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Designated Person

e Who recieves customer communication (emails)?
e \Who answers phone calls?
e Who recieves review notificataons?

¥

e The designated person should be well-informed about daily
operations (o effectuvely address customer feedback and
concerns.



Elfectve strategies for managing
unhappy customers
(both online and in person)

Stay calm and set emotions aside
Answer promptly

Always offer a solution for minor issues
Follow up



Helpflul Phrases lor = O -
Managing Unhappy Customers <+

’
e Stay calm & listen actively — “I understand how vou feel.” (“T'hank you for letting me know that this has happened.”)

e Empathy & validation — “I completely understand why that would be disappointing.”
(“You're right, this shouldn’t have happened, and thank you for bringing this to my attention.”)

e Offer a solution quickly — “Let’s make this right for you.”
(If you are struggling to find a solution, you can ask, “How can we make this right for you?”)

e Go above and bevond - “I'd love to send a fresh arrangement that better suits your preferences.”
e Setexpectations — “Ilowers are perishable, but we want to ensure vou’re happy with their longevity.”
e Follow-up & build trust - “Just checking in—how are you enjoying yvour flowers now?”

e De-escalate & redirect — “I appreciate your patience, here’s what we can do right now.”



Response Time

e Shows accountability and care

e Prevents escalation of the issue

e Minimizes negative word-ol-mouth
e Strengthens lovalty



Knowing When to F'ire a Customer

e Notevery customer is a good fit.

e & Constant complainers drain time & resources.
e IC’sokav (o sayno.

e @ Protect your team & focus on great customers.
e v Be prolessional, but firm.



Leveraging Posiuave Feedback

1. 8. 0.8 8.
REVIEW US!

Don’t be alraid to ask for a review
AND
Make 1t easy to leave a review



Follow Up

o |

CentralSquareFlorist

Your Feedback is Important to Us!

We recently made a delivery on your behalf and we'd love to hear your thoughts.

How Did We Do?

Click a star below

1192939495




Ask:

Spider Plant Delivery Update ¥£ »

<4 Summarize this email

Central Square Florist <info@centralsquareflorist.com> 4:04PM (Shoursago) ¢ €
to kimberlywh1 -

Hi Kimberly,

As we discussed via text, the spider plant arrived earlier than expected and we're so happy we could deliver it today
as originally planned! It was just delivered a few minutes ago! We hope it is enjoyed! It went straight from the
greenhouse to Casco's residence!

We truly appreciate your understanding along the way! If you have a moment, we’'d be grateful if you could leave us
a Google Review here—your feedback means so much and helps our small business grow (no pun intended). @

Please don't hesitate to reach out if there’s anything else we can assist with. Thank you for your order with Central
Square Florist! Wishing you a wonderful rest of your day!

Best,

And vou shall receive:

\N Kimberly Haley
1 review

Jrk k& anhourago NEW

Fantastic service! The staff kept me updated regarding possible delays, gave me options for
substitutions and delivered on time! The product was exactly as portrayed on the website. Highly
recommend this business and will use them again!

i Like




If you have any questions regarding this order, please contact us at (800) 798-1847.

Thank you, and please remember us for all your floral needs.

One of the best kinds of compliments we can receive is an online testimonial from you!l We would really appreciate if you would take a few minutes out of your busy schedule to post your
feedback on your shopping experience. It's a very simple, and will help us out tremendously in getting the word out there!
Click to leave a review on Yelp: hitps:/fwww.yelp.com/writeareview/biz/ItR7 GvINTAWX_V0eTCM1gQ?return_url=%2Fbiz%2FItRTGvINFAWX_V0eTCM1gQ&review_origin=biz_details_war

button
Click to leave a review on Google: https://g.page/rCTYFijlLpZpY cEAg/review

"Blooming Wishes", Michelle & Our Floral Team

Thank you,
The staff at Flowers By Michelle

Flowers By Michelle

Flowers By Michelle

6510 N Buffalo Dr Ste. 140, Las Vegas, NV

48 Yk ek k1,193 reviews @ 48 ***** 1,193 reviews @
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6510 N Buffalo Dr Ste. 140, Las Vegas, NV

Monique Gilstrap
6 reviews - 4 photos

dedk ok kb 2 weeks ago NEW - Sandy Dimitris

| was contacted by the company that no one was home to take the delivery of live plants. It was cool SIRvioN
outside, o it was left at the front door. The recipients of the plants received them and were so happy ¥ 9 % a month ago

with the gift. | appreciate the company letting me know that no one received the plants, and that i . i o
conditions were good 1o leave them. | appreciate the quality of the plants provided. Again, the recipients | would give them 10 stars if | could. Their communication is excellent! From the moment you place your
order until delivery is completed. | got the address wrong and fortunately, the neighbor was home and

were pleased.
directed them to the right address. | like that they check to make sure the delivery was was received.
The flowers looked exactly as it did in the photos. I'm very happy with their service and would use it
again.

il Like

" Ehe Response from the owner 4 weeks ago
Thanks for your kind words, Sandy! We're overjoyed to hear about your positive experience with

Response from the owner 2 weeks ago Flowers By Michelle
Thank you for your wonderful feedback. We are glad to hear that the recipients enjoyed the plants. '




Quesuons



Contact us:

jackie@centralsquareflorist.com

sheldon@flowersbyvmichelle.com

o




