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1. [bookmark: _Toc5625425][bookmark: _Toc10467850][bookmark: _Toc10467901]Significance of Enquiry Reply Template
· Standardized Enquiry Reply Template can assist the CC agents to compose the reply in a more structured way, and improve their working effective.
· Standardized Enquiry Reply Template can help the newly trained agents to understand our rules more quickly.
· Standardized Enquiry Reply Template can ensure that the reply composed by agents are following the basic rule requested by HQ CC and ensure the service quality provided to the customers

2. [bookmark: _Toc10467851][bookmark: _Toc10467902]Authoring Principles & Regulations of Enquiry Reply Template
[bookmark: _Toc10467852][bookmark: _Toc10467903]2.1 Authoring Principles
2.1.1 The template should be classified into different regions.
Be minded on the difference among different regions when we summarize the templates based on the service policy, user habit and features. Seek the standardization among difference.

2.1.2 The templates should be classified into different enquiry types under the 
region. To help agents easily find out the template they want, the templates should be categorized based on the enquiry types of the Enquirys.
[bookmark: _Toc5625428][bookmark: _Toc10467853][bookmark: _Toc10467904]2.2   General Structure
· Address the customer--Dear <first name>
· Salutation and welcome statement--Thank you for contacting OPPO
· Paraphrasing and acknowledgement---We understand that <customer’s    
Request/question/concern>
· Body---Depend on enquiry type, specify the key point in the body
· Closing：include the Website Self-Service Script： “Should there be any assistance   
Required in the future, please visit our website: www.oppo.com and click on Support to explore more fast & convenient instructions anytime.”
· Enquiry Signature---Include the name of the contact center, operating hours, hotline number, service Enquiry address, website.
Template : 

OPPO Customer Care Center
Operating Hours: based on the region service hours
T: As per CC hotline of the region
E: As per CC Email address of the region
W: As per Website of the region

· Privacy Scripts
Following script should be applied as Privacy Claim under Email Signature:
Please Note: This message and all attachments enclosed are private and confidential information which belong to OPPO and its Affiliates. It is strictly prohibited to be disseminated, disclosed, or publicized by anyone. OPPO reserves all rights to seek all legal remedies. All information provided by you will be handled by OPPO in accordance with GDPR regulations. You can find and read our privacy policy here https://www.oppo.com/xx/privacy (xx=country code).
If you are not the intended recipient, please do not read, copy, use, or disclose this message. Please notify the sender by replying to this message, and then 
delete the message from your end. Thank you.
[bookmark: _Toc5625430][bookmark: _Toc10467854][bookmark: _Toc10467905]2.3   Cautions
The template should be updated and renewed from time to time to ensure the availability of the files.

3. [bookmark: _Toc5625431][bookmark: _Toc10467855][bookmark: _Toc10467906]Existing Enquiry Reply Template for Reference 
*Refer to 3.5-1 Enquiry Reply Template.
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