PURCHASE PROCEDURE FOR EMAIL ORDERS
Last updated September 22, 2019
Red= email TO customer from Robert/Lila or other actions by R/L
Green = email TO person looking after inventory/shipping
Purple = email FROM person looking after inventory/shipping
Blue = email FROM customer
When an email is received to order Merchandise using the Contact form, an automatic response will be sent to acknowledge receipt of the order. 
1. Check inventory, by email to person looking after this, to see if the order can be completely filled. If all items are in stock then the person looking after inventory will set these items aside and check the cost to ship.  This information will then be emailed to R & L.
2. Send an email to the customer; 
(a)- with a reference /order number, 
(b)- asking them to confirm the order details, and 
(c)- giving the Total cost (cost of merchandise requested + cost to ship).
(d)- asking the customer to supply their phone number and mailing/shipping address, if this has not been provided already if they wish to buy.
(e)- please pay by cheque to (our address) unless they wish to pay by e-Transfer.
Also provide our phone number and an explanation that, if paying by cheque, it must clear the bank and be deposited in our KBS account before their merchandise will be shipped.
If all items are not in stock an email has to be sent explaining what items are not immediately available and when they are likely to be available. Ask what the customer wishes to do.  Sort out by email, email, email. 
3. If the customer pays by mailing a cheque it has to be deposited at BMO.  After several business days the KBS account must be checked to confirm the deposit.  Once the deposit is confirmed the merchandise can be shipped with a receipt (Keep a copy for our records.)
4. If the customer, by sending an email, wishes to pay by e-Transfer, then a “Request Money” order has to be completed online at BMO (see “REQUEST MONEY e-Transfer Procedure”).  This will generate a “Request Money” email from BMO to the customer for the amount requested. 
5. Once the “Request Money” has been ‘accepted’ (by e-Transfer of funds) and payment is confirmed by email from the bank and by checking account balance, the merchandise can be shipped with a receipt (Keep a copy for our records.)
6. Receipts are sent by email to the shipper (keep a copy for our records) to be included with order.  Ship by Canada Post.  Obtain, and keep for our records, the Canada Post shipping receipts as proof of cost, shipment and for tracking purposes.  Shipper sends email to R&L and we email tracking number to the customer.

Set up standardized email messages for customers where possible.
Payment by cheque - Average of 3 emails sent to customer + 2 or 3 to shipper + deposit at bank + check account for deposit.
e-Transfer – Average of 3 emails sent to customer plus 2 or 3 to shipper + Request Money + check account for deposit.
Make an excel spreadsheet to track progress of orders!!!










[bookmark: _GoBack]


Ticket purchases:
When an email is received for the purchase of Tickets using the Contact form an automatic response will be sent to acknowledge the order.
1. As time permits send an email, asking the customer to confirm the quantity ordered and to provide their mailing address and phone number, if one has not been provided.  In the email include the total cost of tickets, ask if they wish to pay by cheque or e-Transfer and include our mailing address and phone number with an explanation that, if paying by cheque, it must clear the bank and be deposited in our KBS account before a ticket receipt will be emailed to them.
2. If the customer pays by cheque it has to be deposited at the bank.  After several business days the KBS account must be checked to confirm the deposit.  Only then will an official receipt (keep a copy for our records) be emailed to the customer.  Urge them to read the conditions on the receipt!!!
3. If the customer, by sending an email, wishes to pay by e-Transfer, then a “Request Money” order has to be completed online at BMO (see “MONEY REQUEST e-Transfer Procedure”).  This will generate a “Request Money” email from BMO to the customer for the amount requested. Once the request has been ‘accepted’ (by e-Transfer of funds) the payment is confirmed by email from BMO and by checking account balance. Only then will an official receipt (keep a copy for our records) be emailed to the customer.  Urge them to read the conditions on the receipt!!!
4. IMPORTANT - Record in the EXCEL spreadsheet the ticket receipt number (serial #), the last and first names of the purchaser, their address and phone number, number of tickets purchased, the amount they paid and the date of purchase. 

Set up standardized email messages for customers where possible.

For cheque, an average of 2 emails sent to customer + deposit cheque and confirm deposit.
For e-Transfer, an average of 3 emails sent to customer (including Request Money)
