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‘ COMPLETE: Potential areas of risk

Based on the project playbook

scenario in the previous slides, identify | identified following as potential risks for moodies,

at least three to four general potential

issue areas of risk. 1.
2.
3.
4.

Content Development and Availability — The Content Author planned
absence could delay content analysis, writing, and review.

QA and Testing Capacity — The QA Tester departure could create a resource
gap during testing and UAT.

Technical Integration and Implementation — Technical integration and
website implementation activities could require rework and affect subsequent
milestones.

Content Relevance and Coverage — If new content does not adequately
address high-volume customer questions, the project may not achieve its
customer service and workload-reduction objectives.
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‘ COMPLETE: Potential areas of risk

Do the project objectives lead to the
company/project goal? Why or why
not?

Yes.

The project objectives directly support Moodies’ goal by addressing high-volume
customer queries, reducing support workload and turnaround time, and
improving customer satisfaction and retention.

e 20% increase in customer satisfaction — improves customer experience
and supports retention.

e  40% reduction in representative response time — helps handle
high-volume queries more efficiently.

e 80% reduction in social media questions — encourages customers to use
the self-service portal.

e Resolution time reduced from 4 to 2 days — lowers turnaround time and
improves service efficiency.

These objectives create value by making customer support faster, more efficient, and
more responsive, supporting both customer satisfaction and retention.



‘ COMPLETE: Risk assessment

Perform a risk assessment based on the project plan portion of the project scenario. Identify any potential
team related risks and then identify 4-6 potential risks to the project plan (milestones and tasks).

From the list of team members, identify
any missing roles and other areas of Following are missing roles and other areas of potential risks
potential risk.

e  Backup Content Author: Planned absence could delay content research,
writing, and review.

e Replacement QA Tester: QA tester departure creates a gap in testing and
UAT.

e Business/Requirements Analyst: No dedicated role for analyzing
high-volume customer questions and defining content requirements.

e Training/Change Support: No dedicated resource for employee training
and adoption during rollout.

e Knowledge Transfer: QA tester departure could result in loss of project
knowledge.

e Resource Bottlenecks: Limited engineering/design resources could cause
delays if rework is required.
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‘ COMPLETE: Risk assessment

Project plan/Milestones assessment Key Risk: Resource availability is the significant concern because the Content Author
is taking time off and the QA Tester is leaving, potentially creating delays across

Identify 4-6 potential risks to the multiple milestones.

project plan.

Below table represents potential risks across each milestones.

e Affected Tasks

1. Content Author Unavailability MI: T1-T3

2. QA Tester Departure M4: T9-T
3. Technical Integration Issues M3: T6-T8
4. Design Delays [ Rework M2: T4-T5

5.Insufficient Coverage of High Volume M1 & M4: T1-T3, T9-TII
Questions

6. Training & Rollout Delays Mb5: T12-T14



COMPLETE: Determine risk probability and impact

Fill in the table with each risk and then determine the probability and potential risk impact (high,
medium, low) of each risk. There’s a wide range of acceptable answers. You can use the list at the
bottom of the playbook scenario document to give you some ideas.

Probability Impact
Risk description (high, medium, low) | (high, medium, low)

1. Content Author Unavailability: Planned time off may delay content
analysis, research, writing, and review. High High

2. QA Tester Departure: The QA tester departure may leave insufficient
resources for QA testing, issue reporting, and UAT. High High

3.Technical Integration Issues: Problems during website content
integration or technical implementation may require rework and delay
the project. Medium High

4. Design Delays [ Rework: Changes or delays in page planning and
design may postpone content implementation. Medium Medium

5. Insufficient Coverage of High-Volume Questions: New content may
not fully address the most frequent customer questions, requiring
revisions and additional testing. Medium High

6. Training & Rollout Delays: Delays in customer service representative
training or enablement may affect adoption and the final rollout. Medium Medium
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REVIEW: Unforeseen risk - Curveball scenario

You were just notified by the legal team for Moodies that California, New York, Texas, Arizona, Colorado,
and Florida just passed laws requiring all commerce websites to be available in both English and
Spanish effective March of the upcoming year. At present, the content written for the new customer
support portal is only written in English. Your task is to develop a risk mitigation plan and an email

communicating the plan and update frequency.

Do your best to identify the risk mitigation strategy and tasks to address this situation, along with a

reasonable timeline. Your best estimates are fine.

>> Continue on the next slide
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‘ COMPLETE: Unforeseen risk - Curveball scenario

Complete the table below by selecting a risk management strategy and populating tasks, descriptions,
and timelines for your plan.

Which risk management strategy will you use in this scenario? Transfer — Outsource Spanish translation to a

. e . qualified translation vendor to reduce internal
(Avoidance, mitigation, transfer, or acceptance) , Hint. Reflect on resource constraints and ensure bilingual content

whether this risk should be addressed internally or through outside is completed before the March compliance
expertise. deadline.

Key point: The vendor handles the translation, while Moodies retains responsibility for review, approval, compliance,
implementation, and testing.
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‘ COMPLETE: Unforeseen risk - Curveball scenario

Task Description Timeline

Confirm Legal Requirements Confirm bilingual requirements and March compliance deadline with Legal. | Week 1

Assess Translation Scope & Identify content requiring translation and obtain vendor estimates. Week 1-2

Cost

Check Contingency Budget Confirm whether available contingency funds cover the estimated Week 2
translation cost.

Raise Change Request if Request additional funding approval if the contingency budget is Week 2-3

Needed insufficient.

Select Translation Vendor Engage a qualified vendor after funding approval. Week 3

Outsource Translation Provide finalized English content to the vendor for Spanish translation. Weeks 4-7

Review & Approve Translation Content and Legal teams review the translated content. Weeks 8-9

Implement & Test Add Spanish content and test the bilingual portal. Weeks 10-11

Final Compliance Review Legal confirms compliance and readiness before the March deadline. Week 12




‘ COMPLETE: Develop a risk communication plan

Write an email to stakeholders describing your Please check next slide for email draft
risk mitigation plan, status, and expected

meeting frequency for updates.

<Subject Line: keep it concise and informative>
<Briefly state the purpose of the email>

<Clearly describe the risk(s) the project is facing
and the impact>

<Briefly explain the risk mitigation plan to address
the risks>

<Set expectations on when stakeholders should
expect updates>

<Close the email by soliciting questions and
feedback>

Try writing the email independently first, then ask your favorite Al tool to review your work and suggest
improvements. Remember to give Al all of the context it needs to write a clean, effective email. (Optional)
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‘ COMPLETE: Develop a risk communication plan

Subject: Moodies Portal — Spanish Translation Compliance Risk & Action Plan
Dear Stakeholders,
The purpose of this email is to provide an update on the new Spanish-language website requirement and our response plan.

Risk: New laws require commerce websites in CA, NY, TX, AZ, CO, and FL to support both English and Spanish by March. Our
current portal content is English only, creating a potential compliance and timeline risk.

Plan: We will outsource Spanish translation to a qualified vendor using available contingency funds. If the vendor cost exceeds
the available contingency budget, we will submit a change request for additional funding and approval before proceeding.

The vendor will handle the translation, while Moodies retains responsibility for review, approval, compliance, implementation,
and testing.

Updates: Stakeholders will receive weekly updates on translation progress, budget usage, timeline, and risks. Any issue
affecting the March compliance deadline or requiring a change request will be communicated immediately.

Please share any questions, concerns, or feedback regarding this plan.

Best regards,
Radha Manjunath
Project Manager




