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Best practice customer service online

In today’'s E-commerce world, the well worn growth strategy of casting your net
wide in order to capture as much customer demand as possible, and then putting
all your focus on converting that demand immediately, is no longer a viable path
to long term success. Instead, top online retailers are setting themselves apart
by engaging customers, retaining them and encouraging repeat purchases
almost immediately. Everyone is competing for your customers' dollar so it is
crucial that you spend at least as much time and energy looking after them as
you did acquiring them in the first place.

So, how do you go about doing this? In this White Paper, we will show you how
you can use the tools available to you to encourage those first time buyers to
become your best customers.
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Content, content, content

It's all well and good making your website easy to buy from but it is just as important to give your customers

reasons to come back and buy again. Retailers who focusing on providing their clients with user guides,

recipes, fashion tips and lifestyle ideas are encouraging their customers to return to their sites even if they have

no immediate need to buy. If you liked the product and/or service enough in the first place to buy it, then you

might be interested in what the brand has to say. Make sure that you become the font of all knowledge when

it comes to the products and services you offer or one of your competitors will.
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SCOOTERS ADULT SCOOTERS CREATE YOUR OWN ACCESSORIES OFFERS SPARES BLOG
AGES 1 & UP GO FASTER. GO FURTHER  AGES 1-12 AGES 1-ADULT ALL SCOOTERS

m FREE DELIVERY
on all scooters

ﬁ LOWEST PRICE UALITY

AWARD WINNING SERVICE @D, 97% POSITIVE
Guaranteed Swiss design -

We are 2016 champlons Feedback

SCOOT SAFE

TEACHING CHILOREN 10 SCOOT SAFELY

WELCOME TO MICRO SCOOTERS
SCOOT SAFE. FIND OUT TOP TIPS TO
HELP YOUR CHILD SCOOT SAFELY,
DOWNLOAD OUR FREE REWARD CHART
AND ENSURE YOUR CHILD'S HELMET IS
FITTED CORRECTLY.

2, Use your brake to stop / slow down

3 Don't scoot off, either wait for your mum/dad to catch up or
scoot back to them

4 Always get off your scooter when you cross the road

5

Be courteous to other pavement users. Move over to allow
them space, or stop if there's not enough room for you both to
pass

1 The front edge of the helmet should be 1/ 2 finger widths above
the bridge of the nose

2 The upper straps form a V shape starting 1 cm beneath the ear. If
the length of the straps differ, they can be readjusted by pulling
the strap.

Click here to view our video on how to
measure for the correct helmet size >

HOW TO ENSURE YOUR HELMET FITS CORRECTLY

Our range of Micro helmets are suitable for both scooting and riding a bike. Having a correctly fitting helmet is vital for safety.

A T A Ma
MICRO’S TIPS FOR SCOOTING SAFELY
1 Aiways ensure you wear a helmet when scooting 6 Always listen out for cars as they could be reserving out their
driveway

T ook out for changes of pavement surfaces, these can cause
you to go faster / slower than expected

8 Keep away from the edge of the pavement, scooct on the
inside of the pavement away from the road

9 Be careful scooting after it has been raining, especially over
manhole covers as they will be very slippery

1Q Ensure you wear bright clothing, or reflective jackets, and put

a light on your scooter so you can be seen

...

3 Use the adjustable wheel in the back to give the helmet a stable fit

(and can be adjusted as your child’s head grows).

4 When the helmet is on, you shouldn't be able to fit more than 2 fingers
between the chin strap and chin.

L)
% Click here to view our range of helmets >

GET TO KNOW YOUR SCOOTER

Help teach your child about the different parts of the scooter, so they know
where to find everything quickly when scooting.
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Incentivise customers to sign up for your newsletters

Many websites have their newsletter sign up box in the footer of their website where nobody sees it unless they
happen to scroll all the way down to the bottom of the page. They often also contain boring wording like “sign

nou

up’, “stay in touch” or “join”. These all sound a bit like invitations to join the armed forces.

Best practice online retailers understand the value of getting a potential customer to part with their details
and incentivise them to do so with attractive wording and images in an easy to see, obvious place. Please find
below screen shots of some of my favourites.

Many retailers worry that these ‘pop ups’ are invasive and will annoy their customers but if they are implemented
properly, they will only appear for people who have not yet signed up.

But remember, once you have their email address, don't abuse it, use it wisely. Ask them about their email
preferences and only send them emails which are of interest to them.

FANCY ANOTHER BITE?

Subscribe to our mailing list for mouth-watering exclusive enline
offers, nifty chef's tips and cooking guides, recipes and even
videos...

]
WELCOME TO VAN DAL

SIGN UP TODAY FOR 15% OFF YOUR FIRST ORDER
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AND BE THE FIRST TO KNOW ABOUT NEW ARRIVALS,
SPECIAL OFFERS & SALE EVENTS!

Email Address *

*You can unsubscribe at any time.

SIGN UP
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Loyalty points/discount/rewards

Loyalty points are a great way of telling potential customers that you value their business and are prepared to
reward them for it. With platforms like Sweet Tooth and Loyalty Lion you can implement and manage these
types of programmes really easily. Make sure that they are aware that you have this scheme by displaying the
correct information at all stages of their journey through the website. Please find below a screen shot of how
you might want to display such a scheme on product pages.
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Home > Whitford Il - Black Nubuck

WHITFORD Il - BLACK NUBUCK

2459130
£60.00 £70-00

Whitford Il is a beautifully soft black nubuck loafer with tassel detailing, adding a
vintage finish to the look. With our incredible Happy Feet underfoot cushioning,
Whitford |l is a classic, you'll wear again and again. Team yours with cropped trousers
and a silk blouse for a smart day look.
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SELECT A SIZE (EU) (required)
Choose an Option : ADD TO SHOPPING BASKET

VIEW SIZE GUIDE Eam 60 Reward Points buying this item

OTHER COLOURS AVAILABLE
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FEATURES REVIEWS DELIVERY & RETURNS
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Personal recommendations

In a world where your customers are getting emails from the retailers they
have signed up for and also probably from those they haven't, personal m NOSTO
recommendations are the way forward. Customers value the fact that Enjoy Online Shopping.
you know and understand their preferences. Not only are you saving them
time when you do this but you are also adding a personal touch to your

communications with them. Technologies like Nosto and Emarsys can help g el I la rsyS

you to achieve this.
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Online chat

Who hasn't been in that position where they have 1 question that they absolutely need answered before they
can commit? Buying a product that you have never seen or touched can be nerve racking, not to mention the
fact that you might not have any prior experience of dealing with a particular merchant. Offering online chat
shows customers that your door is open and that you are there to answer their questions if they have any, all
without having to pick up the phone.

See https://www.livechatinc.com/livechat-resources/online-customer-service-best-practices/ for
further information.

Make the most of your Thank you page

Does your Thank you page look like this?

amazon - EErE | not, then you need to consider the following

SRR toctics:
+/ Thank you, your order has been placed. . .
o~ ' e Change the wording to make it more

You can change this

111-6075784-0254625
oN eahawks Women's '47 Brand... wil be shipped by Amazon.com.
‘Guaranteed delivery: Dec. 18, 2014

customer friendly and reflect your brand

Review or edit your order »

and value proposition
e Providing easy ways for the customer

Related to Items You've Viewed [OREEID)]
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Sototook (s2n) Docking Station Type Cover 3 12-inch. 312-nch.
$1,279.99 Sototciot @) ototoicl (235) X crosoft
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delivery, etc
e Recommend other related products and

»View or edit your browsing history
Recommendations Based on Your Order

L g

services on this page
B e Include links to instructional videos,

b ; 12 Years of Storage
$18.47-54105 52624- 85400 $i652-53400 Guarantee manua'g etc
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More Items to Consider @105 ®

[oRED]

e Invite them to provide feedback on their
purchase experience

With a best practice E-commerce platform like Magento 2 or Shopify Plus, most of the above (and more) can
be achieved using the native tools available to merchants.

Sp L shopify plis

MAGENTO
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Customise the Order Confirmation email .
. | | ! | Love that shirt!

Order Confirmation Number: 21321
Expected Delivery: September 16th, 2015

Do your Order Confirmation emails look like this?

You want to keep your new customers excited about their first purchase
and engaged with your brand so if it doesn't you might want to consider
the following:-

= Have a beautifully designed email with nice copy and images

= Possibly add a promotion for their next purchase

= Include upsells again

= Promote social media accounts A

= Encourage customers to share their purchase on social media
1 Malibu Surf Tshirt M Blue $21.99
Shipping: $4.00
If you can't do any of the above, then use the order confirmation email S ——
to engage your customers. For example, introducing your new buyer e R b piiaddress
to your brand's sense of humour and qualities, as this can go a long 2450 o o4 Suntane

Hollywood Hills, CA 90265 Hollywood Hills, CA 90265

way to getting people in the habit of opening your next email message.
The important thing about order confirmation emails, is that you are Cus el
training your new customers to open or ignore your future emails.

Tailor your Shipping Confirmation Emails

"

| think we can all agree that “Your order has shipped!" emails are the
best. Unless of course you happen to be ordering something boring
for work or ordering something on behalf of someone else that is not

intended as a gift for them.

Good shipping confirmation emails should always contain the following:-

= Lead with the good stuff (Your order’s been shipped!)

= Make it easy for your customer to track their order by linking to the tracking site
= |nclude expected delivery date

Offer a coupon, flash sale, or some other call to action like refer a friend
= Alleviate anxiety by reminding them of customer service & return policies

Give your customers a reason to continue to be excited about their purchase and looking forward to receiving
it in the mail.

MMMMMMM
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Packaging, packaging, packaging

When you buy something from your favourite shop on the high street, do they throw it in a plastic bag or a
padded envelope? Of course not, they fold it up nicely, wrap it, put it in a branded beautifully designed paper
bag, possibly with a bow on it, etc. This is nice for you but also good for them because it's an opportunity for
them to make you feel special and advertise how brilliant they are at the same time.

Consider the following articles by Richard Lazazzera from Shopify Plus:-
= Creating a Memorable and Shareable Unboxing Experience
= 5 Ways To Use Packaging Inserts to Increase Customer Loyalty and Revenue

The Follow Up Email

Once the order has shipped, why not check in with your customer to see if they are happy with their purchase?
This is a nice personal touch and shows that you still care even if you already have their money.

The Customer Survey

You might think you know what your customers want but can you be absolutely sure? Adding a small survey
to your website will give your customers the chance to provide you with feedback and tell you what they think.
Tools like Survey Monkey are really easy and cost effective to implement.

Social channels

Don't neglect the value of monitoring social channels for customer feedback and customer service as many
customers use twitter, facebook, etc to say what they think about you and want from you instead of using
the traditional methods. Keep on top of these channels and make sure that you respond and deal with any
customer service issues which arise as promptly as you would if the customer had contacted you direct.

MMMMM
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Contact us

Conclusion

Don't underestimate the little details.

Buying from a merchant for the first time can be a nerve racking process for the customer. By following the
above recommendations you will set yourself up to exceed expectations and remove any doubts/worries they
might have.

Rewarding customers for taking a chance with you will encourage them to promote your products and services
to other people as well. What's not to like about that?

Contact us

Screen Pages has extensive experience in doing this. We employ certified developers and solution experts.
Our designers understand usability and e-commerce best practice in many verticals ranging from fashion,
homewares and gifting to charities and B2B online retailers. Our professional, well qualified project managers
will guide you through the process and help you get the most out of this important transition.

For further information on how we can help you, please call 01932 359160 or email info@screenpages.com
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Call us Visit Email us
+44(0)1932 359160 4-5 THE COURTYARD, WISLEY LANE, INFO@SCREENPAGES.COM
WISLEY, SURREY. GU23 6QL

MMMMM
sssssssss
nnnnnnn




