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A customer service charter explains the service people can expect and how to seek help when it falls short. This module helps you turn a service vision into clear, deliverable commitments, supported by responsibilities and a review process.
Who this module is for
Owners and managers preparing a charter for a business, service team or network of locations. Bring your Module 01 service direction brief, the current service process, available staffing and systems information, and customer feedback.
Learning outcomes
Define the audience, services, channels and locations covered by a charter.
Write commitments that customers can understand and staff can deliver.
Define response stages, business hours and time limits precisely.
Connect each public commitment to an internal owner and evidence.
Prepare a complete charter and test it before release.
Your finished output
Produce an editable charter, a commitment delivery register and a release checklist. The public charter should be concise; the supporting delivery register contains the operational detail. A small business can assign several responsibilities to the same person.
Scope and evidence
Use a charter as a practical service-management document. It does not replace legal obligations, contractual terms or industry-specific requirements. The ACCC explains that consumer guarantee rights cannot be removed by business statements. Obtain appropriate review where wording affects rights or regulated services. [2]
The Academy framework and fictional example are teaching material. They do not demonstrate compliance, client results or an accredited qualification.


Design a charter people can use
Distinguish the documents
	Document
	Main purpose
	Typical content

	Service vision
	Describe the intended experience.
	Customers understand their options and know what happens next.

	Public service charter
	Explain what customers can expect.
	Commitments, service scope, contact routes and review options.

	Internal procedure
	Tell staff how to deliver.
	Workflow, system entries, decision authority and escalation.

	Delivery register
	Make commitments accountable.
	Owner, clock rules, evidence, dependencies and review.



Step 1 Define the scope
Specify who the charter is for and which services and channels it covers. Include the business units or locations where this matters. Explain any genuinely different service arrangements clearly rather than letting customers discover exceptions after contacting you.
Step 2 Select useful commitments
Choose commitments that address material customer needs. Explain how people will obtain information, understand options, receive updates and raise concerns. The business.gov.au charter is a public example of organising service commitments and feedback routes; its government service targets are not commercial benchmarks. [1]
Step 3 Use plain language
Write from the customer’s perspective. Replace we strive for excellence with an action such as we explain the next step and who is responsible. Remove jargon, unsupported superlatives and ambiguous claims about immediate service.
Step 4 Define the clock
For each timed commitment, state what starts the clock, when it stops, the operating calendar and the response stage. A receipt confirmation, a useful initial response and final resolution are different events. Make that distinction visible.
Step 5 Verify capacity
Check that the relevant team has authority, time, current information and suitable records. Test busy periods, leave coverage and handovers. Revise an unsupported target before publishing it, rather than quietly relying on exceptions.


Connect promises to delivery
The public wording must be supported by an operating method. Use this register internally to identify a commitment that sounds reasonable but lacks a delivery owner or evidence.
	Public commitment
	Delivery owner and support
	Evidence and review

	Explain the proposed work before asking for agreement.
	Service adviser; current repair options and a route to technical advice.
	Record of options and agreement; review a suitable sample.

	Provide the agreed progress update by its due time.
	Named job owner; reminder and handover record.
	Update due time and actual update timestamp; retain missed updates.

	Provide a useful initial response within the stated target.
	Service desk manager; monitored inbox and absence cover.
	Receipt timestamp and first useful staff response; exclude automated acknowledgements from success.

	Explain how to raise a concern.
	Service manager; current published contact routes.
	Contact-route test and evidence that staff know the escalation path.



Be clear about targets and exceptions
Explain a service target honestly. A target is a planned expectation; its presence does not prove current performance. Do not use target wording to obscure an obligation or an unconditional promise. Record missed targets and explain how the customer will receive an update.
Define a useful response
A useful initial response addresses the enquiry or identifies what needs checking, the responsible team and the next update point. An automated message saying your request has been received is an acknowledgement. Keeping the definitions separate makes the charter easier to manage.
Test the difficult cases
An enquiry arrives outside operating hours. Can staff and customers calculate the due point?
A job crosses locations. Does a named person keep ownership until the handover is accepted?
A promised update is due before an answer is available. Who still contacts the customer?
A customer wants a review. Is there a usable route that preserves their other options?


Read a completed fictional charter
Harbour Home Repairs is the fictional three-location repair business introduced in Module 01. This example illustrates charter wording. Its targets and service arrangements are invented and require checking before use in a real business.
Harbour Home Repairs customer service charter
This charter covers repair enquiries, assessments and progress updates handled by our three service locations through the telephone, email and in-person service desk. Our service vision is that customers understand their options, make an informed choice and know what happens next.
What you can expect
We listen to your enquiry and check that we understand the help you need.
We explain the proposed work and seek your agreement before proceeding.
We tell you the next action and the team responsible. For an active repair, we agree the next progress update time with you.
We provide that progress update by the agreed time, including when the work is still awaiting information.
Our target for email enquiries is a useful initial staff response by 5 pm on the next business day after receipt. An automated acknowledgement is not that response.
Our service hours
For this charter, business days are Monday to Friday excluding public holidays at the servicing location. Service desk hours are 9 am to 5 pm in that location’s local time. A Friday evening email is therefore due a useful initial response by 5 pm on Monday, unless Monday is a relevant public holiday.
If you need help or want to raise a concern
Use the service desk contact details on your current booking confirmation. Tell us the booking reference, the issue and how you would like us to contact you. We explain the next step and agree an update point. If you are dissatisfied with our handling, ask for a service manager review. These arrangements do not limit your consumer rights or other complaint options available to you.
How you can help
Give us the information needed to understand your request, let us know if your contact details change and tell us about communication preferences. We will discuss the available ways to assist.
Keeping the charter current
The service manager owns this charter and reviews it after the initial service trial and whenever a material service change affects the commitments. Version 1.0. Example only.


Write your customer service charter
Replace each prompt with approved business wording. Check every public contact detail and cross-reference before release. Do not leave placeholders in a customer-facing charter.
Title and service scope
[Business or service name] Customer Service Charter
This charter applies to [customer group] using [services] through [channels and locations]. Separate arrangements: [explain relevant boundaries or remove this line].
Service purpose
Our intended service experience is [one clear sentence from the Module 01 vision].
Our commitments
Understanding your needs: [describe how you check the request].
Explaining options: [state what you explain and when agreement is obtained].
Ownership and updates: [state the next-step and update commitment].
Initial response target: [define response stage, start event, deadline and calendar].
When an answer is delayed: [explain who provides an update and how the next point is agreed].
Hours and contact routes
Operating hours and calendar: [days, times, timezone and public holiday treatment].
Enquiries: [verified contact routes].
Concerns and review requests: [verified first contact and escalation route].
Customer information and review
To help us assist you: [reasonable relevant information and available communication options].
Rights and other options: [wording checked for the business and sector].
Owner and version: [role, version, review date and material-change trigger].


Prepare delivery and release
Complete one record for each significant commitment. Add more rows as needed. Keep this register with the internal procedure, rather than expanding the public charter into an operating manual.
	Commitment
	Clock and response definition
	Owner and dependencies
	Evidence

	[Exact public wording]
	[Start, stop, hours, calendar, response stage]
	[Accountable role, cover and systems]
	[Record and review method]

	[Exact public wording]
	[Start, stop, hours, calendar, response stage]
	[Accountable role, cover and systems]
	[Record and review method]

	[Exact public wording]
	[Start, stop, hours, calendar, response stage]
	[Accountable role, cover and systems]
	[Record and review method]



Release checklist
Customers and staff can explain the commitments consistently.
The clock rules handle after-hours messages, holidays and location differences.
An owner and absence cover exist for each commitment.
Contact details and the review route have been tested.
A delayed answer does not remove the requirement to provide an agreed update.
Relevant legal, privacy and sector-specific wording has appropriate review.
The service has been tested under realistic conditions.
The approval, version and next review point are recorded.
Record the decision
Trial scope and period: [enter]. People consulted: [enter]. Findings and changes: [enter]. Unresolved dependency and owner: [enter]. Approval decision and approver: [enter]. Release date: [enter after approval].
Measure what the charter promises
Carry the commitments into Module 04 to define goals and measures. Use operational records to check timeliness and independent assessment where it can observe the specified behaviour. Neither a written charter nor a high assessment score establishes that every customer receives the promised service.


Assess the charter and continue
Ask a reviewer to assess your completed charter and delivery register using the criteria below. Correct any gap before the charter is released.
	Criterion
	Evidence needed

	Clear scope
	A reader can identify the covered service, customers, channels and locations.

	Usable commitments
	Each commitment describes an understandable action or expectation.

	Unambiguous timing
	Timed commitments define the clock, calendar and response stage.

	Delivery support
	Every commitment has an owner, records and realistic operational support.

	Accessible help
	Enquiry, concern and review routes work and are explained clearly.

	Controlled release
	Relevant review, approval, version and review triggers are recorded.



This checklist supports an applied review. It is not a legal compliance certificate or a validated scoring instrument.
Continue your learning
Next, use Module 04 to define how you will measure the charter commitments. Modules 05 and 06 will develop standards and procedures in later batches. The existing Complaint Handling and Service Recovery Assessment resource covers how to evaluate recovery behaviour, which is a separate task. [3]
Sources and editorial basis
The framework, template and Harbour Home Repairs charter are original proposed Academy teaching material. AI assisted preparation; approval status is controlled in the Academy production register. Sources provide background and examples, not endorsement of the framework. Accessed 16 November 2026.
[1] business.gov.au. Customer service charter. https://business.gov.au/about-us/customer-service-charter
[2] ACCC. Consumer rights and guarantees. https://www.accc.gov.au/consumers/buying-products-and-services/consumer-rights-and-guarantees
[3] Secret Customer Australia. Complaint Handling and Service Recovery Assessment. https://www.secretcustomer.com.au/the-secret-customer-academy/complaint-handling-service-recovery-assessment/
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