S3P3-1: Pilot Monitoring Framework

Purpose:
Track how each customer touchpoint performs during the pilot compared to its expected outcome. Ensures issues are surfaced in real time, notonly at the end of the pilot.

Example Table - Onboarding Pilot
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How to use:

Compare Action vs Response for each touchpointto see alignment.

Use Value Score to prioritise fixes (highest leakage = highest priority).

Update weekly during the pilot to catch misfires early.

What’s Different from Earlier Tools:
Moves beyond design (S3P1) into real-world measurement.
Explicitly ties pilot monitoring to ARP scoring (A x R).
Provides granular insight at the touchpoint level.

Uses:

Identify critical fixes before full rollout.
Provide pilot sponsors with evidence of whatis working vs. failing.

Build credibility by showing customer voice is acted on immediately.

Action-Response Principle (ARP)
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