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ns with the orders after being sent to a %

What happen
for fulfillment?

florist

Our customers today expect up to date information. Each step results in an auto-
generated email to the customer.

1. On the Delivery Date - Email auto-generated to
customer
* The email assures the customer their order is
scheduled for delivery
2. Florist advises preparation in progress

« Email auto-generated to customer the order is Order # 60248876522 Has Arrived
belng prepared . We have an exciting update, Anna! Your recent order for Anna Bjornestad was delivered. Thank
3- Arrangement Out fOI' dellvery you for choosing FTD to make every moment special
« Email auto-generated to advise customer of the Click hete o see th latest update on your order

status JTR—
4. Arrangement successfully delivered
« Notification of delivery confirmation sent to
sending florist
« Email auto-generated confirming delivery




Delivery
Confirmations are
Important!

Sending a delivery confirmation
is no longer an option to
consider, it is a step in the
fulfillment process that today's
customer expects.

e Provides the senders with
necessary information

e« Aids the sending florist to
resolve “where is my order”
inquiries

ply mark the ticket as
Y



How to Send a Delivery
Confirmation Message



Mercury HQ - Confirm Delivery

Order Details o

Order #K76791-0418

Incoming Accepted Design LE®  Delivery

Take Action § Confirm Delivery

Completing the Delivery Confirmation

You will need to enter
Delivery Date : Will auto fill with today's date
Delivery Time : Will auto fill with current time
Driver : Enter Drivers Name
Product Description : Substitution notes
Invoice No: If applicable

Notes : Any order details that you feel are important to this
delivery

*Be sure follow FTD confirmation policy.
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Completed

Order Details

Order #K76791-0418

Incoming Accepted

Design

Delivery

Take Action | Confirm Delivery || Reject |

Confirm Delivery

Delivery Date
11/18/21 Thursday [

Delivery Time .

227 PM ©

Driver

Product Description

Invoice No.

Notes

FTD confidential/proprietary documents should not be copied or redistributed
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Confirming Delivery using FTD Mercury

—
N

On the Main Menu, click Message Search

2. Locate the FTD In message you need to send

delivery confirmation for and click it

Click Respond :

Click Delivery Confirmation. The Delivery

Confirmation - ANS window opens

« Verify you have selected the proper message

5. Fill out the delivery information, including any
useful notes for the sending florist

6. From the Operator field, select your name

7. Click Send

= 0

|

Delivery Confirmation Message (ANS)
~ Order Information 1 1 Delvery Informabion
Osder Dater |Mendsy, March 16, 2008 Date Defivared | 3 /15/2009
Numer [75631)-0005 = | Dekvery Tie: 1222 PM
Hame: :
Addess. |3113 Woodcreek Di =
DOWNERS GROVE, IL 605155412
Jrvorce |
| el Oser |
Detaded Floast Infoematon (F2) [\\: - Notes
Ekeint |5001340) This order has been successhilly debvered

Qperator: | Admnetistoe |
Sendng Florist [30.01 344M =

=N 0rd Detad | Esgapn |

Once the Delivery Confirmation message is received
by the Mercury Network, you will receive a printout
confirming you sent the confirmation and that it was
received by the network.

FTD confidential/proprietary documents should not be co

pied or redistributed



Confirming Merc

Delivery Using
To send a Delivery Confirmation automatically,
from either the Alerts screen under “Today’s
Unconfirmed Deliveries”, or within Message
Center on a non-delivered order, place a
checkmark next to the word Status in the order

Then click “Confirm Delivered” to send a delivery
confirmation on the order(s)

ALERTS

1

TODAY'S
UNCONFIRMED
DELIVERIES

Select All o o
Confirm Delivered
€ 1-1of Lresults >

Status ACKNOWLEDGED Received: 01/11/22 at 02:08 PM

Mercury # Message Type Delivery Date

CO4TOW-0425 My Orderfin o 01/11/22 TUE >
Carrie Customer
DOWNERS GROVE, IL $50.00

60515-5412 .ARR - Arrangements

ury Cloud

After clicking on “Confirm Delivery”, an Delivery
Confirmation ANS message is sent out.

This message will use the date/time the “Confirm
Delivery” option was clicked, along with the
product that was sent with the order originally

MESSAGE DETAILS allx
Status: SENT Received : 01/11/22 at 02:10 PM
Mercury#® Message Type Delivery Date
C0521B-9307 @ ANSC/Out @ 01/11/22 TUE
Message Details E
Order Number : C0479W-0425
Message Date : Tuesday, January 11,22 02:10:17 PM
Order Date: Tuesday, January 11, 22
Sending Florist : 90-0112AA MERCURY TECHNOLOGY TRAINING 10
Downers Grove, IL 60515
Receiving Florist : 90-0753AA Mercury Technology - Mike Cozzi
Downers Grove, IL 60515
Deliver To : Carrie Customer
Address : 3113 WOODCREEK DR
DOWNERS GROVE, IL 60515-5412
Delivery Date : Tuesday, January 11,22
Notes: ACTUAL DELIVERY DATE: 01/11
ACTUAL DELIVERY TIME: 2:10 PM US/Central
PRODUCT DECSRIPTION: Arrangements
Operator, Time/Day, Seq.#: Michael, Tue Jan 11 22 02:10 PM, 9307
=
Print
v

Related Messages @



Special

Considerations



What happens if:

Delivery Confirmation is sent EARLY? (when loaded onto delivery vehicle)

« Since delivery confirmations auto-generate an email to the customer confirming delivery, the customer is
believes the order is completed

* Resulting in premature claims of non-delivery
» This could result in DRP charges and/or extra contacts to member’s shop
« Best practice is to send confirmation only after order is delivered

FTD confidential/proprietary documents should not be copied or redistributed



What happens if:

Delivery confirmation not sent until the driver returns with log sheets to shop?
 When delivery confirmations are delayed, the customer believes the delivery was not timely
» Especially important for funeral services making the customer think the service was missed
« This could result in DRP charges and/or extra contacts to member’s shop
» Best practice is to send confirmation as close to real-time as possible

» For orders delivered to funeral services - florists can either:
1. Take a picture and include it in the delivery confirmation
» Helpful when funeral home require arrangements to be delivered to a flower room
2. Send the delivery confirmation when delivered

FTD confidential/proprietary documents should not be copied or redistributed
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What happens if: %

Delivery was not completed; however, DCON message sent with “notes”

« Since the message is coming through as a Delivery Confirmation, an auto-generated email is sent to the
customer confirming delivery. The underlying cause is often not discovered until the customer calls with a
non-delivery claim

» Better to send an ASK message

« The customer service team can advise the customer and modify the delivery date to avoid charges to
the florist

FTD confidential/proprietary documents should not be copied or redistributed 11



What happens if:

Delivery confirmation sent through ASK / ANS message

» Since the message is not coming through as a Delivery Confirmation, the customer will not receive the auto-
generated email confirming delivery.

e This results in increased contacts to FTD as well as customer frustration

FTD confidential/proprietary documents should not be copied or redistributed
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Additional
Resources



GREATE AN AGCOUNT | SIGN IN

Helpful Links

foe

TOOLKIT & RESOURCES BUSIMESS SOLUTIONS TECHNOLOGY SHOPPING MEMBER SERVICES

Delivery Confirmation Policy

. ) ) ! ; 1 POLICY UPDATE AS OF SEPTEMEER 1, 2020
http//WWWftdI z Com/quallty/del IveI’V/ | The goal of the FTD Delivery Confirmation Policy is to achieve 100% same-day delivery

confimation notification. In today's technological environment, many consumers expect real-
time notification when an order they placed has been delivered. Once a confirmation is sent by

httD//WWWftdl - Com/qua“ty/del Iverv/beStDraCtlceS htm | . a member florist for an FTD.com order, the customer automatically receives an email letting

them know their order was delivered.

httDS//WWWftd Com/dellverv-DO“CV? markCOde=350 (P To help achieve our goal of 1009 delivery confirmation, FTD offers a variety of technology tools

to make it quick and easy to submit a delivery confirmation.

OVERVIEW MERCURY MOBILE

PRODUCT RECIPE CATALOG Drive Your Business ro Better Service

FLORIST SECORECARD P . -
u AppStore

TEST ORDER MANAGEMENT
PROGRAM

FTD confidential/proprietary documents should not be copied or redistributed


http://www.ftdi.com/quality/delivery/bestpractices.htm
http://www.ftdi.com/quality/delivery/bestpractices.htm
https://www.ftd.com/delivery-policy?markcode=350

Proof of Delivery

« Whatis it and how it is different from a
delivery confirmation

 Why it is requested

 When and how to provide

FTD confidential/proprietary documents should not be copied or redistributed
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Proof of Delivery- Why, What, When and How i

A delivery confirmation does not constitute Proof of Delivery.
Why it’s requested

* We will ask for Proof of Delivery when:
« Our customer has claimed non-delivery and the order is marked in our system as delivered
« A non-delivery claim is received and there is no delivery confirmation on the order

What it is

* When asked to provide proof of delivery the florist may send:
» Delivery log with a valid signature
» Picture of the arrangement left at the location

When and How to send
 Proof of delivery should be emailed to CUSTOMERSERVICECT@FTDI.COM within 48 hours of the
request

FTD confidential/proprietary documents should not be copied or redistributed 16


mailto:CUSTOMERSERVICECT@FTDI.COM

Valid Proof of Delivery (POD)- Images clearly :t
showing product and address

Homes and Apartments Businesses and Funeral Homes

FTD confidential/proprietary documents should not be copied or redistributed 17



Invalid Proof of
Delivery (POD) -
Images not showing
address or detail

Images should provide a clear view of what item
was delivered and the address of a wide shot to
clearly show the surroundings of where the
delivery was left.

FTD confidential/proprietary documents should not be copied or redistributed
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