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1. [bookmark: _Toc233534138]Introduction
This project plan outlines the implementation of a customer relationship management (CRM) system for BrightPath Consultancy, a fictional professional services company. At present, the company manages client details, sales opportunities and follow-up activities through spreadsheets and email, which creates inefficiencies and increases the risk of lost information.
The purpose of the project is to replace these informal processes with a centralised CRM platform that supports better organisation, clearer reporting and improved communication across the business. The project is designed from the perspective of a project manager and demonstrates how the work will be structured from initiation through to completion.
This section introduces the chosen project and sets the foundation for the rest of the plan by explaining why the project is needed and what it is intended to achieve.
2. [bookmark: _Toc233534139]Project aim, objectives and scope
The aim of the project is to design and implement a customer relationship management (CRM) system that improves lead tracking, client communication and reporting across BrightPath Consultancy. A clear aim is important because it gives the project direction and helps ensure that all planning activities remain aligned to the intended outcome (APM, n.d.; Atlassian, 2023). It also supports better decision-making by defining what the project is expected to achieve before resources are committed (Project Management Institute, 2019).
The objectives of the project are to:
•	centralise all client and prospect data into one secure platform.
•	reduce duplication, manual entry and spreadsheet-based errors.
•	improve sales follow-up and pipeline visibility.
•	provide management with reporting dashboards for decision-making.
•	train staff so the system is used consistently and effectively.
The scope of the project includes requirements gathering, solution design, system configuration, data migration, testing, training and go-live support. Defining scope clearly is essential because scope describes the totality of the work required to produce the project outputs, while objectives describe the specific results the project is intended to achieve (APM, n.d.). A clearly defined scope also reduces the risk of scope creep and makes it easier to manage time, cost and quality during delivery (Atlassian, 2023; ProjectManager, 2026).
The project will focus only on CRM implementation for sales and client management. It will not include major changes to finance, human resources or wider enterprise systems. This boundary is necessary because successful project planning depends on setting realistic limits around what will and will not be delivered (TeamGantt, 2021).
3. [bookmark: _Toc233534140]Project outputs
Project outputs are the direct results produced by the project and should be clearly defined so that progress can be measured against agreed expectations. In project management, outputs are usually expressed as deliverables because they represent the tangible products or services handed over at each stage of the project (Project Management Institute, 2019). Clear outputs also help the project manager align the team’s work with the project scope and overall objectives (Atlassian, 2023).
For this CRM implementation project, the main outputs are:
•	an approved project charter.
•	a signed requirements specification.
•	a solution design document.
•	a configured CRM system.
•	migrated and verified customer data.
•	tested system functionality.
•	trained users and training materials.
•	a live CRM system with handover documentation.
These outputs show the full progression of the project from planning to completion. They also reflect the importance of breaking work into measurable results, since successful project delivery depends on defining what will be produced before the work begins (Adobe, n.d.; ProjectManager, 2026).




4. [bookmark: _Toc233534141]Activities and work breakdown structure
To deliver the project outputs, the work must be divided into clear activities and then further broken down into smaller tasks. A work breakdown structure is a standard project planning tool used to decompose deliverables into manageable components that can be assigned, scheduled and monitored effectively (Project Management Institute, 2019). This approach also helps the project manager control scope and make sure each part of the project contributes to the final outcome (Atlassian, 2023).
· The main activities in this project are:
· Project initiation.
· Requirements gathering.
· Solution design.
· System configuration and build.
· Data migration.
· Testing and quality assurance.
· Training and user adoption.
· Go-live and handover.
4.1. [bookmark: _Toc233534142]Work breakdown structure
	Level
	WBS element
	Task description

	1
	CRM implementation project
	Delivery of the CRM system

	2
	Initiation
	Project setup and approval

	3
	Stakeholder identification
	List key stakeholders and roles

	3
	Project charter
	Define purpose, objectives and approval

	2
	Requirements gathering
	Understand business needs

	3
	Current process review
	Map existing sales and communication process

	3
	Requirements workshops
	Gather functional and technical needs

	3
	Requirements approval
	Sign-off on documented requirements

	2
	Solution design
	Plan the CRM structure

	3
	Data model design
	Define fields, records and relationships

	3
	Workflow design
	Design sales stages and automations

	3
	Reporting design
	Define dashboards and reports

	2
	Build and configuration
	Set up the CRM system

	3
	Environment setup
	Create test and production environments

	3
	Field and form configuration
	Configure screens and data entry fields

	3
	Security setup
	Define user access and permissions

	2
	Data migration
	Move client data into the system

	3
	Data cleansing
	Remove duplicates and correct errors

	3
	Data mapping
	Match old data to new CRM fields

	3
	Data import
	Load cleaned data into the CRM

	2
	Testing and QA
	Confirm the system works correctly

	3
	System testing
	Test functions and workflows

	3
	User acceptance testing
	Validate with business users

	3
	Defect resolution
	Fix and retest issues

	2
	Training and adoption
	Prepare users for live use

	3
	Training materials
	Create user guides and quick reference notes

	3
	Training sessions
	Deliver training to end users

	2
	Go-live and handover
	Launch and close the project

	3
	Final deployment
	Move solution into live use

	3
	Handover support
	Provide post-launch support and closure



This structure follows good project practice because it shows the relationship between the final deliverable and the detailed work needed to produce it (Project Management Institute, 2019). It also makes it easier to assign responsibility, estimate time and monitor progress against milestones throughout the project lifecycle (TeamGantt, 2021).

4.2. [bookmark: _Toc233534143] Deliverables, milestones, timeline and resources 
Section 5 should connect each task to a deliverable, a milestone, a timeline and the resources needed to complete it. This is important because project planning is not only about listing activities, but also about showing when outputs will be produced, how progress will be measured and what people or materials are required to complete the work successfully (Atlassian, 2023; TeamGantt, 2021). Milestones are especially useful because they mark significant points in the project lifecycle and allow the project manager to monitor whether the project is progressing according to plan (ProjectManager, 2026).
For this CRM implementation project, each major task has a specific deliverable and milestone. During project initiation, the key deliverable is the approved project charter, and the milestone is formal project authorisation. In the requirements phase, the main deliverable is the signed requirements specification, with the milestone being stakeholder approval of the documented business needs. During solution design, the deliverable is the completed design document, and the milestone is design approval before build work begins.
In the build and configuration phase, the main deliverable is the configured CRM test environment, while the milestone is completion of the system setup. During data migration, the deliverable is the cleaned and imported customer database, and the milestone is successful validation of migrated records. In the testing and training phase, the deliverables include the test report, defect log, training materials and user attendance records, while the milestone is user acceptance sign-off and readiness for go-live. The final go-live phase ends with a live CRM system and handover documentation, and the milestone is formal project closure (Project Management Institute, 2019; Adobe, n.d.).
The proposed timeline for the project is ten weeks. Week 1 is allocated to initiation and stakeholder approval. Weeks 2 and 3 are used for requirements gathering, week 4 for solution design, weeks 5 and 6 for system configuration, week 7 for data migration, week 8 for testing, week 9 for training and user acceptance, and week 10 for go-live and handover. Creating a timeline in this way helps sequence tasks logically and ensures that dependencies between activities are considered during planning (TeamGantt, 2021; Atlassian, 2023).
Resource planning is also a key part of this section because each task requires both personnel and material support. The project manager is responsible for coordination, communication and tracking progress throughout the ten weeks. The business analyst supports the requirements and process-mapping work, the CRM consultant or developer carries out system configuration, the data migration specialist prepares and imports records, and trainers and end users support testing and adoption. Material resources include software licences, laptops, network access, training documents and test environments, all of which are necessary to complete the tasks on schedule and to the required quality standard (Adobe, n.d.; ProjectManager, 2026).
A clear link between tasks, deliverables, milestones, timeframes and resources strengthens project control. It allows stakeholders to see not only what is being delivered, but also when it will be delivered and what inputs are needed at each stage. This supports better decision-making, clearer accountability and more effective monitoring across the full project lifecycle (Project Management Institute, 2019; Atlassian, 2023).




5. [bookmark: _Toc233534144]Conclusion
This project plan provides a clear structure for implementing a CRM system at BrightPath Consultancy. It brings together the project aim, objectives, scope, outputs, activities, milestones, timeline and resources into one organised plan that can guide delivery from beginning to end.
The plan shows that successful project delivery depends on careful preparation as well as technical implementation. By defining the work in stages and linking each stage to specific deliverables and milestones, the project manager can monitor progress more effectively and keep the project aligned with business needs.
The use of a work breakdown structure also improves control because it breaks the project into smaller and more manageable tasks. This makes it easier to assign responsibilities, estimate time requirements and track completion across the lifecycle of the project.
Overall, the project plan creates a practical foundation for delivering the CRM system in a structured and controlled way. It helps reduce uncertainty, improves coordination among stakeholders and increases the likelihood that the project will achieve its intended benefits for the organisation












6. [bookmark: _Toc233534145]References
Adobe (n.d.) How to create a project plan – steps and template examples. Available at: https://business.adobe.com/blog/how-to/project-plan (Accessed: 26 June 2026).
APM (n.d.) Major differences between project scope and objectives. Available at: https://www.apm.org.uk/resources/find-a-resource/major-differences-between-project-scope-and-objectives/ (Accessed: 26 June 2026).
Atlassian (2023) How to write an effective project plan in 6 simple steps. Available at: https://www.atlassian.com/blog/project-management/write-an-effective-project-plan (Accessed: 26 June 2026).
PLOS Computational Biology (2022) Ten simple rules on how to develop a stakeholder engagement plan. Available at: https://dx.plos.org/10.1371/journal.pcbi.1010520 (Accessed: 26 June 2026).
PMI (2022) Master project planning - scope, time and cost. Available at: https://www.pmi.org/learning/library/master-project-planning-scope-time-cost-5479 (Accessed: 26 June 2026).
PMI-LA Case Study Challenge (n.d.) Control overview. Available at: https://www.pmcasechallenge.com/control.html (Accessed: 26 June 2026).
Project Management Institute (2019) Work Breakdown Structure Practice Standard. Available at: https://www.pmi.org/standards/work-breakdown-structures-third-edition (Accessed: 26 June 2026).
ProjectManager (2026) Project Plan Example. Available at: https://www.projectmanager.com/guides/project-planning (Accessed: 26 June 2026).
TeamGantt (2021) Project Plan Guide: Create a Realistic Plan + Examples. Available at: https://www.teamgantt.com/project-management-guide/how-to-plan-a-project (Accessed: 26 June 2026).
The Knowledge Academy (2008) Importance of project planning: all you need to know. Available at: https://www.theknowledgeacademy.com/blog/importance-of-project-planning/ (Accessed: 26 June 2026).
2

