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--- PHASE 1: PROJECT DISCOVERY & STRATEGIC ALIGNMENT ---
[ ] Project Name
[ ] Project Vision & Objectives
[ ] Key Stakeholders (Executive Sponsors, Product Management, Customer Support Leads, Marketing Department, IT/DevOps, Sales Operations)
[ ] Project Kickoff Date
[ ] Project Priority Level (Low, Medium, High, Critical)
[ ] Business Case Documentation

--- CUSTOMER JOURNEY MAPPING & RESEARCH ---
[ ] Target Customer Persona Name
[ ] Identified Customer Pain Points
[ ] Customer Touchpoints Analyzed (Social Media, Email, In-App/Website, Customer Support Call, Physical Store/Office)
[ ] Research Completion Date
[ ] Final Journey Map Document

--- VOICE OF THE CUSTOMER (VOC) PROGRAM SETUP ---
[ ] Survey Channels to Implement (Email Surveys, , SMS/Text Surveys, Post-Call IVR, Social Media Listening)
[ ] Primary CX Metric Focus (Net Promoter Score (NPS), Customer Satisfaction Score (CSAT), Customer Effort Score (CES), Customer Retention Rate)
[ ] Survey Frequency Schedule
[ ] Target Audience Segmentation Criteria
[ ] VoC Program Launch Date
[ ] Survey Design Prototypes/Drafts

--- TECHNOLOGY & TOOL INTEGRATION ---
[ ] Required Software Systems (CRM (Customer Relationship Management), , Ticketing/Helpdesk System, Data Analytics Dashboard, Customer Data Platform (CDP))
[ ] Integration API Status
[ ] System Deployment Deadline
[ ] Technical Architecture Diagram
[ ] Integration Complexity Level (Low (Plug-and-Play), Medium (Custom Configuration), High (Custom API Development Required))
[ ] Data Security & Compliance Notes

--- PROCESS & SERVICE BLUEPRINTING ---
[ ] Primary Service Blueprint Name
[ ] Customer Touchpoints Included (Digital (Web/Mobile), , Email/Direct Marketing, In-Person/Retail, Customer Support (Phone/Chat))
[ ] Critical Friction Points Description
[ ] Complexity Level (Low, Medium, High)
[ ] Finalized Blueprint Document
[ ] Blueprint Approval Date

--- INTERNAL TRAINING & CHANGE MANAGEMENT ---
[ ] Training Completion Deadline
[ ] Targeted Departments for Training (Customer Support, Sales & Account Management, Marketing, Product Development, Operations)
[ ] Training Curriculum/Manual
[ ] Change Management Strategy Summary
[ ] Training Delivery Method (Instructor-Led Workshop, E-Learning Module, On-the-Job Coaching, Webinar/Virtual Session)
[ ] Program Lead Approval

--- PILOT PROGRAM IMPLEMENTATION ---
[ ] Pilot Program Scope Definition
[ ] Pilot Start Date
[ ] Pilot End Date
[ ] Pilot Success Metric (NPS Improvement, Reduced Churn Rate, Increased CSAT Score, Reduced Average Handling Time (AHT))
[ ] Testing Channels (Email, Live Chat, Phone Support, Social Media, In-App Messaging)
[ ] Pilot Test Results Report
[ ] Project Sponsor Approval

--- FULL-SCALE ROLLOUT & DEPLOYMENT ---
[ ] Go-Live Launch Date
[ ] Deployment Channels (Email Automation, Mobile App Push Notifications, In-App Messaging, Social Media Announcements, Direct Mail/Physical Collateral)
[ ] Deployment Scale (Regional Pilot, National Rollout, Global Enterprise Launch)
[ ] Deployment Communication Lead
[ ] Final Deployment Communication Assets
[ ] Contingency Plan Summary
[ ] Project Sponsor Approval

--- MONITORING, MEASUREMENT & OPTIMIZATION ---
[ ] Last Audit Date
[ ] Current NPS Score
[ ] Monitored KPI Metrics (Net Promoter Score (NPS), Customer Satisfaction Score (CSAT), Customer Effort Score (CES), Churn Rate, First Response Time (FRT))
[ ] Optimization Recommendations
[ ] Monthly Performance Report
[ ] Quality Assurance Lead Approval

--- POST-LAUNCH REVIEW & ROI ANALYSIS ---
[ ] Review Completion Date
[ ] Post-Launch NPS Score Improvement (%)
[ ] Identified ROI Drivers
[ ] Summary of Lessons Learned and Future Recommendations
[ ] Key Success Metrics Achieved (Increased Customer Retention, Reduced Churn Rate, Improved CSAT/NPS Scores, Decreased Support Ticket Volume, Higher Customer Lifetime Value (LTV))
[ ] Final ROI Performance Report
[ ] Project Sponsor Approval

--- END OF TEMPLATE ---
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