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HOW TO USE THIS WORKBOOK

Start here
Finish one useful application pack: a role-specific CV, four evidence stories and a small set of clearly
labelled practice replies. You can complete the exercises in the accompanying DOCX files or on
paper. The PDF itself is not fillable.

Choose your route

Applying soon: read pages 3-10, complete one scenario on pages 15-22, compare its answer on
pages 23-30, then use the submission check on page 35.
Building confidence: follow the seven-session plan on page 34. A session may take longer than the
suggested time.

Find what you need

Understand the role and choose vacancies ........ 3-4
Evidence and CV writing ................................. 5-9
Applications and follow-up ............................. 10
Support workflow and safe practice ................ 11-14
Eight practice tickets ................................... 15-22
Worked answers and reasoning ....................... 23-30
Interview practice ........................................ 31-32
Application tracker and seven-session plan ...... 33-34
Final checklist and sources ............................ 35-36

This is independent educational material, not a recruitment service, certification or promise of employment. It is written in English.
Employer rules, job requirements and local conventions vary. All companies and tickets in the practice section are fictional. No
employer endorsement is implied.
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03 | EVIDENCE INVENTORY

Find evidence in your experience
Start with events you can accurately describe. Paid work is useful, but relevant evidence may also
come from study, volunteering or projects. Name the setting honestly. A practice exercise belongs
under projects or training, not employment. [2]

Ask yourself

When did I explain something confusing? When did I handle a complaint or disagreement? When did I
follow a process accurately? When did I notice a mistake? When did I record information so another
person could continue the work?

Fictional worked example

Event: At a student society event, visitors were unsure which queue to use.
Action: I checked the registration list, explained the two queue options and directed exceptions to the
organiser.
Evidence: Specific actions. A real applicant must use an event that actually happened and describe
their own contribution.
Relevant skill: Clear explanation, attention to detail and knowing when to escalate.

Your setting and the problem you faced

What you personally did and what happened next

Use a number only if you can explain how you know it. A precise action is stronger than an invented metric. Remove names or
private customer information from examples.
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PRACTICE CASE 1 | ANSWER ON PAGE 23

A parcel is late
Fictional policy

Alder Desk sells office accessories. Agents may request a carrier trace once a parcel is one business
day late. Replacement or refund decisions require either a confirmed loss or three business days
beyond the promised date. Agents must not invent delivery estimates. Open traces receive an update
within one business day.

The customer situation

Maya's order AD-1042 was promised for Monday. It is now Wednesday morning, with no intervening
holidays. Tracking has shown "at local depot" since Sunday. Maya needs the item for an event
tomorrow and asks you to guarantee delivery.

Your task

Acknowledge the practical problem, explain today's available action and set a follow-up expectation
without promising tomorrow's arrival.

Your customer reply

Your internal handover note
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WORKED ANSWER 1 | CASE ON PAGE 15

A parcel is late
Suggested customer reply

Hi Maya, I understand why this delay matters with your event tomorrow. The latest scan still shows
the parcel at the local depot, so I cannot confirm delivery tomorrow. I can request a carrier trace
today. I will update you by tomorrow morning, even if the carrier has not resolved it. If the trace
confirms a loss, or the order is three business days late, we can review a replacement or refund.

Internal note

AD-1042: two business days late; depot scan unchanged. Submit trace, record reference and assign
tomorrow-morning follow-up. No replacement approved.

Why this works

The reply links empathy to the customer's event, uses the tracking evidence and refuses to guarantee
arrival. A trace is permitted because the parcel is two business days late. The follow-up is within the
fictional one-business-day update rule.

One decision to notice

The three-business-day threshold permits a review, not an automatic refund. The agent still needs the
applicable approval before offering a replacement or refund.

Avoid: Promising next-day delivery; approving a refund early; opening a trace without assigning the update.
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16 | A PRACTICAL SCHEDULE

A seven session application sprint
Use seven sessions rather than a fixed promise of seven days. Suggested times are planning
estimates. Your progress depends on available roles, existing documents and language confidence.

Session 1 | 30 minutes: Find three genuine employer listings. Check location and essential
requirements. Choose one role to focus on.

Session 2 | 40 minutes: Write five truthful evidence notes. Convert three into clear CV bullets.

Session 3 | 45 minutes: Fill the resume template and tailor it to the selected role. Check every title,
date and claim.

Session 4 | 40 minutes: Complete two support cases before viewing the answers. Revise using the
rubric.

Session 5 | 30 minutes: Prepare four interview stories and speak two aloud. Record yourself locally
if helpful.

Session 6 | 30 minutes: Read the employer instructions again. Submit one complete eligible
application and record it.

Session 7 | 30 minutes: Review your record, choose the next suitable role and improve one weak
example. Use the remaining cases for further practice.

A submitted application and clearer evidence are outputs you control. Interviews, hiring decisions and timing are not. Avoid turning
an activity target into an employment promise.
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