
PROJECT MANAGEMENT 
PLAYBOOK

MANAGE STAKEHOLDERS

Assemble your team



As the project manager for Moodies’ newest customer experience improvement initiative, you want to 
connect with stakeholders as soon as possible. Although you’re familiar with the CEO and CFO, you’ll be 
working with a completely new team. There’s a non-negotiable 6-month timeline to implement measures 
to increase customer satisfaction and reduce the time, people, and money it takes to respond to 
customer inquiries. Now that the project brief is complete (based on previous email), your next step is to 
assemble your team. 

You are provided an initial list of stakeholders; it’s up to you to identify, validate and engage with the 
appropriate people ahead of the project kick off.

Through your relationship with the CFO, you have learned that the ongoing customer experience issues 
are negatively impacting revenue; long term customers aren’t renewing and the head of customer 
service has had to keep hiring new reps to keep up with the volume.

You received an email from the head of customer service with more details. Click here to review. 

REVIEW: Email from the head of customer service
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https://docs.google.com/document/d/1sTMBJFCcQL6QJO7HkEb3ihpsiy0R5n3J8Mb0I4yrki8/edit?usp=sharing
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COMPLETE: Your key stakeholders

WHO ARE YOUR STAKEHOLDERS? NAME & TITLE MOTIVATION & RESPONSIBILITY

Who is your project lead and 
why is this project important for 
them?

Radha Manjunath
Project Lead

Drive successful project delivery by 
improving customer satisfaction and 
operational efficiency through project 
planning, stakeholder coordination, risk 
management, execution and training.

Who is your executive sponsor 
and how does this project align 
to business goals?

Melinda Carlyle
Head of Customer Service

The project aligns with business goals by 
improving customer satisfaction, 
increasing operational efficiency, 
reducing support costs, and 
strengthening customer retention.

Using the email from the head of customer service, identify your key stakeholders and the additional 
stakeholders that will make up your project team. You’ll also include notes and/or questions that are relevant 
to moving the project forward. 
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key stakeholders

WHO ARE YOUR STAKEHOLDERS? NAME & TITLE MOTIVATION & RESPONSIBILITY

Product Owner Naomi Brown,
Product Owner

Oversee customer service portal, prioritize 
requirements, refine feedback channels, 
and improve customer experience.

Notes

● Confirm budget approval before finalizing resource allocation and detailed project planning.
● Confirm the project start date  and end date to establish the detailed project schedule.

Questions

● What are the highest-priority customer issues the redesigned website and chatbot should address?
● What features are included in the initial release of the customer service portal?
● Are there any technical constraints or system integrations that could impact implementation?
● How will customer feedback be collected and prioritized throughout the project?



REVIEW: Ownership grid

NAME AND TITLE RESPONSIBILITIES

Diana Delaney
Software Engineer

● Responsible for all platform work 
● Will be coding any changes
● Partner w/ PM and Chatbot Rep. for integrations with the chatbot

Stu Sampson
Quality Engineer

● Testing the changes and integrations
● Flagging and partnering to resolve critical bugs
● Writing test cases

Andy Adler
Content Creator

● Revising existing content
● Creating new content based on customer needs 
● Copyediting

Rika Rickles
Chatbot Rep.

● Provides all support and resources for integration and deployment of Chat Bot

Hans Hindleman
Product Designer

● Works with Project Lead to map out areas of UI improvement
● Creates the visual flows for the content revisions and the flow for pushing users to different paths
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Review the responsibilities of your project stakeholders. Complete the ownership grid on the next slide by 
describing your role and responsibilities as the project manager. 



COMPLETE: Ownership grid
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NAME AND TITLE RESPONSIBILITIES

Radha Manjunath
Project Manager

● Plan and coordinate portal redesign, content updates, UI improvements, and 
chatbot integration activities.

● Partner with the Product Owner to prioritize features that reduce customer 
inquiries and response times.

● Ensure all project deliverables are completed, approved, and ready for 
deployment within six months.

Finish the ownership grid by describing at least three responsibilities as the project manager 
assigned to the project. 



COMPLETE: Gathering more information

QUESTION RESPONSE

What critical information, if any, is 
missing from the project brief? List at 
least two information gaps.
Consider any additional information that 
would help you successfully manage your 
stakeholder team.

1. Detailed project budget and funding approval timeline are 
missing, making resource planning difficult.

2. Project start date, milestone schedule, and target completion date 
are not specified beyond the six-month duration.

3. Technology requirements and system integration details are not 
specified, making implementation planning more difficult.

What questions will you need to ask 
to uncover the missing information? 
Synthesize your response into at least two, 
but no more than four questions you 
should ask your stakeholders.

1. When will the project budget be approved, and what budget 
constraints should the team plan for?

2. What are the planned project start date, target completion date, 
and key milestone dates?

3. Are there any technology or system integration requirements 
the project team should consider during planning?
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COMPLETE: Building relationships

PROMPT/QUESTION RESPONSE

Create a short blurb that you’ll use 
to introduce yourself during the first 
project meeting.
This should include a fun or 
interesting fact about yourself, along 
with relevant info about your role.

Hello everyone, 
I am Radha, and I'll be leading the Moodies Customer Support 
Redesign project. My role is to keep our team aligned, coordinate 
project activities, and help us achieve our customer experience 
goals. A fun fact about me is that I love traveling and trying local 
cuisines wherever I go.

List two ways that you can garner 
trust with your stakeholder group.
Include the reasoning for this approach 
and any data you’re using to support it.

1. Build partnerships through honest, transparent communication 
by introducing my role, setting clear expectations, encouraging 
open dialogue, and validating information before sharing 
updates. This builds trust and fosters accurate, consistent 
communication across the project team.

2. Acknowledge stakeholder feedback and learning curves with 
empathy. This encourages open communication and 
collaboration among the cross-functional team delivering the 
project.© 2026 Ziplines Education | Proprietary and Confidential | Do not duplicate or distribute without written permission.



COMPLETE: Introduction email: Overview and outcomes 

PROMPT RESPONSE

Write a brief overview of the 
project and at least two 
intended outcomes. 

Remember to keep it concise but 
informative. (100-150 words)

Project Overview

The Moodies Customer Support Redesign is a six-month initiative focused on 
improving the customer support experience and streamlining support operations. 
The project will:

● Redesign the customer service website to provide a more intuitive user 
experience.

● Implement a chatbot to deliver faster responses and expand self-service 
support.

By addressing the growing volume of customer inquiries, this initiative aims to 
improve operational efficiency, strengthen customer retention, and create a more 
consistent, user-friendly support experience through collaboration across all 
project stakeholders.

Intended Outcomes

● Increase customer satisfaction by 20%.
● Reduce support representatives' time spent on inquiries by 40%.
● Decrease issue resolution time from 4 days to 2 days.

Draft each component of an introduction email that will set expectations for how the project team will 
interact on slides 10-12. Refer back to lesson 3 if you need a refresher.
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COMPLETE: Introduction email: Set expectations

PROMPT RESPONSE

Write an introduction to why 
stakeholders are receiving 
this communication. 

Guidance: Why are stakeholders 
receiving the email? What is 
their role in the project?

You are receiving this email because you are a key stakeholder in the 
Moodies Customer Support Redesign project. 

Your expertise and collaboration are essential to delivering a successful 
project. Throughout the project, you'll be asked to provide input, share 
feedback, and support decisions within your area of responsibility.
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Draft the portion of the email that will set expectations for how the project team will be involved.



COMPLETE: Introduction email: Next steps

PROMPT RESPONSE

Explain what stakeholders can 
expect next, including:

● Communication cadence

● Meetings, planning steps

● Documentation links

● A call to action for anyone 
receiving the email

Next Steps

● Communication Cadence: You will receive regular project updates, 
milestone progress, and notifications when your input or decisions 
are needed.

● Meetings & Planning: We'll begin with a kickoff meeting, followed by 
planning sessions and stakeholder check-ins to keep the project 
aligned and moving forward.

● Project Documentation: Project documents, meeting notes, and 
status updates will be shared in our project workspace for easy 
access.

● Action Required: Please review the project brief before the kickoff 
meeting and share any questions, feedback, or scheduling conflicts.
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Draft the portion of the email that describes next steps.



INSTRUCTIONS: Refine your email with ChatGPT

Let’s try using ChatGPT to refine your email. Paste your responses from slides 10-12 into ChatGPT and ask 
for help drafting a polished introductory email to the key stakeholders. Paste your refined email copy on 
the following slide. Note, this is part of the playbook is optional. 
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Try a PROMPT like:

“Review the following project information and draft a project kick off meeting 
invite and agenda I can send to all meeting attendees. Write this like an 
experienced project manager” 

“I want to check in with my team on their project tasks on Slack. Can you help 
me write a supportive yet productive project check-in message that asks 
teammates to share their status.”
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OPTIONAL: Refine your email with ChatGPT
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CHATGPT generated email

Dear Team,

I hope you're doing well.

I'm excited to welcome you to the Moodies Customer Support Redesign project. This six-month initiative will improve our customer support experience by redesigning the customer service 
website, updating support content, and implementing a chatbot. Together, we'll streamline support operations, reduce response times, and create a more efficient, user-friendly experience for our 
customers.

Our Project Goals

● Increase customer satisfaction by 20%.
● Reduce support representatives' time spent on inquiries by 40%.
● Decrease issue resolution time from 4 days to 2 days.

You are receiving this email because you are a key stakeholder in this project. Your expertise and collaboration are essential to achieving these goals. As we begin, there will naturally be some 
unknowns and a learning curve for all of us. My goal is to build an open, collaborative environment where we communicate honestly, support one another, and work together to deliver the best 
outcome for our customers.

Over the coming weeks, I'll keep you informed with regular project updates, key milestones, and any decisions requiring your input. We'll begin with a project kickoff meeting, followed by planning 
sessions and stakeholder check-ins as needed. Project documents, meeting notes, and status updates will be available in our shared project workspace, ensuring everyone has access to the latest 
information.

Before the kickoff meeting, please review the project brief and let me know if you have any questions, concerns, or scheduling conflicts. I'd also appreciate hearing what support you need from me to 
help you succeed in your role.

Thank you for your partnership. I look forward to working with each of you to make this project a success.

Best regards,

Radha Manjunath
 Project Manager
 Moodies Customer Support Redesign
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