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INTRODUCTION
In this module, you will understand the expectations of your customers and 
prepare your business to address them.

WHAT YOU’LL LEARN
1. Understand the customer’s shopping expectations.

2. Apply the solutions to their expectations into your store and products.
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CUSTOMER’S SHOPPING EXPECTATION
When customers shops, they can have many questions about your products before they decide to buy.
Ensure your products and store are prepared to address customers expectations!

What I have to do 
if I want to return 

my order?

Do they have any 
promotions?

Is this product suitable 
for me? Is it 100% 

authentic?

Is this size available?

How will I use this?



© Lazada South East Asia Pte Ltd, [2020]

CONTENT
1. Customer’s Shopping Expectation

2. Top 4 Customers' Shopping Expectations & Solutions



© Lazada South East Asia Pte Ltd, [2020]© Lazada South East Asia Pte Ltd, [2020]

TOP 4 CUSTOMERS' SHOPPING EXPECTATIONS & SOLUTIONS

1. Authentic 2. Product Information

3. Customer Service 4. Return Process
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1. AUTHENTIC

Customer’s concern:

How do I know 
if this is 

genuine?

Seamless Solution:

Provide services such 
as warranty and return 

service.
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ADDRESS AUTHENCITY ISSUES
Tips: • Include authenticity certificates

• Insert product reliability & warranty information
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2. PRODUCT INFORMATION

Customer’s concern: Seamless Solution:

Use Lorikeet to create 
informative product 

display pages (PDPs).

• How do I know what I am 
purchasing? 

• What are the sizes? 
• What are the color options? 
• Is there promotions? 
• Is there a discount?
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CREATE INFORMATIVE PRODUCT PAGES
Tips: • Provide clear description on Product Title and use Keywords.

• Detailed and concise product information
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CREATE INFORMATIVE PRODUCT PAGES
Tips: • Add Size Guide with indication of model’s size.

• Images of the product in different angles.
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CREATE INFORMATIVE PRODUCT PAGES

Tips: • Display all variation that you have 
stock available for customer to 
purchase.

• Have promotion price and 
promotion tools (Eg, Vouchers)
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3. CUSTOMER SERVICE 

Customer’s concern: Seamless Solution:

Engage with your 
customers and answer 

their questions using chat.

I want to know more 
about the product and 

services they offer.

Remember: Keep your chat 
response rate above 85% to be 
eligible for Seller Picks.
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DISPLAY GOOD CUSTOMER SERVICE
Tips: • Response time ≤ 30 mins

• Train your chat agents to have exceptional product & service knowledge
• Always be professional & courteous
• Personalise the conversation whenever possible

Reply to your customers in less 
than 30 mins
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3. RETURN PROCESS

Customer’s concern: Seamless Solution:

Lazada provides easy 
return process for 

customers. 

How will I 
return my 

order?
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BE FAMILIAR WITH THE RETURN PROCESS

Its important that you are familiar on how customers 
can return orders. Here’s the process: 

1. Go to the Account
2. Click View All Orders
3. Select delivered orders to return

1

2

3
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BE FAMILIAR WITH THE RETURN PROCESS

4. Check if the item is still within 
Return Validity

5. Click Return button to initiate a 
Return Request

4

5

Remember: Return validity of items are based 
on the Return Policy.
• 7 days or 14 days return to sellers
• LazMall 15 Days return
• 7 days or 14 days easy return
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BE FAMILIAR WITH THE RETURN PROCESS

6. Choose between the following options:
• Drop Off – customer will be required 

to drop off the return package at the 
selected courier.

• Pick-Up – customer will be contacted 
by the courier to arrange for a pick-up 
of the return package.
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SUMMARY
• Ensure your products and store can meet & address customers expectations!

• Provide services such as warranty and proof of authencity.

• Use Lorikeet to create informative product display pages (PDPs) & ensure you have a good content score.

• Engage with your customers and answer their questions using chat.

• Familiarise the return process for customers. 
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BECOME A LAZADA SELLER TODAY!

Indonesia Malaysia Philippines

Singapore Thailand Vietnam

https://pages.lazada.co.id/wow/i/id/sell-on-lazada/jualanonline?spm=a2o4j.8553159.header.d2.6b0017acyyKwK5
https://pages.lazada.com.my/wow/i/my/sell-on-lazada/registeronline/?spm=a2o4k.home.header.d2.f76b2e7eAmLRQP
https://www.lazada.com.ph/wow/i/ph/PHCampaign/ssu?hybrid=1
https://pages.lazada.sg/wow/i/sg/sell-on-lazada/sell?spm=a2o42.home.header.d2.654346b5PD7EiV&hybrid=1
https://pages.lazada.co.th/wow/i/th/sell-on-lazada/sell?spm=a2o4m.home.header.d2.1125719cIjJ8u3&hybrid=1
https://pages.lazada.vn/wow/i/vn/sell-on-lazada/register_now/?spm=a2o4n.campaign.header.d2.6799544chK2at5
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