Employee Handbook
CX Audit Checklist

Turn policy into clarity. Turn clarity into consistent
customer experiences.
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The Inside & Out Connection

VersaWrites believes exceptional customer experiences are only possible
through fully supported, confident employees. Our inside and out approach
aligns internal and external touchpoints so customers get clear, consistent
communication—and staff have the tools and confidence to deliver it.

Internal

External

Connection

Staff Training Manuals

Customer Onboarding
Guides

Cover the same core
topics using consistent
language and tone.

Response Templates

FAQs and Chatbot
Scripts

Keep phrasing aligned so
staff replies mirror
customer-facing
guidance.

Escalation Guides

Crisis Communication

Internal protocols should
reflect external crisis

Templates . .
> messaging and timelines.
- : . Both follow voice and
Internal Communication Email Marketing . W.V '
tone guidelines for a
Playbooks Sequences . .
consistent experience.
How to Use:

e Audit key handbook sections for clarity and CX alignment
e Score each area (1-5 scale)
e Rewrite cold/legalistic language with purpose-led guidance
e Lnable staff with templates and practical examples
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Audit Sections

Section C:

Section A: Section B: Customer Section D:
Clarity & Policies with ) e

Interaction Usability
Tone Purpose .

Guidance (Score 1-5)
(Score 1-5) (Score 1-5)

(Score 1-5)
Plain language: Context Tone examples: Navigation:
Short sentences, | provided: Each Do/don't Searchable,

concrete verbs,

policy explains

scenarios in

indexed, easy to

no legalese: /5 "why": /5 brand voice: /5 | findinfo: /5
S bl Cust . .
cannabic us om?r . De-escalation Version control:
format: Clear connection: Tied
. steps: Empathy Change log,
headings, to values and
. language and update dates,
bullets, logical customer techniques: /3 ownership: /3
flow: /5 impact: /5 ques-_ P
W t : . . Int tion:
arm one Practical Escalation n esration
Respectful, Links to
. examples: Show pathways: Clear
helpful, aligned ) templates, tools,
. correct triggers and ..
with brand application: __/ rocedures:__/ training
voice: /5 pp =5 P 15 materials: /5
E t S
. mpowe.rmen Accessibility:
Conflict boundaries: .
Defined terms: ) Inclusive
Jargon explained resolution: What staff can laneuace
5 . D Contradictions decide SUase,
or avoided: /5 ) readable
addressed: /5 independently: .
/s formatting: /5
Score: /20 Score: /20 Score: /20 Score: /20
Notes: Notes: Notes: Notes:
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Before & After Examples

Before (Policy-Only):
"Employees must respond to
customer inquiries within 24

hours."
Issue: Timer-focused, no
context for quality decisions

After (Purpose-Led):
"Customers deserve thoughtful
responses. Aim to reply within
24 hours, but prioritize clarity
over speed if a detailed answer

prevents multiple back-and-
forth exchanges."

Why It’s Better: Empowers quality
decisions, reduces repeat contacts
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Quick Wins Checklist

Immediate Actions:

Simplify Language

o All customer-facing content uses clear,
jargon-free terms.

o Staff understand and can implement
customer-facing language without
confusion.

Update FAQs

o Internal and external FAQs are aligned
and current.

0 FAQs cover common customer pain
points and staff challenges.
Recognition

0 Quick morale boosters tied to CX goals
(e.g., shout-outs for customer wins) are
implemented.

Rationale: Easily initiated practices with

immediate impact on morale and consistency.

Policy Rewrite

o Replace 3 policy-only statements with
purpose-led language.

Rationale: Targeted rewrites can vield quick

clarity improvements on high-impact policies.

Tone of Voice Examples

0 Add tone-of-voice examples for common

scenarios.

Rationale: Provides quick, practical guidance

for difficult customer interactions.
Customer Interaction Reference

o Create 1-page "Customer Interaction
Quick Reference."

Rationale: A concise, accessible guide for
frontline staff on critical interactions.
Link Existing Resources

o Link to existing templates and escalation

procedures within the handbook.
Rationale: Improves discoverability and
immediate usability of existing tools.

Short-Term Improvements:

Standardize Templates

o Response templates for FAQs and typical
customer scenarios are in place.

o Templates are reviewed and updated from
staff and trend feedback.
Rationale: Requires review, approval, and
broader deployment, taking more time.

Staff Training Refresh

o Short refresher sessions on common
customer pain points and stress
management are scheduled.

o Training materials reflect the inside and
out approach.
Rationale: Involves planning, material
preparation, and scheduling, extending beyond
a week.

Scenarios and Frameworks

0 Add real scenarios and decision
frameworks to key handbook sections.
Rationale: Develops deeper context and critical
thinking, a more involved content creation
task.
Accessibility and Inclusion

o Update language for accessibility and
inclusion across the handbook.
Rationale: A comprehensive review that
requires careful attention to detail and broader
linguistic changes.

Handbook Navigation

o Create a searchable index or dedicated
FAQ section within the handbook.
Rationale: Requires collation of content and
structural reorganization.

Training Integration

o Integrate handbook content into formal
training materials.
Rationale: Requires curriculum development
and ensures consistent learning outcomes.
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Section
to Update

Implementation Plan

Current
Issue

Proposed
Change

Owner

Due Date

Success
Metric

Customer . Add CSAT
. Legalistic .
Service empathy HR + CX improveme

tone

Standards examples nt

. Clear

Escalation Vague . . Response
. decision Support .

Procedures triggers N time

VersaWrites LLC | Inside & Out Approach




Measurement & Follow-up

Before Metrics After Metrics

(Baseline): (3 months post-update):
Customer satisfaction score: Customer satisfaction score:
Average response time: Average response time:
Escalation frequency: Escalation frequency:
Staff confidence surveys: Staff confidence surveys:
NPS: NPS:_
CSAT: CSAT:
Resolution Time: Resolution Time:
Repeat Contacts: Repeat Contacts:
Staff Stress Indicators: Staff Stress Indicators:
absenteeism/turnover: absenteeism/turnover:
Training completion Training completion

Feedback Loops

0 Regular CSAT/NPS surveys are conducted.
o Staff pulse surveys and feedback channels are active.
o Insights are analyzed and acted on with owners and due dates.

Escalation Protocols
0 Roles and responsibilities defined for addressing findings
0 Escalation paths documented and visible to staff

Reporting
o Dashboards/summaries highlight CX and staff trends over time
0 Reports reviewed by leadership and used for decisions

Quarterly Review Schedule

Next review date:
Review owner:
Stakeholders to include:
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