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Between May and October 2018, Dixons Carphone Warehouse HQ partnered with 
The Project Foundry to take six high performing managers through a six month project 
management learning and development programme.

The six “Change Champions” were each given strategically important projects, tight 
deadlines and asked to deliver measurable benefits to the business. All succeeded.

This report explores the process, outcomes and learnings from the programme, and serves 
as a blueprint for further engagements.

 New Airside 
Store revamp

New credit offering  New CSR 
programme

PROGRAMME OUTCOMES

New store 
operations 
blueprint

New responsive 
website

New data analytics 
system

EXECUTIVE SUMMARY
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These infographics summarise the different business deliveries & outcomes of the 
programme and each project:

PROJECT KNOW OUR CUSTOMER managed by Anne Dobbyn, aimed to create a new 
reporting platform to enable the business to consolidate & better leverage business data 
across Dixons Carphone.

ANNE DOBBYN

BUSINESS OUTCOMES

6 
Change Champions

732 
hours 

of effort

24 
week programme

5 
hours per week

per project

100+  
hours of

one-to-one coaching

100
percent 

commitment

5
training 
courses

New reporting 
platform

Data consolidation 
a reality 

New
knowledge on 

customers

Mobile compliant
dashboards

Better 
business 
decisions

Roadmap for
expansion 100

percent 
commitment
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PROJECT NEMO, run by Barrie Kelly, was a complete upgrade to the Dixons Carphone 
Warehouse website, bringing it up to date technically and adding mobile compliance.

PROJECT 20:20 run by Julie Buck, involved re-designing the Dundrum shopping & 
supply chain experience, to use it as a testbed for changes across the entire Dixons 
Carphone Warehouse estate.

BARRIE KELLY2000 more 
products available

Sales up 
€1.3m 
Yr on Yr

New
“My account”

Fully mobile 
compliant

Increased 
choice for 
customers

Roadmap for 
website 

expansion
100

percent 
commitment

JULIE BUCK50% more
floorspace
utilisation

Increased choice for 
customers

New
operations model

Guidance pack 
created

NPS 
expectation + 

85% 

Roadmap for 
expansion 100

percent 
commitment
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PROJECT CSR, run by Donna McGaharan, involved setting up a corporate CSR function 
within Dixons Carphone Warehouse Ireland from scratch.

PROJECT CREDIT run by Muriel Graham, was to re-write the credit offering for Dixons 
Carphone Warehouse, make it more competitive and drive increased credit business.

DONNA 
MCGAHARAN

Quarterly
newsletter launched

CSR cttee
formed &

met

Schools
Initiative
started

Guidance 
pack created

Internal
communications

rollout

Roadmap for 
expansion 100

percent 
commitment

MURIEL GRAHAM €377k new
Revenues YTD

Consistent revenue 
growth

Accept rates
increased

In-store
training

Full
media
rollout

Legally compliant 
branding 100

percent 
commitment



THE PROJECT FOUNDRY 8

PROJECT AIRSIDE, run by Jaimie Cantwell, was to re-imagine the whole Airside store 
experience to make it number 1 in the area.

CONCLUSION

All six Change Champions were assigned a business critical task with a set 
of KPI’s and expected outcomes. Each Change Champion received ongoing 
training and feedback throughout the project that enhanced their ability to 
project manage every element of their assigned task. The knowledge and skills 
learned during this programme led to the successful delivery of all projects also 
benefited many other aspects of each Change Champions’ role.

JAIMIE 
CANTWELL

New external 
signage

Increased 
mezzanine 
footfall

New mezzanine 
floorplan

In-store
training

Full
media
rollout

New
aspirational
magazine

100
percent 

commitment
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After taking time to discuss and understand the outcomes 
Dixons Carphone were seeking from this engagement, The 
Project Foundry proposed a six month, multi-layered Learning 
& Development process which became known as the Project 
Management Programme.

• Jaimie Cantwell Category Manager - Domestic 
  Appliances
• Julie Buck Retail Support Manager
• Donna McGarahan Employee Relations & Corporate 
  Business Partner 
• Barrie Kelly eCommerce Support Manager
• Muriel Graham Category Manager – Consumer 
  Electronics 
• Anne Dobbyn Commercial Finance Manager

PROJECTS 

Dixons Carphone had a portfolio of strategic change initiatives 
already identified as being of major importance, each aligning with 
their five strategic pillars and requiring people to run them. Each 
of the successful applicants was assigned one of these change 
initiatives on the day of the first formal training sessions.

PROGRAMME INCEPTION 

THE CHANGE CHAMPIONS 

Six month, multi-
layered Learning 
& Development 
process.

None of the 
successful 
applicants 
had previous 
formal Project 
Management 
training.

Each of the 
successful 
applicants was 
assigned one of 
these change 
initiatives on the 
day of the first 
formal training 
sessions.

“ 

“ 

“ 

From the outset and throughout the entire engagement, the six 
Change Champions were trained and encouraged to present to 
each other their ideas, challenges, successes and developing plans.

COMMUNITY OF PRACTICE 
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TPF
Declan 
Ryan

Finance
Seamus 

McGovern

TPF L&D
Joe 

Houghton

TPF PrM
Alan 

Mahon

TPF Support
Sai 

Srinivasan

CEO
Mark 

Delaney

HR
Gillian 

Hanbury

Change Champions

Julie Buck, Jaimie 
Cantwell, Anne Dobbyn, 
Muriell Graham, Barrie 

Kelly, Donna McGaharan

Dixons SMT

Andy Caulfield, Louise 
Shanley, Conor Headon, 

Niall McGovern,  
Declan Kenny

STAKEHOLDERS 
Encourage 
each Change 
Champion to 
practice the 
ideas and 
techniques 
intorduced in the 
context of their 
assigned project.

Bespoke 
templates for 
weekly project 
updates were 
intorduced.

The synergising 
of approaches 
is a key element 
of The Project 
Foundry’s 
approach.

“ 

“ 

“ 

CONCLUSION

The Project Foundry analysed Dixons Carphone’s training needs and proposed a 
six month process called The Project Management Programme for six head office 
management staff with no previous formal Project Management training. The 
demand for places was extremely high and the six staff were selected and assigned 
a strategic change initiative to plan and implement as part of their training with the 
support of various senior members of staff. The chosen Change Champions were 
very motivated to hit the ground running after their successful selection from a 
competitive field of applicants. 
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Formal classroom-based training, six hour-long, one-to-one 
coaching sessions each week, a weekly Friday morning review – 
the programme demanded many slots from the meeting room 
calendar. 

CL ASSROOM-BASED TRAINING

Delivered in the boardroom, offering a good environment for the 
Change Champions to absorb the training and work on putting 
their initial ideas and plans together.

ONE-TO-ONE COACHING SESSIONS

A small, quiet office is all that is needed for these sessions, ideally 
with a degree of visual privacy as the discussions can sometimes 
surface tensions.

THE “WAR ROOM”

Early in the programme, the Change Champions were asked by 
Gillian & Seamus what they wanted to facilitate the process. One 
of the asks from the group was for a dedicated room that the 
Change Champions could use as “their” space.

FRIDAY REVIEWS

Weekly one-to-one individual sessions with Joe on a Tuesday, and 
then a two hour team review session in the War Room 9-11am on 
a Friday morning.

HOW WE DELIVER
CLASSROOM-
BASED 
TRAINING
A good 
environment 
for the Change 
Champions 
to absorb the 
training and 
work on putting 
their initial 
ideas and plans 
together.

ONE-TO-ONE 
COACHING 
SESSIONS
Providing 
the Change 
Champions 
with support, 
encouragement 
and direction.

“ 

“ 

Where they could 
meet and share 
their experiences, 
proved to be a 
great addition to 
the programme 
as well as a 
significant and 
unexpected 
motivator.

“ 
CONCLUSION

The Project Management Programme consisted of formal 
classroom based training, one-to-one coaching sessions and 
a one-to-one weekly review. A War Room space was also set 
aside for group / peer reviews. The War Room proved a huge 
success and allowed the Change Champions to share their own 
experiences, brainstorm and learn from each other throughout 
the programme.
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PM IMPLEMENTATION TEAM PLANNING SESSION - MAY 
(Half Day)

MANAGEMENT AWARENESS – LINE MANAGERS 
(Half Day)

PROGRAMME TIMELINE  

PL ANNING PHASE  

EXECUTION PHASE  

PL AN EXECUTE DELIVERY

PL AN EXECUTE DELIVERY

EXECUTE DELIVERYPL AN

INTRODUCTION TO PROJECT MANAGEMENT – NON-MANAGEMENT STAFF 
(1 Day)

STAGE GATE REVIEW TEAM TRAINING – STAGE GATE REVIEW TEAM
(Half Day)
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MANAGING PROJECTS – SIX CHANGE CHAMPIONS
(2 Days)

• Scoping a project 
• KPIs and ROI
• Defining stages and tasks
• Stakeholder management
• Risk management
• KPIs and metrics (focussed on business measures like Sales, 
 Customer Satisfaction)
• Monitoring & tracking progress
• Delivery & success

By the end of day two, each Change Champion had clearly identified/engaged with the 
project they will complete, identified some KPIs to measure and gauge success and begun 
to create an initial project plan.

STAGE GATE REVIEWS – SMT + CHANGE CHAMPIONS
(3½ Days)

BUILDING PROJECT MANAGEMENT CAPABILITY

REVIEW 1 REVIEW 2 REVIEW 3

STAGE Introduce the review 
process

Familiarise Change 
Champions & SMT with 
process

Embed progress towards 
project completion

MILESTONES

• Creating review 
process

• Introducing review 
format

• Testing review process

• Embedding common 
review culture

• Project KPI 
identification

• Review mid-term 
progress

• Focus final deliverables

• Final directions from 
CEO/SMT

• Clarifying possible 
deliverables

• Key decisions on 
resourcing 

DELIVERABLES

• PM governance forum
• Standardised reporting 

format
• Standardised process 

and toolkits

• Refine reporting 
format

• Confirm projects 
direction & focus

• Adjust expectations as 
required by business 
realities

• Final plans for delivery
• Agreement on 

adjusted scope
• Consensus around 

implementations



THE PROJECT FOUNDRY 17

These Friday 
sessions created 
the community 
of practice we 
had been aiming 
for.

PROJECT COMPLETION PRESENTATIONS – OCTOBER 2018  
(Half Day)

DELIVERY PHASE  PL AN EXECUTE DELIVERY

Following each presentation Mark & the respective project sponsors 
gave comment and congratulations on each of the projects and 
the efforts of the Change Champion involved, and the afternoon 
finished with presentations to the Change Champions of glassware, 
certificates of achievement and other goodies from Dixons Carphone 
and Declan Ryan & David Laird – Managing partners of The Project 
Foundry, and Joe Houghton.   

CONCLUSION

It was important to bring all staff up to speed on the basics of project 
management, as even though all staff would not be part of the initial training 
programme, they would eventually be the ones who would need to embrace the 
tools and fundamentals in order for the new processes to be integrated company 
wide. 

Throughout the Project Management Programme training, the key areas that 
all Change Champions found most beneficial were the one-to-one mentoring 
meetings and the Friday round table review sessions. The one-to-one meetings 
were seen as a safe space to openly discuss and overcome issues with the project 
and also got the Change Champions into the habit of detailed note taking. The 
round table reviews allowed all Change Champions to learn from each other as 
there were many common issues, as well as building comradery as everyone was 
able and willing to help each other. 

Overall the benefits of hands-on training cannot be understated and each Change 
Champion having a live project to apply all of the fundamentals and tools to as 
they learned, allowed them to immediately put the theory into practice and see 
the benefits straight away. By seeing the results on a live project, the Change 
Champions are more likely to repeat this behaviour in future.

“ 
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In the week prior to the final project presentations, video interviews 
were conducted with each of the six Change Champions, asking 
them to reflect on the programme:

IN THEIR OWN WORDS …  

The formal training 
at the beginning 
of the programme 
helped me to build 
a framework for the 
actual project.

I found the one-to-one coaching 
really beneficial because we 
work in a really fast moving 
environment, and the one-to-one 
coaching allowed me to step back 
for a hour and take a proper look 
at how the project was going.

“ “ 

Relationships were built, 
discussions were had – there was 
a lot of support going on in  
the group.

“ 
DONNA MCGAHARAN

The programme gives you insights 
into the skills and techniques 
which can make your life easier.

The one-to-one 
coaching helps to 
realign what it is you 
should be focussing 
on, and also to get 
reassurance that 
you’re on track.

“ “ 

The lesson I learned was  
to bring people along the journey 
with you and get them involved 
from the beginning.

“ 
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JAIMIE CANTWELL

We were able to have the formal 
training at the beginning, then take 
a project and see it through – that 
was very interesting.

The training gave us the 
foundation in terms of this is 
what it should look like, this is 
how you know that it’s going well, 
this is how you can assess a risk 
and assess a challenge and what 
impact is that going to have down 
the line – forward thinking I guess.

“ 

“ 

Everything you 
do comes back 
to this – am I 
delivering on the 
scope? 

“ 
The programme 
has made 
everyone aware 
of teamwork.

“ 

JULIE BUCK

It was nice to step 
out of my day-
to-day and go 
into a classroom 
atmosphere to work 
with you and some 
of the colleagues 
that I wouldn’t have 
normally worked 
with before.

“ The one-to-one support framework 
is huge – it’s been really, really 
good. We’ve all got different styles 
and ways of learning, but the 
coaching adapts to you and what 
works for you.

“ 

As a project manager you are 
accountable for so much, but 
you’re not the person who has to 
deliver on everything.

“ 
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BARRIE KELLY

The Elite PM 
programme enabled 
me to be more 
structured – to put 
manners on how I 
approached the go-
live piece of work.

“ The importance of 
planning was the biggest 
aspect I took away from 
one-to-ones because 
we were always forward 
thinking.

The planning aspect made 
me think beyond what I was 
going to do next week, and 
more about what I was going 
to do next month, and post 
project as well.

“ 

“ 

ANNE DOBBYN

I saw this an 
opportunity to learn 
some skills that I could 
apply to and deliver 
my projects more 
efficiently.

The coaching was 
good because you’re 
speaking to experts 
and they’re putting 
you back on track.

“ 

“ 

It was interesting to see 
that all of us were having 
the same problems, even 
though our projects were 
very different.

What I’ve really learned is 
the power of planning.

“ 

“ 
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PROJECT ASSIGNMENTS 

Dixons Carphone currently do not have a consolidated view of 
their portfolio of projects and change initiatives for the next 12-18 
months.

An annual portfolio/project delivery exercise to map out the major 
local projects and group programmes, combined with a quarterly 
exercise to review upcoming change initiatives to be undertaken 
by the change champions. 

This would also allow for planned assignment of change initiative 
to encourage exposure across the wider business and teams.

CHANGE INTATIVE INITIATION 

Dixons Carphone currently do not have a standard project 
management approach.

Introducing a standardised PM Lite or Agile project management 
approach has been shown to support accelerated project 
mobilisation, planning & cost control. The change champions 
would benefit from clarity over reporting cadence, stage gates, 
overall governance & decision making.

COLLABORATION

Dixons Carphone curently do not have a standardised/configured 
document management solution for project information (such as 
Box or Microsoft SharePoint). 

Access to an enterprise document management solution for 
all project artefacts & supporting information would improve 
collaboration on key project documents. Combined with standard 
project templates and folder structure this will accelerate project 
mobilsation & reduce overall duration. 

PROGRAMME LEARNINGS
The time, funds 
and effort 
put into this 
programme was 
amply repaid by 
projects which 
all delivered, 
none of which 
failed.

“ 

Change 
Champions 
had expanded 
their business 
knowledge, 
contacts and 
network, and 
achieved 
successes they 
might otherwise 
not have thought 
they could have 
attained.

“ 
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ONLINE LEARNING PORTAL 

Dixons Carphone currently do not have a project management 
tool (commonly referred to as PPM). A project management tool 
would allow quick and easy creation of basic project plans, task 
lists, reports & timelines. It will also ensure that cottage industries 
around Microsoft Excel and different information silos are not 
created. 

DEDICATED SPACE 

As mentioned - The War Room, provision of a dedicated space 
for project work, meetings and discussions was an unexpectedly 
powerful motivator and value-add to the process.

Build in 
appropriate initial 
training as well as 
coaching in tool 
usage, timeline 
preparation and 
updating as the 
projects progress.

The Project 
Foundry 
Learning 
portal made 
all the training 
and ancillary 
materials 
available to all 
relevant staff in 
a secure online 
environment.

“ 

“ 
CONCLUSION

The Learning & Development programme provided the change 
champions with the required skillsets and training to manage 
and deliver change initiatives on an ongoing basis in Dixons 
Carphone. Overall this will allow the Dixons Carphone business 
to deliver additional change in a fast paced and evolving retail 
business and environment. 

With additional investment in the areas above, combined with The 
Project Foundry project leadership, Dixons Carphone could have 
a highly effective delivery model which supports the company’s 
growth plans and maximises value of the service




