Build a Support Kit for a Sample Nigerian Business — Project Workbook
Capstone project for “Customer Support Specialist Training” · Business · Beginner-friendly · Skillnaija (free course, verifiable certificate)
Pass mark: 65% · Submit at www.skillnaija.org → the course → “Submit your project”
How to use this workbook
Certificates on Skillnaija are earned by passing this project, not by finishing the lessons. This workbook is the whole brief in one file so you never have to search for what is required.
· Work through every step below and write your answers under it (type here, or print and write by hand, then photograph).
· Keep evidence as you go: photos, screenshots, spreadsheets, receipts, links. Tick the evidence checklist before you submit.
· Score yourself against the rubric at the end. If you would not give yourself the pass mark, improve the weak part first — you can only resubmit after a fail, not after a pass.
· Then upload this workbook (and your evidence) to Google Drive, make the link PUBLIC using the steps at the end, and paste the link into the submission box together with your write-up.
Your brief — what to submit
A single shared document link containing: a short business description, 6 canned replies (including at least 2 complaint handlers), a mini FAQ of at least 6 Q&A pairs, a LEARN-based de-escalation script, and a short SLA-and-tool note.
What to do, step by step
Step 1 of 6
Pick one sample Nigerian business to support (for example a Lagos skincare brand, an Aba phone-accessories shop, an Abuja meal-prep service, or a small fintech app). Write 2–3 sentences at the top of your document describing the business, what it sells, and its main support channels (e.g. WhatsApp + Instagram DMs + email).
Your work:
_____________________________________________________________________
_____________________________________________________________________
_____________________________________________________________________
_____________________________________________________________________
_____________________________________________________________________
_____________________________________________________________________
Evidence for this step (file name, photo, link):
_____________________________________________________________________
_____________________________________________________________________
Step 2 of 6
Write 6 canned replies for this business's most common situations, and at least 2 of them MUST be complaint handlers (for example a failed payment that didn't reflect, and a late or wrong delivery). Each canned reply should follow the great-reply structure from Lesson 3: acknowledge/empathise, confirm the issue, state the action and a clear timeframe, and a warm closing. Use a [Name] placeholder so it can be personalised.
Your work:
_____________________________________________________________________
_____________________________________________________________________
_____________________________________________________________________
_____________________________________________________________________
_____________________________________________________________________
_____________________________________________________________________
Evidence for this step (file name, photo, link):
_____________________________________________________________________
_____________________________________________________________________
Step 3 of 6
Create a mini FAQ of at least 6 question-and-answer pairs based on real questions a Nigerian customer would ask this business — cover delivery times/costs by region, payment methods and failed-transfer steps, returns/refunds, product availability, opening hours, and order tracking. Keep each answer short, plain, and friendly.
Your work:
_____________________________________________________________________
_____________________________________________________________________
_____________________________________________________________________
_____________________________________________________________________
_____________________________________________________________________
_____________________________________________________________________
Evidence for this step (file name, photo, link):
_____________________________________________________________________
_____________________________________________________________________
Step 4 of 6
Write a de-escalation script for an angry customer using the LEARN method from Lesson 4 (Listen, Empathise, Apologise, Resolve, Notify). Include the exact warm phrases you would use, the trigger words you will avoid (like 'calm down', 'but', 'policy'), and one line for handling a customer who threatens to post the complaint publicly.
Your work:
_____________________________________________________________________
_____________________________________________________________________
_____________________________________________________________________
_____________________________________________________________________
_____________________________________________________________________
_____________________________________________________________________
Evidence for this step (file name, photo, link):
_____________________________________________________________________
_____________________________________________________________________
Step 5 of 6
Add a short note (3–5 lines) stating the informal SLA you would promise for this business (your target first-response and resolution times per channel) and which one help-desk or tool from Lesson 6 you would use to run it (e.g. Freshdesk, HubSpot free, WhatsApp Business labels, or a shared inbox), and why.
Your work:
_____________________________________________________________________
_____________________________________________________________________
_____________________________________________________________________
_____________________________________________________________________
_____________________________________________________________________
_____________________________________________________________________
Evidence for this step (file name, photo, link):
_____________________________________________________________________
_____________________________________________________________________
Step 6 of 6
Put everything into one clean, well-organised document (Google Doc, Word, or Notion), set sharing to 'anyone with the link can view', and submit the link.
Your work:
_____________________________________________________________________
_____________________________________________________________________
_____________________________________________________________________
_____________________________________________________________________
_____________________________________________________________________
_____________________________________________________________________
Evidence for this step (file name, photo, link):
_____________________________________________________________________
_____________________________________________________________________
Evidence checklist — tick before you submit
	Evidence
	Included? (✓)
	Where is it (file / link / page)

	Step 1 — work and proof
	
	

	Step 2 — work and proof
	
	

	Step 3 — work and proof
	
	

	Step 4 — work and proof
	
	

	Step 5 — work and proof
	
	

	Step 6 — work and proof
	
	

	The final deliverable described in the brief
	
	

	Your write-up (what you did, choices, what you learned)
	
	

	Link tested in an incognito window — opens without sign-in
	
	


How it is graded — score yourself first
The examiner scores each criterion 0–100 and weights them as below. You need 65% overall to pass.
	Criterion
	Weight
	My honest score (0–100)

	Six canned replies present, well-structured (acknowledge → confirm → action + timeframe → warm close) and personalisable, with at least 2 genuine complaint handlers
	30%
	

	Mini FAQ has 6+ realistic Nigerian-context Q&A pairs that are clear, plain, and friendly
	25%
	

	De-escalation script correctly applies the LEARN method, uses owning (not blaming) language, and avoids trigger words like 'calm down'
	25%
	

	Tone and empathy throughout are warm, professional, and human across all replies and the script
	10%
	

	Clear business description plus a sensible SLA-and-tool note, all in one tidy, shareable document with a working link
	10%
	


A useful habit: read each criterion and ask “where in my submission would an examiner SEE this?” If you cannot point to it, it is not there yet.
Your write-up — paste this into the submission box
Keep it under 5,000 characters. Three short parts:
1. What I did
_____________________________________________________________________
_____________________________________________________________________
_____________________________________________________________________
_____________________________________________________________________
2. The choices I made and why
_____________________________________________________________________
_____________________________________________________________________
_____________________________________________________________________
_____________________________________________________________________
3. What I learned and what I would improve next time
_____________________________________________________________________
_____________________________________________________________________
_____________________________________________________________________
Before you submit — make your link PUBLIC
Learners fail this project for one avoidable reason: the link they paste is private. The examiner and any employer who later views your certificate cannot “request access” — a link that asks for sign-in counts as no submission.
· Google Drive (file or folder): right-click the file → Share → under "General access" change "Restricted" to "Anyone with the link" → role "Viewer" → Copy link. Then open the link in a private/incognito window: if it asks you to sign in or "Request access", it is NOT public yet.
· Google Docs, Sheets or Slides: Share (top right) → "Anyone with the link" → Viewer → Copy link. Same incognito test.
· Dropbox: Share → Create link → make sure it says "Anyone with this link can view".
· OneDrive: Share → "Anyone with the link can view" → Copy link.
· Canva: Share → "Anyone with the link" → Can view → Copy link.
· GitHub: the repository must be Public (Settings → Danger zone → Change visibility). Private repos cannot be opened.
· YouTube or video: "Unlisted" is fine; "Private" is not. WhatsApp links and files sent by chat cannot be graded.
· Photos: put them in one Drive folder shared as above and paste the FOLDER link — not one photo per link.
Final test: paste your link into a private/incognito browser window. If the work opens with no sign-in, you are ready.
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