SC Order Taking

F Key Usage in an Order

F1 - Apply/Return to 1st page of order (Buyer information page)

F2 - Move forward 1 page

F3 - Move back 1 page

F4 - Return to previous screen

F5 - New Date/Greeting screen

F6 - Blank Item screen

F7 - Gift Shopping Screen

F8 - Delete (Press twice)

F9 - Help key

F10 - Summary page. Upsell will be displayed the 1st time on the
Summary Page. Payment Page from the Summary Page. Toggle
between Order Totals & Summary pages.

F11 - Displays Upsell the 2nd time you go to the Summary Page

F12 - Exit the help screen and the Thank You screen (Exit Order)

PAGE UP- Gives F Key Usage Help

ENTER - New page

TAB — move the cursor to the next field

Ctrl - Can't type on bz - check bz bottom line should be Ready




Part | — Intro to Main Menu & Screen Pops

1.

SC Data Pop

3

1 Hello my name is ™M Mouse Chris

Company

S} SC Data Pop
Ginny's

II Rason /J Reason for CALLING
atus: PLACE_ORDER J 1

Account Information )
Account or EZ #: 109412233729
Order Number:

Name: Renee,Hall Verified? Y .
Address Verified?Y Customer Information
Email Address Verified? N

Phone 1 Verified? N

Phone 2 Verified? N I Verify all the

Fe e information

W 31 highlighted in yellow
1ig

Call ID: 3004360151 ell

In this example:

Company - Ginny’s
Reason for Calling — PLACE_ORDER
Customer information that needs verification — email address, phone 1 and phone 2

Main Menu

2.1 After logging in
2.2 Press Pausebreak
2.3 Type CUS3 and press ENTER

Ready(s)

-
]
©
©

1722672246,

P Type here to search



3. Type - and press -

» L ining <> Rocket BlueZone Mainframe Display o
Fie Ede Semion Options Tester View Scrpt Help

:

Customer Information

List of information that you need to
verify.

- Highlighted in yellow

M Mne Ohn L0008 L4 00 30 A0

ot D MOBALERINL

Please NOTE that NOT all order requires the Key Code

sue PLACE_ORDER

Account or €2 #. 3303639648
Order Number
Name  Rose Hollingshead Vented? ¥

M Mouse Chvia 2/8/2018 11:10:50 AM.




Part 3 — Buyer Screen

1. Follow the script (WHITE)

® ining <> Rocket BlueZone Mainirame Display L= o

1g with the key

For military
address format
goto Page 6

a. Verify all the information that are highlighted in the SC Data Pop.
b. Allinformation that you type on this screen needs to be read back to the customer for confirmation.
c. Ifthe calleris NOT the BUYER, goto Page 7

8. 3C Data Poy - 4.2.1 Type the EZ# and Keycode — press TAB
b 4.2.2 Type the Company Code
T S —— 4.2.3 To get the company code, Press F9 for HELP — Press F12 to
exit HELP
e 4.2.4  Press ENTER
:"' e s 4.2.5 Customer Information will be available on your BlueZone
i screen.
At 4.2.6 Verify the Customer information. Use phonetics on email
o — to get the correct email address.
IMPORTANT: Read back each information you type on this screen.
=t © osasenis: Customer : My best phone number is 608-12345678 (type the

phone number)
Agent : That will be 608-12345678

Use phonetics on email to get the correct email address




DO NOT:

Thank the Customer for calling, the IVA has already done this.
» Do not use the Catalog Name in your greeting, the IVA has already done this.
* Do not ask How may/can | help you, unless there is not a clear intent in the 5C Data Pop.
= Do not ask, Is this Correct?, after stating the intent of the call.
= State the intent and then ask another question that will drive the call forward.

» Ask the Customer to verify information that is marked with a "Y”

= The IVA has already verified this information.
Ask the Customer for information that is not showing in the SC Data Pop, such as an email address or 2nd phone
number.

= The IVA asked the Customer for this and they stated they didn't have one.
Ask for the Key Code, “unless” the SC Data Pop directs you to.

2. Press F9 for HELP and F12 to exit HELP

QO EED E

R R ring = Rocket EeZone Maintrame Display

e [ Sesisn Gyeoss Tt tew Scipt Lo

DD faaD® ~apw=

3. If the customer doesn’t want to provide the information. Press ENTER for additional script (WHITE or TEAL)

4. Press Fl to apply all the changes then ENTER to go to the next page.

Return to the Buyer Screen

F1 on any screen in a order to return to the Buyer
Screen.




Ordering on Someone Else’s Account

Spouses may place an order or check on an order as long as he/she can verify the appropriate account information.

If it's anyone else - permission must be granted before you can place an order or give out order information using
someone's account.

For Example:
Daughter wants to place an order using her mother's account.
"May | please speak to your mother to get her permission?

e |f you are able to speak to her and she gives permission you can place the order.

e |f you are unable to speak to her, kindly explain that you are not able to continue without
the account holder's permission.

Married Couples:

e |[f the person on the phone says that they are the customer’s spouse, you do not need to speak with the
customer. Simply place the order as if you were speaking with the customer.

e We do not ask for proof. We believe them. Remember: The customer is always right!
Other Friend/Family Member:

e If someone else is calling to place an order on the customer’s account, such as a neighbor, brother, daughter,
girlfriend, fiancé, we need to speak with the customer before the order can be placed.

Offer to open his account with Colony Brands.




Military Address Information

Military Addresses should be in the following format:
Prefix Code: Military Rank abbreviation

« Example: Sergeant="X_", Colonel="0_", etc. Use <F9> to get the Military Rank abbreviations.)

Name: Full Name

Address 1: This must include “UNIT,” “"CMR," or "PSC", as well as, “BOX," followed by the Box Number.
Address 2: Blank

Address 3: Blank

City Verifier: "AP" = APO, "FP" = FPO, or "DP" = DPQ, depending upon the information the Customer
gives.

Zip Code: The 5-digit Zip Code, provided by the customer.

To set up a Military address on an order:

COSTOMER WILL SAY:

SERGEANT EKEVIN BEASLEY
UNIT 2050 BOX 41350
APD AP 96522-1213

YOU WILL TYPE:
PREFIX: X  (F9 to get the list of prefixes)

NAME: FEVIN BEASLEY
ADDRESS 1: UNIT 2050 BOX 4150

ADDRESS 2:
ADDRESS 3:
CITY VERIFIER: AP ZIFP CODE: 96522 ZONE:
CITY: STATE:

£ addtional Information

+ ltems to millitary addresses cannot be expedited
+ Mormal delivery time for items going to APO/FPO/DPO address is 3-4 weeks.




Part 4 — Date Screen

This is where you will enter WHERE and WHEN the Customer would like their item(s) shipped.

%1 TEST
arrival is 08/13/18 on all in stock inventory

Will any of the items be ed to the billing a

All dates are ESTIMATED (NOT Guaranteed) Arrival
Dates/Times

Standard Delivery (N): 3-7 Days

Multiple Arrival Dates to the same address:

If the Customer wants multiple shipments to
the same address (Example: one for now & one
for Christmas) we are able to do this, without
entering all of the shipping information again.

From a blank item screen, after the first
shipment is complete, F5 will bring up the
Giftee Date Screen. You may type your 2nd
arrival date to that address.

Priority Mail (P): 4-5 Days
FedEx Home (FH): 3-7 Days
2-Day Air (E): 3-4 Days

1-Day Air (FN): 1-2 Days

1. Read the script

If YES (Y) then press ENTER

If NO (N), change to N then press ENTER (Proceed to Giftee Screen)

2. ARRIVAL/DATE CODE

Non-Food orders: Default to N now delivery Food Order:

You must ask "When would you like these items to be received?"




Part 5 — Giftee Screen

® 4 <> ScreenPops <5 Training <> Rockel BiveZone Mainframe Disgiay [=Te®
Fle  Edn Sesson  Options  Treafer View  Sonpt  Help

Put the needed information and press ENTER to save or F10 to go to Summary Page

3. Giftee Date/Greeting Screen

Always read the White Script:
“When would you like these items to be received?” on Food Orders
and/or

“How would vou like vour areetina to read?” on Food & Non-Food Orders

Bing <> Recket BueZone Manirame Daglay -1a

Fiv B Sevem Opisess  Tawniber ew Soopl Helg




Use the shortcuts for the greetings — Press F9 for the list

Greeting Shortcuts

& Duplicate Previous Greeting** n Happy Valentine's Day
/C Merry Christmas /E Happy Easter
T Happy Thanksgiving /M Happy Mother's Day
ul /H Happy Holidays /F Happy Father's Day
/B Happy Birthday /A Happy Anniversary
. /N Happy New Year /W Best Wishes
/K Happy Hanukkah 1z A GIFT FOR YOU
1d *To Duplicate a greeting use the asterisk:

First you must enter the greeting for the first giftee.

Then on the following giftees you only need type in *. DO not space and then type *.
You must type the * in the first space or the duplicate process will not work.

A Greeting is a message from the Customer to the recipient (Giftee) and is the only way the Giftee
will know who sent the item(s). You must include the Customer’s name in the Greeting.

e |f the Customer does not include a name, ask them “How would you like that signed?”
[ )

If no greeting is entered, the greeting will default to the Customer’s name only. Always use
Greeting Shortcuts.

o Greeting Shortcuts eliminate spelling errors.

Remember: Verify! You typed it, you spell it back.

4. Press ENTER



5. Previous Giftees

Swiss Colony Customers who have shipped to giftees in the past will receive a giftee reminder list mailed to
them in October.

We have 5 ad
would you 1i

Press F11 is the customer started to give a new name and proceed with typing the giftee information

6. Duplicate Iltems to a Different Address
If you need to duplicate items to a different address:
(i.e. You entered items to the Customer's address but they need to go to a giftee address)
1. Typeinthe name & address you want to send to in the Giftee address fields.
F2 to the Date & Greeting screen of the items you want to duplicate.
F5 twice to duplicate.
F8 to delete what you are duplicating
F4 to move to new date & greeting screen.

F2 to page forward.

N o v ok~ wN

Continue with order as normal.



Part 6 — Item Screen

May I please have the first item number you wish to order? —

Anymore items to this address? (Y/N): Y

1. Item Number is a combination of PREFIX and PRODUCT NUMBER

PREFIX-S

PRODUCT NUMBER — 9758726

Always verify the Name and the Price of the item.

o Do not verify the Page number from the
catalog. This is only for your reference.

e Do not ask for the quantity of the item.

e Always assume the Customer wants
one, unless they tell you differently.




Personalized Items

Some items in our catalogs allow a personalization to be added. If the personalization is optional, there is an
additional fee to personalize. For more information see; Goto and search Personalization Fee

The system is set to only allow a certain number or letters and spaces per item. To find how many letters &
spaces are allowed on each item, F9 for the Help screen.

e |f the Customer’s personalization request doesn’t fit in the spaces allowed:
e Itisyour job to inform the customer that the personalization does not fit.
e If you enter a personalization that is too long, the order will not process.

e This will cause a delay on the order and possibly a cancellation of the order.

To correct/change a personalization:
o SPACE BAR through the incorrect entry

e You cannot use the End of Field key or the Backspace key to remove it

Capitalization matters. The personalization will print exactly as you typed it. Some items may
be ordered without personalization

e The system will notify you with a message — “blanks allowed”

e F12 twice if no personalization is requested.

3. Press ENTER

The item is not added to the order until you press ENTER




4. Proceed to ask for the next item.

» S o Semiond <> Ying <> Roch Bundime Maame Doy L= | S I

fiy ldt Semen Opuen: Tonder ‘iew Lap Heb

ENTER for next item
F5 for New Date
N for Next Glftee or End Order

U to Upsell



5. The Shopping Screen will appear if the item is not available or delayed.

PRICE PAGE
59.99 910

Place the cursor in front of the item and press ENTER

When offering items from the Shopping Screen:

e The Shopping Screen may include other items that are available in the size or color of the item that is no
longer available or has low inventory.

e [f the size or color choice is no longer available or the inventory is low; the size/color will change
colors and will give you the same messages.

e You can only choose 1 item at a time from this list of alternate items.

e If you try to enter another item; the system will take you to a new help screen with this
message: “First item is already retained. This second (or subsequent item) for another catalog
cannot be retained in memory.”

e Copy or write this item down on scratch paper.
e Complete current order.

e Begin new order with first alternate item saved.
e Add this new item to the new order & complete.

e You must offer items from this screen BEFORE offering an UPSELL item.

Items from another company

If the customer chooses an item that is from another catalog, the system will bring up the following
information for you to read to the customer.

e “The Alternate Item selected is for a Different Catalog & must be placed on a new order with that
company. If you have never ordered from that company and are not ordering with a major credit
card, it will require opening an account with that company.”

e If the Customer is ok with placing a new order, ENTER twice to keep the item.

e If the Customer is not ok with placing a new order, F12 to exit the help screen and F12 again to
exit the shopping screen.

If the customer chose an item from another company, on the “Thank You” screen you will see a new
message: “Now let’s enter the order for item from (company).” F12 to exit the “Thank You Screen”
and begin a new order for that company.

e The item number chosen will automatically fill in.




Double Back Guarantee
Only tell the customer about the Double Back Guarantee if they ask about it.

If the customer is not completely satisfied with the item(s) they MUST return the unused portion of the
item(s) at their cost (we DO NOT send a postpaid return label) and they will receive TWICE the price in
any product.

Items with the Double Back Guarantee will have a $ sigh next to the item description. When a customer
orders one of these items, you can press F9 to view the Help Screen where you will see the S sign.

Transfer the customer to Customer Service for return procedures.

6. Open to Buy Screen

3295-QEZ TEST 10002501

Your order is $39.90*. If ycuiuse your Montgomery wards credit
account today, you can spend $239% MORE and keep your monthly payment
at $70.00.

Open to Buy (OTB) is the amount the Customer can spend without increasing their monthly payment.
When the OTB Screen presents:

1. Read the white message to the customer.
2. Ask the Customer what payment method they will be using.
3. Type the payment code into the Credit type field.

e This information will carry over to the payment screen.

4. Offer items similar to what the customer has already orders.
5. If the Customer would like to add a suggested item, type ¥

e This will take you to a blank item screen to add another item

6. If the Customer doesn't want any addition items type N and proceed to the Upsell Screen.



3295-QEZ TEST 10002501

Your order is $39.90%. If you use your Montgomery Wards credit

account today, you can spend $239* MORE and keep your monthly payment
at $70.00.

Information on the screen

e Order total — The total of this order including shipping/processing and sales tax.

¢ AR balance - Amount on the Customer’s account at this time

e Unshipped - The amount of any unshipped merchandise. This amount is also included in the AR balance
e Available Credit - Amount the Customer has available to spend before reaching their credit limit.

e Credit Limit - The maximum amount of credit the Customer has.

o Payment brackets - Shows the maximum Account Balance and monthly payment for the Customer’s
current monthly payment, next level and the highest level within that Customer’s credit limit.

The account information is done in Real Time. It will not reflect:
e Unprocessed payments
e Credits to the account from same day

e Orders that require a down payment or that have not processed.

Offering Open to Buy (OTB)

Offering items while on the Open to Buy screen Attempt to offer similar items, or items that complement the
items they have already purchased.

e Example: if the customer purchased a Beef Log, suggest a cheese to go with the Beef Log.
e A good tool for offering similar items is to use the websites “You May Also Like” column.

e You will need to bring up the website manually as you will not be able to Ctrl+L on the item
numbers.

Do NOT type an N in the OTB screen until the Customer has said no to the similar items

o If the customer accepts an item after you type N the sale will not count towards your personal OTB
successes.



7. UpSell Screen — Offer 3 to 5 items from the list

UP SUGGESTIONS 08/01/18 12.24

JUST FOR YOU TODAY, WE HAVE SOME GREAT SPECIALS. THE FIRST ITEM IS

REGULAR SALE

PRICE PRICE OFF PAGE coM
Set

1 17

The system automatically takes you to the Upsell screen if the Customer is eligible for UPSELL.

At the top of this screen you will see a message in white. This is an example of a lead-in that you can read to the
Customer.

“Just for you today, we have some great specials. The first item is....”
You do not not have to use the provide lead in. Feel free to create and use your own lead-ins.
o ENTER on an item to add it to the order

e F12 to exit without adding an item.

For assistance be a successful Upseller see; Goto , seach Upsell!

Information on the screen

Item Column - The Item Number found in the Customer’s Catalog.
Description Column - The name of the item.

e F9 on any item to see the Item Help screen to help describe an item.
Regular Price Column- The price listed in the Customer’s catalog.
Sale Price Column - The price the item is on sale for.
Off Column - The percentage off the item’s original (regular) price.
Page Column - The page that the item is found on in the Customer’s catalog.

e Pay attention to the Item Prefix the Customer used when ordering. If the Item Prefix doesn’t match the
Item Prefix on the UPSELL screen, then the Page Number will not match.

Com Column - Commission. Some items offer a higher commission on your paycheck.


docShow.do?isReference=true&isPartOfHTML=true&entity.id=1088&entity.GUID=8773f414-7742-47g7-g706-280egg221e94&mandatorKey=MANDATOR_USU

8.

Do | still offer Upsell if the Customer said "NO" to Additional Items on the Open to Buy Screen?

If the Customer does not choose to add an additional item(s) from the OTB screen, it does not
mean they will not purchase an item on sale! Use lead ins such as:

As a thank you for placing your order with us today, | would like to offer you to go with
your at a discounted price of today. May | add that to our order?

You may not have any other regular priced items you want to add today; | would like to tell you
about a few items we have on sale.

If you do not have any other items in mind, we are having a great sale on today at the
great price of

FREEBIE — goto K-Center — Freebies

Rules for Freebies:

Freebie offers must be requested. We don’t ask the customer if they have one. °NOT every catalog goes
out with a coupon offering a free item.

Customers are entitled to one free offer per season (Aug 1st - Aug 1st of the following year.) °The offer
is per customer not per order.

o The system will only allow 1 Freebie.

o A purchase must be made to receive the free item.

Some freebies may require a minumum order to receive the freebie. °Customers will see this under the
terms and conditions on the coupon or listed on the website.

o Swiss Colony: $21.99 minumum order when adding a free gift online

o Wisconsin Cheesemen: $50 minumum order when adding a free gift online

Freebies can be sent to an address other than the customers.
There is no additional shipping & processing if shipped along with other items to the same address or if
it’s a Customer Taste Panel (CTP) offer.

o If the freebie is sent to a Giftee address alone, there is a shipping & processing fee of $3.99.

Freebies can be added to online orders.
o The customer needs to type the item number into the promo code field at checkout.

The customer can substitute their Freebie offer for another Freebie.
o Example: Customer needs a Sugar Free Option.

If the customer insists on a 2nd Freebie, transfer them to Customer Service.

Press F6 for Blank Item Screen and add the Freebie

Customer Taste Panel (CTP).

Some established customers receive a special Swiss Colony item with their first order.

e They receive a coupon in the catalog asking them to join the Customer Taste Panel.
e The customer will receive a survey regarding the product to fill it out and return it to us.

e The number must be included when placing the order.




Part 7 — Summary Page (F10)

10002501

_ LILLIE JOHNSON

“Current Order Total” is at the top of the
screen.

e This amount also includes Shipping
and Processing charges, if applicable.

e This total is for your reference, only.

e Do not tell the Customer the total
from the order summary, unless
they ask you.

1. This summarizes the order you just placed for the Customer.

e Since you verified everything as you entered it, you do not need to summarize the order, unless a change is
made after reaching this screen.

e To proceed, F10.

e If more than one page, prompt on top of page will state, Enter here for next page.

If changes are made after you have seen the Summary screen, you must then verify the order from
the order summary screen.

To Verify, briefly summarize the order
e Verify Item Quantity and Item Name
o Verify Color and Size, if any.
e Verify the name and city where the items are shipping
e Verify Estimated Arrival Date

Example: Going to your address for now delivery, | have the Gwendolyn Leaf Cotton Throw in Gold
and 2 of the Cooling Pillowcases in Fawn. Going to Chris's address in Chicago for Christmas | have
the Multi Pocket Upright Duffle in Blue....




2. Making changes on the Summary Page

Removing Items / Giftee: Type R in front of the item / giftee you want to remove and ENTER twice.

e Note: You can only remove 1 item at a time.

Adding Items:

Type A in front of an item and ENTER. They system will take you to a blank item screen.

To Change Quantity:

Place cursor on the line in front of the item for which you want to change the quantity. Type the new quantity
and ENTER.

To Add a New Date Screen:
Type A in front of the EAD and ENTER. The system will take you to a new date/greeting screen.

To Add a Giftee:

Type A in front of the name of the last person sent to and ENTER. The system will take you to a new giftee
screen.



Part 8 — Payment Screen

When placing an order by phone our Customers can pay for the order using Credit Plans, Major Credit Card or Gift
Certificates.

1. Credit Plan

10002501

Would you like this billed with our credit plan or to a major credit card?

4 <> SreenPops <> Trainng <> Rocket BlusZone Mainframe Display

What do we do if the customer refuses to give us their Social Security Number (SSN/SS#)?
1. Ask the Customer to provide their Date of Birth (DOB).

e The system will allow you to continue without the Social Security Number (SSN),
as long as the Date of Birth is entered.

2. If the Customer refuses to give their Date of Birth (DOB):

e Explain: We need this information for your protection. Without it, | am unable to
place your order on our credit plan today. Would you like to provide this
information or select another form of payment?

o If the Customer still refuses, place the order using a Major Credit Card. Without
this information, the order is unable to be placed on our credit plan.

If customer does not want to pay using a Major Credit Card. Cancel the order in TEL




Can the Customer pay for the order using a Check/Money Order?
Only if placing the order through the mail.

We can only accept a check or money order on mailed in orders. We do not have a way to place
an order over the phone using a check or money order.

My Gift Certificate covers the full amount of the order, why do | still need to choose a payment
method?

Our system requires a payment method be entered even if the gift certificate covers the full
amount of the order. We are unable to process the order without this information.

Can the customer put for 1/2 on a Major Credit Card and 1/2 on our Credit Plan?
THIS CANNOT BE DONE.

e |f a customer uses a major credit card when ordering, ALL of the order will be charged to
the card at time of shipment.

What is a Purchase Order Number?

The purchase order field (P.O. Number) on the Payment Screen is to be used only when the
customer tells you they need to have their purchase order number appear on the invoice/bill we
send to them.

DO NOT ask the customer about this; the customer will tell you if they need this information
added.




2. Major Credit Card

10002501

Would you like this billed with our credit plan or to a major credit card?
M

mathad?

2.1 Enter the CREDIT CARD number
2.2 Enter the Expiration Date

2.3 Enter the CID F9 for HELP
Gr edil @af‘@ ;e Edit Session Qptions Transfer View Script u;‘pmw“ ———— ]

Identification Number
(CCVICVV %)

’ (D) )

—— -
v ] o
\i‘@« AMERICAN EXPRESS

MASTER CARD
DISCOVER




Part 9 — Total Screen

10002501

The total of the order with Ship/Proc is:

(8]

Breakdown

1. Start by reading the White Script:

“The total of the order with Shipping & Processing is:
Only give the Customer the Total with Shipping & Processing.

If the Customer asks for a breakdown of the total, it is found on the right of the screen
1. Item Total: Total of the items on the order.
2 Total Shipping & Processing: Standard Shipping based on the Item Total
3. Additional Shipping/Processing: Any Expedited or Size/Weight Charges
4

Sales Tax: Amount of Sales Tax if applicable.

For more information, Goto K-Center, search Orders - Charges

PROMOTION CODE

Enter the Customer's promotion code exactly as they give it. Promotion Codes are normally a
combination of letters and numbers.

e If the Customer's code consists of all number, this may be a Gift Certificate which is
entered on the Payment Screen.




OFFICE USE CODE

Office Use Codes are used to make notes on the order.

F9 on the Office Use Code line for the list of codes and a definition of them.

DON'T SEND CATALOG TO GIFTEE (OR TO BUYER'S "SHIP TO" ADDRESS)

REQUESTING SPANISH FOR NEXT CALL

DO NOT SEND ORDER ACKNOWLEDGEMENT

MESSAGE FOR ORDER CORRECTIONS-See below

SEND EXTRA ORDER BLANK

DO NOT RENT CUSTOMER'S NAME TO OTHER COMPANIES

4 46(2|% 4|9

DON'T SUBSTITUTE ON THIS ORDER

VERIFIED QUANTITIES (OF 10 OR MORE)

VERIFIED PERSONALIZATION (IF IT IS LONG OR UNUSUAL SPELLING)

ngn

DEDUCT $10 DISCOUNT CERTIFICATE

Note:

You may enter up to 10 office use codes.

Continuously type one after another (no spaces) only the 1st code description will show

after you ENTER.

M CODE

An M Code is a message for Order Corrections. It is used when an item is not showing on the
order correctly (i.e. Price is incorrect, Iltem not showing color/size options, problem pack
discount) or to add addtional Gift Certificate #s.

To enter an M Code:
3. Type an M in the Office Use Code Field
4,

In the To add comments: field, enter instructions for Order Corrections.

e |nstructions must include the Item # and the correction

e Examples:

654321 discount 510 per help screen
654321 match internet price of 519.99
654321 customer wants blue

654321 add item in size 6 Blue

GC #3 123456478 GC #4 1234432112

2. Type E Press ENTER




Part 10 — Thank You Screen

10002501

08/13/18

a 1T There 15 naothina else. Thank The C.ustomer tor calling.

This is the last page of the order.
e Everything shown in Turquoise must be read VERBATIM.

e After reading the Turquoise message, always ask the Customer if there is anything else you can help
them with.

e If there is nothing else, thank the Customer for calling.
e Disconnect the call.

e You do NOT need to wait for the Customer to hang up before disconnecting.
e F12 to exit Thank You screen and return to the Main Menu.



Part 11 — Cancelling/Deleting an Order

1.

2.

Canceling an Order

1.1  F1to the Buyer Information Page

1.2 F8 to bring up the Reason for Cancel Script

1.3 Type the Reason for cancel code in the required field. (F9 to see the list of Cancel Codes)

1.4 If using OT — Other Cancel Code you must type additional information in the provided field (ex. OT Not
Placing Order; Not Customer’s acct)

1.5 If more than one code applies, select one of the codes to use.

1.6 F8to delete the order.

e araern 1or e CUusLuormen
35702611 66215530
«<F&> will result in the deletion of the entire order. Type reason for cancel
and press <F8> again to confirm deletion, OR <Pause/Break> to cancel deletion

I ANcal T il
Cancel Reason

2.1 Priced Too High

2.2 Changed Mind

2.3 Shipping and Processing
2.4 ltem Delayed or NLA

If the customer wants to cancel their order due to an item being priced too high, the item being delayed
or NLA, or the Shipping and Processing being too high, complete the following steps:

Offer an alternative item

Try to locate a similar product on the website that will fit the customer’s needs

e Explain the reason for the pricing and attempt to save the sale.

i.e. Shipping and Processing is comparable to other catalog companies.

e Offer a 10% discount

For assistance applying a 10% discount, goto K-Center Discount Promotion Code / Coupons

e If unable to save the sale, proceed to cancel the order for the customer


docShow.do?isReference=true&isPartOfHTML=true&entity.id=1068&entity.GUID=bc58f55b-b500-4955-be02-d9ffe3f8ede7&mandatorKey=MANDATOR_USU

2.4 Down Payment

If the Customer want to cancel the order due to a down payment request, DO NOT cancel the order.

o [TAB to the option that reads Does not want to make down payment.
* need screenshot -

e ENTER for message.

e Read the new Turquois message

Y Ay 3 = = Y DRy i = Iy i . h iw =
"When you're ready, youn can make your payment online at any time. Yon'll receive a

letter in the next 5-7 days that further explains the need for a down payment and how

to make it.”™

e Explain to the customer the order will not be processed unless a down payment is made.
e Do not cancel the order, because if the customer calls back and decides to make their down payment,
they will be unable to make it because the order is cancelled.

2.5 Refuses to give SSN or Date of Birth

If the customer refuses to provide the following information or wishes to cancel the order instead of
providing the information, complete the following steps.

Social Security Number and/or Date of Birth - These are required fields.

e If the customer refuses to give this information:
o Enter to view the rebuttal message
= This message presents in Turquoise and needs to be read verbatim.

If the customer still doesn’t want to provide this information you may proceed one of two ways:

1. Place using a Major Credit Card
= Change payment Method to M
= Enter the Credit Card #, Expiration Date and CID as normal

2. Cancel the Order
= After the rebuttal message
1. F1 to the Buyer Information Screen
2. F8 to bring up the cancel reason script
3. Type SS if No Social Security # Given or DB if No Date of Birth Given.
4. F8 to complete the cancel script.

Would you like to open a credit account or use a major credit card today?

For security purposes and to v your identity,




2.6 CORDER

If the customer calls back to inquire further about the order, and then tells us to cancel the order:

1.

vk wnN

Go to CORDER

On Order Totals Screen: Type C

ENTER

On Thank You Screen: TAB to the Reason for Cancelling

ENTER — your selection will turn white and message at the top of the screen will read
“Cancel Confirmed - F12 to exit”

.F12 to exit the order and complete the cancelation request.

2.7 Screen Auto-Pop (TEL- Not placing an Order)

Customer is Not Placing Order (Screen Auto pop)

If the screen auto pops into TEL and the customer is not placing an order.

1. F8 to bring up the Reason for Cancel Script a.The Reason for Cancel will auto fill with the NO code

2. F8 again to return to the Main Menu

2.8 Email Cancellation Request

If the customer emails and then tells us to cancel the order:

1. Go to CORDER

2. Change source to Email

3. On Order Totals Screen: Type C

4. ENTER

5. On Thank You Screen: TAB to the reason for cancelling °If no reason is given, TAB to Other

i.0n the Comment Line type: Email Request No Reason

6. ENTER to confirm your selection °The selection will turn white and message at the top of the screen
will read “Cancel Confirmed - F12 to exit”

7. F12 to exit the order and complete the cancelation request.

8. Respond to the Customer using the (cncl) Cancel Standard Response.



Part 12 - CORDER

What is CORDER?

CORDER allows you to make changes to any order placed today, orders in order corrections, order adjustments or credit
Held orders....any order that is not FOE.

Not all rep levels will have access to all order statuses. A message will appear on the CORDER screen instructing you to
transfer to Customer Service if you do not have access to a particular order. Don’t forget to enter notes in the GUI if you
need to transfer a call.

General Rules to Follow:

1. Clear ALL yellow messages from the order by getting the necessary information from the Customer.

There is only 1 situation where you would not have to work all the yellow error messages. If the Customer wishes to
cancel the entire order, it is not necessary to spend time working each message, you may cancel the order without
clearing off the error messages.

2. Work “yellow” messages from the top of the order summary screen down.
3. Items listed below the “ ” line on the Order Summary screen will not ship.

(Hint: these items do not show a price (50.00). ARROW down and to the error message on each item, press ENTER, and
add the requested information needed to clear the error message. Once the error message is cleared the item will now
show up above the “PINK” line and will reflect the price of the item, except for items with the Item Sold Out message
which will remain below the “ ” line.

4. You may type an “A” or “R” on a line to add or remove on the order.

Exception: You are not able to “R” and remove items with Item Sold Out messages. These items will remain on the order
in the un-shippable section.

5. Shortcut: To duplicate an item and ship to another address press ENTER on the item twice. The system will remember
the item number. Then type an “A” in front of the Customer’s address and press ENTER. Add the new name, address and
ship date information and then type an * (asterisk) on the item line.

6. To Cancel an entire order, type “€” on the where you would normally end the order.

7. To Un-Cancel an order previously entered and cancelled earlier Order Total screen today, type a “Y” in the Un-Cancel
field. You can only use the Un-Cancel feature on orders placed earlier today.

8. CSR comments are automatically applied and unless there are unusual circumstances you will not need to add
additional comments in CSR.

9. If you accidentally clear a message without working it, press F1 back to the Buyer Information screen and F8 twice.
This will reset all the error messages on the order. You will have to rework any messages you had already cleared.

10. On Held for down payment orders you may add or remove any items as the Customer requests. There is NO dollar
limit on what can be added to an order. As adding or removing items may change the amount of down payment
requested, always make any changes before processing a down payment for the Customer. After making changes to an
order, the down payment amount may change. If so, you MUST read the new down payment information and amounts
to the Customer.



Q: If there are no items for a Giftee (only an address) and the Customer doesn’t want anything
sent to the Giftee, do we “R” to remove the giftee name and address totally or just leave the
name and address on the order?

A: You may “R” to remove any giftee on the summary screen after verifying the Customer does
not want any items sent to that person.

A Ready 8) 172.26.72246 8 04,059
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Change Payment Method/Add Gift Certificate

1.1 If adding a Gift Certificate:

1.1.1  In CORDER, F10 from Order Summary to Total screen.
1.1.2 F3 from Total to Payment Screen.

1.1.3 [TAB to the Gift Certificate Field.

1.1.4 Type the Customer's Gift Certificate Number.

1.1.5 Verify any information you typed.

1.2 At this time, we are not able to change the payment method on an order using CORDER, because they
order will not re-process under the new payment method.

e If the order is held for a down payment and the Customer wants to change the payment method to a
credit card, you can treat it as a down payment and pay for the order in full.

e If the order was placed on a credit card and the card declined, see Credit Cards & Checks.



2. Changing the Color/Size of an item

2.1 Goto to the Item Page of the item the Customer wants to change.
2.2 ARROW to the Size/Color field and press ENTER

-

@ S3 <> Dickevill

File Edit Session Options Transfer View Script Help
3011qezl

g

VI650976 10 WHI
1

Anymore items to this address? (Y/N): N

S3.. Ready.. 192.168.94.94 TNCC3011g 9:28:51 3/8/2018 NUM 00:13:13  12.0.

2.3 TAB to the size/color that was ordered and SPACEBAR through the quantity

_ - . .
@ 53 <> Dickeyville Secure C <> Session 3 <> bluezone <> BlueZone Mainframe Dlsp!a_—

File Edit Session Options Transfer View Script Help
3011-QEz COLOR SIZE 1TO0 18 OF 18

S3.. Ready .. 192.168.94.94 TNCC3011§ 9:28:51 3/8/2018 NUM 00:1313  12.0.

F o




2.4 TAB to the new size/color ad type quantity

- . . . .
@ 53 <> Dickeyville Secure C <> Session 3 <> bluezone <> BlueZone Mainframe Dlspla_—

File Edit Session Options Transfer View Script Help
3011-qQEez COLOR SIZE 1710 18 OoF 18

S3.. Ready.. 192.168.94.94 TNCC301144 9:28:51 3/8/2018 NUM 001313 12.0.

2.5 ENTER to update

2.6 Press F1 to apply
2.7 You will see a message in red stating “Changes have been applied”.

-
@ <3 <> Dickeyvill

File Edit Session Options Transfer View Script Help

: 3011QEZ1

VI650976 12 WHI
1

Anymore items to this address?

S3.. Ready.. 192.168.94.94 TNCC3011§} 9:28:51 3/8/2018 NUM 00:13:13  12.0.

2.9 Continue with the order



3. Changing/Adding a Giftee

Before using CORDER to make a change to a Customer’s order always check the following:
5. Isthe order FOE?
e Ifyes, it cannot be changed. Cancel the original order and place a new one.
e If no, what is the Customer requesting?
6. What is the Customer requesting?
e To prevent fraudulent orders. If the Customer is requesting to:
e Changing the Ship To address from the Billing Address to a Giftee Address.
e Cancel the original order and place a new one.
e Changing the Ship To address to an address in either Miami, FL or Doral, FL.

e Cancel the original order and place a new one.

If an order is not yet FOE (free of error) and you need to add a Giftee or an item can't go to a PO Box and you
need to add a Giftee to ship to a physical address go to CORDER.

1.Place an “A” in front of the Customer’s name to add another Giftee.
2.Type in the new name and address.

To add a physical address when the “Cannot ship to PO Box - needs physical shipping address” error message
appears:

e TAB to the “Cannot ship to PO Box - needs physical shipping address” error message.
4. Changing a Greeting

If order was placed today and the Customer is calling back to change the greeting, you can go to CORDER to
make the change in the greeting.

Remember: order must have been placed today in order to change in CORDER.
e To change a greeting on an order placed before today or that you can't change in CORDER, transfer to
Customer Service.
e Customer Service Agents (CSR4/5) can check out GREET for more information on handling these
transfers.

5. Cancelling an Order

If the Customer calls back to inquire further about the order, and then tells us to cancel the order, see Cancelling
an Order in TEL to assist the Customer.

6. For other information see CORDER Messages






