UNDERSTANDING PREMIER'S REPLACEMENT/EXCHANGES

 



 

By Vickie Santi
 

 

 

 

To all of our new Premier jewelers...this letter is to help you understand that you will have replacements and exchanges from your customers and to help give you CONFIDENCE in Premier and our wonderful line of jewelry...read on please!!
 
From Jorie: Most of Premier's jewelry is handcrafted at our manufacturing plant in Dallas . It is manufactured at standards MUCH HIGHER than normal US industry standards.  I think Premier is doing a fine job of manufacturing the pieces. As jewelers, we can feel good about selling our product because of the care and time that is invested.  
 
Even so, jewelry is a FRAGILE item. Even if Premier manufactures it at the best possible quality, there can still be defects. This comes with the territory. Knowing this about jewelry, Premier created the guarantee. This is an AWESOME guarantee that is unheard of elsewhere. Dept. stores certainly don't have anything like this and they don't even have the standards that we do in manufacturing. 
 
Replacements are simply a part of our JOB and the more shows you do, the more customers you have, the more products you are distributing, thus, you will begin to have more exchanges and replacements. Yes, it takes time, but it is wonderful that we can offer such a GENEROUS service to our customers. I love being able to assure them that I will take care of it, after apologizing that it happened. They are always very happy to get a brand new piece. 
 
The best part of replacements is that it gives us a chance to show where we shine as Premier Jewelers: in our SERVICE to them. It also affords another opportunity to make contact and stay in touch with our customers and hostesses.  
 
I think we all need to adjust our thinking on replacements and exchanges, and most importantly, STICK UP for Premier as jewelers. Always apologize to the customer, explain this can happen with jewelry as a fragile item, talk about care/cleaning at shows, and take care of it!! With such an amazing line of jewelry and huge volumes of shipments each day, we must give Premier a break. We are in the work of direct SERVICE . . . and I think it is best to understand that occasionally things will break, but the new replacement pieces that we are giving to customers doesn't come out of our pocket . . . Premier is paying for it. That's really incredible!! 
 
I hope this helps. I know that understanding this is part of our job and turning into a positive thing . . . the opportunity to serve  . . . really helps me when this happens.  
 
Also, getting the software can really help with streamlining the R/E process. This is another consideration.
 
From Vicki:  
I (Vicki) worked as a retail clothing store manager for 10 years before I found Premier.  We sold jewelry (costume) in our stores and let me tell you this ...I had to send back 3/4 of the jewelry that was shipped to us because it was broken before I could even get it hung up on our display unit.  Premier return rate is appx 2%...2% is UNHEARD of in the retail world! ...the figures break down this way...if you sell 100 pieces of jewelry you can expect to have at least 2 pieces returned to you.  I looked at my figures for 2006...I retailed close to $50,000, did 71 shows and sold an average of 35 pieces per show, 71 x 35 = appx 2485 pieces of jewelry sold.  I processed 50 replacements, which comes out to 2%!   2485 x 2% = 49.70.  This figure doesn't include items that customers didn't like..just defective pieces...so the number is right on.
 
Premier sold OVER 12 MILLION pieces pf jewelry last year! So that means 240,000 items were defective and yes all of us jewelers shared in that.  Let me explain how Premier's inspection process works...they cannot have possible afford the manpower to have 12 million pieces hand inspected one by one so they have inspection teams that spot check each lot of items that is shipped from the manufacturing plant to Premier's home office...they will inspected 20% of it's contents and if they find that 10% is problematic, reject that shipment.  So no matter what there will be some defective pieces that still get thru the system.  And let's not forget items can get broken in transit too.
 
If everyone could understand that no matter what you sell you are going to have broken or defective items...we don't live in a perfect world!  If you owned a jewelry store do you think you'd have customers returning jewelry items that broke? How many times have you bought a piece of clothing, put it on at home and noticed a seam wasn't sewn together properly? Does that mean that whole line of clothing is not "good quality"? I've had to return so many items from other direct sales companies too..for example, the first pizza stone I bought from Pampered Chef cracked the first time I used it...does that mean it is a not a well made product? Or I just ended up with a defective piece?...my replacement one from them has now lasted me 10 years!
 As Jorie stated it does give us the ability to SERVE our customer...I get excited about that...for example just this week I had a past hostess call me with a issue with her Bubbles anklet she get from me 2 years ago, told her I'd be happy to help her get a new piece and would love to do another show with her...did she tell me "No your product isn't good quality "? No,  she was thrilled that she would be getting a brand new piece and was excited about doing another show (told her about all the new jewelry we have added since her last show & she couldn't wait to see that new book!) 
 
In closing girls...this is part of running your own jewelry business...look at it as a positive.
In the 15+ years I've been in Premier rarely have I had an unhappy customer especially when she realizes she'll be getting a NEW piece of jewelry for free or $5.
 
Happy to SERVE
Vicki Santi & Jorie Dillman
 
More discussion on R/E’s…from Jorie
Broken jewelry can be frustrating when we take so much pride in our product. I do believe that Premier pieces truly are quality, though I have also experienced my share of not-so-perfect pieces. For instance, I also received a broken Mahogany necklace upon arrival not once but TWICE! I was so upset and called Premier right away and explained my frustrations and concern about this best-selling necklace. What if that happened to one of my hostesses or customers? I also said, 'I'm sorry, but I simply cannot wait another two weeks for a new one..." Without saying more, they shipped a new one out that day and hand-picked one for me. If you have an on-going issue with one particular piece, Premier definitely wants and needs to know about it. There could be a problem with the entire lot of that piece and they need to be able to document and report the issue to the manufacturer. They will also hand-select any R/E you have if you indicate this on your form or call and talk to someone in customer service about it. 
 
Jewelry is a fragile item and there will always be some defective pieces in the production process. Yes, Premier inspects as much as possible and their manufacturing standards are much higher than industry requirements.  If you are doing a lot of shows (which you have been), you are going to start getting more replacement/exchanges.... this is an ongoing part of our job as jewelers...... That is why the Horner’s/Premier always, always, always stress the important of service....not only in how we treat people, but in taking care of their problems and broken jewelry.  Premier created the Golden Guarantee with this in mind, and we have to be proactive at every single show and with every customer at checkout to be sure they understand the guarantee. I mention at every show that "jewelry is a fragile item and Premier recognizes that because of this, a stone may fall out or a clasp could break..." Then I talk about care and cleaning. 
 
I am sorry that you are feeling discouraged by your recent broken pieces. You are not alone... many new jewelers who are so excited about Premier feel like it's a failure when you receive a broken piece. Remember, we only hear from our customers when their is a problem, yet think of all the "successes" you had with the several other guests you never heard from again who are simply enjoying their jewelry.  I know that you were a fan of Premier jewelry before becoming a jeweler, and perhaps you never experienced any broken jewelry.... now you are a jeweler, you are handling so much more jewelry and you own so much more. Statistically, it makes sense that some of your pieces will be defective. 
 
Hang in there and keep believing in the product! Most importantly, try to see the R/E from customers as an opportunity to provide a service in taking care of their needs. Every week, I have at least 2-3 replacements or exchanges for people. It is an inconvenience, but I know it's also just a part of the job and people are just happy to get a brand new piece. Always stand behind Premier, apologize, and take care of it promptly....  which I'm sure you do all of these things already! 
 
Form Vicki:I know Jorie sent you an email going more into detail about your concerns so I don't really have much more to add except I would NEVER had stuck with Premier for 16 years if it were "poor quality" jewelry!  I have hostesses that rebook with me year after year, tons of loyal customers that have bought year after year...believe me they would not be loyal to me if if they thought it was junk! 
 
When you go to the National Rally in July be sure to go on the Manufacturing tour...then you can see for yourself how much work and hand detail goes into each piece of jewelry...it is a real eye opener and you then have so much more appreciation for our company and the jewelry
 
Have you worked in a retail environment before? I was a retail store manger for 10 years prior to Premier. Most customers have NO CLUE as to all the damaged and defective items that get shipped to a store.  The sales people/stock people  have to sift thru it before it gets put on the floor and even then some things get missed.  Try to shift your mindset that you are now an owner of a retail jewelry store and just convey to your customers that jewelry is a fragile hand made product and things can happen. But the best thing is we stand behind it and offer the guarantee!  Plus they have YOU to personally take care if it QUICKLY for them!
 
I've heard lots of stories from customers of mine that have bought from some of the other jewelry companies out there...had one lady tell me that she returned a piece back to Lia Sophia in Jan and she STILL has not got a replacement piece...at least our turnaround time is appx 2 weeks. Plus this lady is dealing with the company directly...the jewelry rep says she doesn't handle those issues for her customers...they need to call the company directly...we are providing SERVICE to our customers...that is how you create the loyalty!
A gal I know at our church tryed selling Cookie Lee for a year...she told me that she had to send back WHOLE Shows where EVERY piece was broken...she told me  they imported everything and the company had no quality control plus so many things became unavailable in the catalog-again due to the importing issue.  I'm so glad that Premier manufactures most everything in Dallas or Providence, RI so we don't have these major deterrents to us working the business.  A customer yesterday told me that she has some silver pieces by Silpada that she can't polish up anymore...I said a polishing cloth should work on silver, but she said it no longer cleans up..I know they also import everything...I laughed and said maybe they are adding LEAD to the silver! Needless to say she told me she won't be spending her money with Silpada anymore.
 
The longer you are in Premier the more you'll come to realize that no one can come close to the quality and service we provide to our customers...especially when you hear people talking at your shows about these other companies.
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