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📘 Module 1 Workbook – Mastering Empathy in Customer Support
This workbook helps you apply the skills learned in Module 1 through practical exercises. Complete each section and reflect on your responses.
Section 1: Warm-Up – Reflection
1. Think of a recent support conversation where the customer seemed upset. How did you respond?

2. In hindsight, how could you have shown more empathy in your reply?

3. Why is empathy important in customer support, especially for online communication?

Section 2: Empathy Rewrites
Rewrite the following cold or robotic responses using empathetic language.

1. 'This is our policy and we can’t make exceptions.'
Your rewrite:

2. 'You didn’t receive your package because you entered the wrong address.'
Your rewrite:

3. 'Please wait 5 more days. There’s nothing we can do right now.'
Your rewrite:

Section 3: Scenario Practice
Read the scenario and write a response using the structure: Acknowledge → Explain → Reassure.

Scenario:
A customer writes: 'This is the second time my order has been delayed. I’m really disappointed and I needed this gift by tomorrow!'

Your response:

Section 4: Peer Review or Self-Assessment
Review your rewritten message from Section 3. If possible, share it with a peer and ask for feedback.

• Does the message sound human and empathetic?
• Does it address the emotional tone?
• Would *you* feel supported if you were the customer?

Reflection:

Section 5: Knowledge Check – Multiple Choice
1. Which phrase is most empathetic when a customer is upset?
a) That's our policy.
b) I completely understand how frustrating this must be.
c) You’ll just have to wait.
d) There’s nothing we can do.
Your answer: __________

2. When should you express empathy in a message?
a) Only when the customer is right.
b) Only in high-value orders.
c) Whenever a customer shows emotion.
d) When it’s part of the template.
Your answer: __________

3. Why is empathetic language powerful?
a) It’s legally required.
b) It avoids refunds.
c) It builds trust and de-escalates tension.
d) It fills up message length.
Your answer: __________

4. Which sentence avoids overpromising?
a) It will definitely arrive tomorrow.
b) We’ll do our best, but there’s no ETA.
c) We understand the urgency and will keep you updated.
d) Your item will arrive when it arrives.
Your answer: __________

Section 6: Open-Ended Application
Rewrite the following message with empathy:

'You didn’t receive your package because you entered the wrong address.'

Your empathetic rewrite:

