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SuperSalesSkills...Tips to Boost Your Profits 
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The majority of customers don’t 

really know what they want. 
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Customers perceive YOU as the 

expert with all the answers. 
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Customers will purchase what 

you recommend! 
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Every time you ask these 

questions you under serve and 

undersell customers! 

FORBIDDEN QUESTIONS 
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1.  What’s the occasion? 

FORBIDDEN QUESTIONS 
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2.  What do you want to send? 

FORBIDDEN QUESTIONS 
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3.  What do you want to spend? 

FORBIDDEN QUESTIONS 
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4. ---revealed during on-site training--- 
 

5. ---revealed during on-site training--- 

FORBIDDEN QUESTIONS 
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Number 1 ridiculous excuse for 

not selling finishing touches 
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Number 2 ridiculous excuse for 

not selling finishing touches 
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Introduce your suggestion with the proper language, 
“As a finishing touch we can attach (or include)... 
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Make your ONE suggested item relevant to the sale, 
a HAPPY BIRTHDAY balloon to your Mom’s flowers 
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Price it! 
They’re just $5!” 
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THE CALL 
 

SHOP: A big florist in Oklahoma City 

SCENARIO: Ordering a Thanksgiving centerpiece  

EMPLOYEE: Thanks for calling XYZ’s Flowers, my name is Dottie. 

TIM: Hi Dottie. I need to order Thanksgiving flowers. 

EMPLOYEE: Sure, I can help you! Are these for you, or are you sending them to someone else? 

TIM: For me to use on our dinner table. 

EMPLOYEE: We have really nice centerpieces starting at $39.95. 

TIM: Wow, I saw some at (local grocery chain) for $20. 

EMPLOYEE: Well, they do make those little mounds of carnations for $20 but ours look a lot more  special, 

 we use better flowers and add fall leaves, they’re definitely worth the money! 

TIM: Well how much bigger will your centerpiece be if I am spending double the money? 

EMPLOYEE: They’re a nice size, probably good for a table of up to about 6 people. 

TIM: Does it come with candles too, like I saw on the one in the supermarket? 

EMPLOYEE: Sure, I will put a note on the order to include candles. Is there anything else I can help you 

 with? 

Dottie finished the order by taking my information, promised a timely delivery and wished me a happy holiday. 
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THE ANALYSIS 
 

Dottie handled my curve ball about the grocery store bargain well: She did not apologize for her 

store’s prices, and told me there’s more than just price that differentiates a grocery store from a 

professional florist. She taught me that design makes the difference! 

 

I wish that Dottie had maintained her enthusiasm through the call and just listened a little better. 

When I asked about candles she just added them at no apparent cost to me. Why not treat 

candles as a finishing touch and SELL them? Dottie dismissed the competition’s design as a 

“little mound,” but did not bother to ask if I needed a bigger centerpiece. Maybe I was having 

dinner for 12. I never asked, “What is your least expensive centerpiece?” 

 

But, in typical florist fashion, Dottie essentially said, “Thanks for calling our store with your 

important holiday order. Here is the LEAST amount of money you could possibly spend today!” 
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THE FIX 
 

In addition to keeping your cool when the caller mentions a cheaper competitor, look at this as 

an opportunity to educate customers about the differences. For example, do they realize that 

flowers ordered online may come in a cardboard box, instead of the beautiful, finished design 

that your shop will hand-deliver? Demonstrate exemplary customer service by helping them 

shop better. And consider Thanksgiving a golden opportunity to increase sales in a variety of 

ways. 

 

Three points  to follow for having a 

better Thanksgiving at your shop… 
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1.  Identify the customer’s needs. Don’t simply sell a standard centerpiece — this is not a one-

size-fits-all holiday. Instead, engage your customer in conversation and ask about the number of 

people that will be sitting at the table and whether the shape of the design should be round, oval 

or square. Find out how the arrangement will be used. Placed on a dining table and designed 

low? Or on a buffet table, designed taller and maybe three-sided? 

2.  Upgrade the sale. Candles should be an add-on that customers pay for. Use my standard 

approach and mention to every customer, “As a finishing touch, we can add two tapers to your 

centerpiece for just $XX.” Or, “As a finishing touch, we can add autumn leaves and berries to 

your centerpiece for only $YY.” The worst you will hear is “No thanks.” The best is, “Sure!” 

They will only buy these finishing touches if you offer them! 

3.  Ask for more. Don’t just stop at the centerpiece. Educate your customer about the option 

of ordering additional small arrangements in the same fall color scheme to decorate other 

rooms in the home. Also, ask the customer if she would like to send holiday flowers to any 

family or friends, local or out of state. 
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$49.99 to $69.99 
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Questions??? 
 

Email:  floralstrategies@yahoo.com 

Call:  800-983-6184 
 

Webinar will be available to view at: 

www.ftduniversity.com  

mailto:floralstrategies@yahoo.com
http://www.ftduniversity.com/

