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IT PROJECT STARTER KIT
Project Charter
The one document that says why this project exists, what it will deliver, and who has agreed to it. Write it in Initiation, get it signed, and come back to it whenever scope is questioned.
	How to use this template: grey italic text is guidance or an example. Replace it with your own words and delete what you do not need.
Keep it short. A good charter is 2 to 4 pages. If a section needs more, link to a separate document.


1  Project at a glance
	Project name
	Customer Self-Service Portal

	Project sponsor
	Name, title. The person who owns the budget and the business result.

	Project manager
	Name, title

	Start date / target end date
	01-Nov-2026 / 30-Apr-2027

	Charter version and date
	v1.0, 12-Oct-2026


2  Why are we doing this?
Two or three sentences on the problem and the business reason. If you cannot say why in plain words, the project is not ready to start.
	Example: Customers currently call support for simple account changes, creating around 1,200 calls a month and a 2-day wait. A self-service portal will let customers do this online, cut call volume and free the support team for complex cases.


3  Objectives
What will be true when the project succeeds? Make each objective measurable and give it a date (SMART).
1. Reduce account-change support calls by 40% within 3 months of go-live.
1. Launch the portal to all customers by 30-Apr-2027.
1. Reach a customer satisfaction score of 4.2 / 5 or higher for portal users.
4  Scope
Being clear about what is OUT is as important as what is IN. Most scope arguments come from the 'out' list that nobody wrote down.
	In scope
	Out of scope

	Web portal (desktop and mobile browser)
Password reset, profile and address changes
Integration with the current CRM
Training for support staff
	Native iOS / Android apps
Billing and payment changes (phase 2)
Replacing the CRM
Arabic language version (phase 2)


5  Key deliverables
	Deliverable
	Description
	Acceptance (how we know it is done)

	Portal MVP
	Login, password reset, profile changes
	Passes UAT; signed off by sponsor

	CRM integration
	Two-way sync of customer details
	Changes appear in CRM within 1 minute

	
	
	


6  Milestones
	Milestone
	Target date
	Owner

	Charter approved
	15-Nov-2026
	Sponsor

	Design signed off
	
	

	UAT complete
	
	

	Go-live
	
	


7  Stakeholders
Stakeholders are the people who care about the result or can affect it. List the main groups and what they need from you.
	Stakeholder
	Role / interest
	Influence
	How we keep them informed

	Head of Customer Service
	Main beneficiary; supplies UAT testers
	High
	Fortnightly steering meeting

	IT Security
	Approves access and data handling
	High
	Design review + sign-off

	
	
	
	


8  Budget and resources
	Approved budget
	Amount and currency, plus contingency (e.g. 10%)

	Core team
	Roles and approximate allocation (e.g. 2 developers full-time, 1 QA 50%)

	External suppliers
	Vendor name and what they provide


9  Risks, assumptions and constraints
List only the top few here. Track the full list in the Risk Register and RAID Log from this kit.
	Type
	Description

	Risk
	If key users are not released for UAT, defects will be found after go-live.

	Assumption
	The CRM vendor will provide API access by December.

	Constraint
	Go-live must avoid the December peak period.


10  Success criteria and how we will close
How will the sponsor decide the project is finished and successful? Who receives the handover?
	Example: Project closes when the portal is live for all customers, objectives are being measured monthly, support owns the service, and a lessons-learned session has been held.


11  Approval
Signing the charter gives the project manager authority to use the agreed resources.
	Name
	Role
	Signature
	Date

	
	Project sponsor
	
	

	
	Project manager
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