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People Power: 
The Energy That Propels Your Store



• 30+ Years Retail Experience
• Experienced Retail Business Strategist, 

Marketer and Social Media Planner
• Knowledgeable Retail Specialist Focused on 

Sales and Profit Improvement
• Contact: (617) 437 -9191
• Email: lynn@cbc-group.net

Why Listen To CBCG?
We Know How to Help Florists Grow Their Business!!





Losing Employees Is An Expensive Proposition – Time Spent on Hiring 
and Training NOW Will Help Save You Money Later

Source: Thecenterforsalesstrategy.com 2020



First Impressions MATTER; New Employees in 2021 Must Have A 
Clear Path About Your Business And Their Future 

Source: leftronic.com 2020



Onboarding New Employees At Your Store – The Key To Future 
Success – For BOTH Of You 
Why Develop an “On-Boarding” 
Program?
• Improves Employee Retention
• Improves Time to Productivity
• Improves Overall Customer Satisfaction
• Improves Company Brand
• Eliminates Wasted Time and Costs 

On-boarding Should Be More Than Just A 
New Employee Orientation Program And 
Product Training. It Is a Place To Focus On 
The Three “A’s”  For The Employee During 
On-boarding-

• Assimilation, Accommodation, And 
Acceleration

Download A FREE Retail Employee On-boarding checklist 
https://www.process.st/checklist/retail-employee-onboarding-checklist/ 

Source: Tinypulse.com



Anatomy Of Successful Retail Sales Associates in 2021:  
Do Yours Fit The Model?  



Critical Thinking Is a CRITICAL Tool For Your Associates  
– Are You Building Toward The Future or Staying in the Past?



How Do Your Customers Want To Shop?  
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Let’s Take A Quick Pol l :  

What Percentage Of Customers Wil l  Continue 
To Shop Online At The Same Levels 
(Or Greater) In 2021 Vs. 2020? 

A. Less than 30% 
B. 31%- 50%
C. 51% - 70% 
D. 71% - 90%
E. 91% - 100% 





Success in 2021 and Beyond Requires Floral Retailers To Shift Their 
Sales Focus from Transactional to Transformational

It Is No Longer Enough For Your Associates To Know About 
Product and Price

Product 
& 

Services
Training

Knowledgeable
Associates

Overall 
Customer 

Satisfaction



How Do Your Employees Need to “Sell” To 
Connect with Todays’ Customers? 
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Today’s Retail Associates Must Understand Customer Rationale And 
Create Emotional Ties To Drive Sales 



…And Use Modern Engagement Tactics To Meet Customers Where –
AND HOW - They WANT To Be Approached



Have Fun With Social Media: Teach Associates To Use Social Media 
Platforms As A Way To Engage Daily With Customers



Integrate Technology Into Your Sales Process; Providing Optimum
Customer Service in 2021 Requires Digital Engagement

Create Programs for 
Associates To Help Enhance 
Digital Connections 
• Share Photos of Deliveries 
• Have Associates Offer FB/IG 

Live Sessions Focused On How 
To Do Arrangements/Care

• Create Unique Shopping
Experiences for Your Customers 
Via Social Media 
•Instagram Posts/Stories
•Facebook Shop



Create a Digital Sales Associate Mindset – Have Employees Deploy Time 
And Selling Resources Toward Social Media  

Gartner

• Instagram Shopping Gives 
Businesses An “Engaging 
Storefront”

• Florists Can Share Featured 
Products Through Organic 
Posts And Stories, Or Have 
People Discover Your 
Products In Search & Explore

What Product Tags Can Do: 

• Showcase Product Image
• Offer Product Description
• Deliver Product Costs
• Provide Direct Website Link or 
• In-Platform Shopping Tool



Create Tools Your Associates Can Use Immediately to Overcome 
Sales Floor Objections

• Teach Associates How To Deflect 
Showrooming (Via Mobile In-store 
Searches)

• Ensure Customer Knows Differences 
With Products They Are Searching 

• Benefits Of Immediate Delivery
• Benefits Of Long-Term Relationship 

• Create Programs That Allow Associates 
To Match Competitor Pricing 

• Have Defined Process For Matching 
That Associates Can Communicate

• Create Offers That Engage and Retain 
Customers Digitally 

• Offer On-site Store Program Enrollment  
• Future Sale Insights (Pre-Sell)

Source: vend.com



• Create Hands-Free 
Shopping Options

• Utilize Digital Product 
Information Displays 

• Offer Mobile Payment 
Options

• Employ Hand-Held 
Scanners for Faster 
Check (or Mobile)

Physical In-Store Retail Is Transitioning - Employ Technology (and Train 
Your Sales Associates) To Use New Tools 

• Create Text Options for Customer 
Engagement 

• Assign Key Customers To Specific 
Staff

• The Goal Is To Engage Customers 
More Frequently With Personal 
Attention

• Use Kiosks For In-Store Sales 

Transition To Phygital In-Store Experience  



Change Requires A Commitment To Succeed – On Your Part – And By 
Your Associates As Well
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Get More Information: 

• Have a  Quest ion?
Emai l :  l ynn@CBC-Group.Net

• Want a  copy  of  the  Presentat ion?
FTDi .com/FTDUnivers i ty/WebinarMater ia l s

• Want to  V iew The Webinar  Aga in? 
YouTube.com/FTDMercuryNetwork
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Members ONLY – Business Benefits

Grow Your Sales and Make More Money 
at your Floral Business
Take 15% off ANY CBCG Project: 
 Business Planning
 Marketing
 Inventory Planning 
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