business goal.
D. A portfolio is always a group of programs.
8. You’re managing a project to remodel a kitchen. You use earned value calculations to figure out that
you’re going to run $500 over budget if your project continues at the current rate. Which of the following
core characteristics of a project manager are you using to find the problem?
A.
B.
C.
D.

Knowledge
Performance
Personal
None of the above

9. At the beginning of a project, a software team project manager is given a schedule with everyone’s
vacations on it. She realizes that because the software will be delivered to the QA team exactly when they
have overlapping vacations, there is a serious risk of quality problems, because there won’t be anyone to
test the software before it goes into production. What BEST describes the constraint this places on the
project?
A.
B.
C.
D.

Quality constraint
Time constraint
Resource constraint
Risk constraint

10. A project manager is having trouble with his project because one of his team members is not performing,
which is causing him to miss an important date he promised to a stakeholder. He discovers that the team
member knew about the project problem, but didn’t tell him because the team members are all afraid of his
bad temper. Which BEST describes how the project manager can avoid this situation in the future?
A.
B.
C.
D.

Increasing his knowledge of the PMBOK Guide
Measuring personal performance
Improving his personal skills
Managing stakeholder expectations
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exam questions answers

Exam Questions
1. Answer: B

Although PMOs are usually value-driven, that’s not a valid type of PMO. The three types of PMOs are supportive,
controlling, and directive. Supportive PMOs provide templates and guidelines for running projects, controlling PMOs
audit projects to ensure adherence to processes and standards, and directive PMOs provide project managers to
manage projects.
2. Answer: B
A project doesn’t have to be strategic or critical. It only needs to be temporary, have a specific result, and be
progressively elaborated.

Look out for questions like this one
on the exam. Common sense
might tell you that a project sho
uld
want to do it, but that’s not what be important for a company to
the question is asking.

3. Answer: A
Since the initiatives are being managed together because of a strategic business goal, you can tell that this is a
portfolio.
Portfolios are org

anized around iness goals, and pro
grams are
organized around a shared benefibus
t in managing them together.

4. Answer: D
The sponsor is the person who pays for the project. The project manager doesn’t usually play that role.

5. Answer: B

In fact, you’ll learn more about its role in defining
project requirements in a couple of chapters.

Brainstorming is an activity that you do with other people, but it’s not an interpersonal skill that you need to hone to help
manage all of the stakeholders on your project.

6. Answer: A
Coaching is really about helping your team members to get better at what they do. Anything you do to challenge them
to develop their skills is coaching.

7. Answer: D
Since a portfolio can be a group of programs and projects, option D is the one that’s not true. It can be a group of
programs, but it doesn’t have to be.
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Exam Questions
8. Answer: A

Your knowledge of earned value management techniques is how you can predict that the project will be
over budget. Knowing that could help you plan ahead to avoid further cost overruns. Minimally, it can help
you to reset expectations with your stakeholders so they have a better idea of what’s coming.

9. Answer: C
This is a resource constraint, because the project manager’s resources—in this case, the people who will
be testing the software—are not going to be available to her when she needs them. Yes, this will cause
problems with the quality, introduce risks, and cause schedule problems. But they’re not schedule, time, or
risk constraints, because there’s no outside limitation placed on the project quality, schedule, or risks. The
only outside limitation is the resource availability. If they were available, there wouldn’t be a problem!

10. Answer: C
The way that the project manager interacts with the people on his team interfered with his work getting
done. This is a good example of how a lack of personal skills can lead directly to major project problems
down the line, and it’s why this particular project manager needs to work on his personal skills.

The project manager’s temper
led to a disappointed stakeholder,
but that doesn’t mean that the
stakeholder’s expectations were
out of line. This was an avoidable
project problem, and better
personal skills would have fixed it.

You made it
through your
first chapter and
exam questions!
How’d it go?
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