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1. Greeting
2. (in 1st response) Active listening—restate the request back to them
3. (in 1st response) Empathize
4. (in 1st response) Take ownership
5. Concise – 3 to 5 paragraphs
a. Put important information in the first sentence of a paragraph
b. Use paragraphs for pacing
c. Use screenshots
d. Use cause-and-effect instead of "and"
e. Use bulleted lists (less than 5)
i. Over 5: utilize other media
6. Anticipate common follow-up questions and proactively answer
7. Summarize by stating the next step AND whose action it's on
8. (when answering a query) Invite follow-up, e.g. "If you have any questions, let me know and I'll be happy to answer."
9. Valediction (don't use "Best wishes,")
