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Be THANKFUL for complaints!
What is Customer Service?
Handle Incomplete Orders the EASY way

The Big Question: Pick Up? Replace? Refund?
8 Five most common complaints and resolutions
£ Better Customer Service EVERY DAY
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Be THANKFUL
for complaints!
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} 'i 68% of Customers don’t complain,
% they Just don’t come back!
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sales, requiring: patience, good listening skills
and attention to detail!
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Welcme complaintssmce they are simply

constructive criticism that will help you to run
the store better!
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¥ The new reallty IS that the person who filled
¥ the order is likely to handle a complaint on

that same order You can t take It personally!
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'Customers remember the resolution.

They forget the problem!
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If you don t treat customers weII they can
# — and will - retaliate not just with their wallet
U ., but with their keyboard'
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Customers are not gomg to stop buying

F ! flowers over one bad experience. If you don't
settle the issue well, you'll lose their business
(0 your competltors'
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What is
CUSTOMER SERVICE?
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\ 2 Part of Speech noun
- Definition: assistance and other resources
‘that a company provides to the people who
buy or use its products or services
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o The Golden Rule is best gmdelme

Do unto others as they would have them

do unto yOU!
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& Courteous treatment will make a customer a
k= walking advertisement.

JC Penney
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Handle INCOMPLETE
ORDERS the Easy way
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CONFIRM the details
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. Empathize with the customer

»

e

FTD Confidential/Proprietary documents and should not be copied or redistributed.



dhg

FTD Confidential/Proprietary documents and should not be copied or redistributed.




Offer a resolutlon
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Follow up!
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The BIG QUESTION:
Pick Up? Replace?
Refund?
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ouId you pick up the arrangement’?
L e

at are € you gomg to do with it?
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Should you replae the arrangement?
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- Be careful not to repeat the mistake!
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Should you refund the arrangement?
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Why not comﬂpir]_e a refund and a store credit?

_— é%mMMy documents and should not be copied or redistributed.



FIVE most common
complaints and
responses
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I th|nk it was poor value / too small

«1 ReV|ew the SIZE with the customer.
Then foIIow the 5 Steps
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My order is mlssmg
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-Offer to send th\e missing |tem ANDaGC
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D|scover what does not match and offer a
replacement.
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' ‘__e order | sent out of town was frlghtenmg
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 Follow the 5 Steps THEN call the filling shop
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_" You made a mistake on my order

APOLOGIZE. Follow the 5 Steps.
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Better
Customer Service
EVERY DAY
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. UPGRADE
~ YOUR PHONE
AND
IN-STORE
GREETING
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COMMENT
ON THE CARD

MESSAGE
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OFFER
RELEVANT
SUGGESTIONS
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DON’T BE

AFRAID TO
SELL HIGH
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EMAIL
ADDRESS

~ FROM EVERY
=  CUSTOMER
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SOLICIT
FUTURE
ORDERS
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Questions?

Email: tim@floralstrategies.com

800.983.6184

Handouts are available at:
FTDi.com/FTDUniversity/webinarmaterials.htm

Webinar will be available to view at:
FTDUniversity.com
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