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📗 Module 2 Workbook – Ownership and Escalation Handling
This workbook is designed to help you practice taking ownership and handling escalations with clarity and professionalism. Complete each section with real-world focus.
Section 1: Warm-Up – Reflection
1. Think of a time when a customer felt ignored or had to contact support multiple times. What happened?

2. How did you respond? Did you take full ownership of the case?

3. In what situations do you feel comfortable escalating a case? In which do you hesitate?

Section 2: Language Upgrade – Show Ownership
Rewrite the following weak or deflective replies to show stronger ownership.

1. 'I’m forwarding this to the team. Someone will get back to you.'
Your rewrite:

2. 'That’s not my department, but I’ll let them know.'
Your rewrite:

3. 'This isn’t something I can fix, sorry.'
Your rewrite:

Section 3: Scenario Practice – Take Ownership
Scenario:
A customer writes: 'I’ve been waiting for my refund for over two weeks. I’ve emailed twice and still haven’t heard anything back.'
Write a response that shows strong ownership and next steps.
Your response:

Section 4: Escalation Without Abandonment
Scenario:
A customer is threatening legal action over a damaged delivery. You need to escalate to your supervisor.
Write a response that explains the escalation and reassures the customer you are still involved.

Your response:

Section 5: Knowledge Check – Multiple Choice
1. When should you take ownership of a ticket?
a) Only if you know the answer.
b) When the customer has contacted multiple times or is highly frustrated.
c) When your manager tells you to.
d) Never.
Your answer: __________

2. What is a strong ownership phrase?
a) I’ll try.
b) Let’s see what happens.
c) I’ll personally follow this up for you.
d) I guess I can help.
Your answer: __________

3. What is NOT a good reason to escalate?
a) Threats of legal action.
b) Repeated complaints about the same issue.
c) Wanting to avoid replying.
d) Lack of system access.
Your answer: __________

4. How should you communicate during escalation?
a) Let someone else handle it.
b) Inform the customer, stay involved, and follow up.
c) Stop replying.
d) Send a form message and move on.
Your answer: __________

Section 6: Open-Ended Application
Write a response to this situation:
A customer says: 'This is ridiculous. I’ve spoken to three different people and still no solution. Why is this so hard?'

Your ownership-based response:

