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1. HR or the new employee fills in the employee’s personal and job details. The employee and their manager must fill in the rest of the template
2. Clearly define the key objectives the employee should achieve by the end of the training period.
3. Detail the training schedule for each objective to help manage workloads and set expectations.
4. Include the topics and resources the employee will use to meet each training objective.
5. Name who will guide the employee, ensuring accountability and encouraging collaboration.
6. List the activities and mix of learning methods the employee needs to achieve each objective.
7. Outline how success in meeting training objectives will be measured (e.g., quizzes, assessments).
8. Use a log/checklist for marking completed activities to help all involved parties stay on schedule.

	Employee name
	
	Job title
	Customer Service Representative

	Department
	Customer Support
	Manager
	Customer Service Lead



	Training objectives
List specific, measurable objectives to be achieved by the end of the training period. Make them as clear as possible to help the new employee and their manager assess progress.

	Objective 1
	Learn and apply the company’s customer service standards and communication guidelines.

	Objective 2
	Gain proficiency in using customer service software and tools.

	Objective 3
	

	Objective 4
	



	Training schedule
Outline a schedule for training, broken down into manageable phases (e.g., 30/60/90 days). Be sure not to overlook any critical steps.

	Objective 1
	Attend orientation session and review customer service handbook.
	Week 1

	
	Complete e-learning course on communication and empathy in customer service.
	Week 2

	
	Observe experienced representatives on live calls.
	Week 3

	Objective 2
	
	

	
	
	

	
	
	

	Objective 3
	
	

	
	
	

	
	
	

	Objective 4
	
	

	
	
	

	
	
	



	Training topics and materials
List the topics, modules and resources the employee will use. Provide links where possible to ensure ease of access.

	Objective 1
	1. Customer service handbook

	
	2. Communication guidelines

	
	3. Orientation slides and videos

	Objective 2
	

	
	

	
	

	Objective 3
	

	
	

	
	

	Objective 4
	

	
	

	
	



	Responsible trainers/mentors 
Identify the person/people responsible training/mentoring the new employee to meet each objective.

	Objective 1
	[Enter the name of the trainer/mentor who will help the employee meet this objective.]

	Objective 2
	

	Objective 3
	

	Objective 4
	



	Learning activities and methods
List the learning activities the new employee must participate in to achieve each objective. Include a mix of learning methods to best suit their learning style.

	Objective 1
	1. Orientation session

	
	2. E-learning modules

	Objective 2
	

	
	

	Objective 3
	

	
	

	Objective 4
	

	
	



	Performance metrics
Explain how success will be measured (e.g., quizzes, practical assessments, manager evaluations or KPIs).

	Objective 1
	1. Completion of orientation checklist; manager feedback on communication performance.

	
	2. Practical system test with 90% accuracy target; trainer evaluation.

	
	3. Assessment through mock conflict scenarios; peer and manager feedback.

	Objective 2
	

	
	

	
	

	Objective 3
	

	
	

	
	

	Objective 4
	

	
	

	
	



	Progress tracking
Include a progress log/checklist for the trainer and new employee to check off completed activities.

	Objective 1
	[Compile a log/checklist of scheduled items to be completed as part of the training for this objective.]

	Objective 2
	

	Objective 3
	

	Objective 4
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