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T H E  F L O R I S T  Q U A L I T Y  S C O R E C A R D

What is the Florist Quality Scorecard? 
• The Florist Quality Scorecard is a resource available to FTD Member Florists that provides guidance and allows the florist to

optimize their business operations when receiving and filling FTD.com orders.
• The scorecard is updated monthly and available for review at FTDi.com.

How will the scorecard help me? 
• The scorecard will allow you to monitor your Quality and Refusal ratings, both of which impact a shop’s opportunity to receive 

FTD.com orders, as defined by the FTD Path to Orders.
• It provides a benchmark to view your performance compared to other flower shops in your market.
• The scorecard is designed to help you identify opportunities to improve your quality metrics, receive more orders and instill

industry best practices.
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P A T H  T O  O R D E R S
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Want to discuss available Mercury Technology options, update cities, zip 
codes or product carried? Reach out to your Field Account Manager.

Top Quality ratings are essential to 
customer satisfaction. 

Low refusal rating helps orders land 
with a successful filling florist the first 
time. 



F T D I . C O M  –  F L O R I S T  S C O R E C A R D  L O G I N
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The florist scorecard is located on FTDi.com under Quality Programs. 

Once in Quality, choose Florist Scorecard in the left sidebar and login.



F L O R I S T  S C O R E C A R D  L O G I N
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Click the blue hyperlink to view the corresponding monthly 
scorecard.
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S C O R E C A R D  O V E R V I E W

1. A market is the number of competing shops that share 
at least one zip code. 

2. Compare the zip codes you cover to the average 
number covered in market. 

3. Compare the codified product covered by your shop 
and others in the market.

4. Use the quick links to easily access pages of data.

5. Quality and Refusal rating are showcased for the period 
for both your shop and the market. 

6. *FTD no longer compiles NPS data
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12-3456AA        ABC Flower Shop
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M E M B E R  P R O F I L E

1. Shops details

2. Featured product for your shop

3.  FTD.com ZIP codes and cut-off times
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1234-56AA        ABC Flower Shop
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Shop our featured Marketplace products here!

FTD confidential/proprietary documents should not be copied or redistributed

https://www.ftdmarketplace.com/Marketplace/ProductList?Type=EDY&inMarketplace=True&Level=0


O R D E R  M E T R I C S

See exact numbers by hovering over bar graphs.

1. Quality and Refusal Rating pertain only to FTD.com 
orders. The black bar represents the metric target. 

2. Average Order Volume (AOV) is shown for both 
FTD.com and Florist to Florist (F2F) orders. 

3. Order Volume displays both orders sent, and orders 
filled for the month. 
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1234-56AA        ABC Flower Shop
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1 3 - M O N T H  T R E N D

The 13-month trend will display a rolling view of your 
Quality Rating, Refusal Rating and Order Volume to 
easily compare data.

*FTD no longer compiles NPS data

12-3456AA        ABC Flower Shop
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Q U A L I T Y  M E T R I C S

1. Quality Rating is calculated by dividing total FTD.com 
and Florist to Florist orders into your shop’s DRP late 
reject fees and FTD.com refunds.

2. Compare your Quality Rating to those in your market.

3. View a summary of recent orders including category 
and value.

4. This section displays DRP order values used in the 
Quality Rating calculation.

5. The section shows your DRP late reject counts and fee 
accrued. 

6. Displays refund values used in Quality Rating 
calculation. 
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12-3456AA        ABC Flower Shop            
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R E F U S A L  M E T R I C S

1. Reject Rating is orders refused divided by total order 
received from FTD.com.

2. See how your refusal rating compares to those in your 
market.

3. Rejects compared to market area.

4. System cancels compared to market area. 

5. Displays categories that your rejects fell within.

6. Displays categories that your cancels fell within.
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12-3456AA        ABC Flower Shop            
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O R D E R  C O M M E N T S

1. Reject Comments will include order details on rejected 
orders and the reject reason. These rejects are 
grouped by category. 

2. Cancel comments apply to orders you have asked a 
question on that have resulted in a system cancel. 

Be sure to review the comments and adjust your shop 
profile, as necessary. 

Adjustments could include refining your service area, 
updating your minimums or purchasing additional codified 
product. 
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S U M M A R Y  P A G E

This summary page displays opportunities your shop could 
have avoided including any Delayed Response Program 
(DRP) fees incurred, as well as the value of FTD.com 
orders sent to the shop, but unable to fill. 
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12-3456AA        ABC Flower Shop            



Questions?

Contact Member Services at 
800-788-9000
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