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Executive Summary
This report presents a comprehensive project management plan for implementing an online booking and customer management system within my beauty therapy business, which has recently expanded to include advanced body sculpting services. The project aims to address operational inefficiencies arising from manual scheduling and fragmented client records, while enhancing customer experience and supporting sustainable business growth.
The project was selected due to its strategic value in aligning with current industry trends toward digitalisation and its ability to improve efficiency, reduce administrative workload, and enable scalability. The solution integrates both traditional beauty treatments and specialist body sculpting services within a single digital platform, providing 24/7 booking, automated reminders, and centralised client data management.
A hybrid project management approach was adopted, combining PRINCE2’s structured governance (Axelos, 2017) with Agile principles for iterative system configuration and feedback integration (Schwaber and Sutherland, 2020). Key planning tools include a Work Breakdown Structure (WBS), Gantt Chart, and Critical Path Analysis for scheduling; a Stakeholder Power/Interest Grid for engagement strategies; and a Risk Register supported by a Probability/Impact Matrix in line with ISO 31000 guidelines (ISO, 2018).
Environmental influences were analysed through PESTLE (Aguilar, 1967) and SWOT (Learned et al., 1965) frameworks, identifying opportunities in market demand and potential threats from technical or cybersecurity risks. Risks were categorised as strategic, operational, financial, or reputational, with mitigation strategies developed accordingly.
Findings indicate that applying a structured project management methodology significantly improves the likelihood of delivering on time, within budget, and to the desired quality. The report concludes that integrating digital booking tools is essential for maintaining competitiveness in the beauty and aesthetics industry and recommends ongoing monitoring, staff training, and continuous improvement to maximise return on investment.
2. Introduction
Purpose and Scope of the Assignment
The purpose of this report is to design, plan, and critically evaluate a workplace project using established project management methodologies, tools, and techniques. The selected project will be developed from initiation to closure, applying recognised frameworks such as PRINCE2 (Axelos, 2017), PMBOK (PMI, 2021), Agile (Highsmith, 2013), and ISO 31000 (ISO, 2018). The scope of the assignment includes defining the project concept, analysing the internal and external environment, creating a detailed project plan, identifying and mitigating risks, developing a stakeholder communication strategy, and critically reflecting on the project manager’s performance.
Project Overview – What the Project Is
The chosen project is the implementation of an online booking and customer management system for my beauty therapy business, which recently expanded to include advanced body sculpting services. This digital platform will enable clients to book appointments online 24/7, receive automated reminders, and access secure client records. For the business, it will centralise scheduling, integrate payment processing, and generate analytical reports to inform decision-making.
Rationale for Selection – Why the Project Was Chosen
The project was selected for its ability to address current inefficiencies, such as manual booking errors, scheduling conflicts, and time-consuming administrative processes. The expansion into body sculpting services has increased appointment complexity, making automated scheduling essential. Strategically, the system will:
· Improve operational efficiency.
· Reduce missed appointments through automated reminders.
· Enhance client satisfaction by offering greater booking flexibility.
· Provide a scalable infrastructure for future business growth.
Strategic Value and Stakeholder Interest
The system delivers strategic value by strengthening competitive positioning in a saturated beauty and aesthetics market. Key stakeholders include:
· Business owner/project sponsor – responsible for funding and decision-making.
· Clients – beneficiaries of improved convenience and service.
· Software provider – responsible for technical delivery and support.
· Staff/contractors – users of the system for appointment and client management.
Stakeholder engagement will be managed using tools such as the Power/Interest Grid and Salience Model (Mitchell et al., 1997).
Structure of the Report
The report begins by defining the project concept, including its objectives, scope, and justification. It then applies project management theories and processes from initiation to closure, covering methodology selection, environmental analysis, planning tools, communication strategies, risk management, and project monitoring. A critical self-evaluation follows, reflecting on my skills and leadership style. The report concludes with recommendations for future projects.
Key Academic Foundations in Project Management
This work draws on established project management literature, including the PMBOK Guide (PMI, 2021) for process groups and knowledge areas; PRINCE2 for governance and stage boundaries (Axelos, 2017); and Agile principles for iterative development (Schwaber and Sutherland, 2020). Tools such as PESTLE (Aguilar, 1967), SWOT (Learned et al., 1965), and ISO 31000 risk management guidelines (ISO, 2018) inform the environmental and risk analyses.
3. Project Concept Definition
Problem or Opportunity Addressed
The beauty and aesthetics industry is rapidly adopting digital booking solutions, with clients increasingly expecting self-service convenience and personalised engagement (Kerzner, 2022). My business currently relies on manual booking methods, such as phone calls and paper diaries, which has led to scheduling conflicts, increased administrative workload, and limited after-hours accessibility. The recent expansion into body sculpting services has introduced more complex booking requirements, specialist equipment scheduling, and a broader client base. This presents both a challenge and an opportunity: the challenge of managing increased operational complexity, and the opportunity to enhance service delivery through the adoption of an online booking and customer management system.
Goals, Objectives, and Success Criteria
Project Goal:
To implement a fully functional, integrated online booking and customer management system that enhances operational efficiency and client satisfaction.
SMART Objectives:
1. Specific – Select and configure a cloud-based booking platform that integrates beauty and body sculpting services within eight weeks.
2. Measurable – Achieve at least 80% client adoption of the system within the first three months post-launch.
3. Achievable – Deliver the project within the allocated £1,500 budget for software, configuration, and training.
4. Relevant – Reduce manual booking administration by 50% within three months of launch.
5. Time-bound – Complete implementation, testing, and onboarding by the end of Q2 2025.
Success Criteria:
· Fully operational booking system with no critical errors.
· 90% positive feedback in client satisfaction surveys.
· Reduced no-shows due to automated reminders.
· Achieved cost and time savings compared to manual processes.
Project Justification and Rationale
The project aligns with strategic business goals by streamlining operations, improving customer experience, and supporting scalability. It also responds to competitive pressures, as many industry peers already utilise digital booking platforms (PMI, 2021). The return on investment is supported by both efficiency gains and revenue growth potential.
Cost–Benefit Analysis
	Cost Item
	Amount (£)
	Benefit Item
	Estimated Value (£)

	Software subscription (1 yr)
	600
	Reduced admin time (100 hrs/year @ £20/hr)
	2,000

	Set-up & configuration
	300
	Reduced no-shows (20 fewer/year @ £50 appt)
	1,000

	Staff training
	200
	Increased booking capacity (50 extra appts/year @ £50)
	2,500

	Contingency (10%)
	150
	Enhanced client satisfaction & retention
	1,200

	Total Cost
	1,250
	Total Benefit
	6,700

	Net Benefit
	—
	—
	+5,450


The table above demonstrates a strong net benefit, with anticipated payback within the first year of operation.
Key Stakeholders and Project Sponsor
· Project Sponsor: The business owner (myself), responsible for overall direction, decision-making, and funding.
· Clients: The end users whose adoption of the system will determine its success.
· Software Provider: Responsible for delivering, configuring, and supporting the system.
· Staff/Contractors: Daily users of the platform for service scheduling and client management.
High-Level Project Scope
Inclusions:
· Selection, purchase, and configuration of an online booking platform.
· Integration of both beauty and body sculpting services.
· Migration of existing client data.
· Staff training and client onboarding.
· Automation of reminders and payment integration.
Exclusions:
· Custom software development (off-the-shelf solutions only).
· Large-scale hardware upgrades.
· Expansion of service offerings beyond the current portfolio during project delivery.

4.1 Project Management Methodologies
Project management methodologies provide structured frameworks for planning, executing, and delivering projects effectively. For this project, three widely recognised approaches are considered: PRINCE2, PMBOK, and Agile (Scrum).
PRINCE2
PRINCE2 (Projects IN Controlled Environments) is a process-driven methodology, widely used in the UK, that provides a structured governance framework with defined roles, stage boundaries, and documentation requirements (Axelos, 2017). Its seven principles — including continued business justification and managing by stages — make it well suited to projects requiring control and oversight. However, its rigidity can limit flexibility in adapting to evolving requirements (White and Fortune, 2019).
PMBOK
The PMBOK Guide (Project Management Institute, 2021) is a globally recognised standard that defines five process groups — Initiating, Planning, Executing, Monitoring & Controlling, and Closing — and ten knowledge areas. PMBOK focuses on best practices and can be tailored to suit different contexts, making it adaptable for small businesses. The challenge lies in ensuring the framework is proportionally applied, avoiding excessive bureaucracy for smaller-scale projects.
Agile (Scrum)
Agile project management, particularly the Scrum framework, emphasises flexibility, iterative progress, and stakeholder collaboration (Schwaber and Sutherland, 2020). Agile is highly effective when deliverables evolve over time, and user feedback is crucial. However, it may lack the formal governance and documentation needed for projects with fixed deliverables, budgets, and timelines.
Chosen Approach and Justification
For this project, a hybrid approach will be used, combining PRINCE2’s governance with Agile’s adaptability. PRINCE2 will provide the overarching structure, ensuring clear stage boundaries (e.g., procurement, configuration, testing, launch) and accountability. Agile principles will be applied within these stages, particularly during system configuration and pilot testing, to incorporate iterative improvements based on staff and client feedback.
Research supports the hybrid model for small business contexts, noting it can enhance flexibility without sacrificing control (Serrador and Pinto, 2015). This ensures the project remains strategically aligned, while still responsive to operational realities.
4.2 Project Initiation and Business Environment Analysis
Project Initiation
Project initiation establishes the foundation for delivery, ensuring alignment with business goals and securing stakeholder commitment (PMI, 2021). For this project, initiation activities included:
· Business Case Development – Justifying the system based on time savings, reduced no-shows, improved client experience, and competitive advantage.
· Project Charter Creation – Defining objectives, high-level scope, deliverables, and governance arrangements.
· Stakeholder Identification – Mapping all relevant parties, including clients, staff, and the software provider.
PESTLE Analysis
PESTLE analysis examines the macro-environmental factors influencing project success (Aguilar, 1967):
	Factor
	Impact on Project

	Political
	Government small business support schemes; GDPR compliance requirements for data handling.

	Economic
	Inflation increases operational costs; digitalisation offers efficiency savings to offset costs.

	Social
	Rising client expectations for convenience and digital booking; growing demand for body sculpting services.

	Technological
	Affordable, cloud-based booking platforms available; integration with marketing tools and payments.

	Legal
	Data protection obligations under GDPR; consumer rights compliance for online services.

	Environmental
	Digitalisation reduces paper waste, aligning with sustainable business practices.



SWOT Analysis
SWOT identifies the internal strengths and weaknesses alongside external opportunities and threats (Learned et al., 1965):
	Strengths
	Weaknesses

	Established client base; growing reputation in beauty and body sculpting.
	Limited in-house IT expertise for system setup.

	Ability to self-fund the project.
	Reliance on single vendor for core operations.

	Agile decision-making due to sole ownership.
	Potential client resistance to digital adoption.



	Opportunities
	Threats

	Targeted digital marketing via client database.
	Competitors adopting similar or more advanced systems.

	Increased capacity by reducing admin workload.
	Technical issues disrupting bookings.

	Building loyalty through personalised offers.
	Cybersecurity risks if protections are inadequate.



Alignment with Organisational Goals
The project supports short-term goals of reducing administrative burden and enhancing customer service, medium-term goals of increasing appointment capacity, and long-term goals of creating a scalable, tech-enabled service model capable of supporting multi-site expansion.
4.3 Work Breakdown Structure and Project Planning
Work Breakdown Structure (WBS)
A Work Breakdown Structure decomposes the project into manageable deliverables, enabling clearer task allocation, scheduling, and risk management (PMI, 2021). For this project, the WBS consists of five main phases:
1. Project Initiation
· Develop business case
· Create project charter
· Identify stakeholders and roles
2. Planning & Procurement
· Research booking system vendors
· Evaluate shortlisted options
· Finalise contract and budget
3. Implementation
· Configure system settings
· Migrate client data
· Integrate payments and reminders
· Deliver staff training
4. Testing & Launch
· Conduct pilot testing with select clients
· Resolve technical issues
· Full system launch
· Gather post-launch feedback
5. Monitoring & Close-Down
· Track adoption and efficiency metrics
· Conduct lessons learned review
· Prepare closure report
Figure 1: Work Breakdown Structure (WBS)

Gantt Chart / Timeline
The Gantt chart visualises the schedule, showing start and end dates, durations, and dependencies (Kerzner, 2022). Key milestones include vendor selection, configuration completion, pilot testing, and final launch.
	Task
	Start
	Duration (Weeks)
	End
	Dependency

	Business Case & Charter
	Week 1
	1
	Week 1
	—

	Vendor Research & Selection
	Week 2
	2
	Week 3
	1

	Contract Finalisation
	Week 3
	1
	Week 3
	2

	System Configuration
	Week 4
	2
	Week 5
	3

	Data Migration
	Week 5
	1
	Week 5
	4

	Staff Training
	Week 6
	1
	Week 6
	4

	Pilot Testing
	Week 7
	1
	Week 7
	5, 6

	Full Launch
	Week 8
	1
	Week 8
	7

	Monitoring & Closure
	Week 9
	1
	Week 9
	8


The critical path runs through vendor selection → configuration → data migration → pilot testing → launch, meaning delays in any of these will directly affect project completion.
4.4 Project Management Tools and Communication Plan
Assessment of Project Management Tools
Selecting the right project management tools is essential for monitoring progress, coordinating activities, and ensuring alignment between stakeholders. For this project:
· Microsoft Project – Effective for creating Gantt charts and identifying the critical path but may be too complex for ongoing use in a micro-business setting (Kerzner, 2022).
· Trello – A visual, Kanban-style task management tool ideal for smaller teams; useful for tracking tasks across “To Do,” “In Progress,” and “Done” columns.
· Risk Register – A structured table identifying, categorising, and prioritising risks (see Section 4.5), following ISO 31000 guidelines (ISO, 2018).
· RACI Matrix – Clarifies responsibilities by defining roles as Responsible, Accountable, Consulted, or Informed, reducing role confusion during implementation.
For this project, Trello will be used for day-to-day task tracking, the Gantt chart for schedule planning, and the Risk Register for risk control.

Stakeholder Communication Strategy
Effective communication ensures stakeholder engagement and prevents misunderstandings that could cause delays or resistance (PMI, 2021).
Table 1: Communication Plan
	Stakeholder Group
	Method
	Frequency
	Responsibility

	Clients
	Email, social media, FAQ
	Pre- & post-launch
	Project Manager

	Software Provider
	Video call, email
	Weekly
	Project Manager

	Staff/Contractors
	In-person briefing
	Fortnightly
	Project Manager

	Marketing Support
	Trello board, email
	Fortnightly
	Project Manager



Figure 2: Stakeholder Power/Interest Grid
Stakeholders with high power and high interest (e.g., business owner/project sponsor) will be managed closely, while those with low power and low interest (e.g., some external suppliers) will be monitored with minimal engagement.
4.5 Risk Management
Risk management ensures that uncertainties are systematically identified, assessed, and mitigated before they can negatively affect project outcomes (ISO, 2018). This project adopts the ISO 31000 Risk Management Framework, which follows the process of risk identification, analysis, evaluation, treatment, monitoring, and review.
Types of Risks
· Strategic – Risk that the chosen system may not support future scalability, limiting business growth.
· Operational – Risk that staff are unable to use the system effectively without adequate training.
· Financial – Risk of unplanned subscription cost increases exceeding budget.
· Reputational – Risk of negative client perception if the launch experiences technical failures or a data breach.

Table 2: Risk Register
	Risk ID
	Description
	Category
	Probability (1–5)
	Impact (1–5)
	Score
	Response Strategy

	R1
	System lacks scalability
	Strategic
	3
	4
	12 (High)
	Rigorous vendor selection

	R2
	Staff lack skills to use system
	Operational
	3
	3
	9 (Medium)
	Training sessions and user guides

	R3
	Subscription cost increases
	Financial
	2
	4
	8 (Medium)
	Confirm contract terms before signing

	R4
	Technical issues during launch
	Reputational
	3
	5
	15 (High)
	Vendor support package; backup booking method

	R5
	Client data security breach
	Reputational
	2
	5
	10 (High)
	Data encryption, strong passwords, GDPR compliance



Figure 3: Probability/Impact Risk Matrix
The Probability/Impact Matrix visualises which risks require priority attention. High-probability and high-impact risks (e.g., launch failure, scalability limitations) are managed proactively, while low-priority risks are monitored but require minimal resource allocation.
4.6 Monitoring, Control & Project Close-Down
Monitoring and control ensure that the project remains aligned with its objectives in terms of scope, time, cost, and quality (PMI, 2021). Close-down activities confirm that deliverables meet requirements and that lessons learned are captured for future projects.
Progress Tracking Methods
Key Performance Indicators (KPIs), reporting cycles, and performance analysis will be used to track progress:
Table 3: Key Performance Indicators
	KPI
	Target

	Project milestones completed on schedule
	 90% on time

	Client adoption rate of new system
	 80% within 3 months of launch

	Reduction in manual booking administration time
	 50% within 3 months of launch

	Client satisfaction (survey results)
	 90% positive feedback


Reporting will occur weekly during implementation, and Earned Value Analysis (EVA) will be used to calculate the Schedule Performance Index (SPI) and Cost Performance Index (CPI) to identify variances early (Kerzner, 2022).
Handover and Transition
At project completion, formal handover procedures will include:
· Approval of final deliverables by the project sponsor.
· Transfer of system administrative access.
· Documentation of all system settings, workflows, and vendor contact details.
· Final staff refresher training session.

Lessons Learned and Closure Procedures
A lessons learned review will identify successes, challenges, and recommendations for improvement (PMI, 2021). Positive outcomes may include strong stakeholder engagement and vendor responsiveness, while challenges may involve initial client resistance. Closure is confirmed once all deliverables are met, the budget reconciled, and documentation archived.
5. Critical Self-Evaluation: Managing the Project
Self-reflection allows project managers to critically assess their performance, identify strengths and weaknesses, and create targeted strategies for improvement. For this project, Gibbs’ Reflective Cycle (Gibbs, 1988) is applied to evaluate my role as project manager.
Description
I was responsible for all aspects of the project — from initiation and vendor selection to stakeholder engagement, system configuration oversight, and launch. This required balancing operational duties with strategic project planning, all while integrating new body sculpting services into the booking platform.
Feelings
I felt motivated by the potential efficiency gains and customer service improvements but was initially apprehensive about the technical aspects due to limited IT experience. I was confident in my organisational skills but aware that a lack of technical expertise could cause delays.
Evaluation
Strengths:
· Strong organisational and scheduling skills.
· Clear communication with stakeholders, promoting engagement and transparency.
· Strategic alignment of project objectives with long-term business goals.
Areas for Improvement:
· Limited technical skills for configuring booking software independently.
· Hesitation in making rapid decisions when technical issues arose.
· Inexperience with advanced monitoring tools like Earned Value Analysis (EVA).
Analysis
My leadership style reflected Situational Leadership Theory (Hersey and Blanchard, 1988), adapting between directive and supportive approaches depending on the stakeholder. Against the APM Competence Framework (APM, 2018), I scored highly in stakeholder management but identified skill gaps in risk management techniques and Agile sprint planning.
Conclusion
The project demonstrated that I can manage stakeholders and align projects strategically but reinforced the need for improved technical capability and confidence in using advanced project monitoring tools.
Action Plan (PDP)
Table 4: Personal Development Plan
	Development Area
	Action Steps
	Target Date
	Success Measure

	Technical project tools
	Complete online course in MS Project and Trello
	3 months
	Ability to create Gantt charts and task boards independently

	Risk management skills
	Attend webinar on ISO 31000 and Probability/Impact Matrix
	6 months
	Produce comprehensive risk plans unaided

	Agile methodology
	Gain Scrum Master (Foundation) certification
	12 months
	Successfully run Agile sprints in future projects

	Data security awareness
	Complete GDPR and cybersecurity training
	3 months
	Implement enhanced data protection protocols


6. Conclusion
This report has outlined a complete project management plan for implementing an online booking and customer management system within my beauty therapy business, recently expanded to include body sculpting services. The project addressed inefficiencies in manual booking processes, aiming to improve client convenience, reduce administrative workload, and support sustainable business growth.
A hybrid methodology combining PRINCE2’s structured governance (Axelos, 2017) with Agile’s iterative flexibility (Schwaber and Sutherland, 2020) was adopted, ensuring both control and adaptability. Environmental influences were analysed through PESTLE (Aguilar, 1967) and SWOT (Learned et al., 1965) frameworks, highlighting opportunities in market demand and threats from technical and cybersecurity risks.
Key planning tools — including the Work Breakdown Structure (WBS), Gantt Chart, Stakeholder Power/Interest Grid, Risk Register, and Probability/Impact Matrix — provided clarity on task allocation, scheduling, stakeholder engagement, and risk prioritisation. The Communication Plan ensured regular, tailored updates to maintain buy-in from all stakeholders.
Monitoring and control were supported by Key Performance Indicators (KPIs) and Earned Value Analysis (EVA) (Kerzner, 2022), while closure procedures emphasised lessons learned for continuous improvement. A self-evaluation using Gibbs’ Reflective Cycle (Gibbs, 1988) identified strengths in organisation and communication, alongside development needs in technical skills, risk analysis, and Agile application.
The findings confirm that structured, theory-driven project management significantly increases the likelihood of delivering projects on time, within budget, and to the desired quality. For future initiatives, continuing to apply hybrid methodologies while addressing identified skill gaps will further strengthen my ability to manage complex projects effectively and independently.
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