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Who recieves customer communication (emails)? 
Who answers phone calls?
Who recieves review notifications?

Designated Person

The designated person should be well-informed about daily
operations to effectively address customer feedback and
concerns.



Effective 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



 Helpful Phrases For 
Managing Unhappy Customers 

Stay calm & listen actively – “I understand how you feel.” (“Thank you for letting me know that this has happened.”)

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.”)

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?”)

Go above and beyond – “I’d love to send a fresh arrangement that better suits your preferences.” 

Set expectations – “Flowers are perishable, but we want to ensure you’re happy with their longevity.” 

Follow-up & build trust – “Just checking in—how are you enjoying your flowers now?”

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



Response Time  

Shows accountability and care
Prevents escalation of the issue
Minimizes negative word-of-mouth
Strengthens loyalty



🚫 Not every customer is a good fit.
🔄 Constant complainers drain time & resources.
❌ It’s okay to say no.
🎯 Protect your team & focus on great customers.
✅ Be professional, but firm.

Knowing When to Fire a Customer



Don’t be afraid to ask for a review
AND

Make it easy to leave a review

Leveraging Positive Feedback



Follow Up 



Ask:

And you shall receive:





Questions



jackie@centralsquareflorist.com 

sheldon@flowersbymichelle.com

Contact us:


