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📓 Module 5 Workbook – Accuracy, Detail Orientation, and Efficiency
This workbook focuses on precision, speed, and clarity. Use these exercises to refine your habits and sharpen your responses.
Section 1: Warm-Up – Reflection
1. Have you ever sent a message with an incorrect detail (name, order, amount)? What happened?

2. What habits help you avoid errors in support replies?

3. What slows you down the most during your workflow?

Section 2: Accuracy Drill – Checklist Practice
Use the checklist below to analyze a reply you’ve written recently (or simulate one).

✔ Did I use the correct customer name?
✔ Are order details accurate?
✔ Did I address every question?
✔ Is the tone human and clear?
✔ Did I review before sending?

What did you catch or improve in your review?

Section 3: Rewriting for Specificity and Clarity
Rewrite these vague responses with specific, professional phrasing.

1. 'We’re processing your refund.'
Your rewrite:

2. 'Your order is on the way.'
Your rewrite:

3. 'We’ve received your request.'
Your rewrite:

Section 4: Scenario Practice – Sharp & Swift
Scenario:
Customer message: 'Can you confirm when my refund will be issued? And also, I need to change the shipping address for my second order.'
Write a fast and accurate reply that answers both questions clearly and confidently.

Your response:

Section 5: Knowledge Check – Multiple Choice
1. Why is accuracy important?
a) Customers don’t check.
b) It speeds up closing tickets.
c) Mistakes lead to repeat tickets and loss of trust.
d) It fills up word count.
Your answer: __________

2. What’s the first thing to double-check before sending?
a) Emojis.
b) The customer’s name and issue.
c) Internal notes.
d) Time of day.
Your answer: __________

3. What helps you work efficiently?
a) Guessing to be quick.
b) Avoiding templates.
c) Batching similar tasks and prioritizing high-impact ones.
d) Writing long replies.
Your answer: __________

4. How can you reduce perfectionism while keeping quality?
a) Overthink every sentence.
b) Skip reviews.
c) Use a clear process and pause briefly to check.
d) Ask others to rewrite for you.
Your answer: __________

Section 6: Open-Ended Response
Respond quickly and accurately to this message:

'Can you check if my refund was already processed? I’m also wondering when my new package will arrive.'

Your accurate and efficient reply:

