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This course is designed to help you create or review the 
customer service element of your business.  We start 
by identifying the essential aspects of customer service 
and what you want your customers to think and feel 
about your services. 
 

Moving on we will work through your customer journey 
highlighting the important elements at each stage. 

Finally, we’ll look at reviewing the processes, tackling 
adding in new things, and troubleshooting issues as 
they occur, to ensure you continue to offer the level of 
service you are aiming for.

Customer
Service

CUSTOMER  
SERVICE

Claire Winter
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This workbook will help you get the most out of the course.  You will see the book 
mirrors the courses lesson format.  For each lesson there are a number of aims 
that represent the key learning points for that section of the course.  We have 
provided space to write your notes as you go through and there is spare note space 
at the end of the workbook in case you need more than we have provided for any 
of the lessons.

The spaces for tasks and action points are where the magic happens.  We all 
know that learning is only useful if we do something with the knowledge so for 
each lesson make a note of what you are going to do as a result of what you have 
learnt.  Make the action as specific as possible and set yourself a manageable 
timeframe.  If you have some kind of to do list or schedule of action points make 
sure you transfer these actions to that and get them done.  Where there are tasks, 
work through them to help you apply the content to your business and identify the 
actions required.

The lessons in some courses have quiz questions that need to be completed on 
the members site in order to proceed.  Where applicable we have provided space 
for you to make a note of your answers to these questions as you go through the 
content so you are prepared for the questions. 

Not only will this workbook help you as you complete the course but, if used 
effectively, it will also provide you with a source of key information you can refer 
back to.

Good Luck! 

How to use  
this workbook
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AIMS:

Key Learning Points

ORIENTATE THE MAP  

Client consultation and baselines 

 ― Learn how to prepare for a client
 ― Decide what information you need to know to work with a client
 ― Consider how best to gather the information

LESSON: 

01
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Action Points

Quiz Questions

1. Name two areas of information we might want to explore from a client’s past (where have they been) 

2. What baseline information should we look to Gather? 

Aims
This section will highlight 
the main learning focus for 
the lesson

Key Learning Points
Use this area to make 
notes as you go through 
the lesson

Action Points
Summarise your learning from 
the lesson. What actions are you 
going to take as a result of what 
you’ve learnt?  When are you 
going to complete it?

Quiz Questions
Write your answers to the 
questions here in preparation for 
completing the online quiz.
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AIMS:

Key Learning Points

 ― Identify the elements that impact customer service. 
 ― Establish your goals for customer service in your business.

LESSON: 

01
What Is Customer Service 
And What Impacts It? 
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Task 1

1. What does customer service mean to you in the context of the service(s) you provide? (Note: if you have 
different service levels, then include how things differ between each of them.)

2. What constraints are there / boundaries you have identified, e.g. budget and time constraints/boundaries 
for contact etc.? (Note: if you have different service levels, then include how things differ between them.)
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Task 2

What is important to you about how your clients feel? (If you get stuck, start with a list of the things clients 
regularly tell you about what they think about your service and how your service helps them).

How do you want your customers to think and feel?

General Ideas: 

• That they belong

• That they are part of
something good

• They know what they’re doing

• They made a good choice

• You’ve met or exceeded
expectations

• They’ve got what they paid for

What is specific to your business and your clients?
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Task 3

What does your typical client bring with them regarding expectations, experiences, values, beliefs, needs and 
wants?  Identify the commonalities amongst your client base / the people you are aiming to attract in each of 
the sections below.

People’s expectations when 
they sign up are: 

Common experiences my 
clients have from the past are:

Common values among my 
client base are:

Common beliefs among my 
client base are:

Common needs among my 
client base are:

Common wants among my 
client base are:
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AIMS:

Key Learning Points

 ― Identify the priorities when it comes to customer service.
 ― Review your communication and pinpoint the things you want to focus on.

LESSON: 

02
 

Priorities Part 1: Communication
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Task 4

Review your communication and its importance in your business using the templates below. 

How would you rate your communication on a scale of 1-10?

What do clients want/need to know? When do they 
want/need to 
know it?

Is it a want or 
a need?

Is it covered 
or is a change 
required?

First consider what your clients want or need to know: 
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Task 4

Review your current communications.  What do you currently do and is it useful? If not, write down what you 
need to change here:

Current 
Communication:

Timing of 
communication

Method of 
communication

Do clients use 
and find useful?

Does anything 
need changing?
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Task 4

What is your approach to communication?  Do you 
know and take into account your client’s preferred 
methods of communication?  If not, why not?

Are there any changes that need to be made?

Do you give communication the time and focus  
it needs? 

Where could you improve things, and in what way?  
Is it tone, language, presentation &/or quantity? 

How would you rate your listening skills?  Do you 
listen to understand or to answer? 

Is this something that needs work? (Check out 
Cathy MacDonald’s course on listening for more.)

Overall, how would you say your communication 
matches up to your clients’ expectations? 

Are you happy with it?  If not, what changes are 
you going to make?
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Task 4

Communication Action Plan: 
(Use the table below to summarise your actions to improve your client communication)

Task: Priority Date for completion



LIFT THE BAR EDUCATION

CUSTOMER SERVICE1515

AIMS:

Key Learning Points

 ― Understand the role of customer experience.
 ― Review the experience you provide and pinpoint the things you want to focus on.

LESSON: 

03
 

Priorities Part 2: Experience
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Task 5

Review the experience you provide and pinpoint the things you want to focus on.

Refer back to your answers in Lesson 1 about how you want your clients to feel.  How closely would you say 
your client experience matches up to that? Are there any areas that need more work? 

How would you rate your client experience on a scale of 1-10?

How do you want your clients 
to feel? (look back to lesson 1 
answers)

How would you say your clients 
do feel?

What are the areas that 
improve?
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Task 5

Use the table below to review specific areas of your customer experience:

Is your technology intuitive for clients to use? Are there any changes that need to be made?

Are your processes intuitive to follow? Are there any changes that need to be made?

How do you integrate new clients with others? Are there any changes that need to be made?

What are the issues or blocks that impact your 
customer experience?

Are there solutions for them and if so what needs 
to be done?
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Task 5

Supporting Basic Psychological Needs:

How do you support clients’ feelings of autonomy? Are there any changes that need to be made?

How do you support clients’ feelings of 
competence?

Are there any changes that need to be made?

How do you support clients’ feelings of belonging / 
relatedness?

Are there any changes that need to be made?
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Task 5

Experience Action Plan 
 (use the table below to summarise your actions to improve your customer experience)

Task: Priority Date for completion
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AIMS:

Key Learning Points

 ― Understand the role of extras in customer service.
 ― Look at the extras you currently provide for your clients, review them and identify any 
changes you want to make.

LESSON: 

04
 

Priorities Part 3: Extras
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Task 6

Complete the tables below to review your “extras”.

What extras do 
you currently 
offer?

Are they 
important to you? 
If so, why?

Do your 
clients like and 
appreciate them?

Are they wanted/
needed/relevant

Are you 
consistent?
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Task 6

Now think about what you would add-in and why?  Consider: Do you want to? Is it right for your business? Will 
it add value?

What extras would you like to add? Will they add value? Why do you want to add them?
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Task 6

Extras Action Plan 
 (use the table below to summarise your actions to improve your customer service via “extras”)

Task: Priority Date for completion
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AIMS:

Key Learning Points

 ― To look at what causes a wow moment.
 ― To consider if there is anything you would like to do to create them.

LESSON: 

05
 

The Wow Factor 
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Task 7

Complete the tables below to review your “wow” moments and opportunities.

Have you had any unexpected ‘WOW’ moments?  
What were they?

How could you take that principle and repeat it?

What could you do to create “Wow moments”? How are you going to integrate this into your 
business consistently and fairly and keep the 
“wow” element?
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AIMS:

Key Learning Points

 ― To understand how things change along a customer journey.
 ― To identify the key stages of the customer journey for your service. 

LESSON: 

06

 

Customer Journey Part 1:
Creating/Reviewing Your Customer Journey
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Task 8

Using the space below, identify the key stages for your service.  What are the key points along the path 
that are important for your customers in your service?

Stage 1

Stage 2

Stage 3

Stage 4

Stage 5

Stage 6

Stage 7

Stage 8

Stage 9

Stage 10
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AIMS:

Key Learning Points

 ― To look through the initial stages of the customer journey, up to Sign Up. 
 ― Review what you currently do and identify potential improvements for your 
customer journey.

LESSON: 

07

 

Customer Journey Part 2:
Stages Up To Sign Up

On a scale of 1-10 how happy are you overall with the initial 
stages (up to sign up) of your customer journey?

Use the following templates to reflect on each of your current customer journey stages up to sign up (as 
identified in Lesson 6).  What do you do at the moment? Are there any changes you would like to make? 
Remember to consider the differences between the stages! 
 
Note: If you have more than 3 stages in this section please refer to the additional stage review forms at the 
back of the workbook.

Task 10
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Stage 1: (pre sign up table)

Review Questions What do you do at the moment? What changes would you like to make?

What are their expectations? 
How does this element match up?

What are their values, beliefs, 
needs and wants? Does this 
element fit with those?

Do they have what they want/ 
need, when they want/ need it?

Is the communication appropriate 
and timely?

Do you use platforms where the 
target audience hang out?

Do you capture the right attention?

Do you use appropriate language?

Do people take action?

Is the experience you are creating 
how you want it to be?

Do people feel a connection? 
Can they relate to you?

Do you want to add any extras? 
Are there any opportunities for 
‘wow’ moments?

Are there any places where you 
have known ‘sticky’ moments, 
when it comes to processes and 
user experience?
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Task 9

Stage 1 Action Plan

Task: Priority Date for completion
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Stage 2: (pre sign up table)

Review Questions What do you do at the moment? What changes would you like to make?

What are their expectations? 
How does this element match up?

What are their values, beliefs, 
needs and wants? Does this 
element fit with those?

Do they have what they want/ 
need, when they want/ need it?

Is the communication appropriate 
and timely?

Do you use platforms where the 
target audience hang out?

Do you capture the right attention?

Do you use appropriate language?

Do people take action?

Is the experience you are creating 
how you want it to be?

Do people feel a connection? 
Can they relate to you?

Do you want to add any extras? 
Are there any opportunities for 
‘wow’ moments?

Are there any places where you 
have known ‘sticky’ moments, 
when it comes to processes and 
user experience?
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Task 9

Stage 2 Action Plan

Task: Priority Date for completion
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Stage 3: (pre sign up table)

Review Questions What do you do at the moment? What changes would you like to make?

What are their expectations? 
How does this element match up?

What are their values, beliefs, 
needs and wants? Does this 
element fit with those?

Do they have what they want/ 
need, when they want/ need it?

Is the communication appropriate 
and timely?

Do you use platforms where the 
target audience hang out?

Do you capture the right attention?

Do you use appropriate language?

Do people take action?

Is the experience you are creating 
how you want it to be?

Do people feel a connection? 
Can they relate to you?

Do you want to add any extras? 
Are there any opportunities for 
‘wow’ moments?

Are there any places where you 
have known ‘sticky’ moments, 
when it comes to processes and 
user experience?
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Task 9

Stage 3 Action Plan

Task: Priority Date for completion
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AIMS:

Key Learning Points

On a scale of 1-10 how happy are you overall with the 
onboarding stages of your customer journey?

Use the following templates to reflect on each of your current customer journey stages relating to onboarding 
(as identified in Lesson 6).  What do you do at the moment? Are there any changes you would like to make? 
Remember to consider the differences between the stages! 
 
Note: If you have more than 3 stages in this section please refer to the additional stage review forms at the 
back of the workbook

Task 10

 ― To look through the onboarding related stages of the customer journey.
 ― Review what you currently do and identify potential improvements for your 
customer journey.

LESSON: 

08

 

Creating Your Customer Journey Part 3: 
Onboarding
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Stage 4: (onboarding table)

Review Questions What do you do at the moment? What changes would you like to make?

What are their expectations? 
How does this element match up?

What are their values, beliefs, 
needs and wants? Does this 
element fit with those?

Do they have what they want/ 
need, when they want/ need it?

Is the communication appropriate 
and timely?

Do you have the information that 
you need when you need it?

Have you made sure that you’re 
not overloading them with 
information? Is there anything you 
can remove?

Are you setting everyone up for 
success?

Do they have access to any 
systems or processes they need, 
and do they understand them?

Do people feel welcome and 
comfortable?

Are processes and technology 
intuitive?

Do you want to add any extras? 
Are there any opportunities for 
‘wow’ moments?

Are there any places where you 
have known ‘sticky’ moments, 
when it comes to processes and 
user experience?
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Task 10

Stage 4 Action Plan

Task: Priority Date for completion
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Stage 5: (onboarding table)

Review Questions What do you do at the moment? What changes would you like to make?

What are their expectations? 
How does this element match up?

What are their values, beliefs, 
needs and wants? Does this 
element fit with those?

Do they have what they want/ 
need, when they want/ need it?

Is the communication appropriate 
and timely?

Do you have the information that 
you need when you need it?

Have you made sure that you’re 
not overloading them with 
information? Is there anything you 
can remove?

Are you setting everyone up for 
success?

Do they have access to any 
systems or processes they need, 
and do they understand them?

Do people feel welcome and 
comfortable?

Are processes and technology 
intuitive?

Do you want to add any extras? 
Are there any opportunities for 
‘wow’ moments?

Are there any places where you 
have known ‘sticky’ moments, 
when it comes to processes and 
user experience?
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Task 10

Stage 5 Action Plan

Task: Priority Date for completion
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AIMS:

Key Learning Points

 ― To look through the ongoing stages of the customer journey relating to your 
“business as usual” elements.

 ― Review what you currently do and identify potential improvements for your 
customer journey.

LESSON: 

09

 

Customer Journey Part 4:
Ongoing Service

On a scale of 1-10 how happy are you with the ongoing / business as usual 
stages of your customer journey overall?

Use the templates below and reflect on each of your current customer journey stages relating to your 
ongoing service (as identified in Lesson 6).  What do you do at the moment? Are there any changes you 
would like to make? Remember to consider the differences between the stages! 
 
Note: If you have more than 2 stages for Training / Nutrition and / or 1 stage for Other / Admin please refer to 
the additional stage review forms at the back of the workbook

Task 11
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Stage 6: (Training / Nutrition table)

Review Questions What do you do at the moment? What changes would you like to make?

What are their expectations? 
How does this element match up?

What are their values, beliefs, 
needs and wants? Does this 
element fit with those?

Do they have what they want/ 
need, when they want/ need it?

Is the communication appropriate 
and timely?

Do you know and use 
their preferred method of 
communication?

Do you check in on their current 
goals and keep up to date with 
what they want?

Do you listen and check in on your 
own assumptions?

Do you check in on thoughts 
about your exercise selection 
/ programming / nutritional 
approach on a regular basis?

Is the experience you are creating 
how you want it to be? Are there 
any places where you have known 
‘sticky’ moments?

Are you empowering them and 
letting them lead when it comes to 
implementing solutions?

Are you supporting basic 
psychological needs (autonomy, 
belonging and competence)?

Are people getting the results they 
want? (This is results of all kinds)

Are you requesting/ listening to 
feedback and making changes?

Do you want to add any extras or 
‘wow’ moments?
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Task 11

Stage 6 Action Plan

Task: Priority Date for completion
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Stage 6: (Training / Nutrition table)

Review Questions What do you do at the moment? What changes would you like to make?

What are their expectations? 
How does this element match up?

What are their values, beliefs, 
needs and wants? Does this 
element fit with those?

Do they have what they want/ 
need, when they want/ need it?

Is the communication appropriate 
and timely?

Do you know and use 
their preferred method of 
communication?

Do you check in on their current 
goals and keep up to date with 
what they want?

Do you listen and check in on your 
own assumptions?

Do you check in on thoughts 
about your exercise selection 
/ programming / nutritional 
approach on a regular basis?

Is the experience you are creating 
how you want it to be? Are there 
any places where you have known 
‘sticky’ moments?

Are you empowering them and 
letting them lead when it comes to 
implementing solutions?

Are you supporting basic 
psychological needs (autonomy, 
belonging and competence)?

Are people getting the results they 
want? (This is results of all kinds)

Are you requesting/ listening to 
feedback and making changes?

Do you want to add any extras or 
‘wow’ moments?
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Task 11

Stage 7 Action Plan

Task: Priority Date for completion
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Stage 8: (Other e.g. Check Ins / Admin table)

Review Questions What do you do at the moment? What changes would you like to make?

What are their expectations? 
How does this element match up?

What are their values, beliefs, 
needs and wants? Does this 
element fit with those?

Do they have what they want/ 
need, when they want/ need it?

Is the communication appropriate 
and timely? Are you using 
everything you ask for?

Do you know and use 
their preferred method of 
communication?

Are you making elements optional 
if not applicable? Are you “selling” 
any additional elements i.e. using 
internal marketing?

Do you listen and check in on your 
own assumptions? Are there any 
aspects where you are taking 
things for granted?

Is the experience you are creating 
how you want it to be?

Are you empowering them, 
providing support based on their 
wants and needs and letting 
them lead when it comes to 
implementing solutions?

Are you supporting basic 
psychological needs (autonomy, 
belonging and competence)?

Are people getting the results they 
want? (This is results of all kinds.)

Are you requesting and listening 
to feedback and making changes 
as a result? Are there any known 
‘sticky’ moments?
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Task 11

Stage 8 Action Plan

Task: Priority Date for completion
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AIMS:

Key Learning Points

On a scale of 1-10 how happy are you overall 
with the final stages (leaver) of your customer 
journey? 

Use the following templates to reflect on each of your current customer journey stages relating to leaving (as 
identified in Lesson 6).  What do you do at the moment? Are there any changes you would like to make? 
 
Note: If you have more than 1 stage for this section please refer to the additional stage review forms at the 
back of the workbook

Task 12

 ― To look through the final stages of the customer journey relating to when people 
leave your service.

 ― Review what you currently do and identify potential improvements for your 
customer journey.

LESSON: 

10

 

Creating Your Customer Journey Part 5: 
Parting Ways
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Stage 9: (final stages table)

Review Questions What do you do at the moment? What changes would you like to make?

What are their expectations? 
How does this element match up?

What are their values, beliefs, 
needs and wants? Does this 
element fit with those?

Do they have what they want/ 
need, when they want/ need it?

Is the communication appropriate 
and timely?

Do you make them feel comfortable 
about their decisions and ensure 
they know what happens next?

Do you keep communication 
channels open and use 
appropriate language?

Do you listen and check in on your 
own assumptions?

Are you showing genuine curiosity 
and care?

Is the experience you are creating 
how you want it to be?

Are you supporting basic 
psychological needs (autonomy, 
belonging and competence)?

Are you requesting and listening to 
feedback and making changes as 
a result?

Do you want to add any extras? 
Are there any opportunities for 
‘wow’ moments?

Are there any places where you 
have known ‘sticky’ moments, 
when it comes to processes and 
user experience?
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Task 12

Stage 9 Action Plan

Task: Priority Date for completion
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AIMS:

Key Learning Points

 ― Understand the importance of having elements that are measurable over time 
and how these differ from other feedback requests.

 ― Identify your key metrics.  

(Note: Task has been combined with Lesson 12)

LESSON: 

11
 

Customer Service Metrics
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AIMS:

Key Learning Points

 ― To take a deeper dive into how and why you collect customer feedback. 
 ― Understand the reasons you are asking for feedback, when you should be asking 
for feedback and what you want to learn from the feedback you receive. 

 
Note: Lesson includes example feedback / client surveys

LESSON: 

12
 

Collecting Client Feedback
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Task 13

Use the table below to identify your metrics, feedback and customer satisfaction survey points and actions 
you want to take now.

Identify your metrics: What are 
the things you want to measure 
and review over time?

Why are these important to you? What type of survey / form / 
request are you going to use and 
when and how?

When are your key regular 
survey points? 

What is the purpose for each 
one? What do you need to be 
careful of?

What type of survey / form / 
request are you going to use and 
when and how?

1.

2.

3.

4.

5.

Do you want to do a one-off 
survey at this stage?

Why?  What do you want your 
survey to achieve? What do you 
need to be careful of?

What type of survey / form / 
request are you going to use and 
when and how are you going to 
distribute it?
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Task 13

Now it’s time to create!

Create your questions:

When doing this remember to 
think about what we have gone 
through in the lesson!

Plan for distribution:

When and how will you review 
and use the responses?
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AIMS:

Key Learning Points

 ― To review and troubleshoot our customer service. 
 ― Identify potential gaps and what needs to be tweaked, taken out or added.   

 See also the Customer Service Checklist

LESSON: 

13
 

Review and Troubleshooting

https://liftthebar.com/wp-content/uploads/2016/03/Customer-Service-Checklist-Edit.pdf
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Task 14

Review your business, processes, and user experience. Look at the data available. Identify breaks and 
consider changes you might like to make. Look at the customer journey from the user experience at each 
level. Use the table below to highlight any areas you want to work on or investigate further.

Are there any trouble areas 
that you are aware of? If so 
list below:

What is your action plan to fix? When are you 
going to do it?

1.

2.

3.

4.

5.
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What data do you have 
available? (E.G. survey 
responses, ad hoc feedback, 
open rates for emails, 
engagement in Facebook 
groups etc)

Are there any areas that 
concern you that require further 
investigation?

Are there any areas which 
are going well and need 
acknowledging / celebrating?

1.

2.

3.

4.

5.
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Identify your key processes 
(E.G. session bookings, check 
ins, sign up, warm ups, booking 
nutrition reviews)

How would you rate them in 
terms of customer service on a 
scale of 0-10? 

What changes would you like  
to make?

1.

2.

3.

4.

5.

Identify the touchpoints with 
your business

How would you rate the user 
experience on a scale of 0-10? 

What changes would you like  
to make?

1.

2.

3.

4.

5.
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List the key stages of your 
customer journey

How would 
you rate them 
in terms of 
customer 
service on a 
scale of 0-10? 

Is this something you want to work on?  If so how 
and when?

1.

2.

3.

4.

5.

6.

7.

8.

9.

10.
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Review your 
Communication overall 
on a scale of 0-10

Is this something you want to work on?  If so how and when?

Identify your key 
communications

Rate each one 
on a scale of 
0-10 in terms of 
effectiveness 
and relatedness 
for your clients

Is this something you want to work on?  If so how 
and when?

1.

2.

3.

4.

5.
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Review 
your Overall 
Experience overall 
on a scale of 0-10

Is this something you want to work on?  If so how and when?

Are there any further customer 
service elements you want to 
work on or investigate further? 
List them below.

What is your action plan? When are you going to do it?

1.

2.

3.

4.

5.
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AIMS:

Key Learning Points

 ― To look at adding new things into our service and how to make them successful. 
 ― Review the importance of the evaluation phase, the introduction phase and 
business as usual – after we have introduced the new thing.

LESSON: 

14
 

Adding In New Things
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Task 15

Identify anything that you need to add in or haven’t efficiently integrated with your service. Create an action 
plan using the template below:

Identify: Evaluate: Why are you 
adding it?  Is it right for 
your business?  Does 
it add value / benefits 
to your clients? How 
have you checked 
and questioned your 
assumptions?  How are 
you going to measure 
success?

Implement: How are 
you going to introduce 
/ revitilise it?

Ongoing: How are you 
going to integrate it to 
ensure it continues to 
be used?  When are 
you going to review?

What have you added 
in that has tailed off or 
not integrated in the 
way that you wanted?

What would you like to 
add in?
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AIMS:

Key Learning Points

 ― To understand the roles of internal marketing.
 ― Identify how internal marketing can help keep your clients engaged and keep 
customer satisfaction in your service high.

LESSON: 

15
 

Internal Marketing
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Task 16

Create your internal marketing plan.  Identify if there are any areas you want to focus your internal 
marketing on.

If you currently do any internal marketing, use this template to evaluate it:

What internal marketing 
do you currently do?

Why do you do it and is it 
achieving your goal?

Is there anything you want 
to change, if so, what?

When are 
you going to 
do it?
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Task 16

If you would like to introduce additional internal marketing, use this template to plan it:

What outcomes do you 
want from your internal 
marketing?

What methods are you 
going to use for each 
outcome?

What do you need to do 
to prepare and integrate 
these?

When are 
you going to 
do it?
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AIMS:

Key Learning Points

 ― Summarise the course and remember the goal of customer service.  
 ― Highlight the top priorities and the importance of taking action.

LESSON: 

16 Summary
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Task 17

Review all your tasks, prioritise them and create your action plan.

Identify your top 3 
priorities

Break down the steps When are you going to 
do it?

When and how are you 
going to evaluate it?

Priority 1:

Priority 2:

Priority 3:
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Spare Customer Journey Template (pre sign up table)

Review Questions What do you do at the moment? What changes would you like to make?

What are their expectations? 
How does this element match up?

What are their values, beliefs, 
needs and wants? Does this 
element fit with those?

Do they have what they want/ 
need, when they want/ need it?

Is the communication appropriate 
and timely?

Do you use platforms where the 
target audience hang out?

Do you capture the right attention?

Do you use appropriate language?

Do people take action?

Is the experience you are creating 
how you want it to be?

Do people feel a connection? 
Can they relate to you?

Do you want to add any extras? 
Are there any opportunities for 
‘wow’ moments?

Are there any places where you 
have known ‘sticky’ moments, 
when it comes to processes and 
user experience?
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Spare Customer Journey Template (onboarding table)

Review Questions What do you do at the moment? What changes would you like to make?

What are their expectations? 
How does this element match up?

What are their values, beliefs, 
needs and wants? Does this 
element fit with those?

Do they have what they want/ 
need, when they want/ need it?

Is the communication appropriate 
and timely?

Do you have the information that 
you need when you need it?

Have you made sure that you’re 
not overloading them with 
information? Is there anything you 
can remove?

Are you setting everyone up for 
success?

Do they have access to any 
systems or processes they need, 
and do they understand them?

Do people feel welcome and 
comfortable?

Are processes and technology 
intuitive?

Do you want to add any extras? 
Are there any opportunities for 
‘wow’ moments?

Are there any places where you 
have known ‘sticky’ moments, 
when it comes to processes and 
user experience?
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Spare Customer Journey Template (Training / Nutrition table)

Review Questions What do you do at the moment? What changes would you like to make?

What are their expectations? 
How does this element match up?

What are their values, beliefs, 
needs and wants? Does this 
element fit with those?

Do they have what they want/ 
need, when they want/ need it?

Is the communication appropriate 
and timely?

Do you know and use 
their preferred method of 
communication?

Do you check in on their current 
goals and keep up to date with 
what they want?

Do you listen and check in on your 
own assumptions?

Do you check in on thoughts 
about your exercise selection 
/ programming / nutritional 
approach on a regular basis?

Is the experience you are creating 
how you want it to be? Are there 
any places where you have known 
‘sticky’ moments?

Are you empowering them and 
letting them lead when it comes to 
implementing solutions?

Are you supporting basic 
psychological needs (autonomy, 
belonging and competence)?

Are people getting the results they 
want? (This is results of all kinds)

Are you requesting/ listening to 
feedback and making changes?

Do you want to add any extras or 
‘wow’ moments?
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Spare Customer Journey Template (Other e.g. Check Ins / Admin table)

Review Questions What do you do at the moment? What changes would you like to make?

What are their expectations? 
How does this element match up?

What are their values, beliefs, 
needs and wants? Does this 
element fit with those?

Do they have what they want/ 
need, when they want/ need it?

Is the communication appropriate 
and timely? Are you using 
everything you ask for?

Do you know and use 
their preferred method of 
communication?

Are you making elements optional 
if not applicable? Are you “selling” 
any additional elements i.e. using 
internal marketing?

Do you listen and check in on your 
own assumptions? Are there any 
aspects where you are taking 
things for granted?

Is the experience you are creating 
how you want it to be?

Are you empowering them, 
providing support based on their 
wants and needs and letting 
them lead when it comes to 
implementing solutions?

Are you supporting basic 
psychological needs (autonomy, 
belonging and competence)?

Are people getting the results they 
want? (This is results of all kinds.)

Are you requesting and listening 
to feedback and making changes 
as a result? Are there any known 
‘sticky’ moments?
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Spare Customer Journey Template (final stages table)

Review Questions What do you do at the moment? What changes would you like to make?

What are their expectations? 
How does this element match up?

What are their values, beliefs, 
needs and wants? Does this 
element fit with those?

Do they have what they want/ 
need, when they want/ need it?

Is the communication appropriate 
and timely?

Do you make them feel comfortable 
about their decisions and ensure 
they know what happens next?

Do you keep communication 
channels open and use 
appropriate language?

Do you listen and check in on your 
own assumptions?

Are you showing genuine curiosity 
and care?

Is the experience you are creating 
how you want it to be?

Are you supporting basic 
psychological needs (autonomy, 
belonging and competence)?

Are you requesting and listening to 
feedback and making changes as 
a result?

Do you want to add any extras? 
Are there any opportunities for 
‘wow’ moments?

Are there any places where you 
have known ‘sticky’ moments, 
when it comes to processes and 
user experience?
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Spare Action Plan Template

Task: Priority Date for completion
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Notes
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Complete the last task to earn the badge  

Key Learning / Action Date for Completion

Action Plan

Congratulations on completing the course. The key with any education is how you 
intend to use what you’ve learnt.  Take the time to consider the knowledge you 
have gained during this course and how you are going to implement it or change 
what you currently do.  Use the space below to summarise or to plan and set goals 
for the implementation or follow up phase.
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