PROJECT MANAGEMENT
PLAYBOOK

GET STARTED WITH PROJECT MANAGEMENT

Create a project brief




REVIEW: Email from the CEO

You've received an email from the CEO of Moodies announcing the Customer Support
Redesign Project.

Use the details from this email to complete your project brief (slides 5-10).

» Remember: If something is unclear or missing, note it as an assumption or next step for
clarification — that's part of real-world project planning.

Click here to review the email.
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https://docs.google.com/document/d/1sTMBJFCcQL6QJO7HkEb3ihpsiy0R5n3J8Mb0I4yrki8/edit?usp=sharing

| COMPLETE: Project brief executive summary

Create an executive summary using the The Moodies Customer Support Redesign project has been
information found in the emaiil. initiated to address the growing volume of customer inquiries

. resulting from the increasing popularity of Moodies shoes.
Guidance:

e Summarize why the project is happening The project will redesign the customer service website and

implement a chatbot to provide faster responses to common

e Briefly describe 2-3 key project goals. customer questions. These improvements aim to reduce the

e Describe the intended impact on workload on customer support representatives while improving
customers and the support team. response times and issue resolution. Ultimately, the project

e Keep it to 3-5 sentences, written as a seeks to enhance the overall customer experience, increase
high-level overview for leadership. customer satisfaction, and reduce customer inquiries dcross

social media channels.
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| COMPLETE: Project goals and objectives

Use the scenario provided to

identify:
e One project goal (broad, Goal:
long-term outcome) - Improve efficiency and effectiveness of moodies customer support by
e One project objective redesigning customer service website and introducing a chatbot
(specific, measurable result
that supports the goal) Obijective :
. - Achieving 20% increase in customer satisfaction.
Guidance:

e The goal answers what you
want to achieve (big picture).

e The objective describes how
success will be measured.
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| COMPLETE: Project scope

Redesign Customer service website

Introduce a chatbot, for common customer queries
Identify the new website content

Implement new website content on customer service
Guidance: website

What is considered in scope in this scenario?
List at least five items. (Tasks, deliverables, or
areas the team will focus on.)

HWN -

“In scope” = what the project will do. 5. Conduct testing and quality assurance before release
6. Train customer support representatives on new system

What is considered out of scope in this Any work not included in the project scope will be

scenario? List at least three items. (ltems not considered out of scope and evaluated as a new

part of the project or handled by other request.

teams.)

Guidance:

“Out of scope” = what the project will not do.
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| COMPLETE: Project milestones and timeline

List 4-6 milestones would you include in your 1. Identifying and writing new content.
project brief? (Think of major checkpoints or 2. Designing the page for new content
deliverables mentioned in the CEO’s email.) 3. Implementing content on the website.
4. Completing Testing and Quality Assurance of website
and chatbot.
5. Training support representatives on new system.
What is the expected timeline for this project Approximately 6 months
based on the CEO’s email?
Identify 1-2 details about the timeline that are start date, end date and any milestone dates are not
still unknown or need clarification. specified
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I COMPLETE: Project budget

What is this project’s starting The project budget is pending approval. So project starting budget
budget? is not determined.Once finalized, it is unlikely to allow for significant
changes.

Guidance: Even when information
Is incomplete, indicate what’s
known and what needs
clarification.

A 20% increase in customer satisfaction.

A 40% reduction in support reps’ time on inquiries.

An 80% reduction in social media inquiries.

Reduced issue resolution time from 4 to 2 days.

At least 40% decrease in total inquiries based on internal
testing.

70%+ positive customer feedback during focus group testing

What are the success criteria for
this project?

ok~ WON -

o
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ICOMPLETE: Project budget

Head of Customer Service
Product Owner
Project Manager [ Technical Project Manager

Which roles are part of the project 1.
2
3.
4. Engineer
5
6
7

team in this scenario?

Product Designer
Content Author
. Quality Assurance Tester
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| COMPLETE: Constraints, assumptions, and risks

List at least two constraints in this project? . once budget is approved, it is finalised, changes not
allowed. This limits the team flexibility to increase
spending during project

2. Timeline is not fixed.The project must be completed in
approximately six months.

(Constraints are limitations the team must
plan around.)

List at least two assumptions in this project? . Legal and regulatory teams have approved the content
and no further legal review will delay the project.

2. Atleast three support reps will participate in testing and
provide feedback.

(Assumptions are things you believe to be
true for now, but should be confirmed later.)

Who is responsible for identifying and Project Manager [ Technical Project Manager is responsible
managing risks for this project? for managing risks, with risks identified collaboratively by

' - takeholders and project team.
¢ Hint: One person manages the risk stakeholders and project tea

process, but risks are identified with help
from the broader team.
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