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Bring the earlier module outputs into one practical implementation plan. Choose a bounded service improvement, sequence the work around its dependencies, run a supported pilot and decide what to retain after reviewing delivery and customer evidence. Produce an editable 90-day plan and an operational handover.
Who this module is for
Business owners, service managers and leaders coordinating a service change. Bring the completed outputs from Modules 01 to 09. The combined implementation workbook provides the blank templates in module order.
Learning outcomes
Connect the service direction, customer need, charter, standards and operating support.
Sequence actions with owners, dependencies, dates and evidence.
Use readiness checks before starting a pilot.
Distinguish implementation milestones from service and customer outcomes.
Prepare a day-90 decision and a continuing management routine.
Your finished output
Complete the 90-day plan, dependency log and capstone checklist. Name the sponsor, implementation owner and person who takes responsibility for ongoing delivery. Use the plan for one journey before extending it to unrelated services.
Timing convention
Day 1 is the actual agreed project start date. Day 90 is 89 calendar days after that date. The example uses calendar-day planning windows; operational response commitments retain their own defined business-day and timezone rules. The schedule is illustrative and must fit the work and resources.
Harbour Home Repairs and every result below are fictional teaching material. Completing the plan does not establish that a service has improved or that a qualification has been awarded.


Assemble the decisions before scheduling work
	Module
	Planning input
	Implementation question

	01
	Service direction and values
	What experience and decisions should the change support?

	02
	Customer needs and journey evidence
	Which task and barrier are we addressing?

	03
	Charter and delivery register
	What commitment can the service support?

	04
	Goal and KPI specification
	How will delivery and exceptions be measured?

	05
	Service standards
	What observable action is required?

	06
	Procedure and escalation
	Who acts, decides and accepts a handover?

	07
	Skills and learning plan
	What must staff practise and apply?

	08
	Measurement and review plan
	What evidence will the manager review and act on?

	09
	Access action plan
	Who may face barriers and what must change?



Choose a bounded improvement
Fictional scope: repair progress enquiries and location handovers at the three Harbour Home Repairs locations. The intended customer benefit is a clear next step and an update at the agreed time. Technical repair quality and all other services are outside this pilot.
Check that the inputs agree
A charter promising updates must match the standard, procedure, staffing and communication arrangements. A KPI must use the same due-update definition. Record a contradiction as a dependency with an owner before setting a rollout date.
Keep roles explicit
The sponsor resolves scope and resource decisions. The implementation owner coordinates the plan. Local managers arrange adoption and cover. The data owner checks evidence. The ongoing service owner accepts the routine at handover. Several roles may belong to one person in a small business. [1]


Read a completed fictional 90 day plan
	Window
	Work and owner
	Evidence and decision

	Days 1 to 15
	Service manager confirms the customer task, evidence gaps, service direction and scope. Sponsor agrees resources and decision rights.
	Needs brief, journey map and named owners. Continue when the task and authority are clear.

	Days 16 to 30
	Service manager aligns the charter, standards, procedure and learning plan. Operations owner tests reminders, handover acceptance and cover.
	Baseline, current documents, usable records and practice evidence. Start the pilot only when critical dependencies are resolved.

	Days 31 to 58
	Local managers run the first four pilot weeks. Data owner checks records. Service manager reviews exceptions and customer feedback weekly.
	Evidence of adoption and delivery. Correct supported issues and record definition changes.

	Days 59 to 86
	Managers continue the second four pilot weeks. Service manager checks each location and whether changes remain workable.
	Comparable results and remaining limitations. Prepare retain, revise, stop or extend decision.

	Days 87 to 90
	Sponsor and service owner review results, accept ongoing responsibilities and decide the next scope.
	Reasoned decision, open-action owners and next review point. Handover does not close unverified outcomes.



Check the arithmetic and evidence
Days 31 to 86 inclusive provide 56 calendar days, or eight weeks. This is the same illustrative pilot used in Modules 04 and 08. The fictional baseline is 32 compliant updates from 40 due updates, or 80%; the pilot result is 38 from 40, or 95%. The rise is 15 percentage points.
Make a proportionate decision
The fictional team retains the trial while investigating the two non-compliant updates, location differences and customer understanding. The ratio does not prove causation, reduced effort or sustained performance. The review routine determines what further evidence is needed.
Adapt the task rather than copying the promise
A retailer might plan a returns-enquiry handover, a hospitality business a booking change, and a professional service a quotation follow-up. Rebuild the need, authority, timing and evidence for the actual task rather than copying the repair example or its target.


Manage dependencies and pilot readiness
	Dependency or risk
	Owner and action
	Readiness evidence

	No accepted handover owner
	Operations owner fixes acceptance and absence cover.
	A test case reaches an accepted owner with the outstanding action intact.

	Required information unavailable
	Information owner provides the current reference and verification route.
	Staff can locate it and handle an uncertain answer.

	Skills not yet demonstrated
	Manager arranges practice and a suitable workplace check.
	Relevant practice evidence; remaining adoption checks scheduled.

	Customer access barrier
	Service owner arranges immediate support and owns the recurring correction.
	Usable route tested under a defined scope.

	Unreliable measurement record
	Data owner checks population, due times, missing evidence and duplicates.
	A second person can reproduce a sample calculation.



Use a readiness decision
Before the pilot, confirm the current standard and procedure, authority, cover, staff preparation, access arrangements and evidence collection. Record ready, ready with explicitly accepted non-critical limitations, or not ready, with reasons. A material unresolved service or access issue requires action through the appropriate business process; the calendar does not override it.
Keep a dependency log
For each gap, record its consequence, decision owner, delivery owner, due point, dependency and evidence of resolution. If a dependency changes the plan, record the revised dates and why. Retain the original commitment instead of silently moving the deadline.
Define when to pause or revise
Specify the issues that require an immediate review, such as an unreliable record, loss of case ownership or a significant barrier to the customer task. Preserve continuity for affected customers and route urgent matters through the existing procedure. The plan should identify who can decide and how staff will be informed.


Write your 90 day implementation plan
Scope and authority
Business, customer group and journey: [enter].
Supported customer need and intended result: [enter].
Included locations, channels and exclusions: [enter].
Sponsor, implementation owner and ongoing service owner: [enter separately].
Day 1 actual start date and Day 90 date: [enter; Day 90 = Day 1 plus 89 calendar days].
	Window and action
	Owner and dependency
	Completion evidence
	Decision and review

	[Days 1 to 15]
	[Enter]
	[Enter]
	[Enter]

	[Days 16 to 30]
	[Enter]
	[Enter]
	[Readiness decision]

	[Days 31 to 58]
	[Enter]
	[Enter]
	[First pilot review]

	[Days 59 to 86]
	[Enter]
	[Enter]
	[Later pilot review]

	[Days 87 to 90]
	[Enter]
	[Enter]
	[Retain revise stop or extend]



Evidence and support
Baseline, measure definitions and coverage gaps: [enter].
Staff learning, tools, authority and access support: [enter].
Weekly review owner, evidence and escalation triggers: [enter].
Pause or revision conditions and decision maker: [enter].
Open dependencies and their owners: [enter].
Ongoing routine, handover evidence and next review: [enter].


Complete the capstone assessment
	Criterion
	Evidence the reviewer should find

	Customer relevance
	The plan identifies a task, supported need and important access barriers.

	Alignment
	Direction, charter, goal, standard and procedure support the same result.

	Feasible sequence
	Actions have owners, resources and dependencies in workable time windows.

	Readiness
	Critical support and evidence arrangements are tested before the pilot.

	Honest evaluation
	Counts, coverage, exceptions and limits on interpretation are visible.

	Accountable handover
	The ongoing owner accepts routines and unresolved actions with next checks.



Applied exercise
A team reaches Day 30 with training attendance complete. Handover acceptance has not been tested and the update register cannot retain original due times. The manager starts the pilot to protect the timetable. Is the plan ready?
Check your reasoning
Attendance is one milestone. The ownership and measurement dependencies remain unresolved, so the plan lacks evidence of readiness for this pilot. Assign the gaps to owners, test the controls and record the revised pilot decision and dates. Do not erase original due points or describe the planned eight-week pilot as completed.
Submit the planning portfolio
Provide the outputs from Modules 01 to 09, the 90-day plan, dependency log and readiness decision. The reviewer should trace one customer need through the commitment, standard, procedure, learning and measurement records.
Use the rubric to identify revisions and decisions. It is an applied review aid, not an accredited assessment or a validated scoring instrument. Approval of a planning portfolio does not establish a measured service outcome.


Handover and maintain the improvement
Make the Day 90 decision explicit
Record the evidence reviewed, its limits, the decision to retain, revise, stop or extend, and why. Give open actions an owner and a next check. When an effect has not been verified, retain that uncertainty rather than closing it because a task is complete. [2]
Transfer a usable operating routine
Hand over the current documents, role responsibilities, cover arrangements, staff learning records, measure definitions and review calendar. Confirm that the receiving owner can access and use them. Remove superseded working copies from routine use without destroying the version history.
Review after material changes
Recheck the journey when the service, contact routes, staffing, systems or customer needs materially change. Use the Module 08 routine to investigate new issues and the Module 09 action plan to keep access barriers visible. Set review intervals to the business need and the evidence available.
Your capstone completion record
Portfolio reviewed by and date: [enter].
Required revisions and owners: [enter].
Pilot readiness decision and evidence: [enter].
Day 90 decision and accepted ongoing owner: [enter].
Unresolved outcomes and next review: [enter].
Sources and editorial basis
The schedule, worksheets and Harbour Home Repairs plan are original proposed Academy teaching material, integrating Modules 01 to 09. The 90-day windows and eight-week pilot are illustrative. AI assisted preparation; approval status is controlled in the Academy production register. Sources below support responsibilities and follow-through, not the fictional timetable or results. Accessed 16 November 2026.
[1] Secret Customer Australia. Customer Experience Governance Roles and Accountability. https://www.secretcustomer.com.au/the-secret-customer-academy/customer-experience-governance/
[2] Secret Customer Australia. Mystery Shopping Action Plans and Follow Up. https://www.secretcustomer.com.au/the-secret-customer-academy/mystery-shopping-action-plans/
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