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Before you start


Welcome

Welcome! This book is for everyone who works in an IT team and writes in English every day: developers, testers, DevOps and support engineers, product managers and team leads.

Most of the English you use at work is written. Tickets, bug reports, commit messages, code review comments, chat messages, status updates, incident notes. Your colleagues are often in other countries and other time zones, so they read your words hours after you write them, and they can’t just turn to you and ask what you meant. A clear message saves a day. An unclear one can cost a week.

This book shows you how experienced colleagues write these texts: short, clear, polite and easy to act on. Every chapter takes one real kind of text, shows you a good example, explains how it works, gives you the phrases you need and lets you practise. At the end of each chapter, you write your own text and compare it with a model answer.

You don’t need perfect English to write well at work. You need to know what your reader needs, and a few good phrases to say it. That is what this book gives you.



How this book works

There are 24 chapters in four Parts:









	Part
	Chapters
	What you write





	1 · Tickets and Bug Reports
	1–6
	Clear messages, tickets, bug reports, questions, status comments, estimates



	2 · Code and Code Reviews
	7–12
	Commit messages, pull requests, review comments, technical explanations, README files



	3 · Team Chat, Email and Planning
	13–18
	Async stand-ups, chat messages, emails to non-technical colleagues, pushing back, meeting notes, customer replies



	4 · Incidents, Documents and Your Career
	19–24
	Incident updates, postmortems, handover notes, design proposals, feedback, job applications





Do the chapters in order if you can. The early chapters teach habits that every later chapter uses. But if you need to write a bug report tomorrow, go straight to Chapter 3: each chapter also works on its own.

After every six chapters, a Part review mixes everything from that Part. Try it without looking back.

Use the key. All the answers are at the back of the book. When more than one answer is possible, a slash (/) shows them. For rewriting and writing tasks, the key gives a possible answer or a model answer: one good version, not the only one. If your version is clear, polite and has all the information, it is a good answer too.

Use your own work. Every writing task is set in the world of one software team, but you can always write about your own project instead. That is the best practice of all.



How each chapter works

Every chapter has six steps and ten exercises.








	Step
	What you do





	1 · See it in action
	Read a real example of the text type and notice what makes it work.



	2 · How it works
	See the parts of the text, in order, and the key rules.



	3 · Useful phrases
	Learn ready-to-use phrases, marked B1 or B2.



	4 · Practise
	Choose, order, complete and rewrite. Exercises 1–7.



	5 · Say this, not that
	Fix the mistakes that make work texts unclear or impolite. Exercise 8.



	6 · Your turn and quick check
	Write your own text with a checklist, then do ten quick questions. Exercises 9 and 10.





The B1 phrases are simple and safe: you can use them everywhere. The B2 phrases are a little more precise or more diplomatic. Start with B1, then add the B2 phrases you like.

The levels in this book are a guide to help you choose. They are not official CEFR results.



Meet the Rota team

All the examples in this book come from one team at Northbeam Software, a fully remote company with about 120 people. Its main product is Shiftly, a staff-scheduling app for restaurants, clinics and shops. With Shiftly, managers plan shifts, employees swap shifts with each other, and everyone can see their hours. Shiftly has a web app and a mobile app.

The Rota team builds the scheduling part of Shiftly. They work across five time zones, so most of their communication is written.









	Name
	Role
	Based in





	Priya Raman
	Backend developer. Careful and thorough, but sometimes writes too much.
	Bengaluru



	Mateus Costa
	Frontend developer. Fast and friendly, but sometimes too short.
	São Paulo



	Oksana Kovalenko
	QA engineer. Very precise, and her bug reports are famous in the team.
	Kraków



	Kwame Mensah
	DevOps engineer. Calm when things go wrong.
	Accra



	Daniel Reyes
	Support lead. He brings the customers’ problems to the team.
	Manila



	Lena Hoffmann
	Product manager. She writes the tickets and talks to the customers’ managers.
	Berlin



	Sam Okafor
	Engineering manager and team lead.
	London





Northbeam’s customers in this book are Greenleaf Clinics, the Casa Lumo restaurants and Brightway Pharmacies. Tickets for the product start with SHIFT-, and tickets for the infrastructure start with OPS-.

All the people, companies and products in this book are fictional, and so are the email addresses, which use example.com. The tools are not real brands either: the team uses “the ticket tracker”, “the team chat” and “the code repository”. Your tools may have other names, but the writing works the same way.



Quick guide: writing for a busy reader

Five ideas you’ll meet again and again in this book:


	Start with the point. Say what you need or what happened in the first line. Details come after.

	One message, one topic. Two topics? Write two messages, or use numbered points.

	Be specific. Not “It doesn’t work” but “The Save button shows an error after I change the start time.”

	Make the next step clear. Who needs to do what, and by when?

	Be kind and neutral. Write about the problem, not the person. A short “Thanks!” costs nothing.



Ready? Let’s start with Chapter 1.





Part 1 · Tickets and Bug Reports


Chapter 1 · Writing for a Busy, Distributed Team

Goes with Every message you send to your team · Your goal: You can write a short work message that a busy colleague in another time zone can understand and act on in one read.

Your team is spread across the world. When you finish work, a colleague is just waking up. You can’t lean over and ask, “What do you mean?” If your message is unclear, they write back with a question, you answer the next day, and a simple task takes two days. This chapter shows you the habits that clear writers use: put the point first, keep one topic per message and say exactly what you need and by when. They are small habits, but they save your team hours every week.


1.1 See it in action

Mateus Costa (São Paulo) is building the new shift-swap screen in Shiftly. He needs a change to an API endpoint from Priya Raman (Bengaluru). Bengaluru is eight and a half hours ahead, so when Priya starts work, Mateus is asleep. Read his first message, then his second try. (All times are in UTC.)


#rota-team

Mateus Costa 20:50

hi Priya!! how are things? so today I was working on the swap screen and I noticed something strange with the API, when I get the list of swaps sometimes there is no info if the manager approved it or not, so I don’t know what to show to the user, I tried some things but no luck. also design changed the button colours again haha. can we talk about it when you have time?

Priya Raman 03:40

Hi Mateus! Sure. What exactly do you need from the API?

Mateus Costa 12:05

Sorry, just saw this! I need the swap status…




#rota-team

Mateus Costa 20:50

Priya, a request for the swap screen (SHIFT-231): could you add a status field to the /swaps endpoint by Thursday?

Right now the response doesn’t say whether a manager has approved a swap, so the app can’t show “Pending” or “Approved”.

What I need:

– status with one of three values: pending, approved, rejected

– the same field in the list response and the single-swap response

There’s an example response in the ticket. If Thursday is difficult, just tell me and I’ll hide the label for this release. No call needed.

Priya Raman 03:55

Yes, Thursday is fine. I’ll add it to both responses and update SHIFT-231 when it’s on staging.



Notice. In the second version, what does Priya know after reading only the first line? What did Mateus leave out, and why doesn’t it matter? Look at the times: how much time does the second message save?



1.2 How it works









	Part
	What to write
	Example





	First line or subject line
	The topic and, if possible, what you need
	Swap screen: status field needed by Thursday



	The point
	Your request, question, decision or news, in one sentence
	Could you add a status field to the /swaps endpoint by Thursday?



	Context
	Only the background the reader needs: one to three sentences
	Right now the response doesn’t say whether a manager has approved a swap.



	Details
	Facts, a short list, a ticket number or a link
	pending, approved, rejected



	Next step
	What happens next, the deadline and a plan B
	If Thursday is difficult, tell me and I’ll hide the label.





Lead with the point. Experienced colleagues call this BLUF: bottom line up front. Your reader may only read the first line on a phone between meetings, so put the most important sentence there. The story of how you found the problem can come later, or not at all.

One message, one topic. If you have three topics, send three messages (or start three threads). Then each one can get its own answer, and nothing gets lost.

Short paragraphs, plain words. Write paragraphs of one to three sentences. Use short, common words: use, not utilise; help, not facilitate. Name things exactly: the timesheet export, not the thing.

Say what you need and by when. Soon and ASAP mean different things to different people. Give a day and a time, and say which time zone.

Make it easy to act on. Ask questions that can be answered with yes, no or a choice. Offer a plan B, so your colleague can answer without waiting for you.


Tip · Whose Thursday? A deadline like by end of day is unclear when your team is spread across five time zones. Write by Thursday 12:00 UTC or by the end of your Thursday. Many teams use UTC in tickets and chat for exactly this reason.





1.3 Useful phrases










	Use
	Level
	Phrase
	Example





	Leading with the point
	B1
	Quick question: …
	Quick question: is the swap endpoint on staging yet?



	Leading with the point
	B1
	Could you …, please?
	Could you review my pull request today, please?



	Leading with the point
	B2
	The short version is: …
	The short version is: the release moves to Monday.



	Leading with the point
	B1
	Just FYI: … No action needed.
	Just FYI: staging will be down 14:00–15:00 UTC. No action needed.



	Saying what you need and by when
	B1
	I need … by …
	I need the final button text by Wednesday 12:00 UTC.



	Saying what you need and by when
	B2
	Ideally by …, but … is fine too.
	Ideally by Tuesday, but Wednesday morning is fine too.



	Saying what you need and by when
	B2
	This is blocking …
	This is blocking the swap screen, so it’s my top priority.



	Giving context briefly
	B1
	For context, …
	For context, Greenleaf Clinics asked for this last week.



	Giving context briefly
	B2
	(Full) background is in …
	Full background is in SHIFT-231.



	Making it easy to act on
	B1
	Option A or B?
	Option A (hide the label) or B (wait for the API)?



	Making it easy to act on
	B1
	A quick yes or no is fine.
	Can you do it by Thursday? A quick yes or no is fine.



	Making it easy to act on
	B2
	If I don’t hear back by …, I’ll …
	If I don’t hear back by Friday, I’ll go with option A.



	Making it easy to act on
	B2
	Happy to jump on a quick call if that’s easier.
	Happy to jump on a quick call if that’s easier, but chat should be enough.



	Making it easy to act on
	B1
	Let me know if anything is unclear.
	The example is in the ticket. Let me know if anything is unclear.







1.4 Practise

Exercise 1 · Choose the better version. Choose the first line or subject line (a or b) that a busy colleague will understand faster.


	
	Question



	Rota export: are break times missing from the CSV?




	
	Hi Kwame, hope your week is going well! I wanted to ask you something about staging, if you have a minute at some point.



	Kwame, could you restart the staging server today? Tests are failing with a timeout.




	
	Greenleaf Clinics: rota PDF fix needed before 20 November



	Urgent!!!




	
	Please check the thing we talked about.



	Please check the timesheet total in SHIFT-242 (row 3 looks wrong).




	
	Can you send it soon?



	Can you send it by Wednesday 10:00 UTC?






Exercise 2 · Put in order. Daniel Reyes (Manila) writes to Lena Hoffmann (Berlin). Put the sentences (a–e) in the best order.


	For context, three Casa Lumo restaurants asked about this last week.



	Could you tell me by Friday if swaps without manager approval are on the roadmap for next quarter?



	Lena, quick question about shift swaps for Casa Lumo.



	If they aren’t planned, I’ll let the customer know next week.



	Their staff often swap at short notice, and managers aren’t always online.



Exercise 3 · Complete the messages. Use the phrases in the box. Use each phrase once.


Phrases

Quick question · by · For context · This is blocking · If I don’t hear back · No action needed.




	______: does the timesheet export include overtime?

	Could you review my pull request ______ 16:00 UTC today?

	______, Brightway Pharmacies reported this twice last month.

	______ the release, so please look at it first.

	______ by Friday, I’ll close the ticket.

	Just FYI: the new rota colours are live on staging. ______



Exercise 4 · Match. Match each vague phrase (1–5) with a clearer version (a–e).


	ASAP

	the bug

	some customers

	it’s slow

	Can you look at it?




	the duplicate notification bug (SHIFT-228)



	the rota page takes eight seconds to load



	Can you check whether the fix works in the mobile app?



	by 15:00 UTC today



	two Greenleaf clinics



Exercise 5 · Rewrite. Make each message shorter and put the point first.


	Hello Oksana, I hope you are fine. I am writing because I wanted to ask if maybe you have some time to test the new notification settings, if possible today, because we want to release them tomorrow.

	Yesterday I was looking at the logs and I saw a lot of errors, so I checked the database and then the cache, and in the end I found that the nightly timesheet job fails every night at 02:00 UTC.

	Hi Sam, there’s something about the swap feature that we need to discuss at some point, it’s about the 48-hour limit, I think we need a decision.

	Hi team, sorry to bother you, I know you are all very busy, but if anyone has a moment, could someone maybe help me with the failing build on my branch?



Exercise 6 · Spot the missing information. Each message is missing one important thing. Is it a) the deadline, b) the action (what the reader should do) or c) which item or ticket?


	Priya, could you check the endpoint by Wednesday 12:00 UTC?

	Kwame, the staging server is down again.

	Lena, could you approve the new button text for the swap screen (SHIFT-236)?

	Daniel, could you ask the customer for a screenshot by Friday?

	Sam, about SHIFT-244 and the release date.

	Mateus, could you fix the colour contrast on the swap button (SHIFT-237)?



Exercise 7 · Sort into sections. Lena writes to the team about a release. Put each sentence into the right part: point, context, details or next step.


	The shift-swap release moves from 25 November to 2 December.

	Brightway Pharmacies asked for one more week to train their store managers.

	Code freeze is now 27 November.

	The release notes are due on 1 December.

	Please update the dates in your tickets by Friday.

	I’ll confirm the new date with all three customers on Monday.





1.5 Say this, not that

These are very common in international teams, and they’re easy to fix.









	Not this
	Say this
	Why





	Kindly do the needful.
	Could you restart the staging server today?
	This phrase is understood in some places, but it’s unclear for an international team. Say exactly what you need.



	Please revert by tomorrow.
	Please reply by tomorrow.
	In many places revert means reply, but for most of the team it means “go back to an earlier version”. In IT, you revert a commit!



	Hi Priya (and then you wait for an answer)
	Hi Priya, could you check the swap endpoint today?
	A greeting alone costs a full day across time zones. Put the greeting and the request in the same message.



	THE ROTA EXPORT IS BROKEN!!!
	Urgent: the rota export is empty for all customers.
	Capital letters and !!! read like shouting. Say why it’s urgent instead.





Exercise 8 · Fix it. Each message has one problem. Rewrite it.


	Please do the needful for SHIFT-239.

	Please revert with your feedback by Thursday.

	Hi Kwame (and nothing else)

	THE TIMESHEET PAGE IS NOT LOADING AGAIN





1.6 Your turn and quick check

Exercise 9 · Write. Greenleaf Clinics wants break times in the timesheet CSV export. You need Priya (eight and a half hours ahead of you) to tell you if the API can include break times, and you need to know by Wednesday so you can plan the sprint. Write a team-chat message (60–90 words). You can also use a real situation from your own job.

Before you send, check:


	The first line says what you need.

	The message has one topic only.

	The deadline has a day and a time zone.

	The context is one or two sentences.

	Your colleague can answer quickly (yes, no or a choice).

	You use plain words (no do the needful, no revert).



Exercise 10 · Quick check. Complete the gap, choose a or b, or say true or false.


	BLUF stands for “bottom line up ______”.

	True or false? Across time zones, it’s polite to send “Hi” first and wait for a reply.

	Which subject line is better? a) Problem · b) Timesheet export: break times missing

	True or false? One message should cover one topic.

	“Please ______ by Friday.” (= answer me)

	True or false? ASAP is a clear deadline.

	Which is better? a) For context, Casa Lumo asked for this. · b) Please kindly note the context that Casa Lumo asked for this.

	“If I don’t hear ______ by Friday, I’ll go with option A.”

	True or false? Paragraphs of one to three sentences are easier to read on a phone.

	Which is easier to act on? a) Thoughts? · b) Can we go with option A? A yes or no is fine.



Your score: ______ / 10




Chapter 2 · Writing a Clear Ticket

Goes with Your ticket tracker · Your goal: You can write a feature ticket that the whole team understands without a meeting.

A ticket is often the only thing that connects a customer’s request to the code that ships. Developers, testers and designers in five time zones will read it, sometimes weeks later, often without the person who wrote it. If the ticket only says Shift swap, see call, everyone guesses, and the guesses are all different. In this chapter you’ll learn the parts of a clear ticket and the phrases that make each part short and precise.


2.1 See it in action

Lena Hoffmann, the product manager in Berlin, is planning the new shift-swap feature in Shiftly. Here is her first draft of the first ticket, and the version she finally puts in the ticket tracker for the team.


SHIFT-250 · Shift swap

Type: Story · Priority: High · Reporter: Lena Hoffmann

Staff need to swap shifts. Please make this work in the app. Managers should approve. Also notifications. As discussed in the call.




SHIFT-250 · Let staff request a shift swap with a colleague

Type: Story · Priority: High · Reporter: Lena Hoffmann · Sprint: 24

User story

As a staff member, I want to ask a colleague to swap one of my shifts so that I don’t have to call my manager.

Context

Shift swaps are the top request from Casa Lumo and Greenleaf Clinics. Today staff swap by phone, and managers change the rota by hand. This ticket covers the request only. Manager approval is covered in SHIFT-251.

Scope

– Web app and mobile app

– Staff choose one of their future shifts and one colleague

– The colleague can accept or decline

Acceptance criteria

– Staff can request a swap for any shift that starts more than 24 hours from now.

– Only colleagues with the same role at the same location appear in the list.

– The colleague gets a notification within one minute.

– If the colleague accepts, the status changes to “Waiting for manager”.

– If the colleague declines, the requester gets a notification and the rota does not change.

Out of scope

– Manager approval (SHIFT-251)

– Swaps between locations

– Swapping several shifts at once

Links

– Designs: docs.example.com/shiftly/swap-designs

– Customer requests: SHIFT-198

– Open question: Should requests expire after 48 hours? Please comment by Wednesday.



Notice. How does the new title help someone who only sees a list of tickets? What does the Out of scope section stop people from doing? Could Oksana test the feature using only the acceptance criteria?



2.2 How it works









	Part
	What to write
	Example





	Title
	A verb + what changes + for whom or where
	Let staff request a shift swap with a colleague



	Fields
	Type, priority, reporter, sprint
	Type: Story · Priority: High



	User story
	As a [user], I want [action] so that [benefit]
	As a staff member, I want to … so that …



	Context
	Why now, what happens today, how this ticket fits the bigger plan
	Today staff swap by phone.



	Scope
	What this ticket includes: platforms, users, main steps
	Web app and mobile app



	Acceptance criteria
	Three to seven testable lines: when are we done?
	The colleague gets a notification within one minute.



	Out of scope
	What this ticket does not include, with ticket numbers if they exist
	Manager approval (SHIFT-251)



	Links
	Designs, related tickets, customer requests, open questions
	Designs: docs.example.com/…





Write titles people can scan. Start with a verb (Add, Let, Show, Send, Remove) and say what changes. A good title still makes sense in a long list, in a release note or in a search result.

The user story is about the user, not the system. Name a real user (a clinic manager, a nurse, a support agent) and a real benefit. As a user, I want a button tells the team nothing new.

Acceptance criteria must be testable. Each line is one fact that someone can check with yes or no. Fast and user-friendly can’t be tested; loads in under two seconds can.

Write for the person who missed the call. Never write as discussed. Write what was decided: We agreed on Monday that requests expire after 48 hours.

Link, don’t copy. Put designs, long discussions and customer emails behind a link, and keep the ticket short.


Tip · Given, when, then. Some teams write acceptance criteria in this pattern: Given a colleague has declined my request, when I open the app, then I see the status “Declined”. It’s longer, but very clear for testers. Use the style your team already uses.





2.3 Useful phrases










	Use
	Level
	Phrase
	Example





	Writing the title
	B1
	Add … to …
	Add break times to the timesheet CSV export



	Writing the title
	B1
	Let [users] …
	Let managers approve swaps from the notification



	Writing the title
	B1
	Show … when …
	Show a warning when a shift has no staff



	Writing the user story
	B1
	As a …, I want … so that …
	As a nurse, I want to see my shifts for next week so that I can plan childcare.



	Giving context
	B1
	Today, … / At the moment, …
	Today, managers change the rota by hand.



	Giving context
	B2
	This is the first step of …
	This is the first step of the shift-swap feature.



	Defining scope
	B1
	This ticket covers …
	This ticket covers the request only.



	Defining scope
	B2
	… is out of scope. / … is covered in …
	Swaps between locations are out of scope. Approval is covered in SHIFT-251.



	Defining scope
	B2
	Depends on … / Blocked by …
	Depends on SHIFT-250 (swap request API).



	Writing acceptance criteria
	B1
	[User] can … / [User] can’t …
	Staff can’t request a swap for a shift that has already started.



	Writing acceptance criteria
	B1
	Done when …
	Done when the swap appears in both people’s rotas.



	Writing acceptance criteria
	B2
	Given …, when …, then …
	Given the request is pending, when the colleague declines, then the requester gets a notification.



	Adding links and questions
	B1
	See … for details.
	See the design file for the error messages.



	Adding links and questions
	B2
	Open question: …
	Open question: should requests expire after 48 hours?







2.4 Practise

Exercise 1 · Choose the better title. Choose a or b.


	
	Swap stuff



	Let staff cancel a swap request before it is accepted




	
	Show swap requests on the manager dashboard



	Dashboard




	
	Notifications not good + rota colours



	Send a notification when a colleague accepts a swap




	
	Add break times to the timesheet CSV export



	URGENT CSV!!!




	
	Change the API



	Add a status field to the /swaps endpoint






Exercise 2 · Match. Match each user story beginning (1–5) with the best ending (a–e).


	As a restaurant manager, I want to see all open swap requests in one list

	As a nurse, I want a notification when a colleague accepts my swap

	As a pharmacy owner, I want to export staff hours as a CSV file

	As a support agent, I want to see a staff member’s swap history

	As a shift worker, I want to mark the days I can’t work




	so that I know I don’t need to find someone else.



	so that I can answer customer questions without asking the developers.



	so that I can approve them quickly.



	so that my manager doesn’t put me on the rota on those days.



	so that I can send them to our payroll company.



Exercise 3 · Sort into sections. These are Lena’s notes for SHIFT-251. Is each line user story, context, acceptance criteria, out of scope or links?


	As a manager, I want to approve or reject swap requests so that the rota stays correct.

	Today managers change the rota by hand after a phone call.

	The manager can approve or reject a request from the notification.

	When the manager approves, the rota updates for both staff members.

	Automatic approval rules (for example, “always approve swaps between nurses”)

	Designs: docs.example.com/shiftly/approval-designs

	A report of all swaps per month

	Staff request flow: SHIFT-250



Exercise 4 · Complete the ticket lines. Use the phrases in the box. Use each phrase once.


Phrases

As a · Done when · out of scope · depends on · Open question · This ticket covers




	______ the swap request only, not manager approval.

	Swaps between locations are ______ for this release.

	This ticket ______ SHIFT-250, so we can’t start until it’s merged.

	______: should a request expire after 48 hours?

	______ clinic manager, I want to see who swapped which shift so that I can check the timesheets.

	______ the swap appears in both people’s rotas in the mobile app.



Exercise 5 · Rewrite. Make each acceptance criterion testable.


	The page should be fast.

	Notifications should work well.

	Users can’t do bad swaps.

	It should look nice on phones.

	Handle errors.



Exercise 6 · Spot the missing information. Lena wrote this ticket in a hurry. Mateus asks five questions in the comments. Which missing section should answer each question? Choose from: scope, context, acceptance criteria, out of scope, links.


SHIFT-255 · Add a Swap button to the shift details screen

Type: Story · Priority: Medium · Reporter: Lena Hoffmann

Add a Swap button to the shift details screen. Thanks!




	“Do we need this in the web app too, or only in the mobile app?”

	“Where can I find the designs?”

	“Why are we adding this now? Did a customer ask for it?”

	“Should the button also let people swap several shifts? Or is that a later ticket?”

	“How will Oksana know when it’s finished?”



Exercise 7 · Write user stories. Use the notes to write a user story with As a …, I want … so that ….


	staff member / see my hours for this week / check my pay is correct

	manager / get an alert when nobody is on a shift / fix the rota in time

	support agent / search for a customer by email address / find their account faster

	clinic manager / copy last week’s rota / not build it again from the start





2.5 Say this, not that

Ticket writing has its own typical traps. Here are four to avoid.









	Not this
	Say this
	Why





	As discussed in the call.
	We agreed on Monday that requests expire after 48 hours.
	People who missed the call can’t see what you decided. Write the decision down.



	The system shall provide the possibility for the user to perform a swap.
	Staff can request a swap.
	Long, formal phrases hide the meaning. Use a person, can and a verb.



	The swap screen must be user-friendly.
	Staff can send a swap request in three taps or fewer.
	User-friendly means something different to everyone. Write something you can test.



	Needed by EOD.
	Needed by Thursday 17:00 UTC.
	End of day in Berlin or in Manila? Give a day, a time and a time zone.





Exercise 8 · Fix it. Each ticket line has one problem. Rewrite it.


	Add the new field, as discussed.

	The application shall provide functionality enabling managers to perform the approval of swaps.

	The rota page must be intuitive.

	Deadline: EOD.





2.6 Your turn and quick check

Exercise 9 · Write. Customers have asked for a way to cancel a swap request if the colleague hasn’t answered yet. Write ticket SHIFT-260 for this (90–140 words, including the title and fields). You can also write a ticket for a feature in your own product.

Before you send, check:


	The title starts with a verb and says what changes.

	The user story has As a …, I want … so that ….

	There are three to five testable acceptance criteria.

	There is at least one out of scope item.

	There is at least one link or related ticket.

	There is no as discussed or EOD.



Exercise 10 · Quick check. Complete the gap, choose a or b, or say true or false.


	Which title is better? a) Timesheets · b) Add overtime to the timesheet CSV export

	“As a nurse, I want to see next week’s shifts ______ I can plan childcare.”

	True or false? The page should be fast is a good acceptance criterion.

	Which part says what the ticket does not include? a) Scope · b) Out of scope

	True or false? It’s fine to write as discussed if the whole team was in the call.

	“Approval ______ covered in SHIFT-251.”

	True or false? Each acceptance criterion should be one fact you can check with yes or no.

	Which is better? a) Link to the long customer email. · b) Copy the whole customer email into the ticket.

	“______ question: should requests expire after 48 hours?”

	True or false? A good ticket title starts with a verb, such as Add, Let or Show.



Your score: ______ / 10




Chapter 3 · Bug Reports That Get Fixed

Goes with Your ticket tracker · Your goal: You can write a bug report that a developer can understand, reproduce and fix without asking you any questions.

A developer opens your bug report. It is 08:00 in their time zone, and you are offline. If the report says only “Swaps don’t work”, they have to guess, test, and then wait a day for your answer. A good bug report saves that day. It tells the reader what you did, what you expected, what really happened, and how much it matters. In this chapter you learn a simple structure that works for every bug, big or small.


3.1 See it in action

A manager at Casa Lumo restaurants reported a problem with shift swaps. Here is the first ticket someone wrote in a hurry. Below it is the report Oksana wrote after she tested the problem.


SHIFT-234 · Swaps broken

Type: Bug · Priority: Urgent

Swaps don’t work in the app!! The user sees the wrong shift. Someone broke this in the last release. Please fix ASAP.




SHIFT-234 · Mobile app shows old shift to second employee after swap is approved

Type: Bug · Severity: Major · Priority: High · Reporter: Oksana Kovalenko

Environment


	Mobile app 4.12.0 on a phone (tested on both main phone operating systems)

	Web app 4.12.0 in the browser (manager account)

	Staging and production



Steps to reproduce


	In the mobile app, Employee A requests a swap: her Friday 14:00–22:00 shift for Employee B’s Friday 06:00–14:00 shift.

	Employee B accepts the swap.

	In the web app, the manager approves the swap.

	In the mobile app (Employee B is still logged in), open My shifts.



Expected result

Employee B sees Friday 14:00–22:00.

Actual result

Employee B still sees Friday 06:00–14:00. The web app shows the correct new shift. Employee A sees her new shift correctly.

Frequency: Every time (5 out of 5 attempts on staging).

Impact: Employees may come to work at the wrong time. Casa Lumo has sent two support tickets about this.

Workaround: Log out of the mobile app and log in again.

Evidence: Screenshot attached: the web app and the mobile app side by side for Employee B. The mobile app log shows no errors after the approval.

This may be related to SHIFT-205 (shift caching in the mobile app).



Notice. How does the title of the second report help a developer before they even open it? Where does Oksana show the difference between what should happen and what really happens? The first report says “Someone broke this”. What does Oksana write instead?



3.2 How it works









	Part
	What to write
	Example





	Title
	The problem, the place and the condition, in one line
	Mobile app shows old shift to second employee after swap is approved



	Environment
	App and version, device type, browser, server (staging or production)
	Mobile app 4.12.0 on a phone; web app 4.12.0 in the browser



	Steps to reproduce
	Numbered steps, one action per step, from the start
	1. Log in as Employee B. 2. Open My shifts.



	Expected result
	What should happen
	Employee B sees Friday 14:00–22:00.



	Actual result
	What really happens
	Employee B still sees Friday 06:00–14:00.



	Frequency
	How often it happens
	Every time (5 out of 5 attempts).



	Impact
	Who it affects and what it means for them
	Employees may come to work at the wrong time.



	Evidence
	Screenshots, logs, error messages, with a short description
	Screenshot attached: web app and mobile app side by side.



	Severity
	How serious the bug is
	Major





One bug, one report. If you find two problems, write two reports and link them. Small reports are easier to fix, test and close.

Facts, not feelings. Describe what the software does, not what a person did. Write The export has failed since release 4.12.0, not Someone broke the export. Nobody wants to fix a bug while they feel attacked.

Be exact. Give real values: times, version numbers, user roles, the exact text of an error message. Sometimes and it’s slow are not useful. About 1 in 4 attempts and the page takes 12 seconds to load are.

Describe your evidence. Say in words what the screenshot or log shows. The reader may be on a phone, or the image may not open.

Severity at Northbeam. Critical: a main feature is down or data is lost, and there is no workaround. Major: an important feature does not work correctly







3.3 Useful phrases










	Use
	Level
	Phrase
	Example





	Describing the problem
	B1
	When I …, …
	When I tap Save, nothing happens.



	Describing the problem
	B1
	… shows … instead of …
	The app shows 06:00 instead of 14:00.



	Describing the problem
	B2
	… fails with …
	The CSV export fails with an HTTP 500 error.



	Reproducing
	B1
	I can reproduce it on …
	I can reproduce it on staging and production.



	Reproducing
	B1
	I couldn’t reproduce it on …
	I couldn’t reproduce it in the web app.



	Reproducing
	B2
	It only happens when …
	It only happens when the shift ends after midnight.



	Frequency
	B1
	It happens every time. / 3 out of 5 times.
	It happens every time (5 out of 5 attempts).



	Frequency
	B2
	It happens intermittently.
	It happens intermittently, about 1 in 4 attempts.



	Impact
	B1
	This affects …
	This affects all Brightway users who export hours.



	Impact
	B2
	As a result, …
	As a result, managers cannot close the week.



	Workaround
	B1
	Workaround: … / A workaround is to …
	Workaround: refresh the page.



	Evidence
	B1
	See the attached …
	See the attached screenshot of the error message.



	Evidence
	B2
	The log shows … at …
	The log shows a timeout at 14:32 UTC.



	Possible cause
	B2
	This may be related to …
	This may be related to SHIFT-198.







3.4 Practise



	
	Login problem · b) Login fails with SSO for Greenleaf users after password change




	
	Hours report shows 0.0 hours for night shifts that end after midnight · b) Hours report wrong, please check




	
	Bug in calendar · b) Week view in calendar cuts off shift names on small screens




	
	Export to CSV adds an empty row after every employee · b) CSV export is weird




	
	Swap request button does nothing in mobile app 4.12.0 · b) Mobile app bug (urgent!)








	Click Approve.

	Log in to the web app as a manager.

	Open the Requests tab.

	Select Mateo’s swap request for Saturday.

	Check Mateo’s hours on the Hours page.

	Go to the Casa Lumo – Harbour location.





	Web app 4.12.0 in the browser, production.

	Managers at 12 locations cannot send next week’s rota to staff.

	The page shows “Rota sent” and staff get a notification.

	The page shows a spinner for 60 seconds, then “Something went wrong”.

	Copy the rota to a new tab and send it from there.

	About 2 out of 10 attempts.




	Environment · b) Expected result · c) Actual result · d) Frequency · e) Impact · f) Workaround





	The import ______ an HTTP 500 error.

	I ______ it in the mobile app. It looks fine there.

	It ______ the employee has two shifts on the same day.

	The total shows 38 hours ______ 40.

	This ______ last week’s database update.

	______ log for the full error message.





	Mateus broke the calendar on small screens.

	The backend team forgot to test night shifts again.

	Your new code is crashing the export.

	Who changed the login page? Now nobody can log in with SSO.





	Title: Hours page loads very slowly. Web app 4.12.0, staging. Steps: open the Hours page for a location with 200 employees. Expected: page loads in under 3 seconds. Actual: page loads in 25 seconds.

	Title: Wrong break time in mobile app. Mobile app 4.12.0. Expected: 30-minute break. Actual: 45-minute break. Every time.

	Title: Clinic name missing in PDF rota. Web app 4.12.0, production. Steps: export the rota as PDF. Actual: the clinic name is missing at the top. Every time.

	Title: Push notification arrives twice. Steps: approve a swap. Expected: one notification. Actual: two notifications, 1 second apart. Every time.





	The word “schedule” is spelled “schedual” on the settings page.

	Nobody can log in to the web app or the mobile app. There is no workaround.

	Swap notifications do not arrive on some phones. Managers can still see the swaps in the web app.

	Deleting a location also deletes all its employees’ worked hours.

	The Help icon is grey instead of blue.

	The hours export is missing overtime for night shifts. Managers can add it by hand.





3.5 Say this, not that










	Not this
	Say this
	Why





	It doesn’t work.
	When I tap Save, nothing happens and the shift is not saved.
	“It doesn’t work” gives the developer nothing to test.



	URGENT!!! NOBODY CAN LOG IN!!!
	Login has failed for all Greenleaf users since 08:10 CET. Severity: Critical.
	Capitals and “!!!” feel like shouting. The severity field shows how serious it is.



	Someone broke the export again.
	The CSV export has failed since release 4.12.0.
	Blame makes people defensive. Describe the behaviour.



	Sorry, maybe I’m wrong, but I think maybe the export has a problem?
	The CSV export fails with an HTTP 500 error. I can reproduce it on staging.
	Too many apologies and maybes hide the facts. State what happens.







	The hours report is wrong.

	PLEASE FIX THE CALENDAR TODAY!!!

	QA didn’t check the new break rules, so they are wrong now.

	Sorry, sorry, maybe it’s my mistake, but maybe the Save button doesn’t work?





3.6 Your turn and quick check












	The title describes the problem, not just “Bug”.

	There is an environment, steps to reproduce, an expected and an actual result.

	You say how often it happens and who it affects.

	You describe the evidence in words.

	The language is neutral: facts, no blame, no capitals.





	A bug report should describe what happened, not who caused it. True or false?

	“Expected result” is what really happens. True or false?

	It’s fine to report two different bugs in one ticket to save time. True or false?

	Choose the better frequency: a) sometimes · b) about 1 in 4 attempts

	I ______ reproduce it in the web app. It looks fine there. (can / couldn’t)

	Choose the better sentence: a) Someone broke the login. · b) Login has failed since release 4.12.0.

	Severity is how bad the bug is; ______ is how soon the team will fix it.

	Choose the better environment: a) my phone · b) mobile app 4.12.0 on a phone

	A typo on the settings page is usually a ______ bug. (Critical / Minor)

	You should describe a screenshot in words. True or false?







Chapter 4 · Asking Questions and Clarifying Requirements




4.1 See it in action













	When Employee B takes Employee A’s shift, I’m assuming that the hours count for B, not A. Is that right?

	If the swap takes B over 40 hours that week, should the extra hours count as overtime?

Option A: Yes, always (the same rule as normal shifts).

Option B: Only if the manager approves overtime when they approve the swap.

I’d suggest Option A for this sprint. Which do you prefer?

	What should happen if the swap changes a week that is already locked for payroll?












4.2 How it works









	Part
	What to write
	Example





	Context
	What you are working on, and why you’re asking
	I’ve started on this and I have three questions.



	Numbered questions
	One question per number, most important first
	1. … 2. … 3. …



	Options
	Possible answers, with your suggestion
	Option A: … Option B: … I’d suggest Option A.



	Assumptions
	What you think is true, so the reader can correct you
	I’m assuming that the hours count for B. Is that right?



	Check
	What you understood, in your own words
	Just to confirm: this covers the Hours report only.



	Next step
	What you’ll do while you wait
	I’ll work on the tests in the meantime.
















4.3 Useful phrases










	Use
	Level
	Phrase
	Example





	Starting
	B1
	I have a question about …
	I have a question about the swap rules.



	Starting
	B2
	Before I start on …, I’d like to check a few things.
	Before I start on the export, I’d like to check a few things.



	Asking
	B1
	Could you clarify …?
	Could you clarify what “active employee” means here?



	Asking
	B1
	Does … include …?
	Does “staff” include managers?



	Asking about edge cases
	B1
	What should happen if …?
	What should happen if the shift ends after midnight?



	Giving options
	B1
	Option A: … Option B: … Which do you prefer?
	Option A: hide it. Option B: show it in grey. Which do you prefer?



	Giving options
	B2
	I’d suggest … because …
	I’d suggest Option A because it matches the web app.



	Stating assumptions
	B1
	I’m assuming that … Is that right?
	I’m assuming that the limit is per week. Is that right?



	Stating assumptions
	B2
	Unless you tell me otherwise, I’ll …
	Unless you tell me otherwise, I’ll use the clinic’s time zone.



	Checking understanding
	B1
	Just to confirm: …
	Just to confirm: this is for the mobile app only?



	Checking understanding
	B2
	So, if I understand correctly, …
	So, if I understand correctly, managers can’t undo a swap.



	Following up
	B1
	Just following up on my question about …
	Just following up on my question about locked weeks.



	Following up
	B2
	Any thoughts on question 2?
	Thanks for 1 and 3! Any thoughts on question 2?



	Following up
	B2
	No rush: I only need this by …
	No rush: I only need this by Thursday.







4.4 Practise



	Should the reminder go by email or push notification?

	What should happen if an employee is deleted during a swap?

	Does “location” include closed locations?

	How do clinics plan their night shifts at the moment?

	Is the limit 40 hours per week?

	Why do managers need this report?





	
	I have a question about the export format. · b) I have a doubt about the export format.




	
	Please tell me everything about the time zones. · b) Which time zone should we use: the clinic’s or the employee’s?




	
	I’m assuming that the report is for managers only. Is that right? · b) The report is for managers only, I think, maybe.




	
	Hello?? Any news? · b) Just following up on my question about the PDF layout.




	
	Just to confirm: we don’t need this in the mobile app yet? · b) So mobile app no?








	______ if the manager rejects the swap after B has accepted it?

	______ that “weekend” means Saturday and Sunday. Is that right?

	Option A: show a warning. Option B: block the swap. ______?

	______ what “short shift” means? Under 4 hours?

	______: Brightway needs this before the 15 March release?

	______, I’ll round the hours to two decimal places.





	Question 2: Should the button be visible to employees, or to managers only?

	Thanks! I’ll start on the layout in the meantime.

	Hi Lena, I’m starting on SHIFT-262 today and I have two questions.

	Just to confirm: the design for the mobile app comes later?

	Question 1: Where should the Export button go: in the top bar or under the table?





	What do you want for the date format?

	How should the app tell the employee about the change?

	What should we do with old swap requests?

	Which users should see this page?





	Weekly hours report

	Shift reminder notification

	Search for employees by name

	Delete a location

	Two managers edit the same rota




	What should happen if both of them click Save at the same time?

	What should happen if the shift starts in less than one hour?

	What should happen to future shifts at that location?

	What should happen if a night shift starts on Sunday and ends on Monday?

	What should happen if two employees have the same name?





	Maybe the limit is per location, not per company?

	I think we don’t need to support the old mobile app.

	Is this for staging first? I don’t know.

	Probably managers can see all locations.





4.5 Say this, not that










	Not this
	Say this
	Why





	I have a doubt about the swap rules.
	I have a question about the swap rules.
	Doubt sounds like you don’t believe something.



	Please explain the requirements.
	1. Does this include night shifts? 2. Should managers get an email?
	A general request is hard to answer. Ask exact questions.



	Why didn’t you answer my question?
	Just following up on my question about locked weeks.
	The reader may be busy or in another time zone. Stay friendly.



	Sorry to disturb you, sorry, this is probably a stupid question…
	Quick question about the export: should it include breaks?
	Too many apologies hide the question. Asking is part of your job.







	Hi Lena, I have a doubt on the reminder ticket.

	Should it show it there or in the other one?

	STILL WAITING FOR AN ANSWER ON SHIFT-245!!

	Please revert on the date format.





4.6 Your turn and quick check




	You say what you’re working on.

	Your questions are numbered, one per number.

	At least one question gives options.

	You state an assumption or check your understanding.

	You ask about an edge case.

	You end politely with your next step.





	“Should we use Option A or Option B?” is a closed question. True or false?

	For an international team, “I have a doubt” is as clear as “I have a question”. True or false?

	I’m ______ that the limit is per week. Is that right?

	______ to confirm: this is for the web app only?

	What should happen ______ the employee has no shifts that week?

	Choose the better follow-up: a) Any thoughts on question 2? · b) Why no answer to 2?

	It’s better to put five questions in one long paragraph than in a numbered list. True or false?

	“Please revert” in a question means ______ . (please reply / please undo)

	In a distributed team, it’s a good idea to post your questions ______ you log off. (before / after)

	Choose the better start: a) I have some questions, please answer all. · b) I’ve started on SHIFT-252 and I have two questions.







Chapter 5 · Ticket Comments and Status Updates




5.1 See it in action
















5.2 How it works









	Part
	What to write
	Example





	1 · Status change
	The old and new status, if it changed
	In progress → In review



	2 · Reason or finding
	One sentence: why it changed, or what you found
	Found the cause: the job uses the server’s time zone.



	3 · Done
	What is finished, as facts
	Done so far: fix written, unit tests pass.



	4 · Next
	Your next step and when
	Next: test on staging, in review by tomorrow afternoon.



	5 · Blocked (if needed)
	What stops you and what you need
	I’m blocked on staging: the job hasn’t run since Friday.



	6 · @-mention and ask
	One person, one clear action, a time if it matters
	@Kwame Mensah, could you restart the scheduler on staging?







	Write for the reader who wasn’t there. Use names, ticket keys and PR numbers, not it, this or the thing we discussed.

	Never change a status in silence. Blocked with no comment tells people nothing. Add one line: why, and what will unblock it.

	Mention one person for one action. Mentioning five people means nobody feels responsible. Ask a question they can answer quickly.

	A handover says what’s done, what’s left, where things are and who owns it now.

	A closing summary says what changed, where (release, PR), how you checked it and any follow-up. Then the ticket can teach someone in six months’ time.

	Chase politely. Instead of Any update??, say what you need and why: Just checking in on SHIFT-238. Is it still on track for today? I need to update a customer.









5.3 Useful phrases










	Use
	Level
	Phrase
	Example





	Giving progress
	B1
	Done so far: …
	Done so far: API changes and unit tests.



	Giving progress
	B1
	Next: …
	Next: test on staging this afternoon.



	Giving progress
	B2
	I expect to … by …
	I expect to move it to In review by Thursday.



	Saying you’re blocked
	B1
	I’m blocked on …
	I’m blocked on the test data for clinics.



	Saying you’re blocked
	B2
	What I need is …
	What I need is read access to the staging logs.



	Saying you’re blocked
	B2
	Until …, I can’t …
	Until the scheduler runs, I can’t test the fix.



	Changing status
	B1
	Moving to … because …
	Moving to In review because the tests now pass.



	Changing status
	B2
	Putting this on hold until …
	Putting this on hold until Lena confirms the scope.



	Handing over
	B1
	Handing this over to …
	Handing this over to Mateus while I’m on leave.



	Handing over
	B2
	What’s left: …
	What’s left: deploy and check the logs.



	Closing
	B1
	Summary of the fix: …
	Summary of the fix: we now use local time zones.



	Closing
	B2
	Follow-up in …
	Follow-up in SHIFT-241 (alert for the reminder job).



	Asking someone
	B1
	@Name, could you … by …?
	@Oksana, could you test this by Wednesday?



	Following up
	B1
	Just checking in on …
	Just checking in on SHIFT-238.



	Following up
	B2
	No rush if …; I just need …
	No rush if it’s tomorrow; I just need a date for the customer.







5.4 Practise



	
	Working on it. · b) Done so far: the API change. Next: unit tests, today.




	
	Moving to Blocked: I need the clinic test account from Daniel. · b) Moving to Blocked.




	
	@Kwame @Oksana @Sam @Lena can someone look? · b) @Oksana Kovalenko, could you retest SHIFT-240 on staging today?




	
	Fixed. · b) Summary: swap requests now show for managers in the mobile app. Released in 4.12.1, checked on two test accounts.




	
	Just checking in on SHIFT-233. Is it still planned for this sprint? · b) Any update on this???








	@Daniel Reyes, could you ask Casa Lumo which browser version they use?

	Done so far: I’ve reproduced the layout bug on a small laptop screen.

	Found the cause: the shift calendar is too wide below 1,200 pixels.

	Status: To do → In progress

	Next: fix the layout and test on three screen sizes, today.





	______ to In review because all the tests pass now.

	I’m ______ the database migration. It failed on staging this morning.

	______ this over to Priya while I’m on leave next week.

	______: deploy to production and check the logs for an hour.

	Just ______ on SHIFT-245. Is the fix still planned for Friday?

	______ is a test account with more than 50 staff.





	The fix is merged, released in 4.13.0 and checked in production.

	I can’t continue until Brightway Pharmacies sends the export file.

	PR #491 is ready. @Mateus Costa, could you review it?

	Starting today: first I’ll reproduce the bug on staging.




	In progress · b) In review · c) Blocked · d) Done





	Any update??

	WHY IS THIS STILL OPEN?

	Kwame, you said Tuesday. It’s Thursday.

	Hello?? Need this now.





	Handing this over to Mateus. The fix is in PR #493.

	Status: In progress → Blocked

	@Kwame Mensah

	Summary: login timeout fixed. Follow-up in SHIFT-258.





	The CSV export works for one location.

	I’ll add tests for clinics with night shifts tomorrow.

	I can’t test with real data until I get access to the staging database.

	Unit tests pass.

	After that, Oksana will retest on the mobile app.

	Waiting for Lena to confirm which columns Greenleaf needs.





5.5 Say this, not that










	Not this
	Say this
	Why





	Any update??
	Just checking in on SHIFT-238. Is it still on track for today? I need to update Greenleaf.
	Double question marks sound impatient. Say what you need and why.



	@team can somebody look at this?
	@Kwame Mensah, could you restart the scheduler on staging?
	When you mention everyone, nobody feels responsible. Name one person and one action.



	I am working on it, it is almost done.
	Done: fix and unit tests. Next: staging test, in review by 15:00 UTC.
	Almost done tells the reader nothing. Facts and times help them plan.



	Sorry, sorry, so sorry for the delay, I’m blocked.
	I’m blocked on the test account. What I need is …
	One short sorry is enough, or none. Being blocked is normal.







	Please revert on this by 15:00 UTC today.

	Moved to Done.

	It’s blocked because of the thing from yesterday.

	@team can somebody check?





5.6 Your turn and quick check




	status change with a reason

	what’s done and what’s next

	what’s blocking you and what you need

	one @-mention with one clear ask

	a time or date





	I’m blocked ______ the staging database. (on / with)

	______ this over to Mateus while I’m away. (Handing / Giving)

	It’s fine to change a status without a comment. (T / F)

	Just ______ in on SHIFT-238. (checking / asking)

	Mention as many people as possible, so someone will answer. (T / F)

	A closing summary says what changed, where, how you checked it and any follow-up. (T / F)

	______ to In review because the tests pass. (Moving / Putting)

	Please revert means Please reply for everyone in an international team. (T / F)

	No rush ______ it’s tomorrow. (if / when)

	Writing almost done is a clear progress update. (T / F)







Chapter 6 · Priorities, Estimates and Risks in Writing




6.1 See it in action

















6.2 How it works









	Part
	What to write
	Example





	1 · Estimate
	A range, in working days or hours
	3–4 working days



	2 · Assumptions
	What the range depends on: if …, assuming …
	if we keep the current shift editor



	3 · Confidence
	How sure you are, and about which part
	I’m fairly confident about the backend; the export is less certain.



	4 · Risks
	What could go wrong, the impact and the extra time
	If the CSV format changes, their import could break.



	5 · Options
	A trade-off the reader can choose
	Split shifts first, the export a week later.



	6 · Next check
	When you’ll confirm or update the estimate
	I’ll confirm by 15:00 CET tomorrow.
















6.3 Useful phrases










	Use
	Level
	Phrase
	Example





	Giving an estimate
	B1
	My estimate is … if …
	My estimate is 2–3 days if the API doesn’t change.



	Giving an estimate
	B2
	Assuming …, …
	Assuming Oksana can test on Monday, we’ll finish by Wednesday.



	Giving an estimate
	B2
	A realistic range is …
	A realistic range is 5–6 working days.



	Showing confidence
	B1
	I’m fairly confident about …
	I’m fairly confident about the backend part.



	Showing confidence
	B1
	It will probably …
	It will probably take two more days.



	Showing confidence
	B2
	… is less certain until …
	The export is less certain until I’ve seen the file.



	Flagging a risk
	B1
	One risk to flag early: …
	One risk to flag early: the export format may change.



	Flagging a risk
	B2
	The impact would be …
	The impact would be one more week of testing.



	Explaining a trade-off
	B1
	We can either … or …
	We can either hide the label or wait for the API.



	Explaining a trade-off
	B2
	The trade-off is …
	The trade-off is a manual workaround for one week.



	Explaining a trade-off
	B2
	If the date is fixed, I’d suggest …
	If the date is fixed, I’d suggest a smaller first release.



	Re-estimating
	B1
	Update on the estimate: …
	Update on the estimate: 7–8 days (was 5–6).



	Re-estimating
	B2
	This is bigger than I expected because …
	This is bigger than I expected because the file needs one row per shift.



	Not over-promising
	B1
	I’ll confirm by …
	I’ll confirm by 15:00 CET tomorrow.







6.4 Practise



	
	It’ll take 2 days. · b) My estimate is 2–3 working days, if the design doesn’t change.




	
	One risk to flag early: the payroll import might break. · b) There could be some issues maybe.




	
	No problem, I’ll do it by Friday! · b) Friday is possible if Mateus can review on Thursday. I’ll confirm tomorrow.




	
	New estimate: 6–7 days (was 4). The API returns more data than expected. · b) It’s taking longer.




	
	This bug is CRITICAL!!! Fix it now. · b) This bug is minor (only the colour is wrong), but it’s high priority because of Monday’s demo.








	The fix might be ready on Friday.

	The fix will be ready on Friday.

	The fix is unlikely to be ready on Friday.

	I expect the fix to be ready on Friday.

	The fix will probably be ready on Friday.







	Data loss for all clinics. This is critical.

	Greenleaf need it before their audit, so let’s do it this sprint.

	It’s a minor layout issue on one small screen.

	Low: we can do it after the release.

	The app crashes when a manager opens the calendar.

	Urgent: fix this before tonight’s payroll run.





	It’s a small change, 1 hour max.

	Sure, it will be done tomorrow.

	Don’t worry, there are no risks.

	The export will work for Greenleaf, 100%.





	3–4 days, assuming the API stays the same. There’s a risk the export breaks; that would add 2 days. I’ll confirm tomorrow.

	3–4 days if the API stays the same. I’m fairly sure about it. I’ll confirm tomorrow.

	3–4 days if the API stays the same. I’m fairly sure about the backend. The export might break, which would add 2 days.

	3–4 days. I’m fairly sure about the backend. The export might break, which would add 2 days. I’ll confirm tomorrow.





	We can either release on Friday

	If the date is fixed,

	The trade-off is

	This is bigger than I expected

	I’ll confirm the new estimate




	I’d suggest a smaller first release.

	by 15:00 CET tomorrow.

	or wait a week and include the export.

	because the CSV needs one row per shift.

	one week of manual corrections for the customer.





6.5 Say this, not that










	Not this
	Say this
	Why





	It will be done on Friday.
	I expect it to be ready on Friday, if the review is done by Thursday.
	Will sounds like a promise. Add confidence and an assumption.



	It’s easy, maybe 1 hour.
	My estimate is 2–4 hours, including tests.
	Easy hides testing and review time. A range is safer.



	It depends.
	It depends on the import rules. My estimate is 5–6 working days; I’ll confirm tomorrow.
	It depends alone gives the reader nothing to plan with. Say what it depends on and give a range.



	It’s CRITICAL!!! Do it now.
	Severity: Critical (data loss). Priority: Urgent, before tonight’s payroll run.
	Capitals and exclamation marks sound like shouting. Name the severity, the priority and the reason.







	It depends on many things, hard to say.

	Done by Friday, guaranteed.

	URGENT!!! The export is broken!!!

	It should be ready on Friday.





6.6 Your turn and quick check




	an estimate with a range and working days

	at least one assumption (if or assuming)

	confidence words

	the risk, its impact and the extra time

	a trade-off or option

	when you’ll confirm





	My estimate is 2–3 days, ______ the design doesn’t change. (if / so)

	Probably is more certain than might. (T / F)

	One risk to ______ early: the import could break. (flag / raise up)

	Severity says how soon we should do something. (T / F)

	The ______ is a manual workaround for one week. (trade-off / trade)

	______ Oksana can test on Monday, we’ll finish by Wednesday. (Assuming / Supposed)

	Wait until the deadline before you give a new estimate. (T / F)

	New estimate: 7–8 days (______ 5–6). (was / before)

	I’ll ______ the estimate by 15:00 CET tomorrow. (confirm / assure)

	Will sounds more like a promise than I expect. (T / F)







Part 1 review · Chapters 1–6




	
	Hi Priya, are you there? · b) Hi Priya, quick question: is the swap API ready for testing on staging?




	
	SHIFT-301 · Problem with app · b) SHIFT-301 · Swap request button missing in the mobile app for part-time staff




	
	Expected result: the shift moves to Ana’s rota. Actual result: the shift stays on Tom’s rota. · b) The shift thing is wrong again, please check.




	
	It happens sometimes. · b) It happens intermittently, about 2 out of 10 attempts.




	
	I have a doubt about the overtime rule. · b) I have a question about the overtime rule.




	
	Just to confirm: managers approve swaps, and the two employees don’t need to do anything else? · b) So managers approve, right??




	
	Any update?? · b) Just checking in on SHIFT-288. Is it still planned for this sprint?




	
	Moving to In review because the fix and the tests are done. · b) Moving to In review.




	
	It will be done on Friday, 100%. · b) My estimate is 3–4 days, assuming the export format doesn’t change.




	
	One risk to flag early: the clinic payroll run is on Monday, so a delay would affect their salaries. · b) There might be some problems maybe.
















	______ : the new column should show hours after breaks, not before? @Lena Hoffmann








	Please revert ASAP.

	It’s not working. (a bug report title for this problem: the Save button does nothing when a manager changes a shift’s end time in the web app)

	URGENT!!! The export is broken!!!

	I’m very sorry to disturb you, and I hope this is not a stupid question, but could it be possible for you to maybe tell me when the API is ready?

	Done. (a closing comment: the swap notification bug is fixed in version 4.13.1, and Oksana checked it in production)

	As we discussed, I’ll do the thing for the export. (a status comment: the meeting was yesterday, and the “thing” is adding the break times to the CSV export)

	It will take some days. (an estimate for Lena: 3–4 working days if the design is ready on Monday)

	Hi Kwame. (the whole message: Mateus needs Kwame to restart the staging server today because his tests are failing with a timeout)











	What is wrong with the title? Write a better one. (Use this information: the weekly total on the Hours page shows 0.0 for night shifts that end after midnight, in the web app.)

	Which three parts of a good bug report are missing?

	Find one sentence that blames people. Rewrite it in a neutral way, or say what to do with it.

	It happens on my laptop is not useful. What information should Mateus give instead?

	Mateus chose Priority: Urgent. What should he add so the team understands why?
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