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On Mon, Aug 31, 2020 at 4:49 PM UTC, Danielle M /us Santello

<danielle santello@sanofi.com> wrote:
Hello,

1 only wanted my free t-shirt and pay the shipping of 9.99. The
second shirt was placed in my cart without my permission
Please reverse this charge immediately.

Danielle Santello
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Hello Danielle,
Thank you for contacting our customer support team! | understand that there may have been some confusion regarding the transactions on your order summary. Rest assured | can definitely help clarify everything for you.
I'had a chance to look into your order, and I noticed that you were a part of our special Free T-Shirt promotion. Normally our t-shirts retail for $24.99, but during this limited promotion a few customers can claim one for just the cost of shipping!

For the total shipping cost of $12.99 you will receive a custom print t-shirt (normal retail: $24.99) as well as the shipping guarantee | also see the Exclusive T-Shirt on your order summary. These are limited to 100 prints in total, so there are only 99 other
fans who had the chance to claim it. This shirt is something that must be opted into while checking out, although not everyone gets the opportunity to own onel

The exclusive shirt normally retails for $39.99 however | see that due to the special Free T-shirt promotion, you received it at 75% Off. Thus, your exclusive shirt was only $19.98
However the Processing & Handling applies for both your shirts! So rest assured that you only covered the three dollars once and receive full coverage for both

Regarding the additional $1.50 for each shirt, this is actually due to the 2XL size that was ordered. Our design and printing team create larger prints to make sure our larger sized shirts are up to our customer standards. This requires more ink and material,
as well as dimension changes.

I sincerely apologize for any confusion that may have occurred, but all sales are normally final, but | am sure once you receive your shirt you will love it just like our other fans! | hope this clarifies the total cost of your order.
As a token of our appreciation for your patience | have added your name for a special $5 OFF Coupon for any future purchase with us! This can be applied to any order on our online shop.

Thank you for being the best part of Shark Frenzy Society, and we hope you have a wonderful day!
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On Mon, Aug 31, 2020 at 8:53 PM UTC, Danielle M /us Santello

<danielle santello@sanofi. com> wrote:
Hello,

Thanks for the explanation. | know what happened, | was tricked
into that 2nd shirt and | DO NOT WANT IT, nor do | want to pay for
it regardiess of it being 1:100. Please adjust my order for the
original shirt with shipping and extra money for the 2 XL. This
cannot be final as there was no way for me to click away from the
extra shirt

Please fix this or | will need to pursue a complaint with BBB or
equivalent

During these Covid times, money is precious and as itis | splurged
for the S/H on the "free" shirt
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Dear Danielle
This is Bentley, the community manager

1 would like to extend my sincere apologies for any misunderstanding
or any inconvenience that this may have caused. | am here to assist
you with your concermn.

I believe you may have added the additional Exclusive shirt by
accident. When placing an order for the Free shirt, another window
will pop up offering the Exclusive shirt. A button that says continue is
to accept the offer and a button below that says "No, Thanks, |
decline the offer” highlighted in Gray is to decline the offer. I'm sorry if
there might be any confusion about this

I was able to check your account and | saw that your order is already
in processing. | believe | have a solution for you. | would like to offer
you a refund of $9.99 for the cost of the Exclusive Shirt and the $3.00
processing and handling fee, for a total refund of $12.99. Normally
customers would have to return any products before they can be
refunded, but you can keep the Exclusive Shirt even after | issue this
refund to'your account. This will also lower the total order cost from
$35.97 10 $22.98

I believe that the frustration that was caused is completely
unacceptable. We strive to make sure that our customers are happy,
and based on the experience you had | want to make sure we rectify
this situation.

1'am sure that you willlike the exclusive shirt. These are limited to 100
prints in total, o there are only 99 other fans who had the chance to
claim it. This shirtis something that must be opted into while checking
out, although not everyone gets the opportunity to own onel

Thank you and | hope to hear from you soon!

Sincerely,

Bentley. Communitv Manager. ~] Pagelo




