
PROJECT MANAGEMENT 
PLAYBOOK

CREATE A PROJECT PLAN

Build a project plan



For this playbook, you’ll take the role of project manager to lead the initiative to revamp Moodies' 
customer service portal. The goal is to enhance customer self-service and reduce the current 
dependency on direct customer service interactions. This update is critical for scaling support to 
match the growing demand for our mood-responsive shoes. You’ll be creating a project plan for 
the initiative. Senior management wants to kick off the project at the beginning of the year (Jan 2). 

Moodies is at the forefront of innovative footwear, offering unique shoes that change color based on 
the wearer's mood. With two main product lines for kids and adults, our popularity has surged, 
leading to a high volume of customer inquiries. Our current support system, relying heavily on FAQ 
and direct email communication, is no longer sustainable. Leadership has identified the need for a 
more efficient, user-friendly customer support experience. This project will focus on redesigning the 
customer support portal to provide quick, efficient service while maintaining the personalized touch 
that Moodies is known for.

INSTRUCTIONS: Introduction and background
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You have been provided with the initial milestones for Moodie’s newest customer improvement initiative. 
Your task is to develop a project plan that aligns with the milestones using the provided template. Below is a 
list of the five milestones.

1. Identifying and writing new content
2. Designing a page for new content
3. Implementing content on the website
4. Testing and quality assurance
5. Enablement for customer service representatives

Building the project plan requires breaking down the work into smaller, more understandable tasks, and 
estimating how long they will take. This generally requires reaching out to stakeholders for more information. 

Use the information from the document linked below to fill out the information in the project plan on the 
next slide. For dependencies, assume the project’s tasks are done sequentially.

Module 4 Playbook - Email Communication

REVIEW: Gathering information
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https://docs.google.com/document/d/1iNl4Nv0kPM4t9beHgozbAwTl2pcxNTrJb1nhWQieC9w/edit


COMPLETE: Create the project plan

© 2026 Ziplines Education | Proprietary and Confidential | Do not duplicate or distribute without written permission.

Break each milestone into at least two tasks (there could be more!) and then fill in the additional columns.

Assumptions used:

● Working days are from monday to friday
● All tasks are sequential
● 1 week = 5 working days.
● Half week = 3 working days.

Note :
Project start date is mentioned as January 2, 2027. since it is saturday, i would consider January 
4th 2027 as project start date.



COMPLETE: Create the project plan

Milestone # Task # Task Description Duration Start Date Finish Date Dependencies

1 1.1 Content analysis 1 week Jan 4, 2027 Jan 8, 2027 None

1 1.2 Content research and gathering 1.5 weeks Jan 11, 2027 Jan 20, 2027 1.1

1 1.3 Content writing and review 3 weeks Jan 21, 2027 Feb 10, 2027 1.2

2 2.1 Page design planning 1 week Feb 11, 2027 Feb 17, 2027 1.3

2 2.2 Page layout and graphic design 2 weeks Feb 18, 2027 Mar 3, 2027 2.1

2 2.3 Content integration into page (prototype) 1.5 weeks Mar 4, 2027 Mar 15, 2027 2.2

3 3.1 Technical integration planning 1 week Mar 16, 2027 Mar 22, 2027 2.3

3 3.2 Content implementation on website 2.5 weeks Mar 23, 2027 Apr 8, 2027 3.1

4 4.1 QA test planning & test case creation 1.5 weeks Apr 9, 2027 Apr 20, 2027 3.2

4 4.2 QA testing and issue reporting 2 weeks Apr 21, 2027 May 4, 2027 4.1

4 4.3 User acceptance testing (UAT) 2 weeks May 5, 2027 May 18, 2027 4.2

5 5.1 Customer service representative training 2 weeks May 19, 2027 Jun 1, 2027 4.3

5 5.2 Enablement and integration planning 1 week Jun 2, 2027 Jun 8, 2027 5.1

5 5.3 Phased rollout 2 weeks Jun 9, 2027 Jun 22, 2027 5.2



REVIEW: Breaking the work down further
Now that you’ve put together the project plan, you begin working with the head of customer service to break 
down the work for the first milestone into more detail. Below is what you came up with. Use this list of tasks 
below to create a project network diagram on the following slide. Then, determine the critical path and 
calculate the shortest amount of time it would take to complete this milestone.

Task # Task Description Duration Dependencies

1.1.1 Analyze customer satisfaction data 3 -

1.1.2 Review existing content 5 -

1.2.1 Identify frequently asked questions 5 1.1.1, 1.1.2

1.2.2 Team ideation sprint 2 1.1.1

1.2.3 Prepare report 7 1.2.1, 1.2.2

1.3.1 Define content structure 5 -

1.3.2 Create content drafts 10 1.2.3, 1.3.1

1.3.3 Review, revise, and finalize content 10 1.3.2

© 2026 Ziplines Education | Proprietary and Confidential | Do not duplicate or distribute without written permission.



COMPLETE: Create a project network diagram
Use the list of tasks on the previous slide to create a network diagram. Then, highlight the critical path and 
calculate the shortest time to complete the milestone. Tip: use elbow connectors to link the tasks. You can 
copy and paste the one below. The task numbers and durations (in parentheses) have already been added 
to the slide. Drag and drop to move them.

Minimum time to complete the milestone: 37
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