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Selected work samples
Denver, CO - allihodgson@icloud.com - linkedin.com/in/ahodgson

| take requests that arrive messy and urgent, give them a shape, write down the rules so other people can run them, and
build in the checks that keep quality high at volume.

Inside this portfolio

Sample What it demonstrates

1. Request Intake & Triage Scoping, scheduling and practical alternatives to platform
constraints

2. Data Work Standards Definition of Done, quality checks and risk-based audits

3. Staff Identity Management End-user guidance, FAQs and clear terminology

4. Incident Communications Scoped updates, operational guidance and resolution

5. Digital Forms Rollout Role-based training, staged implementation and support
readiness

6. Case Studies Al workflows, billing migration and launch readiness

About these samples

Samples 2-5 are real documents | wrote, anonymized and lightly trimmed. Brand, vendor and people names are replaced;
links and prices are removed. Sample 1 recreates a process used across internal tools, using fictional Harbor & Pine Brands:
five service brands, approximately 750 locations and an outside POS vendor. Sample 6 summarizes work from my career.
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SAMPLE 1 - PROCESS DESIGN

Request Intake & Triage

The problem

Requests for prices, promotions, services and memberships arrived through email, chat and hallway conversations. Many
lacked scope, dates or exact items; some asked for things the platform could not do. Work stalled in back-and-forth while
deadlines were set before the work was understood.

The process

1. Capture. Create a standard intake record regardless of the original channel; the requester does not have to
reformat it.

Complete. Ask for missing details before building. If a draft would require a guess, turn that guess into a question.
Check. Validate platform limits, lead times, blackout windows and scheduling rules before committing.

Phase. Create new items inactive, apply real values and activate, then build promotions. Number each phase.
Draft and self-QA. Check the submission against the Definition of Done in Sample 2.

Approve. Obtain leader sign-off before sending work to the vendor.

Submit and audit. Confirm the schedule with the vendor and audit the change before locations rely on it.

No v h~wbd

Required intake information

Field Purpose

Request type and action Identify what is being created, updated or deactivated; choose
the build pattern and lead time.

Exact items Name the specific item, rather than a broad service category.

Scope Identify all locations, a region or a named list; determine row
counts and audit scope.

Go-live and end dates Identify scheduling and blackout conflicts early.

Pricing and source Give each dollar value a source that can be validated.
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Scheduling rules and practical alternatives

Rule Application

Final requirements start the clock Re-quote timing when requirements change so the impact is
visible.

Quote build times, then confirm dates Check team commitments before confirming a live date.

Discount by a value, not to a value The platform takes dollars or percentages off; location-specific

final prices require a different approach.

Plan for the holiday freeze Include deactivations. Submit changes needed in early January by
November.

Use mid-week go-lives Avoid Monday and Friday so full staffing is available to resolve
issues.

Standard build times

Request Build time

Standard promotion code 5 weeks
Price item or retail product 6-8 weeks
New service type 8-10 weeks plus opt-in
Price increase 8-9 weeks plus opt-in
New membership 3 months

Result

The team consistently delivered changes on committed dates. Timing conversations shifted toward planning promotions
around lead times months ahead.

Example: a request the platform cannot build as asked

The ask: make a 60-minute service $79 at every location for Member Appreciation Week, launching in three weeks. Because
prices vary by location, one discount code cannot produce the same final price everywhere. Central matching requires 700+
calculations and 6-8 weeks.

e  Option A: locations create their own $79 code using exact instructions and a verification pass before launch. Meets the
requested date.

Option B: create one central $20-off code. Simpler to build; final prices vary by location.

Option C: match the price centrally for each location. Produces the exact target price; requires 6-8 weeks.
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SAMPLE 2 - QUALITY SYSTEMS

Data Work Standards: Definition of Done, QA & Audit

The working standard my team uses to prepare, submit, and audit bulk system changes (prices, services, promotions) that
an outside vendor enters across ~750 locations.

Audience: My systems team: the specialists who prepare vendor requests and audit the results
Purpose: One shared, written standard so quality doesn’t depend on who did the work
Format: Internal how-to (living document): specs, a QA checklist, and a step-by-step audit procedure

Real document, anonymized: brand, vendor, and people names replaced; links and prices removed; lightly trimmed for length.

What to notice

e Quality is built in before submission (Definition of Done, self-QA), not only inspected afterward.

e Audit depth scales with risk: 100% for recurring billing, ~20% random for manual checks, and deeper when errors
appear.

e Escalation rules are explicit: report errors fast, document instead of fixing, and never alter the original submission.

Definition of Done: Data Sheet

e All text is set to Century Gothic 10pt. First row locked in place, bold, centered, wrapped.

e Column headers match closely to columns in data dumps OR fields in the platform (ask if you need help deciding).

e Any dollar value column is set to “Number” format. Please do not use “$” or Accounting/Financial options.

e For changes to any existing service, required columns: ID, Product Name/Description, Service Category, Revenue
Category, Active.

e Changes specific to individual locations must include Site ID and Location Name.

e Updates: highlight cells with changes in Light Orange 3, if not readily apparent. This helps the vendor’s data team
quickly focus on the requested updates.

e Major callouts: highlight cells the data team needs to pay close attention to (e.g., “ID created in task x”) in Light Yellow
3.

e New items: do not include a Product ID column (it’s only there for updates).

e More specs to come over time. There are many, but these are the basics to start with.

Sample QA Checklist

List items will vary by individual; we'll have a shared doc per person with your specific list items. Before marking any task
“Ready for Review,” | confirm:

e | checked my work against the Spec Guide (Definition of Done)

e Allrequired fields are filled out correctly (no blanks, no placeholders)
e  Formatting matches standards exactly (names, structure, labels, etc.)
e Datais correct and aligned to source (no mismatches)

e No duplicate, missing, or extra entries

e Any formulas or logic have been tested and return expected results
e |f this impacts downstream work, | validated those dependencies

If any of the above are not true, the task is not ready for review.

Auditing Data Work

Context: When data projects are completed, we check the vendor’s work to ensure proper entry. Typically, a 20% random
sample is examined for manual/visual audits, but when using a SQL query, all rows should be confirmed accurate. For price
changes affecting autopays, every autopay must be audited.
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Notes about timing and escalation:

e If working on a same-day audit, please be aware of the time, and keep the team updated.

e Audits for price changes are extremely sensitive and should be handled as early as possible to ensure accuracy.

e Errors (or suspected errors) must be reported rapidly, not held until the end of the audit. Use judgment: small things
are less pressing, but anything the vendor needs to fix should be communicated immediately.

Steps (when the vendor’s “Data Work Complete” email arrives):
1. Using the monthly Data Work sheet, locate and fully review the project summary and details.
2. Copy the request detail tab to your Audit sheet.

e For an “all locations” project, add a second tab with the brand’s open-locations list as your audit list.
e  For a project with specific rows (by product ID, location, etc.), use the request detail sheet.

3. In the Audit sheet, add an “Audit” column with checkboxes.
4. Select a random 20% sample of rows or locations.

e  Please make sure it's actually random. If the request contains multiple items/values, make sure we're checking as many
as possible and not just going from the top of the sheet.

5. Check each entry, using the request and opt-ins or other primary sources to determine whether it is exactly as
requested.

6. Provide validation screenshots: show your work in a way that can be reviewed quickly.
7. If there are errors:

e Notify the team lead ASAP (depending on severity/impact).

e Please do not make changes. Document the error(s) clearly, in a way that makes evaluation and approval of your
recommendation as direct as possible (I shouldn’t have to leave the sheet to make the decision). If it’s the same error
on every row, two or three rows is fine.

e Vendor error: reply to the completion email with documentation to request adjustment. Our error: we’'ll game-plan a
solution together.

e Once adjustments are made, repeat the process to confirm accuracy.

8. If the entry is accurate, check off each item and screenshot one correctly completed item per type/location. Confirm
to the vendor in writing (a contract requirement to complete the job).

9. Mark the audit complete in the monthly tracker and link the audit sheet; check “Audit Pass” when accurate.

Best practices:

e Never change a data work submission sheet after submission. Always use a separate sheet for audits.

e Audits should be clear enough for anyone to be able to review and understand your process.

e Autopays must be 100% audited, every single time.

e |f using a next-day data export, a 100% audit is appropriate and should be done. If the 20% sample finds errors, a
deeper audit is needed.

e Al new member pricing and retail items get their membership restriction and discount settings audited manually, every
time, even with a full export. These are very frequently missed areas.
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SAMPLE 3 - HELP CENTER WRITING

Help Article: Staff Identity Management

A help center article preparing location owners for a required, security-driven change to how every staff member logs in to
the POS platform.

Audience: Location owners and managers across three brands
Purpose: Get every location ready for a mandatory login change before its rollout date, with no lockouts
Format: Help center article: objective, key steps, cautions, walk-through video, FAQ, and glossary

Real document, anonymized: brand, vendor, and people names replaced; links and prices removed; lightly trimmed for length.

What to notice

e The FAQ answers the questions owners actually push back with (“Is this required?” “What if my staff won’t use a
personal email?”) before they become tickets.

e Aglossary pins down loaded words (“unique,” “active,” “staff”) so the instructions can’t be misread.

e  Reassurance sits right where people worry: “this step does not deactivate the profile.”

Effective dates by brand: Brand A: February (LIVE) - Brand B: May (LIVE) - Brand C: September

Staff Identity Management, a new module in the POS platform, has either rolled out or will roll out soon in your brand. This
article provides an overview, a walk-through video, FAQs, and some terms. If you have questions, please submit a Help
Center ticket to the Support Center.

Key Steps
1. Logging in as an owner:
e Verify your account and log in as usual.
e Note the black bar at the top of the screen, which indicates access to multiple sites. To switch locations, click the
location name.
e Save up to five favorites by clicking the ribbon.

2. Adding new staff members:

e C(Click “More” and select “Add New Staff.” Enter first name, last name, phone, and email.
e |nthe staff profile, set a unique email address as the login, assign a permission level, and save.

3. Troubleshooting conflicts:

e |f there is a username conflict, go to “More” » “Staff Permissions,” find the user, and delete their login.
e Note that this only removes the login, not the profile.
4. Account setup and verification:

e New staff receive an account setup email and are prompted to set a password.
e Ifaresetis needed, click “Forgot your password” on the staff sign-in page.

Cautionary Notes

e Ensure that all staff* members have unique email addresses for their logins.

e Only profiles that require logins are for staff* members accessing their own accounts. (See terms below.)
e Use secure passwords and reset them every six months.
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FAQs

Is Identity Management required?
Yes, as of the effective dates shown above. This is a requirement by the Support Center and the platform. Improving
security measures is important for maintaining data security and PCI compliance.

What do | need to do?

Ensure that everyone who logs in has a unique, active email address for their login, including approved non-staff logins that
will remain after rollout. If anyone accesses multiple locations, make sure their username and password are the same in all
locations prior to rollout. On rollout day, staff may receive a verification email; they should complete it before logging in.

What if my staff member doesn’t want to use their personal email address?

You or they will need to create an email address for them to use as a login. It must be both unique (not assigned to anyone
else in the brand) and active (a verification email will be sent to this address, and any password reset emails will go there
too).

Will the login process be different?
Generally speaking, no. A user logging in for the first time after rollout will need to complete verification. After that, the
login process will be exactly the same as before (just using an email address, of course!).

How do | manage logins?

Go to the Staff tab, use the More menu, and select Staff Permissions. Check each group in the drop-down and delete or
update each username that is not an email. Note: this step does not deactivate the profile; it only removes the username,
which you may then replace.

Will my location have any logins deleted?
As long as all logins are active, unique email addresses, no. However, non-email usernames duplicated in other sites may be
deleted, and shared resource logins scheduled for retirement will be removed prior to rollout.

Definitions

Unique An email address not assigned to anyone else in the brand.

Active An accessible, functional email address that receives verification
and password-reset messages.

Staff Profile The full staff record: appointments, availability, pay rates,
personal information and login.

Login The username, password and permission group used to access
the system.

Non-Staff Login A login assigned to an approved resource or use case rather than
a person; use the most restricted access possible.

Staff An individual person, as distinguished from a resource or non-

staff use case.
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SAMPLE 4 - INCIDENT COMMUNICATION

Incident Comms: From First Notice to Resolution

Two messages sent to location owners during a vendor-side bug that stopped online booking from leaving buffer time
between appointments: one the morning after we found it, and one when it was fixed.

Audience: Location owners and managers for one brand
Purpose: Keep locations calm and operating during a vendor outage, then close the loop with clear next steps
Format: Email/announcement. Part 2 was drafted by me for our Chief Technology Officer’s signature

Real document, anonymized: brand, vendor, and people names replaced; links and prices removed; lightly trimmed for length.

What to notice

e Scope comes first: online booking only, and no sign of true double-bookings. That heads off panic and a flood of tickets.
e “What we know” is kept apart from “what you should do,” and nothing is promised that we couldn’t control.

e The resolution names the leftover work honestly (the fix covers new bookings only) and commits to prevention.

PART 1 - AWARENESS & INTERIM GUIDANCE

Subject: Online Booking Prep Time Issue - Awareness & Interim Guidance

Good morning, We want to make you aware of an issue currently impacting online booking availability in our booking
platform. As of yesterday afternoon, we have identified that online bookings may not be properly accounting for buffer
time between appointments. This can result in bookings appearing back-to-back based on service duration alone, rather
than including the expected transition time (“Prep Time”) between sessions. At this time:

e Thisissue appears limited to online booking only
e Appointments booked directly within the platform are functioning as expected
e We have no indication of true double-bookings occurring as a result

We have escalated this with our platform vendor at the highest level, and their team is actively investigating. What you
should do in the meantime:

e  Please be aware of your schedules when reviewing newly booked online appointments
e If needed, adjust appointments to ensure your team has appropriate transition time between sessions
e Continue business as usual otherwise

We understand how important this prep time is to your teams and the client experience, and we are treating this with
urgency. We will provide updates as soon as more information becomes available.

Thank you for your patience while we work through this with our partners.
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PART 2 - RESOLUTION

Subject: Update: Online Booking Timing Issue Resolved

Good morning, We wanted to provide an update on the booking platform issue we reached out about on Friday, related to
Prep Time. The vendor has rolled back the change that was affecting how Prep Time is applied to online bookings. Based on
current behavior, new appointments are now correctly accounting for Prep Time between sessions. Important: This fix
applies to new bookings only. Any appointments that were scheduled while this issue was occurring will not automatically
update to include Prep Time. What this means for your location:

e Please review appointments booked during the impacted window
e Adjust timing as needed to reintroduce appropriate buffer time
e Communicate with clients if appointment times need to be shifted

We recognize this may require additional effort at the location level, and we appreciate your partnership in ensuring
schedules are set up appropriately for your teams. What we're doing next: We are actively working with the vendor to
understand how this change was introduced and to ensure stronger safeguards are in place moving forward. What you
should do:

e  Resume normal operations for all new bookings

e Continue to monitor schedules over the next few days

If you continue to see any issues with Prep Time not being honored in new online bookings, please submit a ticket with

specific examples so our team can review.

Thank you again for your patience and partnership as we worked through this. [Chief Technology Officer]
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SAMPLE 5 - TRAINING & ENABLEMENT

Rollout Guide: Digital Intake Forms, Tablets & Apps

Excerpts from a full implementation guide for moving locations from paper intake forms to digital forms on secured tablets,
with separate apps for front-desk and service staff.

Audience: Location owners, managers, front-desk teams, and service providers
Purpose: Launch a new digital workflow with role-based training, a staged rollout, and fewer support tickets
Format: Tabbed guide (~40 pages) with FAQs, role-based how-tos, a rollout timeline, and 5 appendices; 3 excerpts shown

Real document, anonymized: brand, vendor, and people names replaced; links and prices removed; lightly trimmed for length.

What to notice

e Why before how: the guide opens with the security and client-experience reasons for the change, not the button clicks.

e Adated, step-by-step rollout puts training and testing before go-live, including role-play with the team.

e |t teaches locations how to get good support: what details to include, where to send each kind of issue, and how to
treat the person helping them.

From the cover: “Please keep in mind that we take feedback into account, so things change over time. We do our best to
keep our guides up-to-date, but some wording, screens, and other examples may look a little different. If you find that it’s
drastically different, please send a ticket with a link to this page, and the Support Center will review and update as soon as
possible.”

Excerpt A - Why do we need tablets?

Security

e Device-management software limits outside app usage (social media, entertainment, or other personal apps), keeping
staff usage focused on business needs.

e |t also helps protect guests’ Pll (personally identifiable information), a requirement for PCl compliance.

e  Keeping guest data off staff’s personal devices reduces the risk of PCI non-compliance as well as the risk of data being
used for personal purposes (e.g., contacting clients outside the business).

e Managing intake forms digitally prevents Pll from being stored through an unsecured method (paper, scanning, then
shredding).

Core procedures

e Intake forms must be reviewed by the service provider through the Team App, and the provider must sign to indicate
they’re aware of contraindications. The Team App is the only way to obtain provider sign-off.

e  Service notes are much easier to enter through the Team App. An automated form guides the provider through each
service and creates the note in the format needed for reporting.

e The Intake Forms App lets in-location guests complete the form without front-desk data entry, scanning, shredding, or
document storage. (It will save you money on paper, too!)
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Excerpt B - Implementation steps & timeline

Step Action When

1 Review this guide At least 3 weeks before Automation Live
Date

2 Purchase, set up and install tablets At least 3 weeks before Automation Live
Date

3 Learn digital form operations 2 weeks before Automation Live Date

4 Set up and learn the Team App 2 weeks before Automation Live Date

5 Train staff 1-2 weeks before Automation Live Date

6 Final checks and testing 1-2 days before and after go-live

Each location has two rollout dates: one for the dashboard module and one for the automations. The dashboard
activates about two weeks early so you and your staff can test and get familiar with the system before automations
begin.

Between the two dates, you are encouraged to send test forms to your staff, to better understand the process.

Train Your Staff: it is strongly recommended that you have team members try out the digital intake form themselves, so
they can understand the guest experience. Then role-play the new process with the tablets.

Excerpt C - Tips for the best support results

When should | contact the software vendor vs. the Support Center?

Bugs: reach out to the vendor if you have referred to documentation that states that something should work in one
way, and it is not working in that way. They can check logs and back-end data and involve developers if needed.
Training, feedback, questions: if you're having trouble understanding the guidance, want to share feedback about how
something should work, or have questions, contact the Support Center through the Help Center.

To troubleshoot, any support team will typically need to recreate the problem themselves. It is critical to provide specific

examples of:

Guest or staff profile: name and email address

Who was logged in

Which system or app was being used

What happened and what should have happened

What you were doing just before the error

Whether this happened once or is recurring

Whether it affects one record or all records; include specific examples
Location name and site ID

Approximate date and time

Screenshots or videos showing the full screen

Finally, a gentle reminder that the person on the other end is there to help you! You might be frustrated, and Support

wants to partner with you to find a solution. “Hello,

n o« » u

please,” “thank you,” and other niceties often make a world of

difference with support reps!
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SAMPLE 6 - RESULTS

Case Studies

Al-assisted request drafting

Current role - five brands - approximately 750 locations
Situation. Each loosely worded request required rebuilding intake checks, business rules and data files by hand.

Approach. Documented company standards, brand facts and recurring request patterns. Built an Al-assisted process that
uses specifications, descriptions and source data to create data-work files and vendor requests. Missing information
becomes a question; drafts pass the Definition of Done, leader approval and the standard audit.

Outcome. Used for four brandwide price changes and the largest annual holiday gift-card promotion, saving an estimated
week of work in one month. Preparation shifted toward reviewing and approving; the underlying documentation also trains
new team members.

300K-record billing migration
CorePower Yoga - 2015-2021 - approximately 10,000 interactions per week

Situation. Customer billing moved to new database software while the support team continued daily operations.

Approach. Consulted on software customization and managed migration of more than 300,000 billing records. Applied the
approach to data and membership transitions for four acquired locations, leading the team through customer-facing
changes.

Outcome. Billing moved to the new system while support remained operational, with a reusable approach for later
acquisitions.

E-commerce launch and team readiness
CorePower Yoga - team of 35, including five managers

Situation. A new e-commerce platform introduced chatbot and live chat channels; the team needed to be ready at launch.

Approach. Directed the customer experience workstream, wrote chatbot and live-chat scripts, and trained the team. Built
on experience leading customer service and billing implementation for an on-demand video launch, recognized with the
Team Player award.

Outcome. Support launched with documented scripts and trained staff; the playbook carried forward to later rollouts.
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