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Why customer service matters for your success on Amazon
Great customer service helps drive sales

One of our core missions is to make Amazon the safest and most trusted e-commerce site in
order to deliver the best customer experience.

...Amazon’s
reputation
as a
place to buy Word-of-Mouth/Feedback

and...

Making sure ...Attracts
you provide

on the

builds... Customer site...
satisfaction

...Which ...Who will

. shop for

increase

too...

Watch the tutorial
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http://sellertutorials.s3.amazonaws.com/customerFeedback/UK/index.html

Why customer service matters for your success on Amazon
Increase your opportunity for sales success on Amazon

Before and during the order:

- Make sure that your online business is
set up correctly: shipping settings,
returns information, contact information,
etc.

- List your products correctly (title,
description, etc.) and use tracking
numbers as well as recorded delivery for
high value items

- Set and meet shipping expectations

- Have flexible customer service

Avoid issues in the first place by investing in adequate shipping methods, inventory

management and customer service!
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How to use the buyer-seller messaging service in your Seller Central account

The Buyer-Seller Messaging Service is a system that facilitates e-mail communication
between buyers and sellers in the Amazon marketplace via email addresses masked to the
users.

The Buyer-Seller Messaging Service is an easy-to-use system that offers the following
benefits:

Privacy and security

Faster and better resolution of disputes

Reducing or facilitating the resolution of A-Z claims

i Y www.amazon.co.uk - S5
amazon Servl%ﬁ.s,f:',,’?ﬁﬁ HOME \l HELP | LOGOUT
( INVENTORY -T ORDERS .T STOREFRONT -T REPORTS -T PERFORMANCE .T SETTINGS v] Search (s0)

Timely, high-quality

Buyer-Seller Messages
Review all your communication between yourself and your buyers. You can view the message details or the related order information. Learn more res po n Ses to

Enter Order ID, ASIN, or Email address Received ~ | Search ‘

customer questions

Show filter options

Received messages Sent messages a re a n i m po rta nt

Filters: || ast 30 days Need some help?
Date + Sender Subject Reference Buver-Seller Messaging Service Help f -
wstam 1ans Setum fecuesteds actor in customer
10:49 am  Denis Enguiry from Amazo Tools and resources
10:47 am  Denis Re: Enquiry from Am Alternate Address Sati Sfa Cti o n
10:44am  Mrs S Enguiry from Amazo -
10:43 am  richar Re: Enguiry from A 203-7¢ Seller contact response metrics
10:39 am  Debo Return Requested fi 202-34 7 day average response time 2.6 hours
10:37 am  claire Automatic reply: Em View All . h Id d
10:27 am  nalco Order cancellation r 204-0¢ N Ote b Yo u s o u p rOVI e
10:20 am  Marie Re: Order delivery it 203-85 Cu Stomer Se rvlce |n the
10:20 am  Anz E Thank vou from Am: 026-72 ff' = I I f h
10:13 am  Andre RE: Order delivery it 026-81 o ICIa anguage o t e
- . .
10:02 am  Imoq Order cancellation r 204-24 selllng platform (l .e. Engllsh
10:02 am  Joanr Return policy enguir k)
9:52am  emm: Re: Enquiry from Ar 026-0C on Amazon .co.u .
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https://sellercentral-europe.amazon.com/gp/help/help-page.html/ref=ag_200389080_cont_scsearch?ie=UTF8&itemID=200389080
https://sellercentral-europe.amazon.com/gp/help/help-page.html/ref=ag_200389080_cont_scsearch?ie=UTF8&itemID=200389080
https://sellercentral-europe.amazon.com/gp/help/help-page.html/ref=ag_200389080_cont_scsearch?ie=UTF8&itemID=200389080

How to use the buyer-seller messaging service in your Seller Central account

Contact Response Time measures the percentage of customer-initiated messages that you

have responded to within 24 hours.

We display a Contact Response Time performance indicator in the Performance Checklist

on the Customer Metrics page (Go to Performance>Account Health) (1). This is in addition to
the Buyer-Seller Contact Response Time statistics displayed further down the page (2).

amazon SerViceslsumps- www.amazon.co.uk » Ei3

seller central

( INVENTORY -T ORDERS .T STOREFRONT .T REPORTS +

.T SETTINGS .1

I Account Health

Seller Rating
Performance Feedback
Account Health Seller Rating NEW Customer Fed| A-to-z Guarantee Claims

Chargeback Claims

Customer Metrics

Performance Notifications

You can check this page for information that indicates howyooare oomg worrespect o customer satisfaction Learn more
Performance Checklist
Order Defect Rate Cancellation Rate Late Dispatch Rate Policy Violations Contact Response Time

Learn more Learn more Learn more

Buyer-Seller Contact Response Time (NEVW) Learn more

Learn maore

30 days 90 days
27, :_\Dq_:qlc Dec 27, (Sep 28 _?q':q'__z_\‘l: Dec 27, Target
Response times under 24 hours 100% (242) 100% (1788 100% (4601 > 90%
Late responses 0% (0) 0% (0) 0% (0) = 10%
No response for more than 24
o 0 o
hours
Response times over 24 hours ] o o

Average response time 2 hours 30 minutes 3 hours 1 minute

You have 12 messages that you have not responded to in the past 7 days.

3 hours 51 minutes
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Slow response times
can lead to negative

feedback and claims

which can affect your

selling privileges.
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https://sellercentral-europe.amazon.com/gp/help/help-page.html/ref=ag_200549770_cont_scsearch?ie=UTF8&itemID=200549770
https://sellercentral-europe.amazon.com/gp/help/help-page.html/ref=ag_200549770_cont_scsearch?ie=UTF8&itemID=200549770
https://sellercentral-europe.amazon.com/gp/seller-rating/pages/account-health.html

How to use the buyer-seller messaging service in your Seller Central account

Amazon.co.uk requires that merchants follow the guidelines when communicating with
customers.

Block some time in your calendar in order to respond to your customers on a daily basis (For
example, everyday from 5-5:30 PM).

Note: You can flag a message as not requiring a response by ticking the "Mark as no
response needed" box in the Reply area of the communication thread. This will exclude the
message from response-time calculations.

Reply DMark as no response needed (optional) Learn more

Please limit your text to less than 4,000 characters.

Page 9 Amazon Services Europe


https://sellercentral-europe.amazon.com/gp/help/help-page.html/ref=ag_1701_cont_scsearch?ie=UTF8&itemID=1701
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How to process customer returns with the new Online Returns Centre

Customers will have the same return experience both for 3 party sellers and Amazon
fulfilled items using the Online Returns Centre.

Sellers can manage returns from their Seller Central account, and automate the
authorisation of requests, using the "Manage Your Returns” tool.

Our Return rules have not changed - Sellers have always had to offer returns policies
as favourable as Amazon's own. We have simplified this by aligning the returns policies in
the customer information.

+ Sellers need to set up their returns’ address in the section

« Sellers should provide a return address for each marketplaces they are selling on
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https://sellercentral-europe.amazon.com/gp/on-board/configuration/index.html

How to process customer returns with the new Online Returns Centre
How it works: The customer initiates a return

- The customer places a return from “Your orders” page, clicking on the button “"Return
items”.

ORDER PLACED DELIVERY ESTIMATE Saturday 22 Sep 2012 - Wednesday 26 Sep

18 Sep 2012 2012

Order Details | Printable Order Dispatched Mo tracking information. Why?
Summary

ORDER #202-06972]

Kingston - Flash memory card - 8 GB - Contact seller
Class 4 - SDHC )

File/view Claim ]

RECIPIENT Luca Kingston

Sold by: Test UK Seller 4 Luca ( seller profile )

l
| Available Actions | - | l/

ToTAL £0.04 |
> Return tems J

«  This will redirect them to the Online Returns Centre

Returns Support Centre

New Returns Gift Returns Your Returns
Return or replace items from Return or replace items that Get the latest information on
your purchased orders you received as gifts your current returns

m | Returnagift | | Manage returns |
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http://www.amazon.co.uk/gp/css/returns/homepage.html/

How to process customer returns with the new Online Returns Centre
How it works: The customer selects a return reason

Returns Support Centre > Select Items for Return

The items for this order are displayed below. Please follow the Order #: 202-0697275-2!
return instructions that are displayed for each item. For more Order Date: 18 Sep 2012
details on what can be returned, please see our Return Policy.

(" View Qrder Summary )

This order was sold and delivered by an Amazon Seller

Upon completing this page, the details of this return will be sent to the seller for approval. If the return is automatically approved,
your return label will be available immediately. Otherwise, we'll need to wait for the seller to review this return request and provide a
label or instructions on how to return your items.

Item(s) shipped on 18 Sep 2012 < (What's this?) >

1 of Kingston - Flash memory card - 8 GB - Class 4 - SDHC

Sold by: Testl

T R hmpsting

=,
==
SGB (&

A

Reason for return: | - select a reason - i|

Accidental order
Better price available
Performance or quality not adequate
Incompatible or not useful for intended purpose S — )
The shipping box or envelope isn't damaged but the item is damaged W
Missed estimated delivery date
Missing parts or accessories
The shipping box or envelope and item are both damaged
Ge Different from what was ordered

Defective/Does not work properly
Care Arrived in addition to what was ordered elivery Rates & Palicies
Mo longer needed/wanted
Unauthorized purchase
Pres Different from website description

-+

et Us Help You

Inve mazon Prime

eturns Are Easy

Page 13

Amazon Services Europe



How to process customer returns with the new Online Returns Centre
How it works: The customer confirms the request

+  The customer chooses the reason and fills the return request

1 of Kingston - Flash memory card - 8 GB - Class 4 - SDHC
Sold by: Test1

B -
[RILTEIET

- - -
Reason for return: |M|ssmg parts or accessories El

Quantity to return: I:I

Comments: (optional) /

&

200 characters maximum, including spaces and carriage returns

NOTE: We aren't able to offer policy exceptions or special handling in response to comments enterad on this page.

- After submitting the request, it will stay in “pending response” until the seller processes
it

Returns Support Centre > Pending Response From Seller

1 of Kingston - Flash memory card - 8 GB - Class 4 - SDHC
Sold by: Testl
T st Reason for return: Missing parts or accessories

&2 Details: comment

We have received your return request and the seller has been notified.

Your return request has been submitted to the seller for approval. The seller will review and respond to your request typically
within 48 hours. Once approved, you will receive the seller’s return address with instructions for mailing your return. To view the
status of your request, you may visit the Manage Your Returns page in our Online Return Center.

|_Continue shopping @
L R————————————————————————
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How to process customer returns with the new Online Returns Centre

Both customer and seller will receive an email after the return request is submitted.

Note: If the seller set auto-approve for return requests, he won't receive any email,
and the customer will be able to print the return label right after submitting the
request.

Sellers can set their Seller Central account to include quick action links in the return
request emails they receive, so they can easily authorize or close return requests
directly from the email. Go to Orders>Manage Returns: Return Settings

Returns Settings Leammore

Return Email Setting

I Email format Y| Receive return request e-mails with links to Authorise, Close or Replyl

Default Automated Return Rules
Return requests are manual unless otherwise specified.
Select the default authorisation and optional override for return requests. Your changes will not affect open requests.

Auto-authorise returns Amazon.fr
Amazon.co.uk
Amazon.de
Amazon.it
Amazon.es

| Cancel | | Save Settings
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https://sellercentral-europe.amazon.com/gp/returns/settings

How to process customer returns with the new Online Returns Centre
How it works: The seller manages the return

The seller accesses the “"Manage Returns” tool in Orders>Manage Returns.
Possible actions (button’s order):

Authorise return request
Deny return request
Refund the customer
Contact the customer

AR W N -

INVENTORY ~ STOREFRONT ~ | REPORTS = | PERFORMANCE ~ | SETTINGS = Search (6o,

Merchant: Test UK Seller 4 Luca

Manage Returns Leammore

Filter returns by: Date Range v last30days ~ (Search | Returns settings £
View all 1" Status of Return Requests
=
Authorisation required 3
Closed .. .
Authorised Return requested 0 Missing parts or accessories | .mm l
e —— days ago 1/1 Kingston - Flash memory L Deny request J
Withdrawn by Buyer order 1D: card - 8 GB - Class 4 - SDHC ) — s
; - _ Issue refun
Denied by Seller 7583;:.5972?5 2 Buyer Comment: comment L J
Reques [ Contact buyer J
September 2012 17:41:05
BDT

¥ Read return details & order history
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https://sellercentral-europe.amazon.com/gp/returns/list/

How to process customer returns with the new Online Returns Centre
How it works: The seller authorises the request (1)

Return Information

Please provide a return delivery address. Learn more

Return Address

@ uUse this Address and phone

Testl

Testl

London

WC2a 2HD
United Kingdom
020 1234 5678

) Enter a new address and phone number

Name: |TE:St1

Address Line 1: [Test1 |

(or company name)

Street address. Enter the address exactly as it appears on your statement. For example, use
"Avenue” instead of "Ave" and "Street” instead of "St.”

Address Line 2: | |
{optional)

Suite, unit, building, floor, etc.

City/Town: [London |

Province/RegionfState: | |

#void using abbreviations like "N1" instead of "New Jersey”

Postcode/Zip Code:  yycoa o1p |
(all caps)

Country: | United Kingdom [~]

Davtir“e Phone: |020 1234 5678 | ext. |

Please anter your phone number with
prefixes are not necessary.

Sellers should provide a
marketplace specific
Add a new exception for another marketplace return add ress
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How to process customer returns with the new Online Returns Centre
How it works: The seller authorises the request (2)

Authorise Request Leammore

Return requested 0 days Missing parts or accessories

ago 1/1 Kingston - Flash memory card - 8 GB - Class 4 -

SDHC

Order ID: 202-0697275-2

Buyer: Luca de Pasgua ]
Request Date: 18 September 2012

17:41:05 BDT

Buyer Comment: comment

# Read return details & order history

Confirm Your Return Address

Return Address{Edit):
Testl

Testl

London

WC24A 2HD

United Kingdom
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How to process customer returns with the new Online Returns Centre
How it works: The seller authorises the request (3)

Return Authorisation Successful
You have authorised the return. The buyer will receive an email including a return label and return
merchandise authorisation number. Once you have received the returned item, yvou can issue the refund to

the buyer in Manage Returns.

Manage Returns reammore

Date Range » last30days ~ | Search | Returns settings £¥

Filter returns by:

View all Status of Return Requests -

49314

Authorisation reguired

Closed - - .
Return Authorised 0 Missing parts or accessories i Issue ﬂlﬂ ]

Authorised

Not authorised days ago 1/1 Kingston - Flash memory L Contact buyer J
Withdrawn by Buyer Order ID: card - 8 GB - Class 4 - SDHC
Denied by Seller 202-0697275-28 )
RMA: DKp8gHPMRRMA Buyer Comment: comment
Buyer: Luca

Request Date: 18
September 2012 17:41:05
BDT

¥ Read return details & order history

- Two actions still available: issue refund and contact the buyer
< The customer will receive an email with instructions on how to return the item
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How to process customer returns with the new Online Returns Centre
How it works: The seller denies the request (1)

Deny Request Leammore

Return requested 0 days Missing parts or accessories

ago 1/1 Kingston - Flash memory card - 8 GB - Class 4 -
Order ID: 202-5854079- SDHC

Buyer; Luca i

Request Date: 19 September 2012 Buyer Comment: my comments

10:20:50 BDT

# Read return details & order history

Reason for not authorising this return request

Deny Reason  Media or software has been opened

Message to Buyer t

2995 characters remaining

LR ————
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How to process customer returns with the new Online Returns Centre
How it works: The seller denies the request (2)

Deny Successful

You have successfully denied the return request.

Manage Returns reammore

Filter returns by: Date Range ~ last30days - (Search Returns settings £}

Status of Return Requests «

View all |
@
Authorisation reguired r.
Closed . L. .
Authorised Return Authorised 0 Missing parts or accessories i Issue ﬂlﬂ I
Mot authorised days ago 1/1 Kingston - Flash memory L Contact buyer _J
Withdrawn by Buyer Order ID: card - 8 GB - Class 4 - SDHC
Denied by Seller —ﬁﬁqi_pgg;ggaﬁmmm "-"':; Buyer Comment: comment
Buyer: Luca :

Request Date: 18
September 2012 17:41:05

BDT
/Eﬁ Read return details & order history

Closed 0 days ago Missing parts or accessories L Issue refund J
Order 1D: 1/1 Kingston - Flash memory L Contact buyer ]
202-5854079 card - 8 GB - Class 4 - SDHC

Buyer: Luca -

Request Date: 19 gross Buyer Comment: my

September 2012 10:20:50 comments

BDT

% Read return details & order history
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How to process customer returns with the new Online Returns Centre
How it works: The customer manages his requests

Returns Support Centre

New Returns Gift Returns Your Returns
Return or replace items from Return or replace items that Get the latest information on
your purchased orders you received as gifts your current returns

(__Retunitems | | Rewmagift | /L' Manage returns |

Returns Support Centre > View Existing Return Authorizations

Return Authorizations created in the past 2 months

Creation Date: 18 Sep 2012 Items: [ Print Label ]
Return Authorization #: DKp8 + 1 : Kingston - Flash memory card
Order #: 202-0697275-; - 8 GB - Class 4 - SDHC [ Filean Ato-ZClaim |

| View Your E-mails with Seller |

ek
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How to process customer returns with the new Online Returns Centre

Available actions (button’s order):

Print return label

Print this return authorisation and include a copy in your
return package

All the items must be returned by 21 Nowv 2012.

1 of BOOODOF2F36: Missing parts or accessories

Date: 23 Oct 2012
Order ID: 203-4841771-

Title: Kingston - Flash memory card - 8 GB - Class 4 - SDHC [PC] Kingston
Quantity: 1

Reason: Missing parts or accessories

Return Details: Luke

Action Requested: Refund

Contact seller/view previous emails

File an A-to-Z claim

FROM POSTAGE
REQUIRED
o -
London WC2A 2HD Seller’s return
“ address pre-
filled
DE71fPjREMA
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How to process customer returns with the new Online Returns Centre

The customer can also close the return (before the seller handles it) clicking on “Cancel

return”. Seller will receive a mail notification. The customer will be able to open a new
request at any time.

Note: The customer can place a return request on the same item several times, but will
be warned if there are already open requests on that item.

Creation Date: October 24, 2011 Items:
Order #: 103-6892994- « 1:5Skul

Status: Seller has not yet responded / Cancel Return |

[ View Your Emails with Seller |

[ File an A-to-Z Claim [

Creation Date: October 24, 2011 Items: . -
Order #: 102-6892004 e 1:Skul (— LS T —
Status: Closed

Reason: Cancelled by the buyer

[ View Your Emails with Saller |
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How to process customer returns with the new Online Returns Centre

The seller is able to automate returns in order to have them automatically authorised
by default. Two options:

Authorise all requests
Authorise only requests that meet Amazon return policies

Returns Settings Leammore

Return Email Setting

Email format Y| Receive return request e-mails with links to Authorise, Close or Reply

Default Automated Return Rules
Return requests are manual unless otherwise specified.
Select the default authorisation and optional override for return requests. Your changes will not affect open requests.

Auto-authorise returns V] pmazon.fr
Amazon.co.uk
Amazon.de
Amazon.it
Amazon.es

For the selected marketplaces @ 1 want Amazon to automatically authorise all requests that meet Amazon policy

I want Amazon to automatically authorise all requests

Return window 30 ~ days from the order date to automatically authorise returns

| Cancel | Save Settings

In the same "Returns settings” menu they can enable email quick-links
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Useful References

Seller Performance Measurement: Overview of the performance metrics

Festive Season Best Practices: Summary of top tips to maintain a good
performance over Christmas

Buyer-Seller Messaging Service

Contact Response Time metrics

Tutorial on customer satisfaction

Manage returns: More information on how to manage returns

Amazon.co.uk Product Return Policies

Amazon.co.uk Arranging Marketplace Returns and Refunds

Return Settings

A-to-z Guarantee claim process: overview of the A-Z Claims/Chargebacks
sections

Webinar Recordings: Our webinars’ invitations and recordings page
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https://sellercentral-europe.amazon.com/gp/help/help.html/ref=ag_200370550_cont_help?ie=UTF8&itemID=200370550&language=en_GB
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http://www.amazon.co.uk/gp/help/customer/display.html/ref=ag_xx_cont_200708210?nodeId=1161002
http://www.amazon.co.uk/gp/help/customer/display.html/ref=ag_xx_cont_200708210?nodeId=1161002
http://www.amazon.co.uk/gp/help/customer/display.html?ie=UTF8&nodeId=1161010
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Q&A
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Thank You

http://services.amazon.co.uk/resources/events-webinars/

Please note that this presentation is for informational purposes only. No promises or assurances of future sales are intended or implied. If
you need additional help, or would like to check that the information presented is up to date and accurate, we recommend for you to

contact or to check Amazon’s policies.
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