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This workbook is designed to help you reflect on your understanding of MSD (mailServiceDesk) and its processes. Take your time to answer each question thoughtfully. If any concepts are unclear, refer back to the training video or discuss them in the live training session.

Understanding MSD (Mail Service Desk)

Question 1: 
What is the primary purpose of the Mail Service Desk (MSD), and why is it important for customer service?
Your answer:
	





Question 2: 
How does the system help in managing customer emails efficiently? Provide an example.
Your answer:
	





Question 3: 
Why is it necessary to always answer the oldest emails first? How does this impact customer satisfaction?
Your answer:
	





Question 4: 
What steps should you take to ensure you are working on unassigned emails correctly?
Your answer:
	






Question 5: 
Explain why it is not allowed to assign emails to yourself. What potential issues could arise if agents assigned emails to themselves?
Your answer:
	






Managing Emails and Conversations
Question 6: 
What are the different email categories in MSD, and how do they function? (e.g., unassigned, closed, spam, sent, drafts)
Your answer:
	





Question 7: 
Why is it important to remove all drafts before finishing your work for the day?
Your answer:
	





Question 8: 
What should you do when assigning an email to the owner? How do you communicate this action within the team?
Your answer:
	





Question 9: 
How do you initiate a new conversation with a customer in MSD? What key details must be included?
Your answer:
	





Question 10: 
Why is it crucial never to delete messages from customers? How should multiple customer emails be handled instead?
Your answer:
	






Order Management and Customer Support
Question 11: 
What role does Shopify play in MSD, and why must order numbers and tracking links be included?
Your answer:
	





Question 12: 
How should tracking numbers be handled when they are not yet available? What should you do once they become available?
Your answer:
	





Question 13: 
What is the purpose of the ClickUp link in MSD, and why is it mandatory to include remarks in ClickUp?
Your answer:
	





Question 14: 
How does keeping detailed remarks benefit the team, especially when handling long conversations with customers?
Your answer:
	





Question 15: 
How do you efficiently search for a customer’s order or email history in MSD? What tools are available for this?
Your answer:
	





Best Practices for Communication
Question 16: 
Why is it important to format messages correctly before sending them to customers?
Your answer:
	





Question 17: 
What steps should you take to ensure your response is professional and free of errors?
Your answer:
	





Question 18: 
How do you use Grammarly or similar tools to enhance email responses? What are the key aspects to check?
Your answer:
	





Question 19: 
What are some common mistakes agents might make when replying to customers, and how can they be avoided?
Your answer:
	





Question 20: 
Why should you never modify the email signature or closed email settings? What risks could this pose?
Your answer:
	





Navigating MSD Effectively
Question 21: 
How does the search function work in MSD, and how can you use it to find specific customer conversations?
Your answer:
	





Question 22: 
Why is it important to use the correct mailbox when searching for customer emails?
Your answer:
	





Question 23: 
What should you do if a customer contacts support from a different email address than the one they used to place an order?
Your answer:
	





Question 24: 
How do you ensure all customer concerns are fully addressed when responding to an inquiry?
Your answer:
	





Question 26: 
What final steps should be taken before sending a response to a customer in MSD? Why are these steps important?
Your answer:
	





You are now at the end of this workbook. Please save this workbook and email it to: jobs@xplodemedia.nl
