[Company Logo]   [Company Name]
PERFORMANCE IMPROVEMENT PLAN – CUSTOMER SUPPORT
	Employee Name:
	[Employee Name]

	Employee ID:
	[Employee ID]

	Role / Channel:
	[Designation] – [Email / Chat / Phone]

	Team Lead:
	[Reporting Manager]

	Plan Period:
	[Start Date] to [End Date]



1. Areas Needing Improvement
1. CSAT averaged [Percentage]% over the last [Number] weeks, against a team target of [Percentage]%.
1. [Number] tickets breached the resolution SLA of [Hours] hours in the same period.
1. Reopen rate was [Percentage]%, mainly due to incomplete or incorrect resolutions on [Product Area].
1. Quality audits noted tone and empathy gaps in [Number] of [Number] sampled interactions.
2. Goals and Support
	Goal
	Target
	Support
	Check-in

	Improve CSAT
	[Percentage]% or above
	Weekly review of low-rated tickets
	Weekly

	Meet SLA
	95% of tickets within SLA
	Queue prioritisation guidance
	Weekly

	Reduce reopens
	Below [Percentage]%
	Product training on [Product Area]
	Fortnightly

	Quality audit score
	[Score] or above
	Side-by-side coaching with [Buddy Name]
	Weekly

	Knowledge base
	Contribute [Number] articles
	Access to editor and review
	By [Date]



3. Progress Log
	Date
	CSAT %
	SLA %
	Audit Score
	Comments

	[DD/MM/YYYY]
	[Value]
	[Value]
	[Value]
	[Comments]

	[DD/MM/YYYY]
	[Value]
	[Value]
	[Value]
	[Comments]

	[DD/MM/YYYY]
	[Value]
	[Value]
	[Value]
	[Comments]

	[DD/MM/YYYY]
	[Value]
	[Value]
	[Value]
	[Comments]



4. Outcome
At the end of this plan, your Team Lead and HR will review your progress with you. If goals are met, the plan will close successfully. If progress is partial, the plan may be extended; if goals are not met despite support, further steps will be taken as per company policy. Please share any concerns about workload, tools or personal circumstances so they can be considered.
	Employee comments
	 

	Final review result
	 

	Next steps
	 




	______________________________
Team Lead
[Reporting Manager]
	______________________________
HR
[HR Name]
	______________________________
Employee
[Employee Name]
Date: [Date]
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