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1. Introduction
Willow Lane Books is a fictional independent UK bookstore. The project is to establish a click and collect service that will allow customers to check book availability, place an order online and then pick up the books in-store. It’s designed to provide a more streamlined experience for buying books, while still maintaining the charm of a physical bookstore. The literature review suggests that usefulness of online ordering and ease of collection have an impact on customer satisfaction in the context of buy-online-pick-up-in-store services (Manser Payne and Smith, 2023).
It takes 12 weeks to plan for implementation, which includes the build out of an ordering platform, stock management, collection protocols, staff training, and testing prior to launch. It is important to have accurate inventory information and reliable order fulfilment as customers' negative word-of-mouth (WOM) can be attributed to stock-outs and other service failures (Jin et al., 2023). The proposed project objectives and scope, project deliverables, project activities, project schedule, project resources, stakeholder arrangements, project risk, and project monitoring and control are provided in this report.
2. Project Aim, Objectives and Scope
The Aim is to create a secure click and collect service at Willow Lane Books in 12-weeks that will allow users to check availability, order the book online and pay at the time of collection. Progress will be evaluated based on service readiness and service fulfilment performance, given that project success can be understood in various aspects (Ika and Pinto, 2022).
The project has four objectives:
1. Approve the service requirements, responsibilities and acceptance criteria with the shop manager by the end of Week 2.
2. Configure an online ordering platform and publish availability for at least 200 book titles by the end of Week 7.
3. Ensure all four designated employees complete practical collection training by the end of Week 10.
4. Process 20 simulated orders without critical fulfilment errors and launch the service by the end of Week 12.
This includes platform setup, catalogue setup, stock-checking processes, order notification, staff training, testing and launching. Excluding home delivery, online card payments, bespoke app development and the additional premises. These boundaries will help in the subsequent task planning and change control, where studies on construction projects show that the uncontrolled expansion of scope is linked to lower project performance (Ahmed and Jawad, 2022).
3. Project Management Approach and Life Cycle
A predictive approach would give Willow Lane Books a clear timetable, clear accountability and approvals. This is appropriate to the 12-week timetable and predetermined products. But there may be some problems if the activities are completed in a sequence: it may be hard to change the ordering platform when the configuration process starts. Agile project management provides flexibility by iterative testing and feedback but can also involve more demands on the bookshop's small team for frequent reviews. Studies have shown that the applicability of these approaches is project specific; that is, there is not necessarily one method that is always more suitable (Maier and Emmerich, 2022).
Hence a hybrid solution is proposed which is a mixture of predictive scheduling and Agile testing with alterations. That would keep issues discovered prior to launch while keeping control of deadlines. A hybrid can enhance the outcomes for stakeholders without necessarily sacrificing traditional project outcomes (Gemino et al., 2021) (Nunes et al., 2019).
The project life cycle starts from the initiation of the project and approval of requirements during Week 2 and then detailed planning / platform configuration. Execution involves the catalogue set up, employee training, and service testing. Monitoring and control will be ongoing throughout via milestone reviews, quality checks and issue reporting. Closure in Week 12 will comprise of final acceptance and service launch/ handover to shop manager.
4. Project Outputs and Deliverables
The project will generate five major outputs that will help launch a successful click and collect service. The first is an approved requirements document that identifies system functions, responsibilities and acceptance criteria. The second is a configured ordering platform showing 200 or more titles of books and providing order confirmation and availability facilities. Connecting these outputs to agreed requirements will help with verification and minimize misunderstandings in implementation (Mucha et al., 2024).
The third deliverable is a documented procedure for stock-checking and collection which includes order records and instructions for staff. Fourth, a training record will show that four designated employees have been practically trained by week 10. Finally, a pack of tests and handover will be made to report the results of the 20 Orders simulated and the correction of any critical errors and formal launch approval. These outputs will be evidence of readiness for operation of the service. Studies highlight the need for defining and assessing success during a project and not just on the completion of the planned activities (Varajão et al., 2022). Each deliverable will be checked by the shop manager according to its acceptance criteria before the final hand off in week 12.
5. Project Activities and Work Breakdown Structure
The project activities are structured in 5 work packages, in line with the agreed deliverables. Work Breakdown Structure (WBS) is a process that identifies the tasks necessary to complete each package and serves as a tool for assigning packages to people, resources and monitoring work progress. Studies have shown that the use of structured WBS can help in understanding the scope and the work needed to be done (Putro et al., 2022).



Figure 1. Work Breakdown Structure — Willow Lane Books
	Work package
	Tasks

	1.0 Requirements (D1)
	1.1 Consult shop manager and employees; 1.2 Define ordering requirements; 1.3 Agree responsibilities and acceptance criteria; 1.4 Obtain approval

	2.0 Ordering platform (D2)
	2.1 Select platform; 2.2 Configure ordering and pay-at-collection options; 2.3 Upload at least 200 book titles; 2.4 Verify stock availability and notifications

	3.0 Collection procedures (D3)
	3.1 Design stock-checking process; 3.2 Establish order reservation and collection procedures; 3.3 Prepare employee instructions

	4.0 Staff training (D4)
	4.1 Prepare training materials; 4.2 Demonstrate ordering and collection procedures; 4.3 Assess four employees and record completion

	5.0 Testing and handover (D5)
	5.1 Prepare test scenarios; 5.2 Complete 20 simulated orders; 5.3 Correct critical errors and retest; 5.4 Obtain launch approval; 5.5 Launch service and hand over documentation



The work packages will be planned on the basis of their dependency. Final platform configuration should be done after requirements approval and training and procedure development should be done before acceptance testing. The hybrid option is a way to make small improvements to the platforms (as staff report back) without altering the scope of the work that has been approved. There will be an accountable owner for each package and completion will be verified via the deliverable of the package and not only by activity completion.
6. Project Milestones and Gantt Chart
The project schedule is designed to last for 12 weeks, and there are some activities that overlap if it makes sense for the dependency. The Gantt chart represents the five WBS work packages and their expected time of completion. Requirements approval is the first, followed by platform readiness, collection procedures, staff training and service acceptance.


Figure 2. Proposed 12-week Gantt chart
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Key: ■ Scheduled work; ◆ Milestone achieved.
The platform and a 200+ title catalogue should be ready in Week 7, and collection procedure should be completed by Week 8. Training will conclude in Week 10, and 20 simulated orders will be tested and any critical defect corrected in Week 11. Final acceptance and launch to take place in Week 12.
If the requirements approval and/or the platform configuration is delayed, it may impact later activities. Milestones will be reviewed weekly, then, to determine progress against the baseline schedule and corrective action required. The early detection of deviations is essential as this allows management to intervene, which is why schedule monitoring is important (Mayo-Alvarez et al., 2022). The 12 week programme is subject to change until resources for the programme are confirmed and supplier lead times.
7. Resource Requirements and Stakeholder Management
The project will need one shop manager, four employees who have been assigned to the project and external technical assistance. Manager will review and authorise requirements (D1), monitor spend and authorise launch. The platform supplier will set up the ordering system and 200-title catalogue (D2), and workers will be involved in developing collection procedure (D3), training (D4) and testing (D5). The necessary resources are existing computers, access to the internet, stock records, a cloud based ordering platform and training materials.
Table 1. Indicative project budget (£)
	Resource
	Estimated cost

	Platform setup and configuration
	650

	Software subscription (three months)
	240

	Staff training and preparation
	300

	Testing and promotional materials
	160

	Contingency
	150

	Total
	1,500


All costs are planned and are hypothetical, the contingency of £150 is included in the total cost of £1,500.
Involving stakeholders is crucial since the project requires management approval, employee cooperation, supplier delivery and customer acceptance. Research emphasizes that stakeholders need to be identified and kept in touch from the beginning of a project, with their concerns being taken into account during project implementation (Rafeh et al., 2023).
Table 2. Stakeholder matrix
	Stakeholder
	Influence
	Interest
	Engagement

	Shop manager
	High
	High
	Weekly progress and budget reviews

	Employees
	Medium
	High
	Training and feedback sessions

	Platform supplier
	High
	High
	Scheduled technical reviews

	Customers
	Low
	High
	Pre-launch information and feedback


The manager will be responsible for coordinating resources, which will include weekly review. If there is a problem with a supplier or unforeseen expenses, this will be dealt with by changing the schedule or seeking an exception, as well as employee consultation for smaller improvements prior to final testing.
8. Project Monitoring, Control and Risk Management
8.1 Progress and Quality Control
Progress of the project will be evaluated by weekly reviews against the 12-week Gantt Chart of completed work. The shop manager will keep a progress log that will include outstanding issues, expenditure and milestones. Key control points will be requirements approval (Week 2), platform readiness (Week 7), training complete (Week 10) and successful testing (Week 11). Monitoring and risk management can be integrated into the project, which can help to improve implementation (Al Jarrah et al., 2022).
The indicative budget is £1,500 and this will be reviewed against the commitments and expenditure. Any overspend in the forecast needs to be reported before additional spending is approved. The £150 contingency will not cover scope changes without the manager's approval. Quality checks will be carried out to check the accuracy of catalogues, order notification and collection procedures. The four employees need to be trained, and 20 orders need to be simulated without critical fulfilment error, before being allowed to launch.


8.2 Risk Identification and Response
Table 3. Project risk register
	Potential risk
	Likelihood
	Impact
	Mitigation
	Owner

	Platform configuration delays
	Medium
	High
	Confirm supplier deadlines; review weekly
	Supplier

	Incorrect book availability
	High
	High
	Check catalogue against stock records
	Shop manager

	Employees lack confidence
	Medium
	Medium
	Practical training and reassessment
	Shop manager

	Critical testing failures
	Medium
	High
	Record defects, correct and retest
	Supplier

	Unexpected costs
	Medium
	Medium
	Review commitments and contingency
	Shop manager


Risk ratings are not the actual probability; it is a planning judgment and assessment. The register will be reviewed weekly and high impact risks prioritised for action. Research associates risk reassessment, control meetings and contingency monitoring with better projects outcomes, but the evidence is with construction projects (Obondi, 2022).
8.3 Issue and Change Control
Issues will be documented with an owner, corrective action deadline and resolution deadline. If a delay is identified that threatens to achieve a milestone, a revised task schedule and management review will be undertaken. If a change is proposed, it should be documented and evaluated for its impact on scope, costs, quality and completion dates prior to its acceptance or rejection by the shop manager. Based on staff feedback, minor changes can be made in the configuration but bigger changes in the deliverables agreed need formal authorization.
Launch Approval will not be allowed until corrective action and retesting are completed and acceptable performance is achieved if critical testing defects are not resolved. This helps to maintain service quality, even in cases where it needs to be postponed.
9. Conclusion
Willow Lane Books' click and collect service is a structured way of enhancing customer convenience. Hybrid approach involves a mix of fixed dates and opportunities for iteration and test. The planning frame is set out in the five deliverables, twelve-week timetable and indicative £1,500 budget. Implementation will be supported with effective monitoring, stakeholder engagement and risk control. Final launch approval should be based on the degree of compliance to the agreed acceptance criteria, and not just on the deadline.
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