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Trustpilot Training Workbook – Module 4
📘 Module 4: Review Psychology & Timing
This workbook focuses on how emotions and timing influence reviews — and how your response can shape outcomes.
Section 1: Emotional Triggers
1. What emotions are commonly behind negative reviews?
   ____________________________________________________________
   ____________________________________________________________
2. What emotional tone do happy reviews often reflect?
   ____________________________________________________________
Section 2: What Customers Expect
3. List 3 things customers love in review replies:
   a. ________________________________________________________
   b. ________________________________________________________
   c. ________________________________________________________
4. List 3 things customers hate in review replies:
   a. ________________________________________________________
   b. ________________________________________________________
   c. ________________________________________________________
Section 3: Timing Matters
5. When is the best time to request a review from a customer?
   ____________________________________________________________
6. What are the consequences of replying too late to a bad review?
   ____________________________________________________________
   ____________________________________________________________
Section 4: Application
7. Write a 2-sentence reply to a positive review using personalization:
   ____________________________________________________________
   ____________________________________________________________
8. Rewrite this robotic reply to make it sound more human:
   “Thank you. Your feedback has been noted.”
   ____________________________________________________________
   ____________________________________________________________
