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Trustpilot Training Workbook – Module 6
📘 Module 6: Case Studies (Updated Approach)
This workbook helps you practice real-world review scenarios using HEART or R.A.P.I.D. strategies, develop team collaboration, and build critical response skills.
Section 1: Review Response Practice
1. Choose one of the following review types and write a full response using either the HEART or R.A.P.I.D. method:
   a) Positive review with no details
   b) 2-star review about a late delivery
   c) Negative review accusing poor support
   ____________________________________________________________
   ____________________________________________________________
   ____________________________________________________________
Section 2: Roleplay Prep
2. Pretend you're the customer. What would you want to hear in a response if you left a 1-star review?
   ____________________________________________________________
   ____________________________________________________________
3. Now switch roles — how would you respond to that review as a support agent?
   ____________________________________________________________
   ____________________________________________________________
Section 3: Peer Feedback
4. Share your response with a colleague. What feedback did they give?
   ____________________________________________________________
   ____________________________________________________________
5. How would you improve your reply based on their input?
   ____________________________________________________________
   ____________________________________________________________
Section 4: Self-Evaluation
6. Did your response meet the following benchmarks?
   – Followed HEART or R.A.P.I.D. ☐
   – Used a respectful, human tone ☐
   – Offered a resolution or next step ☐
   – Closed with a clear, polite message ☐
