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This workbook is designed to help you reflect on and understand the process of answering customer emails professionally. Please take your time to think carefully and write your answers in detail. If you have questions, bring them to the live training session for discussion.

Understanding Customer Emails
Question 1:
Why is it important to read and fully understand the customer’s email before replying?
My Answer:
	






Question 2:
What kind of information should you look for in the customer’s message to give the correct answer?
My Answer:
	




:

Question 3:
Why is it essential to check the order status and remarks before answering an email?
My Answer:
	





Question 4:
How can using the translation tool help you better understand customer requests?
My Answer:
	





Using Templates Correctly
Question 5:
Why do we use templates to answer customer emails, and how do they help ensure quality and consistency?
My Answer:
	








Question 6:
What should you check or adjust when using a template to make sure it fits the customer’s specific situation?
My Answer:
	





Question 7:
Why is it important to copy and paste the entire template and avoid missing parts?
My Answer:
	





Question 8:
How does formatting (using CTRL+A and clicking the X button) improve the professionalism of the email?
My Answer:
	









Following the Workflow and Rules
Question 9:
Why is it important to follow the return or refund workflow exactly as described when replying to a return request?
My Answer:
	





Question 10:
What are the risks if you skip a step or forget to check details like remarks or previous offers (e.g., discounts)?
My Answer:
	





Finalizing and Sending the Email
Question 11:
Why should you always double-check the email for correctness before sending it?
My Answer:
	







Question 12:
What steps do you need to take if you are unsure how to respond to a specific customer email?
My Answer:
	





Question 13:
What should you do if a template is missing for the type of customer question you receive?
My Answer:
	





Question 14:
How do you handle situations where the customer has multiple questions or issues in one email?
My Answer:
	





Question 15:
Why is it important to always remain polite, professional, and empathetic in your email replies?
My Answer:
	





Final Reflection
Question 16:
What is one thing you learned from this training that you will apply when answering customer emails?
My Answer:
	





End of Workbook
Please save this workbook and email it to: jobs@xplodemedia.nl


