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Build a learning plan that helps staff apply your service standards in real work. Identify the skill required, arrange demonstration and practice, check delivery support and agree how a manager will verify adoption. The output is a practical capability plan linked to the standards and procedures already written.
Who this module is for
Business owners, service managers and team leaders developing frontline capability across locations or channels. Bring the Module 05 standards, Module 06 procedures and relevant examples of work. Use de-identified records for shared practice.
Learning outcomes
Distinguish a learning need from a process, information or authority problem.
Write a learning objective tied to an observable service task.
Build a role-based skills matrix and choose suitable practice activities.
Give evidence-based feedback and check application after training.
Assign manager responsibilities, support actions and review points.
Your finished output
Complete a skills matrix, learning plan, coaching record and adoption check. Begin with one role and one important service task. Expand when the learning approach and workplace support have been tested.
Scope
This module develops service capability. It does not prescribe employment disciplinary action or award a qualification. A training attendance record confirms participation; it does not by itself establish competence or better customer outcomes. Business Queensland provides general guidance on identifying training needs and using coaching or shadowing. [1]
All Harbour Home Repairs examples and practice criteria are fictional teaching material. They are not validated certification requirements or real employee assessments.


Diagnose the learning requirement
Start with a specific service task and a supported gap. Ask the role holder to explain and demonstrate the task before deciding what support is needed. A missed standard may have more than one cause.
	Check
	Evidence to seek
	Response to consider

	Expectation
	Can the person explain what the standard requires?
	Clarify the expectation and show an example.

	Skill
	Can they perform the task using a realistic practice case?
	Demonstrate, practise and give specific feedback.

	Information and tools
	Is the current job information available when needed?
	Fix information or access; assign the dependency.

	Authority and ownership
	Can the role make the decision or obtain an accepted referral?
	Clarify authority, cover and handover.

	Work conditions
	Does the workflow allow the task at the required point?
	Investigate demand, capacity and competing work.



Write a learning objective
Use: given [task and available information], the role holder will [observable action] to [the defined standard], demonstrated by [evidence]. Example: given a repair job awaiting a technical answer, the adviser will prepare a progress update containing current status, next action, responsible team and the next update point where relevant.
Select evidence that fits the task
A knowledge question can check whether someone knows the escalation route. A demonstration can check whether they can use it. A later work record can check whether the route was applied. Keep those claims separate and do not infer motivation from one missed behaviour.
Connect to existing action planning
The existing Mystery Shopping Action Plans guide explains how to investigate a finding and assign a response. This lesson develops the role capability and learning evidence once the required task is clear. [2]


Read a fictional skills matrix
Harbour Home Repairs is introducing the HHR S01 progress-update standard from Module 05. The service manager checks three role tasks. The entries below illustrate planning records rather than real staff results.
	Role and task
	Evidence reviewed
	Current position
	Planned support

	Adviser prepares an interim update
	One practice message omits the next action.
	Further practice required.
	Model a complete update, repeat with a new case and review a later work example.

	Receiving owner accepts a handover
	Practice is correct; live acceptance field is unavailable.
	Workplace support blocked.
	Operations owner repairs access; retest in the live workflow.

	Manager checks outstanding commitments
	No check routine has been agreed.
	Expectation and routine undefined.
	Define who reviews due actions and absence cover before coaching delivery.



Define statuses before using them
For your matrix, use simple statuses such as not assessed, practice required, demonstrated in practice, workplace application checked and support blocked. Record the evidence and date behind the status. Demonstrated in practice is not the same as consistent performance across all situations.
Assign responsibility fairly
The learner practises and raises barriers. The coach demonstrates and provides feedback. The manager arranges time, tools, authority and follow-up. The process owner resolves workflow dependencies. One person may hold several roles in a small business; the responsibilities still need to be explicit.
Plan for new starters and changed work
Include induction, role changes, revised standards and return-to-task support in the learning plan. Keep the current procedure available during practice and work. Replace outdated examples when the service changes rather than assuming an old sign-off still covers the task.


Run a practical learning and coaching cycle
Prepare
Agree the task, learning objective and available support. Select a realistic example with the information needed to apply the standard. Explain how practice evidence will be used and keep the discussion focused on the work.
Demonstrate
Show the task and explain the important decisions. For an interim repair update, demonstrate how to distinguish a confirmed fact from an outstanding technical check and how to agree a clear next point without inventing an answer.
Practise
Ask the learner to handle a different case. Observe the required behaviours and allow appropriate natural language. Practise a missing-information case and an accepted handover, not only the easiest normal enquiry.
Give specific feedback
Describe the action observed, its consequence for the task and the change needed. Example: your message named the technical team and next update time, but it did not explain what happens next. Add that action so the customer can understand the position. Ask the learner to revise and try again.
Check workplace application
Agree when a suitable work example will be available and who can review it. Check the full standard, record the opportunity and note any system barrier. If no suitable case has occurred, record not yet observed rather than a successful adoption check.
Respond to the result
Retain demonstrated strengths, arrange further practice for a supported skill gap and route operational barriers to their owners. Training completion and adoption are different milestones. Use the wider improvement review in Module 08 to examine customer consequences.
Protect learning quality
Provide accessible learning materials and a suitable way to demonstrate the task. Do not use an embarrassing group ranking or identifiable customer complaint as a substitute for constructive feedback. Agree the evidence needed for the business purpose and restrict access appropriately.


Write your skills matrix and learning plan
	Role and task
	Required behaviour
	Evidence and date
	Status and next support

	[Role and task]
	[Standard reference]
	[Practice or work record]
	[Status, action and owner]

	[Role and task]
	[Standard reference]
	[Practice or work record]
	[Status, action and owner]

	[Role and task]
	[Standard reference]
	[Practice or work record]
	[Status, action and owner]



Learning plan
Task and customer need: [enter].
Learning objective and standard version: [enter].
Evidence of the gap and alternative causes: [enter].
Learning method and practice cases: [enter].
Coach and manager responsibilities: [enter separately].
Time, information, tools and communication support: [enter].
Demonstration criteria and evidence: [enter].
Workplace adoption check and review point: [enter].
Unresolved dependencies, owners and due dates: [enter].
Coaching record
Date, task and participants: [enter].
Observed strengths and gaps: [factual evidence].
Learner explanation and barriers: [record separately from observations].
Practice repeated and result: [enter].
Agreed action, owner and follow-up date: [enter].


Check adoption and accountability
Use a defined opportunity
Select an interaction where the standard genuinely applied. Record the task, date, channel, standard version and evidence. Do not use a friendly conversation that contained no due update as proof of the progress-update standard.
Fictional follow-up
After practice, an adviser prepares a complete interim update on a suitable job. The manager checks the required content and due timestamp. That record supports workplace application on that occasion. Further opportunities and customer feedback are needed before claiming a consistent improvement or reduced customer effort.
Applied exercise
A team has completed a service workshop. One adviser demonstrates the handover correctly in practice, but cannot access the receiving team’s acceptance record at work. The manager marks the whole improvement complete. What needs to change?
Check your reasoning
Record workshop participation and the practice demonstration as separate completed milestones. Mark workplace application as blocked or not yet evidenced. Assign the access issue to someone able to resolve it, retain case ownership and set a later adoption check. Another generic workshop would not establish that the workflow now works.
Manager review prompts
What can the learner now explain or demonstrate?
Was there a relevant workplace opportunity, and what evidence exists?
Which tool, workload or authority issue still needs an owner?
What further practice or operational action follows?
When will the effect on service delivery be reviewed?
Use the record to support the agreed development purpose. A single observation should not be treated as a complete account of an employee’s performance.


Assess the learning plan and continue
	Criterion
	Evidence needed

	Relevant task
	The plan links a role task to a customer need and current standard.

	Sound diagnosis
	Skill needs and operational barriers are distinguished.

	Observable learning
	The objective specifies what the learner must demonstrate.

	Suitable practice
	Normal and exception cases test the required decisions.

	Workplace support
	Time, tools, information, authority and cover are addressed.

	Accountability
	A manager check, action owners and review point are recorded.



Revise any unsupported completion claim. This applied checklist does not certify competence or validate an employee rating.
Continue your learning
Use Module 08 to review implementation, adoption, performance and customer outcomes together. Module 09 will help you identify barriers in the service itself and in the ways customers can obtain assistance. Module 10 will bring the completed outputs into an implementation plan.
Sources and editorial basis
The skills matrix, learning plan, practice cases and review criteria are original proposed Academy teaching material. AI assisted preparation; approval status is controlled in the Academy production register. Source guidance does not validate the fictional assessments or demonstrate a training outcome. Accessed 16 November 2026.
[1] Business Queensland. Staff training development and mentoring. https://www.business.qld.gov.au/running-business/employing/training/staff-development-mentoring
[2] Secret Customer Australia. Mystery Shopping Action Plans and Follow Up. https://www.secretcustomer.com.au/the-secret-customer-academy/mystery-shopping-action-plans/
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