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Docsie Free Template | Customer Success

Support Runbook

Use this template to step-by-step support runbook for recurring customer issues.

Template Metadata
Field Details
Category Customer Success
Owner [Team or owner]
Version [Version number]
Effective Date [Date]
Review Cycle [Monthly / Quarterly [ Annual / Event-based]
Status [Draft [ In Review [ Approved]
Purpose

Explain when the runbook is used and which teams own it.

Item Details Owner Status

[Item or [Describe the relevant detail, evidence, or [Owner] [Open/

requirement] decision] Complete]

[Item or [Describe the relevant detail, evidence, or [Owner] [Open/

requirement] decision] Complete]
Notes

[Add context, assumptions, exceptions, evidence links, screenshots, calculations, or reviewer
comments.]
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Symptoms

List customer-reported symptoms, alerts, and affected surfaces.

Item Details Owner Status

[Item or [Describe the relevant detail, evidence, or [Owner] [Open/

requirement] decision] Complete]

[Item or [Describe the relevant detail, evidence, or [Owner] [Open/

requirement] decision] Complete]
Notes

[Add context, assumptions, exceptions, evidence links, screenshots, calculations, or reviewer
comments.]

Triage Steps

Provide ordered checks with tools, queries, and decision points.

Item Details Owner Status

[Item or [Describe the relevant detail, evidence, or [Owner] [Open/

requirement] decision] Complete]

[Item or [Describe the relevant detail, evidence, or [Owner] [Open/

requirement] decision] Complete]
Notes

[Add context, assumptions, exceptions, evidence links, screenshots, calculations, or reviewer
comments.]

Resolution Steps

Give safe remediation steps, rollback criteria, and expected outcomes.
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Item

[Item or
requirement]

[Item or
requirement]

Notes

Details

[Describe the relevant detail, evidence, or

decision]

[Describe the relevant detail, evidence, or

decision]

Support Runbook

Owner

[Owner]

[Owner]

Status

[Open/
Complete]

[Open/
Complete]

[Add context, assumptions, exceptions, evidence links, screenshots, calculations, or reviewer

comments.]

Escalation Rules

Define severity, owners, handoff requirements, and response targets.

Item

[Item or
requirement]

[Item or
requirement]

Notes

Details

[Describe the relevant detail, evidence, or

decision]

[Describe the relevant detail, evidence, or

decision]

Owner

[Owner]

[Owner]

Status

[Open/
Complete]

[Open/
Complete]

[Add context, assumptions, exceptions, evidence links, screenshots, calculations, or reviewer

comments.]

Customer Update Template

Include concise status update language for support agents. Use numbered steps, tables where

helpful, and operationally specific language.

Item

[Item or
requirement]

Details

[Describe the relevant detail, evidence, or

decision]
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Owner

[Owner]

Status

[Open/
Complete]
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Item Details

[Item or

requirement] decision]

Notes

[Add context, assumptions, exceptions, evidence links, screenshots, calculations, or reviewer

comments.]

Review and Signoff

Document review conclusions, approvals, unresolved items, and next review date.

Role Name

Preparer [Name]
Reviewer [Name]
Approver [Name]
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[Describe the relevant detail, evidence, or

Date
[Date]
[Date]

[Date]

Owner

[Owner]

Status

[Open/
Complete]

Notes

[Notes]
[Notes]

[Notes]
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