
 

 

 

 

Case-Study Exercise: Module Seven 

 

 

 

 

 

 



 

 

 

Case-Study Exercise: Overview  

 

Purpose 

This exercise will test the following knowledge and abilities: 

Basic research skills: Your ability to review existing customer related information to determine what 

is important and how it fits together 

Adoption awareness: Your general understanding of the need for successful product/service 

adoption and the basic processes involved in researching, planning for and implementing adoption 

services for a new customer. 

Adoption research: Your ability to perform sufficient and appropriate research and documentation to 

ensure that information required for adoption planning is uncovered and recorded. 

User Adoption requirements: Your ability to understand the different adoption needs (knowledge 

skills and attitude) of a wide range of users 

Adoption planning: Your ability to determine an adoption plan for a new customer engagement, 

based upon an analysis of the information uncovered and documented during the research process 

and including user communication, training and support 

 

 

Instructions 

First read the ‘Task’, making sure you absorb and understand it fully. Then turn to the ‘Scenario’ to 

read the background information that relates to the task, again making sure you absorb and 

understand it fully. Once you are sure you have fully understand both task and scenario, complete 

the task using the information provided within the scenario to help you. 

The task should take you a minimum of 45 minutes to complete. Some students may find they need 

longer in order to complete the task thoroughly. 

Once you have completed the task, turn to the ‘Model Answer’ and compare your own response 

with that within the model answer. Note that the model answer is simply one possible response to 

the task, and does not provide either a ‘best’ or a ‘definitive’ response to the task, since there may 

be multiple ways in which information contained in the scenario and tasks might be interpreted, and 

multiple ways in which problems might be approached and/or challenges might be overcome, that 

would all yield an equally positive result. 

 

  



 

 

 

Case-Study Exercise: Challenge  

 

Task 

This exercise uses the “Model Answer” from Case Study Exercise Six for the case study data.  

Review and analyze the adoption research information provided within the Capabilities and 

Processes tool, the Impacted Groups tool, the Adoption Activities tool and the Practical 

Considerations tool.  

Apply the WBS (work breakdown structure) methodology to develop a high level plan for the 

implementation of all the necessary adoption activities to maximize the likelihood of success for this 

initiative. This should include Major Works Streams and Sub Work Streams only.  

Then apply the WBS (work breakdown structure) methodology to create a detailed plan to include 

all the individual work packages for those activities relating to user adoption at the customer’s Head 

Office (only). For each activity within your detailed plan you must show the following information: 

 Name (a unique name for each activity that can be used when referring to it) 

 Description (a very brief explanation of what the activity is and how it works) 

 Target IGs (which impacted groups will be involved with the activity) 

 Personnel (who will be involved in delivering or performing the activity) 

 Timings (how long the activity will take) 

 Results (what the outcome/s of the activity will be) 

 Measurement (how performance of the activity will be measured) 

 Dependencies (which other activities must take place first) 

Your plan must meet the customer’s adoption requirements to ensure they are fully prepared and 

ready to utilize their new solution and to generate value from it. Your plan should also bear in mind 

the need to be as cost effective as possible (though you do not need to calculate expenditure within 

the exercise) and must be realistic in terms of types of activities selected.  

Finally use the Critical Path Method (CPM) to calculate the overall duration of and show the critical 

path through the implementation project. Make sure you allow for both the time taken for each 

work package (suggest allow a minimum of a day) and any time that might need to elapse between 

each work package (for example in order to provide a selection of dates for training that are not 

side-by-side in the diary). 

Remember that if you do not know something, you can always make an assumption and then 

validate it later when you have the opportunity. 

 

Scenario 

(See over page…) 



 

 

Capabilities and Processes 

 



 

 

Impacted Groups 

 

 



 

 

Adoption Activities: 

 



 

 

 

Practical Considerations: 

 

 

 

  



 

 

 

 

 

 

 

 

 

 

 

MODEL ANSWER 

 

 

Warning: Do not review until after you have completed the exercise 

  



 

 

 

 

Case-Study Exercise: Model Answer 

 

Note: For this exercise, multiple assumptions may have been made during the development of your 

answer, as they were during the development of the model answer shown below. As such, your 

answer may be somewhat or even very different from the model answer in its detail. That is fine, it is 

not necessary for your answer to match the model answer in its detail, so long as you can justify the 

specifics of your answer, and so long as your answer is as logical and orderly, and similarly 

comprehensive to that of the model answer. 

 

Part One: Major Work Streams and Sub Work Streams 

 

 

 

Part Two: Work Packages for Head Office Users 

See overleaf… 

 



 

 

 



 

 

 

Part Three: Overall Duration for Project and Critical Path  

 

  



 

 

 

 

Case-Study Exercise: Your Score 

 

Scoring 

Once you have finished, and for your own benefit only, compare your own response to the response 

within the Model Answer and rate your response from 0 (low) to 5 (high) for each of the following: 

 Completeness: how complete was your response compared with the model answer? 

 Accuracy: how accurate was your response compared with the model answer? 

 Quality: How high a quality level was your response compared with the model answer? 

 

Completeness  

Accuracy  

Quality  

Your TOTAL Score  

 

 

If you rated yourself at a total of 6 out of 15 or lower your score is lower than ideal, and we 

recommend you review the module again and then retry the exercise to see if you can improve upon 

that score. 

If you rated yourself at from 7 to 9 out of 15 your score is within acceptable boundaries of 

competence, although it might indicate perhaps less understanding or experience in the role than a 

higher score would have done. 

If you rated yourself at from 10 to 12 out of 15 your score reveals a good standard of competence 

that indicates you have understood the task and can perform it well. 

If you rated yourself at 13 out of 15 or higher your score reveals a very high level of achievement for 

this task that indicates your mastery of the topic. 

 

 


