Course:
01.466

Floral Design and Management

Unit 19:
Managing the Retail Floral Operation
Lesson 5:

Delivering

QCC:
450, 455, 456, 458, 459, 460, 465
Objectives: 

1.
Identify the job requirements for a delivery person.

2.
Discuss the training needed to be a delivery person.

3.
Identify delivering categories.

4.
Explain the delivering process.

5.
Tell how to load the delivering vehicle.

6.
Plot a delivery route.

7.
Role play a delivery
Teaching Time:

3 hours

References:

Anderson, Gary. Floral Design & Marketing. Ohio Agricultural Education Curriculum 
Materials Service, Columbus, OH.  Current Edition. 

Materials and Equipment:

Local City or County Maps (copies will be sufficient)
Teaching Procedure

Introduction and Mental Set

Prepare the night before, and gather these items: mailed letter or bill, picture

 
or photograph of a baby, pizza box (stop by a pizza place on the way home and ask for a box) and vase of flowers.  Set these up in front of the class and pose the question, What do these items have in common?  Answer: They are all delivered. 

Discussion

1.
Introduce the lesson and involve the students in a discussion on the importance of the retail flower shop delivery person.  Brainstorming.  Write answers on board.  Why is delivery service important to a floral shop? When would a person want flowers delivered rather than coming in and picking them up?

For example, your list may look like this.

A.
A relative who lives out of town

B
Wants flowers received during working hours

C.
Short on time

D.
Feels awkward (in case of an apology)

E.
Arrangement too big to fit in vehicle
2.
Make a list of the job requirements and training needs for the delivery person.  Discuss each as they are listed on overhead 19.5.1 and 19.5.2.

A.
Job requirements:

· well groomed 

· dressed appropriately

· well mannered

· genuinely polite

· knowledge of area

· be able to speak, read, and write properly


· Training needs:

· know rules and regulations which apply to all shop employees

· protocol for the care and maintenance of the delivery vehicle.

· explanation of the ordering and delivery process

· product information such as basic care and handling practices, flower and plant identification, and terminology

· how to package flowers and load the delivery vehicle 

· how to schedule and route deliveries

· know rules and regulations for making deliveries to hospitals, funeral homes, and churches.

· a trial delivery in which the shop manager observes the delivery process and the individual=s communication skills

· how to handle paperwork

· demonstration of in-shop responsibilities to perform when not making deliveries.

3.
Explain the different categories of deliveries and discuss how charges may vary according to the type of delivery and the distance from the shop.


A.
Each delivery cost is decided on because of many different reasons.  These reasons are outlined in the book on page 373.  Florist can basically set their own delivery fee.  Some places don=t even charge a fee in small towns.  Others charge a flat rate fee.  Display and discuss transparency 19.5.3.

B.
Different Categories of Deliveries:

· Regular

· Out-of-area

· Last minute

· Holiday

· Flat Fee

· No charge

4.
Give students a copy of a local area map.  

A.
Have them draw circular grids from an imaginary shop and set-up delivery charges for the shop.  

B.
Give them imaginary customers and have them determine the delivery charges.

5.
Discuss the delivery process explaining the use of a control board and zoning systems.  

A.
Talk with a local florist ahead of the class and share the shop=s delivery process with the students.  

B.
If possible, get the florist or delivery person to come in and speak with the class.

6.
Discuss the way a delivery vehicle should be loaded and the items that can be used to anchor and support the arrangements.  Delivery vehicle should be loaded according to delivery route with last delivery loaded first.  

A.
boxes with crushed newspaper or packing material in it

B.
sandbags

C.
support racks

D.
cardboard boxes

E.
foam trays

F.
anchor boards
7.
Activity

A.
Give the students a list of customers and addresses.   

B.
Have the students plot a delivery route on the maps you gave them in the activity above.  See who can plot the shortest route.  

C.
Plan a delivery route.  Obtain 5+ maps of the city or photocopy one.  Laminate if possible.  Choose several addresses that will be used to plan a delivery route.  Include at least one hospital and funeral home (set the cut off time for deliveries for the funeral home, ex: 3:00 p.m.) (look up the addresses in the phone book).  

D.
Divide the class into manageable sized groups.  Each group should receive a map and a highlighter.  Have each group plan a delivery route and present it to the class.  Discuss why some groups choose different routes.  Which route was the best choice?

8.
Discuss the important points in making a delivery and then put students in pairs to role play making a delivery.  Evaluate the deliveries on the following criteria.  

A.
Did the delivery person have a pleasant greeting?

yes
no

B.
Did the delivery person offer quick tips such as how to care for the arrangement?

yes
no

C.
Did the delivery person close the delivery by thanking the customer or wishing them a good day or with another pleasant closing?

yes 
no

*Emphasize - Remember, this is the face and attitude that represents the floral shop!
Summary

Review the important points of:

What are the job requirements and training needs for a retail flower shop delivery person?

What are the different categories of deliveries?

How do charges vary according to the type of delivery?

How should a delivery vehicle be loaded?

What are the important points in making a delivery?

Evaluation
Written exam

Plot a delivery route

Self-evaluation in Unit 23 after reading and going over chapter

19.5.1             Job Requirements of a Delivery Person
· well groomed 

· dressed appropriately

· well mannered

· genuinely polite

· knowledge of area

· be able to speak, read, and write properly

19.5.2

Training Needs of a Delivery Person 
· know rules and regulations which apply to all shop employees

· protocol for the care and maintenance of the delivery vehicle.

· explanation of the ordering and delivery process

· product information such as basic care and handling practices, flower and plant identification, and terminology

· how to package flowers and load the delivery vehicle 

· how to schedule and route deliveries

· know rules and regulations for making deliveries to hospitals, funeral homes, and churches.

· a trial delivery in which the shop manager observes the delivery process and the individual=s communication skills

· how to handle paperwork

· demonstration of in-shop responsibilities to perform when not making deliveries.

19.5.2  


Different Categories of Deliveries:

· know rules and regulations which apply to all shop employees

· protocol for the care and maintenance of the delivery vehicle.

· explanation of the ordering and delivery process

· product information such as basic care and handling practices, flower and plant identification, and terminology

· how to package flowers and load the delivery vehicle

· how to schedule and route deliveries

· know rules and regulations for making deliveries to hospitals, funeral homes, and churches.

· a trial delivery in which the shop manager observes the delivery process and the individual’s communication skills

· how to handle paperwork

· demonstration of in-shop responsibilities to perform when not making deliveries.
19.5.2

Different Categories of Deliveries:
· Regular

· Out-of-area

· Last minute

· Holiday

· Flat Fee

· No charge
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