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How bad was my
customer service?

I'm dead tired of telling this
story, but I want to share it
for a reason.

1 want you to help mo com-
municate o message about
poer customer service. We've
all experienced it. Felt power-
less trying to solve a problem
we did not create and
astounded by a company's
ability to make matters
worse.

SHOP TALK

NICOLE __If you regularly read Shop
STAFFORD Tulh , you'll recall my columns
~————— about n damaged couch [

received, my attempts to have
it repaired over the course of an entire year ond
how the Michigan Attorney General's Con-
sumer Protection Division ultimately helped me
get the furniture compnny to promise a full
refund.

For those who don't know the story, here's the

brid version. dered o couch. It
arrived with o tear. Afler four shipments of the
wrong replacement fabric, three visits by repair
technicinng, numerous phone calls, a formal

Iaint with the Michi; y General
and more than a yenr's time, 8 man from the
curperate office called me and put the ball in
my court. Whatever 1 wanted, they would do.
We agreed [ would return the couch and they
would issue n refund.

Unfortunntely, the saga and my dysfunctional
relationship with a furniture company - I'm not
mentioning the name out of fairness ~ was des-
tined to continue, What I will do ~ and here'’s
where you come in ~ is ask for your reaponses
to send to the company. There's pawer in num-
bers. My voice is just one. But if a bunch of
readers who only the know the story sccond-
hand have something to say, moybe the mes-
snge will get through. With your permigsion, 1
will send copies of your letters and c-mails to
the company president. It’s the only way I can
think of to get the message through, Read en.
I'm sure you'll ngree.

After my tatk with the guy in corporate, I
received o phone call from the loen store man-
ager, who I had been communicating with me
on the matter, and we arranged a date for couch
pick-up. I requested a letter stating a refund
would be remitted whon the couch was
received, You know, something in writing.

Well, that met o sigh and something about
how we don't have forms for that. I suggested
he create one, in other words, type a lotter. It
came, handwritten on company stationary. Very
professional.

Anyway, the day of cauch pick-up, I left work
carly nnd returned hame for the wait, Aflter the
muajority of my *window -of-time” passed with-
Gut either a visit or phone call; I got nervous
and called my work veice mail to check for n
message.

Sure enough, the delivery truck driver had
left o measage at work. He needed directions.
But why call me nt work? Wouldn't I be home
patiently waiting for his arrival?

Next, I had a few words with the local stare
manager and left & message with the corporate
Ruy, wha, believe it or not, never returned my

MALLS & MAINSTREETS

Beauty boom

Today’s woman has choices galore
| at the cosmetic counter

BY NICOLE STAFFORD
BTAFF WRITER

It's 8:30 a.m. on a Saturday and there are more than 300 women scated in
chaira around a platform on the sales floor nt Nordstrom in Troy.
The Somerset Collection store hasn't cven opened yet, begging the question

what are these ladies doing here?

They've come of their awn will - in fact, reservations were required ~ to

learn about trends in beauty and cosmetics.

Highlights of the event, which Nordstrom presented to the public for free,
would include a runway run-down of makeup trends, as well as appenrances
by Estee Lauder Vice President Teresa Selvaggio and the creator of Tony &

Tina Cosmetics, who goes simply by Tina.

r the show and several prize drawings, there's o mad rush to the cos-
metic counters downstairs for frec makeovers with one of the many company

call. In any case, pted the store B
apologies and agreed to set up a second
appointment. I wanted to tell him the couch
was an the curb and he could pick it up ony-
time, but, stupidly, I didn't.

hoduled

keup artists brought in for the event.

“It's very difficult to make n choice now
because there's so much out there,” says
Yanna Davidou, n West Bloomficld resident
who lur{rcd out for the show and scheduled a

Well, the day before the second
appointment, the company failed to call and
inform me which part of the day I needed to be
home, which was their standard practice. Since
1 was on vacation, 1 stayed around the house
until 2:30 p.m. Nobody showed. Nobody enlled,
Miraculously, I received a full refund in the
mail two days later. So I cashed the check and I
decided I'd simply wait to hear from the compa-
ny.

A week Iater, I receive three panicked voice
meranges from the store manager saying ho
had just learned I had received my refund and
nceded to pick up the couch e soon ns possible.
Frankly, at this point, 1 didn't care. The couch
could go to charity, ar far as 1 was concerned.
Being reasonable, | called back to set up a third

i ] Wednes-
day. To which I said, no, because I didn't want to
leave work, and I didn't feel 1 should be incon-

i d again. Okay, day, ho d,
Okay, I snid.

Then, something came up, something social, 1
admit, But let me ask you, would you turn
down hanging out with a friend on Saturday
because somebody might show to pick up the
couch?

1 informed the store manager two days in
advance. But, get this, he was irritated.

‘The audacity, I thought. And, yes, finally said
something a little nasty: “Well, it's kind of like

what I've been through.”
No respy . Then he d Wednesd:
agnin.

"No, I'm not taking off in the middle of tha
work day to do this” I said.

Haw about June 2. No, I said because it's my

birthday. Bad moods and birthdays don't go
together.
: *Well, I nced to pick up the couch within two
weeks,” the manager insisted, adding, *And, ns
I've told you, we only come to your area on
Wednesdays and Saturdays.”

Eventually, I ended up giving a lecture on
audacity, and he said he needed to call corpo-
rate if the couch couldn’t bo picked up within
two wecks. I said *please, call them, I think
they need to know”

Tho following day, I placed a call to the man
at the corporate office who knew the story,

He apalogized, thanked me for my patience
and assured me he'd do everything he could to
make the pick-up happen in a way that was
convenient for me.

Well said, but far too late, I thought.

What do you think?

7 with a makeup artiat
representing Lorac, n newer line of cosmet-

If you hadn't noticed, the marketplace is
rife with beauty products, There's also a new
wave of upscale and “cdgy” brands in the
business.

Stop by a Sephora store where the phe-
nomenon is overwhelmingly apparent. The
French beauty boutique chain with retail
locations in Troy at the Somersct Collection
and Novi at Twelve Oaks Mall hns literally
hundreds of on hand for sh to
test, touch and purchase. The proliferation of
upscale, specinity and “edgior” cosmetics is

(1 430

New look: Yanna Davidou of West Bloomfield (right) gets a makeover from Shelley Smith, a Lorac makeup artist,
at Nordstrom in Troy. The retailer hosted a cosmetics event featuring a runway show of beauty trends (below).
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what drives the retailer, on-line beauty web sites and independent benuty
boutiques Jike Lori Karbal in downtown Birmingham and Ruby's Balm in

West Bloomficld.

And while a handful of makeup lines grnced department store snles floors a
decade ngo, most major retnilers have larger cosmetic departments with at
least one or two ofl-bent lines in the mix.

There's nlso more buzz about beauty products.

Fashion magazines regularly feature cditor's picks among the latest prod-
ucts, ns well s news on items coveted by the stars. Likewise, cosmetic compa-
nies do more in the way of publicizing their lines and providing services to
customers. Most brands have makeup artists that tour the nation, giving free
makeovers in department stores, and today's cosmetie company founders, like

faghion

make public

“There’s 8o much more beauty information coming at women,” explains
Estee Lauder's Selvaggio. “So they're demanding more of o choice and better
services.”

In any case, women don't scem to mind
being overwhelmed, as if the all testing and
looking and trying is part of the beauty of
being a woman.

“Women want to be aware of trends and
then be able to make choices about whether
to participate,” adde Selvaggio.

And, though recent product trends, such
as “multiples” or ftems that have more than
one cosmetic use, truly address modern liv-
ing, there's a plethora of playful and lesa
practical merchandise to be had.

But ngain, many women, if not moat,
embrace the frivolous nature of the industry.

*I don't know why I love this,” says Davi-
dou, halfway through her makeover.

“I just do. I love the makeup, the beauty.
I'm always trying new things. It's fun.”

Retail, style and special store events are listed
in thia calendar. Please send information to: Malls
& Mainstreets, ¢/o Observer & Eccentric Newspa-
pers, 806 E. Maple, Birmingham, MI 48009, By fax,
(248) 644-1314. E-mail,
nstafford@oe.homecomm.net. Deadline for publica-
tion is two weeks in advance. -

SUNDAY, MAY 27

OPENINQG CELERRATION

ADDED ATTRACTIONS

WEDNESDAY, MAY 30

HALSTON COLLECTION

View the Halston fall 2001 special order collection
at Saks Fifth Avenue, the Somerset Collection in
Troy, through May 31, Designer Salon, aecond floor.
To an i call (248) 814-3393.

P.R, Haig Jowelers, 311 Main Street ind
Rochester, continues ita grand opening and reloca-
tion celebrati th special di; prizes,
drawings and a show of the latest jewclry designs,
through June 2. For additional information, call
(248) 652-3660.

HOME & QARDEN SHOW

The Somersot Collection’s Home & Garden Show

2001 continues through Junc 24, North Grand «

1tali ty]

Court. The event fe a two-story y
home facade and a 5,000-square-foot garden. For
mora details, call (248) 643-6390,

GOWN TRUNK SHOW

Michael Casoy's fall 2001 collection visits Neiman
Marcus, the Somerset Collection in Troy, through
May 31, 10 a.m.-4 p.m., Couture department, third
floar. For additional information, please call (248)
643-3300.

THURSDAY, MAY 31
cws

MONACO
Club Monaco at the Somerset Collection n Troy
its lloction for men and

.TUESDAY, MAY 29

SPA WORNSHOP
Margot's Euro Spa, 280 North Old Woodward, hosts
a workshop on natural } repl thera-
PY W‘_}h g'uu‘t Ape‘n.kcr Jerry l-'l Weinberg, M.D. of

7:30 p.m.
sign up for the fres workshop, call (248) 642-3770.

women, 6:30-9 p.m. with cocktail reception. A per-
contage of the evening’s proceeds will bo donated to
Funclub Foundation for the Arta. To reaerve a space,
please call (248) 649-2665,

AMERICAN CRAFTS SHOW
Westland Shopping Centor presents an arts and
crafta show of pleces made in Americn, through

Nicole Stafford.

June 8 during regular mall hours, For additional

Editor 248-901-256

information, call (734) 425-6001.

MONDAY, JUNE 4

MAMMOGRAM TESTING
‘The Kas Cancer Insti v
vigits the Women's Health Boutique, 31209 Ply.
mouth Road in Livonin, to administer mammo-
grams and distribute breaat health

: : hedul tain

a gram or ob
additional information, call (734) 762-9324.

SATURDAY, JUNE 9

RETAIL BENEFIT EVENT

Roz & Sherm, 6536 Telegraph Road in Bloomfield
‘Township, hosts the 3rd Annual Michigan Parkin-
son Foundation Art of Food and Wine event, 7.9 .
p.m. Tickets are $76 and include wine tasting, hors
d’ ceuvres, coffee and dessert. To reserve tickets, .

call (248) 433-1011 or (800) 852.9781,

-

SUNDAY, JUNE 15

ANNUAL JEAN TRADESN

Guys N Gals clothing store at 6338 Orchard Lake
Rond in West Bloomfield sponsors their 12th annu-
al jean trade-in clothing drive, 10 a.m.-9 p.m.
Exchange clean, used jeans without holes for a new
pair at holf the retail price. Collected jeans are .
given to Oakland County’s homeless population.
For additional information, call (248) 851.1260.
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