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Ask the Experts

How to redesign a footwear department, create a

fitting-fee policy that won't alienate customers and deal
with parents who insist on roomy shoes

a A couple of years ago, I
Q @ hired this amazing
employee who used to he a .u:lance
teacher, and my store has SInce
gained 2 great reputation for
fiting peinte shoes. Feople come
from all over just to be fitted by
her. This is both a source of pride
and pain for my pbusginess, as
people ars coming in, taking up
her time for fittings and then
leaving—without buying shoes! 1
can only assume they are using
pur information to go dizcount
shopping online. I thought aboul
charging a fitting fee, but I"ve
heard nightmare stories trom
other retailers about customers
getting angry whenever they iry
tu enforee the policy. 1 don’t want
Lo alienate my clientele. 1s there o
way (o do this without upsetiing
my patrons? 18 it just 8 bad idea

in general?

store sipns—aor cven siufl sales seripts—
that explain the fees should focus on Ul
aspect. If shoppers grouse, chances are
they weren't in your store T by, anveay,
Yol e cusbiniers won'l mind; aller all,
nothing extra is coming out of their
prckers. And if positioned correcily, the
message could cven bonst lovaloy by
aaking good customers leel ey are
gelling special freatment.

The ficting service and yonr statfer’s

erperlise wre drawing customers o your

A o You have a wandarful
& resoures in this ciployee,

who clearly provides what vour

cuslomers need, so make s0re your

splution takes this into accounl, 1o

other wards, ot den’L want to do

anvehing e Jiminish hee value or

reduce her ability 1o serve your

cligntele,

Charging o [lting fee is not o bad

febean. In fael, it can be an elfective way

Lo shiowe the value of o service.

Customers rontnely pay a {iving fee

Fre contact lenses and hearing aidz, so

“why nel peinte shoes™? 1r conld cyen

help position yonr dance slore us

having more experlise than others in

your loval macket, It's all @ matter

wl perception,

O course, you don'l wanl Lo chase

alf vour legilimale customers, The

solution is Lo refund the lee whon

somenne makes a purchase or apply i1

tonward a aabe. This way, your true

patroms don’t actually pay it Any in-

store, s0make sure 1o leverage these
resturees, Comduel elasses o cdnoate
custamers about pointe shoes, their care
and how they should fecl.

Buevond that, pive them a reason 1o

cene back by muking their shopping trip

with you an experience they won'l [orgel.

Giet 1o know vour custommers, Use their
names, Dhevelop relationships with them,
Remember their kids' mumes {and even
their birthdays). Host other events in

youIT srore thatr they can invite friends to.

Be creative. As a local relailer, you necd
ro play to vour strengths, whicl means

doing what your online competition can’t.
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