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Project Plan: Implementation of a New Online Ordering and Delivery System for a Retail Business
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1. Introduction
 

Today’s business world is pretty competitive, and organisations have to keep updating, not just because of technology, but also because customers kind of evolve in what they expect. The expansion of digital platforms has changed a lot how customers connect with companies, and now many people seem to want quick, comfortable, and always-available online services. So, if a business doesn’t adopt digital solutions, it may end up with lower customer satisfaction, and honestly less competitiveness too. In this project plan, we look at introducing a brand new online ordering and delivery system for a retail business.

The project that was chosen is about designing, building, and releasing an online platform that lets customers view products, submit orders, handle secure payments, and get home deliveries. The main goal is to make the customer journey better, create extra chances for sales, and improve day to day operations through digital tools.

The project manager’s role, in this kind of work, is vital for making sure delivery actually goes well. As stated by the Project Management Institute (2021) project management means applying knowledge, skills, tools and techniques to project activities in order to hit specific objectives. So the project manager will be accountable for things like planning tasks, sorting out resources, dealing with stakeholders, keeping an eye on risks, and making sure the project lands on the agreed time, cost, and quality levels.

A clear project plan is needed to keep the direction consistent through the whole project lifecycle. This plan will use common project management approaches such as a Work Breakdown Structure (WBS), milestone planning, and resource allocation. 
2. Project Aim, Objectives and Scope

Project Aim

The point of this project is to successfully design, develop and then roll out an online ordering ,and delivery system within a six month period. The goal is to improve customer experience, raise business efficiency , and also build an extra revenue channel for the retail organisation.  

More or less, the project is meant to give customers a smoother digital shopping routine while helping the business handle order management and delivery operations in a better way. Once an online platform is introduced, the organisation can adjust to changes in consumer behaviour, and stay competitive in a marketplace that is going digital faster and faster.


Project Objectives

To get to the overall aim, the project will concentrate on these objectives, sort of one by one but also in parallel when needed:

· To analyse business and customer requirements
· The project team will do research and talk with stakeholders to figure out what customers expect, what features are needed and which technical requirements apply.
· To design and develop an effective online ordering platform
· This will mean building a website or mobile application that is easy to use where customers can find products quickly, place orders, and finish transactions without friction.
· To integrate secure payment solutions
· The system will include dependable payment methods, so customers can complete purchases safely and with less worry.
· To develop an efficient order and delivery management process
· The platform will let employees keep an eye on orders and coordinate deliveries in an organised, timely manner.
· To train employees before implementation
· Staff will go through suitable training so they understand how to operate and manage the new system properly.

Clear objectives are, like really important because they give measurable goals they let a project manager check how things are going and see if the project actually reached the intended outcomes (Kerzner, 2022).  



Project Scope  

The project scope sort of sets the boundaries of what the project does and, basically, what is inside and what is not. Scope management matters a lot too, since uncontrolled changes can pump up costs, stretch the timeline , and end up hurting overall project performance.  

Included within the Project Scope :  
· Researching customer and company requirements.  
· Designing the layout and visual feel of the online platform.  
· Developing website or application functionality.  
· Creating an online product catalogue.  
· Integrating payment systems.  
· Developing order tracking and delivery management features.  
· Testing the platform prior to go-live.  
· Training employees.  
· Launching the finished system.  

· Excluded from the Project Scope :  
· Expansion into international markets.  
· Development of physical retail locations.  
· Major changes to existing supply chain operations.  
· Long-term marketing efforts after the project ends.  
· Development of unrelated business systems.  

When the scope is described clearly stakeholders understand what’s expected from the start, and that lowers the chance of scope creep, where new requirements appear, without proper approvals or sign-offs, and then suddenly everyone has to adapt

3. Project Outputs (Deliverables and Direct Results)

Project outputs are the tangible results produced from completing project activities. According to the Association for Project Management (2023), deliverables represent measurable products, services or outcomes that must be completed to satisfy project requirements.

The key outputs of this project include:
	Project Output
	Description

	Project requirements document
	A detailed report identifying customer needs, business requirements and technical specifications.

	Online ordering platform
	A fully developed website/application allowing customers to purchase products online.

	Product database
	A digital catalogue containing product information, descriptions, prices and availability.

	Payment integration system
	Secure payment functionality allowing customers to complete online transactions.

	Delivery management system
	A system allowing employees to manage customer orders and deliveries.

	Employee training programme
	Training sessions ensuring staff understand how to use the new system.

	Testing and evaluation report
	Documentation confirming that the platform operates effectively before launch.

	Final system launch
	The completed online ordering service becoming available to customers.




Each deliverable kinda helps move the overall project aim forward. For instance, the online platform counts as the main technical output, but employee training makes sure the organisation has the practical ability to run the new system properly, later.


4. Activities Required to Deliver the Outputs

To deliver the project outputs successfully, the project needs to be split into a bunch of key activities. If the work is broken down into smaller bits , the project manager can actually track progress, decide who does what and keep an eye on resources.

4.1 Project Initiation and Planning

At the start, the project is basically set up so everything has somewhere to stand.

Main activities include:

· Identifying project stakeholders.
· Defining project requirements.
· Preparing the initial project plan.
· Establishing budget and timescales.
· Identifying potential risks

In this stage, the project manager will communicate with stakeholders so that expectations, are not just “assumed” but really understood. Good planning cuts down on uncertainty and generally boosts the chances of delivery going well.


4.2 Requirements Analysis

Before development begins, the organisation has to be clear about what the online system must do, or what features it is supposed to cover.

Activities include:

· Conducting customer research.
· Analysing existing ordering processes.
· Identifying technical requirements.
· Creating system specifications.
· Obtaining stakeholder approval.

The result of this stage will be a requirements document, that then steers the development team.

4.3 System Design and Development
This stage focuses on creating the online platform.

Activities include:
· Designing website/app layouts.
· Developing customer navigation features.
· Creating product pages.
· Building shopping basket functionality.
· Integrating payment methods.
· Developing order management features.

Software developers and designers will work together to create a system that is functional, secure and easy for customers to use.
5. Work Breakdown Structure (WBS)
A Work Breakdown Structure, or WBS, is a project management method that breaks a project down into smaller and more handleable activities. in practice it gives a more visible picture of what work still needs doing, and it also helps the project manager assign duties, watch how things are moving and make sure the project objectives actually get reached. The Project Management Institute says in 2021 that a WBS strengthens project control by arranging project tasks into a sensible tiered structure.
For putting the new online ordering and delivery system into action, the WBS uses a project lifecycle view, which contains five main phases : Initiation , Planning, Execution, Control and Closure.
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5.1 Initiation Phase

This initiation phase sets the base for the whole project. The main idea here is to verify what the project is really about, figure out the key stakeholders and, make sure everyone is on the same page before any major resources get pushed into the work. Sometimes it feels small, but it’s actually the part that makes later steps make sense.

5.1.1 Appoint Project Manager

The first activity is choosing and officially appointing a project manager, this person will be responsible for delivering the project properly, and keeping things moving.

Tasks:

· Locate a suitable project manager with the right skills and practical experience.
· Clarify the project manager’s responsibilities and authority, so no one is guessing.
· Set accountability for project decisions, including who can approve what.

Deliverable:

* Appointment of an approved project manager.

Resources required:

· Senior management
· Human resources department
· Project management documentation

Timeline:

Week 1

The appointed project manager will manage the planning, coordination, communication as well as monitoring during the whole project lifecycle, even when things get messy.


5.1.2 Define Project Goals

The next activity is to establish the project goals and expected outcomes, in a way that is clear enough that nobody can later say “we didn’t know”.

Tasks:

· Define the purpose behind introducing the online ordering system.
· Create measurable project objectives, not vague intentions.
· Determine expected advantages for customers and for the organisation itself.

Deliverable:

· Approved project goals and objectives document

Resources required:

· Project manager
· Senior management
· Business stakeholders

Timeline:

· Weeks 1–2

Having goals that are properly framed gives direction. It also makes sure all project activities, and sub activities, support the target outcomes.


5.1.3 Obtain Customer Buy-In

Customer participation is crucial, because the success of the online platform depends on whether customers actually accept it, and start using it regularly. If they don’t trust it or can’t see the value, then the rest doesn’t really stick.

Tasks:
· Gather customer opinions and expectations.
· Analyse customer preferences regarding online shopping.
· Communicate the benefits of the new system.
Deliverable:
· Customer feedback and approval report.
Resources required:
· Marketing team.
· Customer research data.
· Project manager.
Timeline:
· Weeks 2–3.

5.2 Planning Phase
The planning phase develops a detailed roadmap for completing the project. During this stage, the project manager identifies possible risks, creates schedules, establishes budgets and develops communication methods.

5.2.1 Risk Management Planning
Risk identification allows the project team to prepare solutions for possible problems that could affect project success.
Tasks:
· Identify technical, financial and operational risks.
· Assess the likelihood and impact of each risk.
· Develop risk response strategies.
Potential risks include:
· Development delays.
· Budget increases.
· Technical failures.
· Low customer adoption.
Deliverable:
· Risk management plan.
Resources required:
· Project manager.
· Technical team.
· Finance department.
Timeline:
· Month 1.

5.2.2 Create Project Schedule
A project schedule ensures that all activities are completed within the required timeframe.
Tasks:
· Define project activities.
· Establish deadlines.
· Identify project milestones.
· Assign responsibilities.
Deliverable:
· Project timeline and milestone plan.
Resources required:
· Project manager.
· Project management software.
· Team members.
Timeline:
· Month 1.

5.2.3 Set Project Budget
Budget planning ensures that financial resources are controlled throughout the project.
Tasks:
· Estimate development costs.
· Calculate employee and technology expenses.
· Allocate financial resources.
Deliverable:
· Approved project budget.
Resources required:
· Project manager.
· Finance department.
· Senior management.
Timeline:
· Month 1.

5.2.4 Establish Communication Plan
Effective communication ensures that stakeholders receive accurate and timely information.
Tasks:
· Identify communication channels.
· Schedule project meetings.
· Define reporting procedures.
Deliverable:
· Communication management plan.
Resources required:
· Project manager.
· Stakeholders.
· Project team.
Timeline:
· Month 1.

5.3 Execution Phase
The execution phase involves completing the planned activities and producing the project deliverables. During this phase, the online ordering system will be developed and prepared for implementation.

5.3.1 Provide Status Updates
Regular updates allow stakeholders to understand project progress.
Tasks:
· Conduct project meetings.
· Report completed activities.
· Communicate current issues.
Deliverable:
· Project status reports.
Resources required:
· Project manager.
· Project team.
· Stakeholders.
Timeline:
· Throughout execution phase.

5.3.2 Compare Plan Against Progress
The project team must compare actual performance with the original project plan.
Tasks:
· Review completed activities.
· Identify delays or performance issues.
· Analyse differences between planned and actual progress.
Deliverable:
· Progress evaluation report.
Resources required:
· Project manager.
· Project monitoring tools.
Timeline:
· Months 3–5.

5.3.3 Improve Project Progress
Where problems are identified, corrective actions must be implemented.
Tasks:
· Adjust project activities.
· Allocate additional resources if required.
· Improve inefficient processes.
Deliverable:
· Updated project improvement plan.
Resources required:
· Project manager.
· Development team.
· Department managers.
Timeline:
· Throughout execution.

5.4 Control Phase
The control phase focuses on monitoring project performance and ensuring that the project remains aligned with the agreed objectives, budget, schedule and quality requirements. Effective control is essential because projects may experience unexpected changes, delays or additional requirements during implementation. The project manager must continuously review performance and take corrective actions where necessary.

5.4.1 Control Scope Creep
Scope creep occurs when additional requirements or changes are introduced into the project without proper evaluation and approval. This can increase project costs, extend deadlines and affect the quality of deliverables.
Tasks:
· Monitor project requirements and ensure activities remain within the agreed scope.
· Review any additional requests from stakeholders.
· Reject unnecessary changes that do not contribute towards project objectives.
· Ensure that approved changes follow the correct procedure.
Deliverable:
· Scope management report.
Resources required:
· Project manager.
· Stakeholders.
· Project documentation.
Timeline:
· Throughout the project lifecycle.
Controlling scope creep is important because uncontrolled changes can negatively affect project success. By maintaining a clear project scope, the project manager can ensure that resources are focused on achieving the original objectives.

5.4.2 Implement Change Management Process
Changes are sometimes necessary during a project due to technical challenges, customer feedback or business requirements. However, changes must be carefully managed to prevent disruption.
Tasks:
· Record all proposed changes.
· Evaluate the impact on cost, time and resources.
· Obtain approval from relevant stakeholders.
· Update project plans where necessary.
Deliverable:
· Change management documentation.
Resources required:
· Project manager.
· Change approval team.
· Technical specialists.
Timeline:
· Months 2–6.
A formal change management process ensures that decisions are made systematically rather than introducing uncontrolled modifications that could affect project performance.

5.4.3 Perform Project Tracking
Project tracking involves measuring progress and comparing actual performance against planned objectives.
Tasks:
· Monitor project milestones.
· Track completion of activities.
· Review budget usage.
· Monitor resource allocation.
· Identify potential delays.
Deliverable:
· Project tracking reports.
Resources required:
· Project manager.
· Project management software.
· Team members.
Timeline:
· Weekly throughout execution and implementation.
Regular tracking allows the project manager to identify problems early and introduce corrective actions before they become significant issues.

5.4.4 Quality Management
Quality management ensures that the final online ordering system meets customer and organisational expectations. The project must deliver a reliable, secure and user-friendly platform.
Tasks:
· Conduct system testing.
· Review website performance.
· Check payment security.
· Collect customer feedback.
· Fix identified issues.
Deliverable:
· Quality assurance report.
Resources required:
· Testing team.
· Software developers.
· Customers involved in testing.
Timeline:
· Month 5.
Maintaining quality standards is essential because poor system performance could negatively affect customer satisfaction and the reputation of the organisation.

5.5 Closure Phase
The closure phase represents the final stage of the project lifecycle. It ensures that all deliverables have been completed, project objectives have been achieved and knowledge gained from the project is recorded for future improvements.

5.5.1 Lessons Learned
The lessons learned process allows the project team to reflect on the successes and challenges experienced during the project.
Tasks:
· Review project performance.
· Identify successful approaches.
· Identify problems encountered.
· Record recommendations for future projects.
Deliverable:
· Lessons learned document.
Resources required:
· Project manager.
· Project team.
· Stakeholders.
Timeline:
· Month 6.
Capturing lessons learned supports continuous improvement by allowing future project teams to benefit from previous experiences.

5.5.2 Develop Final Project Report
The final project report provides a complete overview of project performance and outcomes.
Tasks:
· Review whether objectives were achieved.
· Analyse costs and timeline performance.
· Document project achievements.
· Provide recommendations.
Deliverable:
· Final project report.
Resources required:
· Project manager.
· Finance team.
· Senior management.
Timeline:
· Month 6.
The final report provides evidence of project completion and allows stakeholders to evaluate whether the project delivered the expected benefits.

5.5.3 Product Delivery and Project Completion
The final activity involves delivering the completed online ordering and delivery system to the organisation and customers.
Tasks:
· Launch the online platform.
· Transfer responsibility to operational teams.
· Confirm completion of all deliverables.
· Close project resources.
Deliverable:
· Fully operational online ordering system.
Resources required:
· Project manager.
· IT team.
· Marketing team.
· Operational employees.
Timeline:
· Month 6.
Successful product delivery marks the completion of the project and confirms that the organisation is ready to use the new digital platform.

6. Deliverables, Milestones and Project Timeline
The project is expected to be completed within six months. The following milestones demonstrate the key achievements required throughout the project lifecycle.


	Phase
	Deliverable
	Milestone
	Timeline

	Initiation
	Project manager appointed, goals defined and customer approval obtained
	Project officially approved
	Month 1

	Planning
	Risk plan, schedule, budget and communication plan completed
	Project ready for development
	Month 2

	Execution
	Online ordering platform developed and implemented
	System development completed
	Months 3–4

	Control
	Testing, tracking and quality checks completed
	System approved for launch
	Month 5

	Closure
	Final report, lessons learned and product delivery
	Project completed successfully
	Month 6



7. Project Resources (Personnel and Materials)
Successful project delivery requires effective management of both human and material resources.
Personnel Resources
Project Manager
The project manager is responsible for overall project coordination.
Responsibilities include:
· Managing project activities.
· Monitoring progress.
· Controlling budget and schedule.
· Communicating with stakeholders.
· Managing risks and changes.

Software Developers
Developers are responsible for creating the online ordering system.
Responsibilities include:
· Building website/application features.
· Developing databases.
· Integrating payment systems.
· Resolving technical issues.

UX/UI Designer
The designer ensures the platform provides a positive customer experience.
Responsibilities include:
· Designing user interfaces.
· Improving navigation.
· Creating customer-friendly features.

Marketing Team
The marketing team supports customer awareness and adoption.
Responsibilities include:
· Promoting the platform launch.
· Communicating benefits to customers.
· Collecting customer feedback.

Testing and Support Team
Responsibilities include:
· Testing system performance.
· Identifying errors.
· Supporting employees after launch.

Material Resources
The project requires several technological and operational resources:
· Computers and development equipment.
· Website hosting services.
· Software development tools.
· Cybersecurity systems.
· Testing software.
· Communication platforms.
· Training documents.
· Project management software.
These resources ensure that the project team has the tools required to complete activities effectively.

8. Conclusion
This project plan demonstrates how structured project management techniques can support the successful implementation of a new online ordering and delivery system for a retail business. By following the project lifecycle stages of initiation, planning, execution, control and closure, the project manager can ensure that activities are completed in a logical and controlled manner.
The Work Breakdown Structure provides a clear framework for organising project activities, identifying responsibilities and managing resources. The project’s success depends on effective planning, communication, risk management and continuous monitoring throughout the lifecycle.
The completed system will provide customers with a more convenient shopping experience while allowing the organisation to improve efficiency and increase digital sales opportunities. Although challenges such as technical problems, budget pressures and changing customer expectations may occur, effective project management practices will help minimise risks and support successful delivery.
Overall, the project plan demonstrates the importance of careful planning and control in achieving project objectives and delivering value to stakeholders.
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