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Introduction

JEN:

Hi! Welcome to the Redcats USA family. Who doesn’t love credit? We all do, right? Can you think of an easier and more convenient way to shop? I can’t. Our research shows that our in-house credit card customers shop more often and spend more each time they shop our catalogs and websites, plus the incentives we offer our customers allows them to save more each time they use their card. 

So what’s in it for you? Of course, increased sales are good for the company, but you have a vested interest in promoting the credit cards, as well. Redcats USA partnered with Alliance Data provides a generous incentive program for our associates who meet designated goals, which will make a positive difference in your paycheck. The best way to get there is through product knowledge and a positive attitude. So let’s get started!

Private Label Credit Cards

JEN:

You’re going to hear the term “Private Label Credit Cards” used quite a bit, but what are they? Private Label cards are brand-affiliated credit cards, and unlike many retailers, Redcats USA Private Label cards can be used for all of our brands, not just one. They’re a great vehicle for increasing the number of new customers who shop with us, as well as a way to grow customer loyalty. Remember, our credit card customers spend more, shop more often, and are offered terrific benefits for doing so.

Redcats USA Private Label cards are issued by World Financial Network National Bank, which is owned by Alliance Data, the second largest issuer of private label credit card programs. Alliance serves nearly ninety-two million cardholders and generates more than seven billion dollars annually. It is through W-F-N-N-B that we are able to offer such a powerful, quality product that can make a huge difference in sales and potentially lead to incentive dollars for you.

What makes the Private Label cards such a bonus to our customers is the range of benefits they receive for being one of our preferred customers. The card can be used with all of our catalogs and websites; there’s no annual fee; customers have the option of receiving fast, easy, and secure paperless statements; and can access billing information twenty-four hours a day online. Plus, they can pay their monthly billing statement either online, over the phone, or through the mail, and having a separate card allows the customer to save their major credit cards for major purchases. In addition to all of these benefits, each card has brand-specific features:

· Along with their new credit card, our BrylaneHome preferred customers receive a coupon for 20 percent off on their next purchase of a favorite item, plus three additional coupons. They will get exclusive cardholder savings throughout their first year totaling at least one-hundred-dollars, in addition to merchandise offers. And, to show our gratitude, we celebrate cardholder milestones, such as birthdays and the anniversary of when the customer opened their credit card account. Cardholder savings is based on expected annual savings of applicable offers to new BrylaneHome credit cardholders.
· Upon receipt of their new card, Jessica London customers receive a savings coupon for twenty-five percent off of a preferred or favorite item on their next phone or online purchase, in addition to recognizing birthdays and celebrating each year the customer is a cardholder. 

· Customers who shop our KingSize catalogs and website can save ten percent when they activate their credit card. Once they receive their card, they get a coupon good for twenty-five percent off their next purchase of a preferred or favorite item, as well as exclusive offers celebrating each year the customer is a cardholder, in addition to the customer’s birthday, on their monthly billing statement. 

· With their welcome kit, new OneStopPlus.com cardholders receive a coupon for twenty-five percent off their next purchase of a preferred or favorite item, plus they get exclusive previews of sale priced merchandise and discounts throughout the year totaling as much as one-hundred-dollars. Discount savings are based on expected annual savings of applicable offers to new OneStopPlus.com credit cardholders.

· When a Roaman’s customer receives their card, they will receive a savings coupon good for thirty percent off of a preferred or favorite item on their next phone or online purchase. With their monthly billing statement, the customer will also receive exclusive cardholder offers at least twelve times a year, and we recognize the customer’s birthday and the date they became a cardholder. We also offer Roaman’s cardholders an exclusive merchandise preview at least twice a year.

· And, finally, a Woman Within customer will receive three discount coupons with her new credit card. She will also receive discount offers with her monthly billing statements, and we celebrate her birthday and mark each year she is a cardholder with exclusive offers.  

As you can see, Private Label credit cards are a great benefit to our customers. So how do you promote the cards?

First of all, the tone of your voice needs to be enthusiastic and sincere.  This begins when you answer the phone and continues as you make your presentation to your customer. Make your customer feel special as you congratulate them for being selected as one of our preferred customers – this pre-approved offer has a lot of benefits! Quickly explain the features and benefits of the card and let your customer hear your enthusiasm about the product! And, although the entire offer of credit is pre-scripted for you, try to make your delivery as conversational-sounding sounding as possible. Try not to sound as though you’re reading from a script! 

If the customer accepts the pre-approved credit card offer, be sure to ask if you may place today’s order on their new card. Explain that, to maximize their benefits, they will soon receive a monthly billing statement and that their cardholder benefits begin immediately.

Sometimes, though, your customer may initially decline the pre-approved offer. Here’s what I mean (stepping out of frame):

CALL CENTER ASSOCIATE #1:

You are pre-approved for a WomanWithin credit card account with a credit limit of seven-hundred dollars. This card comes with many great benefits such as unique savings, in addition to special merchandise offers that are only available to cardholders. If you agree, the bank’s privacy notice will be mailed with your new credit card. May I open your account? 

CUSTOMER #1:

I’ve got too many credit cards already, but thanks, anyway.

JEN (stepping back into frame, role-playing scene freezes):

It’s important to keep in mind that many times an objection is simply a request for more information. The customer hasn’t actually made up their mind and they’re looking for you to tell them why they should accept the pre-approved offer. Here’s what I mean (stepping out of frame).

CALL CENTER ASSOCIATE #1:

The WomanWithin card has a lot to offer our preferred customers such as special discount offers, plus there’s no annual fee, and the card allows you to save your major credit cards for major purchases. How does that sound?

JEN (stepping back into frame):

You could also face a situation like this (stepping out of frame).

CUSTOMER #2:

No. The Annual Percentage Rate on store cards is way too high.

JEN (stepping back into frame):

You might be asking yourself, what is an A-P-R?  The Annual Percentage Rate, or A-P-R, is the cost of using credit over the course of a year. This percentage is broken down to a daily percentage and is used to calculate the finance charge each month. (stepping out of frame)

CALL CENTER ASSOCIATE #2:

Actually, the A-P-R on the Woman Within card is comparable to that of other retail credit cards, and if you pay your balance in full by the payment due date indicated on your monthly billing statement, you’ll avoid finance charges altogether. How does that sound?

CUSTOMER #2:

Oh, I see.  Yes, I’ll open the account.

JEN (stepping back in frame):

And, remember, that a “no” from a customer should not be looked at as a failure. It is an opportunity to practice. Try different approaches to your presentation until you find the one that works best for you.

Also, keep in mind that you are required to present the pre-approved offer of credit if you are prompted to do so. Federal law requires that a customer be notified when they are pre-approved for a credit offer.

So, to recap, private label cards are credit cards that we offer our preferred customers. The cards can be used at all of our brands, have no annual fee, and are easy and convenient, plus they offer special savings to our customers that they wouldn’t receive otherwise. And promoting the credit cards to our customers will boost sales, as well as your chances for incentive cash because our credit card customers are our most loyal customers. Remember, they want to shop with us, so by offering them a credit card, you’re giving them an opportunity to make the most of their money with us.

Co-Branded Credit Cards

JEN:

A co-branded credit card is a card offered to our preferred customers, which is a branded VISA card. This card may, of course, be used at all of our brands, but it can also be used anywhere VISA is accepted, thus accumulating rewards points for our customers that they can redeem at the Redcats USA catalog or website brand that is displayed on the VISA credit card.

Legally, you are required to present the pre-approved offer of a credit card when prompted, because Federal law states that a customer must be notified when they are pre-approved for a credit offer.

The card is issued by World Financial Network National Bank, which is owned by Alliance Data.  Partnering with W-F-N-N-B and Alliance enables our customers to shop more often, buy more when they do, and also increases customer loyalty. And, of course, increased sales benefit the company, as well as your wallet.

Redcats USA co-branded VISA cards are for customers who like the convenience of a credit card, but want additional benefits, such as merchandise incentives. Imagine… a credit card that allows the customer to earn points toward future purchases just by shopping as they normally would! 

Cardholders earn three points for every dollar spent at the Redcats USA brand that is displayed on their issued VISA card, two points for every dollar spent at all of our other brands, and one point for every dollar spent everywhere else VISA is accepted. They also earn five-hundred bonus points for their first purchase made away from the brand.

Customers also receive ten dollars off of their first brand purchase when they accept and activate their new card, plus their introductory package includes a promotional code for ten dollars off of their next brand purchase, so their benefits begin immediately! 

Co-branded VISA card customers receive a ten dollar merchandise certificate with their monthly billing statement for every one-thousand points they accumulate, redeemable at the brand that is displayed on their issued card. Customers will receive birthday and annual commemorative offers, they can manage their accounts online, they can request additional cards at no extra cost, and there is no annual fee. Best of all, co-branded VISA cards come with VISA’s Zero Liability protection, which will not hold the customer responsible for unauthorized transactions.

So, as you can see, this is a powerful tool that can dramatically increase your sales volume and also greatly increase customer loyalty. 

Now, how should you promote this card? Because it offers our customers so many benefits, it’s easy to be genuinely enthusiastic about it. You’re helping your customer save money now, as well as on future orders, plus they’re getting the security and peace of mind that comes with the VISA name. 

Of course, you may have a customer who declines the initial offer of the pre-approved credit card offer. That is usually because they need more information and need you to help them understand that this card is unique and of great benefit to them (stepping out of frame).

CALL CENTER ASSOCIATE #3:

You are pre-approved for a BrylaneHome VISA account with a credit limit of one-thousand-dollars. This card rewards you for shopping as you normally do by allowing you to accumulate points every time you use your card.  Plus, every 1,000 points equates to a $10.00 reward certificate that can be used toward future merchandise purchases and you can use your card anywhere VISA is accepted. And best of all, if you choose to use your new VISA card today, I will take ten dollars off of today’s order. 

If you agree, the bank’s privacy notice will be mailed with your new credit card. May I open your account?

CUSTOMER #3:

I really want to go to Hawaii, so I’m only using my Frequent Flier card.

CALL CENTER ASSOCIATE #3:

Sounds like that will be a great vacation and I’d really like to help you prepare for it! The card offers immediate benefits, like discounts on merchandise, and you only need one-thousand points to start redeeming your rewards, which, if you use your card as often as I use mine, shouldn’t take too long. How does that sound? 

JEN (stepping back into the frame):

Really, all it takes is a positive attitude and an excited tone in your voice and your customers will see that there’s definitely something in it for them if they accept the pre-approved credit card offer. And if they say “no,” there’s always the next customer, so don’t let it get you down!

To recap, co-branded VISA cards can be used anywhere VISA is accepted, as well as at any of our brands, there’s no annual fee, they receive discounts on merchandise, and they get rewarded with points toward future merchandise purchases for using the card. And, of course, credit card customers are the most loyal because they spend more and shop more often, which translates into incentives for you just for doing your job, as well as increased buying power for your customer, which leads to increased customer loyalty.

FastLine

JEN:

We’re pleased to announce FastLine, which is a transaction-based deferred payment method. Unlike a credit card, there’s no account number or credit limit to manage and there is only an abbreviated application process. Your customers will see it in our catalogs and on our websites.

Customers will love FastLine because there’s no card to keep track of, plus they can use it to shop securely online or over the phone, and they can also manage their account online. FastLine gives them payment options – they can either pay by the payment due date on their monthly billing statement or prior to the end of the promotional period. If the customer pays their balance in full by the payment due date shown on their monthly billing statement, they will not be assessed a finance charge for using FastLine. 

But, there’s a few differences with FastLine – FastLine does not offer pre-approved accounts, so you won’t receive pre-approved prompts like you do with our credit card offers. Instead, you’ll process a short application verifying the customer’s date of birth and last four digits of their social security number.  Within 12 seconds, you will know if the application has been approved.

Here’s what you may experience (stepping out of frame).

CUSTOMER #4:

Can I pay using FastLine? I saw it in my catalog and it sounds great!

CALL CENTER ASSOCIATE #4:

Of course! If you are approved, do you agree to receive the bank’s privacy statement with your FastLine welcome letter?

CUSTOMER #4:

Okay.

CALL CENTER ASSOCIATE #4:

Thank you. To complete the process, would you please provide the last four digits of your social security number and your date of birth?

CUSTOMER #4:

0-7-8-9 and May 30th, 19-72.

CALL CENTER ASSOCIATE #4:

It may take a few seconds to process this information. Thank you for your patience. (pause) Great, your transaction was approved. You should receive your available items by next Saturday. Is there anything else I can do for you today?

JEN (stepping back into frame):

Of course, not all customers will be approved for FastLine and you will need to handle it tactfully, so that you can still close the sale. (stepping out of frame)

CALL CENTER ASSOCIATE #4:

I apologize, but I am unable to process this order using the FastLine option. Do you have another method of payment you would like to use?

CUSTOMER #4:

It was declined?  Why?

CALL CENTER ASSOCIATE #4:

I apologize; I do not have access to that detail.  However, you will receive a letter with explanation in about 10 days.  Do you have another payment method so that I can get this order right out to you?

JEN (stepping back into frame):

Should you be asked about FastLine’s interest rate, reassure the customer that the rate is comparable to retail store credit cards. If the customer is requesting more detailed information, you can explain that, if the amount is paid in full by the payment due date, then there are no fees. Otherwise, the A-P-R is 19-point-9-9 percent with a minimum monthly finance charge of two dollars. 

To recap, FastLine is a safe and easy transaction-based way to shop by phone or online. There is no card to use, the customer will only give you their birth date and the last four digits of their social security number to apply, and if the customer wishes to use FastLine for subsequent purchases, they will need to apply for it each time they wish to use it. 

Conclusion

JEN:

Your customers are looking for convenience and that’s what the credit card and FastLine programs offer them – with special discounts and incentives, 24 hour shopping, loyalty rewards, online account management, and payment flexibility, as well as our great merchandise. Credit card customers, in turn, show their loyalty to us by shopping more often and spending more when they do, which can lead to incentives for you. In today’s economy, with rising prices on everything from gas to food, customers are more selective than ever when deciding where to spend their discretionary income, so a great experience with us every time is crucial! You are the key to our success. 

***END***
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