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[bookmark: _Toc211174338]Project Introduction
[bookmark: _Hlk211075543]The project seeks to help Jacobsen Electronic Company enhance efficiency and effectiveness in operations around lawn mowers in the UK market. Despite the company performing well in some of the product segments, results now show poor performance of the lawn mower segment in the market. Numerous factors drive the current poor performance. 
[bookmark: _Toc211174339]Project Scope
[bookmark: _Toc211174340]Operational Issues
Delivery Response: Jacobsen has continued to record declining sales volume for the product over the years. After the company was created, it sought to serve all its customers by penetrating every market space in the UK. However, the latest survey and mystery shopping results show that most customers complain about poor customer service from the field agents, unfriendly staff, and the average waiting time for customers to receive the product has increased from the initial one day to 3 days. Customers have reported that representatives offer slow service and a slow-performing website when ordering products. Moreover, the pickup office is poorly laid out, as many customers must stand in the waiting bay to receive their products. They complain that the space is too small, especially when handling customers during the peak period. Most customers have to crowd into a small waiting bay. 
Inefficient delivery process: The delivery office employs 20 full-time delivery trucks and motorcycles to handle all types of deliveries. Minimal training on delivery flows creates backlogs in the processes. 
Lack of capacity building: Employees are trained after an extended period. Most employees lack training in trends, customer service delivery, and customer success. 
Lack of value chain management: The current resource planning system does not support suppliers of different products. Suppliers make deliveries after three weeks, risking cases of stockouts. Moreover, retailers lack data on demand processes. 
[bookmark: _Toc211174341]Solution Summary 
Design an ecommerce platform: Design an ecommerce system allowing the company to integrate all the products online. The new system will enable the company to reach out to a larger market in the United Kingdom. Customers will order from the system instead of having to visit stores. This approach will help save customers a lot of time and the cost of moving to the stores to place orders. 
Capacity building: The new training program will help design and train all types of employees. The training program will focus on many areas. However, core training will focus on providing excellent customer service and customer experience. The training module will help the team understand some of the current trends in customer experience. 
Increase delivery rate: By signing up more delivery teams to the current contractors, the company could increase the number of contractors in its current supply chain teams. The delivery team will be those handling the delivery of the products ordered to retailers and customers.
Efficiency in the supply chain values. By setting up a new enterprise resource planning system, the company can integrate well with stakeholders, making it possible for the company to partner with retailers. 
[bookmark: _Toc211174342]Project Deliverables 
· Create a new website with better product visualisation
· Training staff program
· Delivery schedule
· Retailor system
[bookmark: _Toc211174343]Expected Outcomes and Benefits
· Improved customer service, experience, and success rate
· Improvement in the delivery process
· Improvement of retail partnership 
· Increased company financial performance 
[bookmark: _Toc211174344]SMART Objectives
· Improve the total time to deliver a product from the current 3 days to a day in two months.
· Improve how customers order and receive the product from the company website for the first five months.
· Improve the relationship with 100 retailers in the market
· Improve the company's total number of sales by 1,000 pieces in the first five months
· Increase the company's revenues by 30 per cent from the sale of lawn mowers. 
[bookmark: _Toc211174345]Project Constraints and Assumptions
Full implementation of projects depends on costs, timeline, resources, and project scope (Kerzner, 2025). The project is constrained by a period of nine weeks. Risks in activities might affect the timeframe. The project also depends on the total costs of £15,500. However, some activities might experience a rise in prices.  
[bookmark: _Toc211174346]Stakeholder Grid
[bookmark: _Toc211174347]Manage closely
The team will manage stakeholders with high power and interest closely because they can make decisions, decide the direction that the project is likely to take, and determine the types of resources needed to support the project. Additionally, the stakeholders in this grid comprise project owners and managers whose interest focuses on the quality outcome of the project (Walker and Shen, 2002). Project teams will dedicate most of their time to managing product managers, mystery shopping consultants, and the project owner. The team will create a request for proposals as a formal document to guide mystery shopping consultants on areas to focus on when making decisions. The team will also write progress reports to inform the project sponsor. Such reports will help them understand all project insights, allocate resources, and make decisions on the possible direction of a project. Accordingly, they will use feedback to communicate with one another concerning the best approaches to achieve the project objectives.  
[bookmark: _Toc211174348]Keep Satisfied
The project team will also focus on suppliers because they have high power in understanding and gaining benefits through the procurement process through an enterprise resource planning system. However, the equipment suppliers are less interested in the project outcome because of their operational process of acting independently. We intend to communicate with them to avoid information overload (Walker and Shen, 2002). Besides, slight changes to the project scope might significantly affect them. 
[bookmark: _Toc211174349]Keep Informed
The project team seeks to maintain information on the marketing team, delivery, and customer service teams. They will use the information to remain supportive when working on their daily operations. While they remain part of the company, they will depend on the project goals to deliver their responsibilities. For example, the delivery teams will rely on orders customers make through the website to ensure timely delivery to customers. The customer service teams will achieve high customer success and customer service by relying on feedback from the project. 
[bookmark: _Toc211174350]Keep Informed
Customers will also become essential stakeholders in the project's implementation. They play an important part in benefiting from the value the project seeks to create. They care about the outcome of efficiencies, excellent customer service and success throughout their buying journey. The team will therefore monitor all the customers despite having minimal involvement in the project implementation. The project team will work with the mystery shopping consultant to understand changes that happen when ordering the product through the website, communicating with the company through phone calls, digital channels (social media, emails, or website forms). We shall also monitor the experience they receive when they pick up their products delivered by delivery teams.   
Figure 1: Stakeholder Power Interest Grid
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[bookmark: _Toc211174351]Project Structure 
The project covers four areas with supporting activities. The plan analysis phase will help determine gaps in operations, customer service, and employee performance. Moreover, Figure 2 indicates dependencies on activities. 
Figure 2: WBS 
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[bookmark: _Toc211174352]Project control mechanism
[bookmark: _Toc211174353]Schedule 
The team will increase the visibility of a project to launch the project and to help track every project activity in one place. For instance, a project management tool will be applied to help get insight into every task and activity, their respective deadlines, and the dependencies. The Gantt chart covers main tasks and support activities. Moreover, the chart shows the time needed to complete the project. The dependencies illustrate the time when the activity will be completed and when another activity will commence. Besides, the project manager seeks to use project status reporting to ensure every stakeholder remains looped into the project plan. By following weekly reporting, the team will evaluate whether the project is on track or not. In cases where the project does not go on well as planned, the team will pinpoint a number of reasons and try to troubleshoot the issue on time. The team will also share with the stakeholders to ensure that all stakeholders understand everything. The Gantt chart in Figure 3 below provides a clear schedule covering tasks, activities, and milestones. It helps illustrate when the tasks and support activities will commence and be completed. Besides, it shows dependencies in activities.  
[bookmark: _Toc211174354]Resources management 
Five project team members will implement different tasks of the project. Allocating members to their activities will help choose the best resources according to the skills and capacities of each member. According to Kerzner (2003), sound resource management involves ensuring the project has enough resources. The project will have enough and proper resources to achieve project quality. Moreover, Nagaraju and Reddy (2012) illustrate that resource allocation also helps team members to match their strengths, capabilities strategically and the needed capacity. Besides, the team will adopt the Gantt chart below to help in the utilisation of resources over a period of nine weeks. Gantt charts act as a capacity planning approach to allow teams to identify whether they are underutilising or overallocating resources (Geraldi and Lechter, 2012). Consequently, this will help the team manage workloads better. 

Figure 3: Resource management schedule
	Tasks
	Supporting activities  
	Project Manager
	Customer success manager
	Marketing Assistant
	Delivery assistant
	Mystery shopping consultant

	Analyse
	Evaluate response days
	C
	A
	R
	I
	C

	
	Delivery process
	A
	C 
	R
	I
	I

	
	Capacity Building
	A
	C
	R
	I
	I

	
	Assess current inventory planning.
	R
	C
	C
	I
	C

	
	Interview internal staff
	C
	C
	C
	I
	R

	Plan 
	Establish an industry average time and expected time of delivery
	I
	C
	C
	I
	C

	
	Design an ecommerce site for online shopping
	I
	C
	R
	I
	C

	
	Training and development of teams
	I
	A
	R
	I
	C

	
	Design suppliers and retailers' ERP
	I
	A
	R
	I
	C

	
	Review Outcome
	C
	A
	C
	C
	R

	Implement 
	Recruit delivery teams
	I
	C
	A
	A
	A

	
	Train and develop delivery and internal teams
	I
	R
	R
	R
	C

	
	onboard suppliers and retailers
	R
	C
	R
	R
	I

	
	Implement an ERP system.
	R
	C
	R
	R
	I

	
	Review Outcomes
	C
	A
	R
	I
	R

	Monitor
	Assess customer experience
	C
	A
	R
	I
	R

	
	Assess customer success
	C
	A
	R
	I
	R

	
	Improve through TQM
	I
	I
	A
	A
	R

	Legend: R = Responsible, A = Accountable, C= Consulted, I = Informed  



[bookmark: _Toc211174355]Risk Management 
The project will use the Risk Register in Figure 4 below as a risk management tool for purposes of identifying potential drawbacks (Rani et al., 2024). The project will use the register to assist in identifying, analyzing, and solving all types of uncertainties before they become problems likely to significantly affect the entire project or part of the project (Hillson, 2024). 
Figure 4: Risk Register for Project Management 
	ID
	Date Raised
	Risk Description
	Likelihood of the risk occurring
	Impact if the risk occurs
	Rating
	Person to manage the risk
	Mitigation Action

	1
	7/oct/2025
	Failure to define the purpose and need
	High
	High
	High
	Project Owner
	Conduct several initial meetings between the project owner, stakeholders, and project manager.

	2
	7/oct/2025
	Incomplete Objectives
	Medium
	High
	High
	Project owner
	Conduct several initial meetings between the project owner, stakeholders, and project manager.

	3
	7/oct/2025
	No clear project schedule
	Medium
	Moderate
	Moderate
	Project manager
	The project team holds several brainstorming meetings

	4
	7/oct/2025
	Price changes
	Low
	Low
	Low
	Project Owner
	Check actual pricing and provide for budget allocation



[bookmark: _Toc211174356]Reporting Framework 
The reporting framework shown in Figure 5 below will guide the team's communication process. Communication will take a variety of media (Kania et al., 2021). For example, emails will be communicated using the company email systems. Presentations will be conducted using Zoom platforms. Team members will be asked to sign up for the company account for meetings. Hierarchy of communication can also take varying forms, ranging from upward from project managers to project owners or downward among stakeholders (MacArthur, 2011). The project seeks to adopt all three types of hierarchies.  
Figure 5: Reporting Framework
	Communication 
	Medium of communication
	Hierarchy of communication 

	Email
	Company email systems
	
· Upward from manager to project owner
· Downward from the project owner to the project manager
· Horizontal from peer to peer


	Presentations
	Zoom
	

	Memos
	Company emails
	

	Discussion Boards
	Written text
	

	Face-to-face
	Verbal and non-verbal
	

	Phone calls
	Verbal
	

	Interview findings
	Website
	
· From the project manager to the customers


	Survey reports
	Website
	






[bookmark: _Toc211174357]Project milestones
 Figure 6: Gantt Chart for the project 
[image: ]
[bookmark: _Toc211174358]Conclusion
Jacobsen Electronic Company specialises in the manufacturing of different household products. The company was established five years ago, opening its doors to most UK-based customers. Through its entrepreneur, James created a vision to create high-quality products that would help solve most of the problems experienced by households. However, despite developing a highly competitive advantage a few years after its formation, the company has since lost its position in the lawn mower product category. Most employees complain about the company taking too long to deliver products, an inefficient training process, lack of proper processes between suppliers and retailers.  
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