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This workbook is designed to help you understand Shopify’s order management system thoroughly. Answer each question carefully, and refer to the training materials if needed. If anything is unclear, bring it up in the live training session for further discussion.

Shopify Training Workbook

Understanding Shopify and Order Management
Question 1:
Why is it crucial to always ensure you are working in the correct project/shop in Shopify?
My Answer:
	





Question 2:
What are the potential consequences of working in the wrong shop when handling orders or refunds?
My Answer:
	





Question 3:
How do you navigate to a specific store within Shopify, and what steps should you take before processing an order?
My Answer:
	





Question 4:
What do "fulfilled" and "unfulfilled" orders mean, and how should you handle each type?
My Answer:
	





Question 5:
Why is it important that customer service agents do not fulfill orders? What could go wrong if an agent does this?
My Answer:
	





Searching and Managing Orders
Question 6:
How can you efficiently search for a customer’s order in Shopify using the email from the Mail Service Desk (MSD)?
My Answer:
	





Question 7:
When copying an order number from Shopify to ClickUp, why should you exclude the hashtag?
My Answer:
	





Question 7:
What details are available within an order page in Shopify that help customer service agents assist customers effectively?
My Answer:
	





Question 8:
How can you determine whether a customer’s order was partially fulfilled (F1, F2 notation), and what does this indicate about the shipment?
My Answer:
	





Question 9:
Why is it important to check the order fulfillment timeline before responding to a customer inquiry?
My Answer:
	





Handling Tracking Numbers and Customer Inquiries
Question 10:
What is the correct way to send a tracking number to a customer, and why should you avoid sharing Yunexpress (Chinese tracking links)?
My Answer:
	





Question 11:
If a customer claims they did not receive their order but the tracking shows it was delivered, what steps should you take to assist them?
My Answer:
	





Question 12:
How can agents re-send a shipping confirmation to a customer if they did not receive it initially?
My Answer:
	





Question 13:
What are the key details to check when a customer inquiries about a delayed or missing package?
My Answer:
	





Question 14:
Why is it important to verify all customer details in Shopify before providing information about their order?
My Answer:
	






Refunds, Cancellations, and Address Changes
Question 15:
Under what circumstances are agents allowed to process refunds, and why must a supervisor approve the first few refund requests?
My Answer:
	





Question 16:
How can you process a return or partial refund if a customer agrees to a compensation offer (e.g., 30% refund)?
My Answer:
	





Question 17:
When are cancellations allowed, and why must the order be "unfulfilled" before processing a cancellation?
My Answer:
	





Question 18:
How can agents update a customer’s shipping address, and what limitations exist once an order has been fulfilled?
My Answer:
	





Question 19:
What steps should you follow if a customer contacts support using a different email than the one they originally used to place an order?
My Answer:
	





Improving Efficiency and Customer Satisfaction
Question 20:
How should agents handle customers who are angry or frustrated about their order issues?
My Answer:
	





Question 21:
What are best practices for ensuring emails and responses are clear, professional, and accurate?
My Answer:
	





Question 22:
Why is it important to attach photos of damaged items to both Shopify and ClickUp when assisting with a claim?
My Answer:
	





Question 23:
How can using the notes section in Shopify help improve communication between customer service agents and the shop owner?
My Answer:
	





Question 24:
What strategies can agents use to minimize mistakes and improve response times when handling customer orders in Shopify?
My Answer:
	





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