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Use this workbook with Modules 01 to 10 to build a connected customer service plan. Replace the bracketed prompts, expand tables and add pages as needed. Keep the completed portfolio together so each commitment can be traced to a customer need and a delivery method.
Before completing the templates
Choose one customer group and journey. Gather appropriate de-identified service evidence and identify the roles able to make decisions. The teaching modules contain the methods, examples, source references and assessment guidance.
Portfolio control
Organisation and service: [enter]. Customer group and journey: [enter].
Portfolio owner and approver: [enter separately].
Version and review date: [enter].
	Section
	Your output

	01
	Customer Service Vision, Purpose and Values

	02
	Understanding Customer Needs and Service Journeys

	03
	Writing a Customer Service Charter

	04
	Setting Customer Service Goals, Objectives and KPIs

	05
	Developing Customer Service Standards

	06
	Customer Service Procedures, Complaints and Recovery

	07
	Customer Service Training, Coaching and Accountability

	08
	Measuring Service and Managing Improvement

	09
	Inclusive and Accessible Customer Service

	10
	Building a 90-Day Customer Service Implementation Plan



These are editable planning templates, not evidence that an organisation has implemented the work or met a legal, technical or qualification standard.


Module 01 Complete your service direction brief
Use with Module 01. Replace prompts and add space as required.
Replace the prompts below with your organisation’s wording. This page is editable. Keep a copy of the evidence and record any assumptions that still need checking.
Scope and evidence
Business or team: [Enter name]
Customer group and journey: [Describe one group and the task they need to complete]
Locations and channels covered: [List the scope]
Outside scope: [State the boundary]
Customer need: [What must customers be able to understand, do or resolve?]
Evidence: [Source, period, relevant observation and limits]
Unverified assumptions: [What needs checking, by whom and when?]
Draft your statements
Purpose: [Why does this service matter to these customers?]
Mission: [What does the service do now, for whom and how?]
Service vision: [Describe the intended future experience in one or two clear sentences]
Check alignment
Business priority supported: [Name the relevant priority]
Resource or system implications: [Identify what delivery requires]
Promise we cannot currently make: [Record a limit that must remain clear]
Prepare the next module
Candidate charter commitment: [Choose one commitment that can be developed and checked in Module 03]
Potential objective: [Describe an improvement to define and measure in Module 04]


Module 01 Complete your values and implementation worksheet
Use with Module 01. Replace prompts and add space as required.
For each chosen value, enter the behaviour, decision and operational support. Add rows when needed. Use words that your team can apply to an actual customer interaction.
	Value
	Action staff can demonstrate
	Behaviour to avoid
	Support and owner

	[Value 1]
	[What a colleague could see or hear]
	[An action inconsistent with this value]
	[Information, authority or system; owner]

	[Value 2]
	[What a colleague could see or hear]
	[An action inconsistent with this value]
	[Information, authority or system; owner]

	[Value 3]
	[What a colleague could see or hear]
	[An action inconsistent with this value]
	[Information, authority or system; owner]



Test and revise
Delay scenario and response: [How will we explain uncertainty and agree a next step?]
Handover scenario and response: [Who accepts responsibility and how is acceptance recorded?]
Conflicting target scenario and response: [Who decides when speed and understanding need different priorities?]
Assign delivery and review
Approver: [Name or role]
Implementation owner: [Name or role]
People consulted and feedback: [Record who tested the draft and what changed]
Pilot activity: [Where and how will the direction be introduced?]
Review date or trigger: [Set a review point and material change triggers]
Evidence of adoption: [How will you check that staff can explain and apply it?]
Manager review: distinguish a missing skill from a process or resource barrier before deciding the action. Retain an owner and due date for each unresolved dependency.


Module 02 Write your needs brief and journey map
Use with Module 02. Replace prompts and add space as required.
Customer and task
Service and customer group: [enter].
Customer goal: [task to complete].
Need statement: when [situation], the customer needs to [do or understand] so that [outcome].
Boundary: [starting event] to [finishing event]. Channels and locations: [enter].
Important variations and excluded routes: [enter with reasons].
Evidence register
	Reference
	Finding and evidence type
	Source and coverage
	Limit or next check

	[E01]
	[Observation or customer report]
	[Coded record, date, sample]
	[What is still unknown]

	[E02]
	[Observation or operational record]
	[Coded record, date, sample]
	[What is still unknown]

	[A01]
	[Assumption or possible cause]
	[Why it is plausible]
	[How to test it]



Current journey
	Stage and channel
	Customer task and need
	Evidence and barrier
	Owner and handover

	[Stage 1]
	[Enter]
	[Reference and finding]
	[Enter]

	[Stage 2]
	[Enter]
	[Reference and finding]
	[Enter]

	[Stage 3]
	[Enter]
	[Reference and finding]
	[Enter]



Add rows for loops, abandoned tasks and alternative routes. Preserve their sequence. Record the customer’s own description of effort or feelings only when supported.
Your test plan
Proposed change and supported need: [enter].
Decision owner and delivery owner: [enter].
Trial scope, start and end: [enter].
Comparable baseline and missing evidence: [enter].
Primary check and customer consequence check: [enter].
Review point and decision to retain, revise or stop: [enter].


Module 03 Write your customer service charter
Use with Module 03. Replace prompts and add space as required.
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].


Module 03 Prepare delivery and release
Use with Module 03. Replace prompts and add space as required.
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.


Module 04 Write your goal and KPI definition
Use with Module 04. Replace prompts and add space as required.
Complete the following fields for one service commitment. Add another KPI only when it informs a different decision or protects against an unintended effect.
Goal brief
Service commitment and customer need: [enter].
Broad aim: [enter].
Objective: [result, customer population, locations, timeframe and accountable role].
Baseline: [numerator, denominator, percentage, period and source, or state unavailable].
Target and rationale: [proposed level, why it is feasible and approval required].
Action and resources: [what will change, who will deliver it and required support].
KPI definition
Name and intended decision: [enter].
Population and unit counted: [enter].
Numerator and denominator: [enter separately].
Formula and rounding: [enter].
Data source and unique record key: [enter].
Clock rules, timezone and reporting period: [enter].
Exclusions and missing-data treatment: [enter].
Validation and evidence retention: [how will another person check the result?].
Safeguard
Additional check: [what could go wrong while the primary result improves?].
How it will be reviewed: [evidence, owner and response].


Module 04 Review and action plan
	Review field
	Your entry

	Accountable owner
	[Role with authority to act]

	Review frequency
	[Daily, weekly or another justified interval]

	Location and channel view
	[How will differences remain visible?]

	Action trigger
	[What result or material exception needs investigation?]

	Decision and action
	[What will the review decide and who implements it?]

	Verification
	[When and how will the action be checked?]

	Definition changes
	[How will revisions and breaks in the series be recorded?]



Reproducibility check
Reviewer and date: [enter]. Test records and calculated result: [enter]. Differences found and correction: [enter].


Module 05 Write your standards register
Use with Module 05. Replace prompts and add space as required.
Create one row for each distinct behaviour. Use a stable identifier so revisions can be tracked. Keep the detailed specification with the register rather than writing long procedures into every cell.
	ID and customer need
	Trigger and required action
	Owner and timing
	Evidence and exception

	[S01 and need]
	[When and what]
	[Role and due rule]
	[Record and escalation]

	[S02 and need]
	[When and what]
	[Role and due rule]
	[Record and escalation]

	[S03 and need]
	[When and what]
	[Role and due rule]
	[Record and escalation]



Detailed standard specification
Standard ID, version and effective date: [enter].
Customer need and related charter commitment: [enter].
Scope, trigger and responsible role: [enter].
Required behaviour and current reference information: [enter].
Timing rule, calendar and timezone: [enter where timing is relevant].
Evidence and record location: [enter].
Legitimate exclusions and not-applicable rule: [enter].
Missing evidence treatment and exception route: [enter].
Staff support and unresolved dependencies: [enter].
Approver, implementation owner and review trigger: [enter].
Pilot review record
Test route and dates: [enter]. People testing it: [enter].
Disagreement or delivery barrier: [enter].
Revision, owner and retest date: [enter].


Module 06 Write your service procedure
Use with Module 06. Replace prompts and add space as required.
Procedure control
Procedure title and ID: [enter]. Version and effective date: [enter].
Owner and approver: [enter]. Services, channels and locations: [enter].
Trigger and required inputs: [enter]. End condition for each task: [enter].
Related charter, standard and current reference information: [enter].
Operational steps
	Step and trigger
	Role and action
	Decision or exception
	Record and next point

	[1 Receive]
	[Enter]
	[Urgency and route]
	[Enter]

	[2 Clarify and check]
	[Enter]
	[Missing facts or authority]
	[Enter]

	[3 Act or hand over]
	[Enter]
	[Acceptance and cover]
	[Enter]

	[4 Update and verify]
	[Enter]
	[Delay or failed contact]
	[Enter]

	[5 Close or review]
	[Enter]
	[Unresolved or disputed]
	[Enter]



Escalation and authority matrix
	Trigger
	Decision owner
	Frontline action
	Acceptance and update

	[Outside authority]
	[Named role and cover]
	[Record and refer]
	[How accepted; who updates]

	[Urgent material risk]
	[Specialist route and cover]
	[Follow applicable urgent process]
	[Transfer evidence]

	[Disputed decision]
	[Review role]
	[Provide context and route]
	[Review timeframe and owner]



Confirm applicable requirements, permitted decisions, external routes and timing rules before rollout. Record where the current approved details can be found.


Module 06 Use a complete complaint record
Use with Module 06. Replace prompts and add space as required.
Intake and investigation
Case ID and receipt time with timezone: [enter].
Service reference, channel and responsible owner: [enter].
Customer issue, impact and requested outcome: [enter separately].
Relevant evidence and missing information: [enter].
Communication preferences and support needed: [enter only relevant details].
Urgency, applicable requirements and specialist referral: [enter].
Decision and follow through
Decision owner, authority and reasons: [enter].
Action promised, action owner and due point: [enter].
Update commitments, actual contacts and failed attempts: [enter].
Handover acceptance and outstanding work: [enter].
Completion evidence for each action: [enter].
Customer response and unresolved disagreement: [enter].
Review route explained and case status: [enter].
Closure or administrative closure reason and reopening route: [enter].
Improvement issue, owner and check date: [enter].
Keep stages distinct
Acknowledgement confirms receipt. A useful response progresses the issue or explains the next step. Resolution concerns the issue and agreed or required action. Closure is the recorded case state under the procedure. The customer may remain dissatisfied after an action is complete, and a closed case is not automatically a successful resolution.
Restrict records to the information needed for handling and review, following the business’s approved access and retention arrangements. Do not put identifiable complaints into public learning examples or unrestricted team documents.


Module 07 Write your skills matrix and learning plan
Use with Module 07. Replace prompts and add space as required.
	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].


Module 08 Write your measurement and review plan
Use with Module 08. Replace prompts and add space as required.
	Decision and measure
	Definition and source
	Coverage and owner
	Review and action

	[Question and measure]
	[KPI specification or check]
	[Period, population, owner]
	[Trigger and decision]

	[Question and measure]
	[KPI specification or check]
	[Period, population, owner]
	[Trigger and decision]

	[Question and measure]
	[KPI specification or check]
	[Period, population, owner]
	[Trigger and decision]



Measurement controls
Current standard and measure versions: [enter].
Data collection responsibility and access: [enter].
Checks for missing records, duplicates and period boundaries: [enter].
Known coverage gaps and action to address them: [enter].
Breaks in comparability and how they will be reported: [enter].
Service review record
Meeting date, journey and period reviewed: [enter].
Result with counts, rates and exceptions: [enter].
Customer consequence and evidence reference: [enter].
Possible cause, alternatives and information still needed: [enter].
Decision, rationale and accountable owner: [enter].
Action, dependency and due point: [enter].
Implementation evidence and later effect check: [enter separately].
Next review and escalation trigger: [enter].


Module 09 Write your barrier register and assistance pathway
Use with Module 09. Replace prompts and add space as required.
	Task and barrier
	Evidence and coverage
	Immediate support
	Correction and owner

	[Journey stage and barrier]
	[Observed or reported; source]
	[Agreed response and owner]
	[Change, owner and due point]

	[Journey stage and barrier]
	[Observed or reported; source]
	[Agreed response and owner]
	[Change, owner and due point]

	[Journey stage and barrier]
	[Observed or reported; source]
	[Agreed response and owner]
	[Change, owner and due point]



Assistance pathway
How a customer requests help: [verified contact routes].
Who receives the request and provides absence cover: [enter].
How staff ask about preferences and confirm the request: [enter].
Available options and the role that can arrange alternatives: [enter].
Identity, consent and confidentiality arrangements: [current procedure reference].
Agreed action, owner and update point: [enter].
How relevant arrangements follow an accepted handover: [enter].
How the person raises a concern or requests review: [enter].
Action and review plan
Recurring barrier and customer consequence: [enter].
Decision owner, delivery owner and resources: [enter].
People and expertise needed for testing: [enter].
Evidence of correction, scope and remaining gaps: [enter].
Review date and trigger for renewed checks: [enter].


Module 10 Write your 90 day implementation plan
Use with Module 10. Replace prompts and add space as required.
Scope and authority
Business, customer group and journey: [enter].
Supported customer need and intended result: [enter].
Included locations, channels and exclusions: [enter].
Sponsor, implementation owner and ongoing service owner: [enter separately].
Day 1 actual start date and Day 90 date: [enter; Day 90 = Day 1 plus 89 calendar days].
	Window and action
	Owner and dependency
	Completion evidence
	Decision and review

	[Days 1 to 15]
	[Enter]
	[Enter]
	[Enter]

	[Days 16 to 30]
	[Enter]
	[Enter]
	[Readiness decision]

	[Days 31 to 58]
	[Enter]
	[Enter]
	[First pilot review]

	[Days 59 to 86]
	[Enter]
	[Enter]
	[Later pilot review]

	[Days 87 to 90]
	[Enter]
	[Enter]
	[Retain revise stop or extend]



Evidence and support
Baseline, measure definitions and coverage gaps: [enter].
Staff learning, tools, authority and access support: [enter].
Weekly review owner, evidence and escalation triggers: [enter].
Pause or revision conditions and decision maker: [enter].
Open dependencies and their owners: [enter].
Ongoing routine, handover evidence and next review: [enter].


Capstone portfolio completion checklist
Use this final check with Module 10. Mark each item complete only when its referenced output and evidence are available.
	Module
	Evidence reference
	Review status and action

	01
	[Document or section reference]
	[Complete or gap, owner and due point]

	02
	[Document or section reference]
	[Complete or gap, owner and due point]

	03
	[Document or section reference]
	[Complete or gap, owner and due point]

	04
	[Document or section reference]
	[Complete or gap, owner and due point]

	05
	[Document or section reference]
	[Complete or gap, owner and due point]

	06
	[Document or section reference]
	[Complete or gap, owner and due point]

	07
	[Document or section reference]
	[Complete or gap, owner and due point]

	08
	[Document or section reference]
	[Complete or gap, owner and due point]

	09
	[Document or section reference]
	[Complete or gap, owner and due point]

	10
	[Document or section reference]
	[Complete or gap, owner and due point]



Final decisions
Customer need traced through commitment, standard and procedure: [reviewer and evidence].
Readiness decision and unresolved dependencies: [enter].
Pilot result, coverage and limitations: [enter].
Day 90 decision and accepted ongoing owner: [enter].
Further actions and next review: [enter].
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