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CSI: Flower Shop 

Register for the next FloralStrategies webinar, Handle  
Complaints Better, on Tue, Apr 22 at www.fsw1403.eventbrite.com 

  I can only give Erica a thumbs up on the fact that, prior to 
saying, “Um. Give me a minute.” she was polite. And she 
did apologize — but not soon enough. 

  Erica made nearly every mistake in the book:  She did 
not immediately acknowledge my disappointment. She 
did not investigate my order and deal with the facts. She 
used insider language (“filled to value”), and she did not 
offer a resolution. 

The Fix 
Customer complaints are a natural offshoot of today’s Internet 
age. Customers forget that we’re dealing with a perishable, 
handcrafted item and that, as a result, the picture is rarely, if 
ever, identical to the finished product. Here’s how I deal with 
those complaints.

Apologize
You’ll win over a customer immediately — and set the tone for 
the rest of the call — by showing some empathy and taking 
ownership of the situation. My favorite lines include, “I’m so 
sorry to hear that you’re upset, but I promise I’ll do my best to get 
this cleared up!” and, “I’m so sorry that you’re not happy with our 
flowers. Let me work with you to get this fixed right away!”

Gently Educate 
Listen to customers’ concerns or complaints, and then educate 
them. For example, “We used peach roses instead of yellow ones 
because the yellow roses did not arrive in perfect condition.” Or: “We 
created that arrangement according to the design you chose, but 
sometimes the flowers are not as full or large as those you see online.”

Verify Origin
If the customer did not place an order directly with your store, 
they paid extra money in fees. Customers don’t realize this and 
make a snap judgment, as I did, based on the total charged to 
their credit card and the perceived value of the design. A sim-
ple approach is invite customers to deal with your shop directly, 
“The next time you want to send flowers to your sister, please call 
us directly on our toll-free line, so we can give you better service and 
much better value. You’ll be very happy, I promise!”

Offer Resolution 
If you filled the order to value, you did your job — but you still 
have an unhappy and confused customer. You may not agree 
with this approach, but I always look at the bigger picture and 
strive to win back the customer — for today’s and all future 
business: “So sorry that you’re not pleased. We want you to be 
happy, so let me send a replacement (with more flowers) or offer you 
a store credit for $XX to spend with us on your next direct order.”

Bottom line
You will have unsatisfied customers, just make sure to handle 
them the smart way! 

Tim Huckabee, an international flower shop sales and customer 
service trainer, is founder and president of Floral Strategies LLC 
and the American Institute of Floral Sales Experts (AIFSE), a retail 
floral sales certification program. If you would like Tim to test-
call your shop for this column, contact him at (800) 983-6184 or 
tim@floralstrategies.com

The Call
shop:  Angry recipient
scenario:  Flower shop in Portland, Ore.

employee:   ABC Flowers, this is Erica. How can I help you?
tim:   Hi Erica. I need to talk to someone about flowers 

that were just delivered to my daughter. 
employee:  Sure. I can help you. What’s her name, or yours?
tim:  The last name is Tobin — her name is Janet.
employee:  OK, I see the order here. It was the XYZ123 from 

(WireService).
tim:  Well, it looked nothing like the photo I saw online.  

It was skimpy and small and I paid over $100! 
employee:  Um. Give me a minute. 
 After placing Tim on hold for a minute… 
employee:  Thanks for holding. I just talked to the designer 

and that order was filled to the value we got.
tim:  I don’t know what “filled to value means,” but I 

am smart enough to understand that I did not get 
$100 worth of flowers. I could have gone to the 
grocery store and bought this for half that price! 

employee:   I’m really sorry but we only had $75 to fill that 
order and we had to take delivery out of it, too.

tim:  If that’s it, then lesson learned and I’ll do some-
thing else next time. Thank you.

LISTEN IN as Huckabee makes Mother’s Day calls on 

unsuspecting florists, May 1 at 1 p.m. EST. Not available? Sign 

up anyway: You can access the webinar and train your staff all 

month long! www.safnow.org/
webinars-education

.


