The Forever Guarantee
If at any time you are not completely satisfied with the performance of your Cutco Product, we will correct the problem or replace the item.
Scenario #1 The customer has access to the internet and is comfortable using it. 
· Ask the customer if they have internet access 
· Direct them to www.cutco.com and to the link that says sharpening at the top right of the screen.
· On the Knife Sharpening and Repair page they should select the Request Service button
· Instruct the customer to fill out the information on the form and watch the video on packaging safely and select the “Agree” button.
· Advise the customer to then print out the form and cut off the address label at the bottom and attach it to their package and put the form in the package with their Cutco. 
· Please encourage customer to insure their Cutco for the current retail value to protect it while in transit. 
Scenario #2 The customer doesn’t not have internet access or is not comfortable with using it. 
· Provide the address to ship their Cutco to:
Cutco Cutlery Sharpening/Repair
322 Houghton Avenue
Olean New York 14760 
· Advise the customer to wrap each knife with thin cardboard (original sheath or tissue/cake box)
· Advise the customer to ship the Cutco in a cardboard box. DO NOT ship in padded envelope
· Instruct the customer to enclose a note with their name, address, phone #, email, customer # if available, and a list of items being sent in for repair, including just what needs to be done and or what happened to the product (for repairs)
· Inform the customer to add payment for return shipping by check made out to Cutco. This is a flat rate fee based on how many items they send.
$10 (for 1 to 5 items) or $12 (for 6 to 10 items) or $14 (for 11 to 25 items) or $17 (for 26 to 40 items) * There is a 40-item limit per service request. *
· Please encourage customer to insure their Cutco for the current retail value to protect it while in transit. 
· [bookmark: _GoBack]Give the customer the current turnaround time. “Once we receive your knives in our Olean, NY, factory, we will sharpen the blades, polish the handles, and get your knives back to you within one to two weeks.”
Scenario #3 The customer wants In-Home Sharpening – fill out the local sharpening request form online
https://www.cutco.com/customer/howToBuyRequest.jsp
· Confirm that the customer owns Cutco products
· Verify the customer information of Name/Full Address/Phone Number/Email Address
· Ask if the customer would like to subscribe to Cutco promotional emails
· Ask if the customer would like a product demonstration with their service
· Ask if the customer has any comments or questions they would like you to add. 



Additional Notes

· Double-D® (Customers may call it serrated. You should always use Double-D®) and straight-edge knives can be sharpened at the factory.

· The difference between serrated and Double-D® edge is the Double-D®

· The sharpening service is free. The shipping to the factory and the flat rate return shipping are the customer’s responsibility. 

· Avoid using tape directly on the blades and handles.

· Extra packing material such as newspaper is recommended when you send your Cutco to keep it secure.

· For the safety of everyone who will handle your shipment, please package your Cutco carefully.

· It is wise to take a picture of your Cutco before you send it. 

· If it is not possible to see what item number because of the age of the Cutco or that the engraving has worn off, you can type “Kitchen knife” in the item number of the website form. 

· For Canada Customers- refer to 800-361-8800 during Olean open hours for service information.


