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Trustpilot Training Workbook – Module 5
📘 Module 5: Response Tactics (Updated)
This workbook will guide you in crafting effective responses to different types of reviews using personalized, empathetic, and strategic techniques.
Section 1: Positive and Neutral Reviews
1. Write a short personalized response to a 5-star review about fast delivery.
   ____________________________________________________________
   ____________________________________________________________
2. Write a 1–2 sentence response to a 3-star review. Ask for improvement feedback.
   ____________________________________________________________
   ____________________________________________________________
Section 2: Negative Reviews and HEART
3. What does H.E.A.R.T. stand for?
   H – _______________________________________________________
   E – _______________________________________________________
   A – _______________________________________________________
   R – _______________________________________________________
   T – _______________________________________________________
4. Rewrite the following cold response using the HEART method:
   “We’re sorry. Contact support.”
   ____________________________________________________________
   ____________________________________________________________
Section 3: Common Mistakes
5. List 2 common mistakes agents make when replying to reviews:
   a. ________________________________________________________
   b. ________________________________________________________
6. Why is it important to avoid sounding defensive?
   ____________________________________________________________
Section 4: Practice Scenario
7. A customer leaves a 1-star review about receiving the wrong product. Write a full HEART-based reply.
   ____________________________________________________________
   ____________________________________________________________
   ____________________________________________________________
