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This workbook is designed to help you understand and follow the workflow correctly to ensure compliance with shop owner instructions. Answer each question carefully, and refer to the training materials if needed. Bring any questions to the live training session for further discussion.

Workflow Training Workbook: Open-Ended Questions
Understanding the Workflow
Question 1:
Why is the workflow referred to as "the law" in customer service operations?
My Answer:
	





Question 2:
What key information can be found at the top of the workflow document, and why is it important to check for updates regularly?
My Answer:
	





Question 3:
How does keeping the workflow open while working on a project help ensure accuracy?
My Answer:
	





Question 4:
What are the risks of not following the most updated workflow procedures?
My Answer:
	





Question 5:
Why is it important to pay attention to project-specific details, such as whether you are working in an NL or DK shop?
My Answer:
	





Handling Refunds, Cancellations, and Order Changes
Question 6:
What are the rules for processing refunds, and why must some refunds be approved by the owner in ClickUp?
My Answer:
	





Question 7:
Under what conditions are cancellations allowed, and why can they only be processed for unfulfilled orders?
My Answer:
	





Question 8:
What is the correct process for changing an order (e.g., switching a product from red to blue), and who needs to be informed about the change?
My Answer:
	





Question 9:
Why is it important to follow the step-by-step refund policy (e.g., offering 20% first, then 50%, and only then proceeding to a full return)?
My Answer:
	





Question 10:
How does documenting returns in ClickUp help maintain clear communication within the team?
My Answer:
	





Handling Customer Requests and Escalations
Question 11:
What are chargebacks, and how does the workflow guide agents in handling them?
My Answer:
	





Question 12:
Why is it important to check email tasks in MSD twice a day, and what could happen if this step is skipped?
My Answer:
	





Question 13:
What should an agent do if a customer reports a broken item? How does the workflow guide this process?
My Answer:
	





Question 14:
How do different projects have varying procedures, and why is it crucial to read the entire workflow for each project?
My Answer:
	





Question 15:
What steps should an agent take if they encounter an unfamiliar issue that is not covered in the workflow?
My Answer:
	






Using Tools and Resources Correctly
Question 16:
How does ClickUp assist in tracking workflow tasks, and why must open tasks be checked daily?
My Answer:
	





Question 18:
What role does Bitrix play in team communication regarding workflow changes and issues?
My Answer:
	





Question 19:
Why is it essential to use the correct return address based on the shop the customer ordered from?
My Answer:
	





Question 20:
What is the correct procedure for sending a tracking link to a customer, and why should Chinese tracking numbers not be sent?
My Answer:
	





Question 21:
How do social media requests factor into the workflow, and what additional steps may be required for handling them?
My Answer:
	





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