MadeSweeter SDR Quick Reference & FAQ Guide
Internal guide for prospecting, qualification, appointment setting, and common customer questions.
Purpose of This Guide
This guide helps MadeSweeter SDRs answer common prospect questions confidently, qualify opportunities, and set well-prepared appointments for the sales team. It is intentionally an SDR reference—not an operations manual.
Generate interest and explain the MadeSweeter value proposition.
Understand the prospect's gifting need, timing, quantity, budget, and fulfillment requirements.
Answer routine questions without overpromising.
Identify qualified opportunities and move them to a sales conversation.
Use the MadeSweeter Product Catalogue as a companion reference.
Quick Qualification: The Four Questions to Always Get
	Question
	What to learn

	1. Quantity
	Approximately how many recipients or gifts?

	2. Budget
	Approximate spend per recipient—and does that budget include shipping?

	3. Timing
	When do they want the gifts delivered?

	4. Destination
	Bulk shipment to one location, individual drop shipments, or a combination?



Priority signal: Opportunities around $3,000 or more deserve particular attention. The dollar value matters more than the piece count—for example, 30 × $100 or 100 × $30.
Product & Positioning
What kinds of products does MadeSweeter offer?
MadeSweeter offers a highly curated collection of corporate gifts, with an emphasis on products that feel distinctive, memorable, and appropriate for personalization. Use the current Product Catalogue for examples and pricing available to the SDR.
Are we limited to the catalogue?
No. If a prospect has something particular in mind, let us know—we may be able to source it. The collection in the catalogue has been highly curated from vendors we know and trust to reliably produce high-quality products that leave an impression on the recipient.
	Suggested language: “The catalogue is a curated starting point, not the limit. If you have something specific in mind, tell us what you're looking for and we'll see what we can source.”



Can gifts have our company's logo on them?
Yes. The products in the MadeSweeter collection offer some form of branding, whether on the packaging or on the product itself using the customer's artwork.
Can MadeSweeter design the artwork?
No. MadeSweeter does not provide design services. We can, however, provide feedback and help ensure that the customer's finished design will work appropriately on the gift selected.
Can the branding be subtle?
Absolutely. In many cases, subtle branding creates a stronger recipient experience. If the gift is impressive and memorable on its own, the recipient will remember who sent it without the sender's logo dominating the product.
	A useful point: the goal is to associate the sender with a great gift and a thoughtful experience—not simply to maximize logo size.



Ordering Process
A typical MadeSweeter program follows this sequence:
Select the product or gifting concept.
Confirm quantity, pricing, personalization, shipping requirements, and timing.
Submit final artwork and any required production information.
Review and approve proofs, when applicable.
Provide recipient shipping information using the template supplied for that product/program.
Pay the invoice.
Production begins.
Gifts ship.
Tracking information is provided when available.
Any post-shipment carrier charges are reconciled afterward.
When does the production clock start?
The clock starts when all artwork has been submitted, proofs have been approved, and the invoice has been paid.
Lead Times
How long does an order take?
Use approximately two weeks from the point the production clock starts until the order is on the dock and ready for carrier pickup. Transit time is additional. For Ground shipments originating in California, normal transit is generally about 1–5 business days.
	These are planning guidelines, not guaranteed delivery commitments.



Can orders be rushed?
Sometimes. Rush production is evaluated case by case based on the product, quantity, personalization, production capacity, and destination.
	Suggested language: “We can often explore rush options, but we need to confirm availability and timing before promising anything.”



Holiday Timing
Holiday programs need extra time. Production facilities and carriers are operating at peak volume, and UPS and USPS can become less predictable as the holidays approach. The safest recommendation is to build in more time than the standard production-and-transit estimate.
Another important trend: in recent years, many people have begun leaving for holiday travel earlier and working remotely from a holiday destination—often a parent or grandparent's home—to avoid crowds, travel delays, and peak travel pricing. A gift that arrives too close to the holiday may sit unattended at an office or on a porch until after the recipient returns. Earlier delivery is often better.
This year, Thanksgiving falls very late in November. That creates a particularly narrow December production-and-shipping window, especially when recipients may begin holiday travel as much as a week early. For holiday gifting, MadeSweeter highly recommends having the program finalized and ready to ship - and ideally on the dock - before Thanksgiving, so shipments can be handed to carriers immediately after the Thanksgiving holiday weekend.
What if a prospect really has missed the holiday shipping season?
Do not force a bad December delivery plan. A strong alternative is to schedule the program to ship in early January and be one of the first companies to welcome recipients back after the New Year and celebrate what's ahead.
	Suggested language: “If the holiday window is too tight, an early-January gift can actually stand out more—you're the first to welcome them back instead of competing with everything arriving in December.”



Shipping
Is shipping included in product pricing?
No. Shipping is charged separately.
How can gifts be shipped?
MadeSweeter can bulk ship an order to a single location or drop ship individual gifts directly to individual recipients. Some programs may use a combination of both.
Which carrier do we use?
Depending on the product, weight, dimensions, and fulfillment partner, shipments may use UPS or USPS. Do not promise a specific carrier until the fulfillment method is confirmed.
Can we ship internationally?
MadeSweeter is focused on U.S. fulfillment. Any international opportunity should be escalated to sales before making a commitment.
Shipping Address Process
How does the client provide addresses?
MadeSweeter provides the customer with the shipping template required for the selected product and fulfillment method. Different suppliers or carriers may require different templates. The customer should enter recipient information directly into that file and return it in the requested format.
Why do we use the product-specific shipping template?
Using the required template minimizes unnecessary reformatting and handling of recipient data. The less the address list is manipulated between the customer and fulfillment, the lower the chance of introducing errors.
	Customer-facing language: “Once your program is finalized, we'll send the shipping template required for that product so your recipient data can move as directly as possible into fulfillment.”



Does MadeSweeter validate every address?
No. The customer is responsible for providing complete and accurate recipient information. MadeSweeter may occasionally identify an obvious issue, but address validation is not currently offered or represented as a service.
Address Errors, Redirects & Returns
What happens if the customer provides the wrong address?
Carriers charge for address corrections, redirects, returns, and other delivery exceptions. Those charges are passed through to the customer. An address correction or redirect is often around $30, although actual carrier fees vary.
Can we redirect a package after it ships?
Sometimes. MadeSweeter will make a best effort to assist, but redirects cannot be guaranteed. Once a package is in the carrier network, the ability to change it depends on the carrier, the package status, and timing. Holiday volume can make changes less reliable.
What happens if a shipment is returned?
Returns are billed at the carrier's full return freight cost. If the customer wants the gift shipped again, outbound reshipping charges also apply. Other carrier fees, including address-correction or redirect fees, may also apply.
How are post-shipment charges handled?
After the shipment has had time to settle, MadeSweeter sends a reconciliation invoice for applicable post-shipment charges such as address corrections, redirects, returns, and reships.
Tracking & Recipient Notifications
Does the customer receive tracking?
Generally, yes, although the tracking format depends on the vendor and carrier. MadeSweeter can usually provide consolidated tracking information, but the SDR should not promise a specific reporting format before fulfillment is confirmed.
Will recipients receive shipping notifications?
If the client provides email and/or phone information, that information may be passed to the carrier. Carriers will generally use provided contact information for shipment-related notifications.
Can the corporate client receive UPS notifications?
For UPS shipments, the client can provide an email address to include on packages and can generally choose whether that address receives exception notifications only or delivery notifications as well. The exact configuration should be confirmed for the program.
Lost or Damaged Shipments
What happens if a package is lost or damaged?
Where practical, MadeSweeter will replace goods lost or damaged in transit and will pursue the carrier claim. The recipient or customer may be asked to retain packaging and provide photographs.
Is a customized replacement guaranteed?
No. Some customized products have production minimums, so it may not be practical or possible to reproduce a single customized replacement after a production run is complete. Where appropriate, MadeSweeter may provide a comparable non-customized replacement instead.
	Suggested language: “We'll always try to make a lost or damaged shipment right. With highly customized products, a one-piece customized replacement isn't always possible, so we'll work with you on the most practical solution.”



Returns, Proofs & Customer-Approved Errors
Can customized products be returned?
Generally, no. Customized or personalized goods are non-returnable except for damage, defect, or a production error attributable to MadeSweeter or its supplier.
What if the approved artwork contains a typo or mistake?
Customers are responsible for carefully reviewing proofs before approving production. If the approved artwork contains an error supplied or approved by the customer, replacement production would generally be at the customer's expense.


Samples
Can a prospect receive a sample?
Samples are handled case by case. For some lower-value products, a vendor may be able to provide a sample and charge shipping to the prospect's carrier account as a third party. MadeSweeter generally tries to avoid unnecessary sampling when product photography and specifications are sufficient.
	Do not promise free samples. Suggested language: “Samples may be possible depending on the product and opportunity. Let me have the sales team determine the best option.”



Pricing & Payment
Can the SDR quote prices?
The SDR may discuss the published/catalogue pricing available to them. The SDR does not have access to other pricing and should not invent discounts, negotiate pricing, promise volume discounts, or quote custom sourcing, rush charges, or other special costs.
Are volume discounts available?
Many products have quantity-based pricing. Refer to published pricing where available and let sales confirm the final program price.
What payment terms are available?
Payment for customized merchandise is collected when the order is placed. Accepted payment methods are ACH, wire transfer, check, and credit card. Credit card payments incur a 3% convenience fee.
Do we offer Net 30 terms?
The standard policy is payment when the order is placed. The SDR should not promise credit terms.
How is sales tax handled?
Applicable sales tax is added where required.
Dietary Requirements & Allergies
Can we accommodate dietary restrictions?
There may be products appropriate for certain dietary preferences or restrictions. However, ingredients and production environments vary by product, so the SDR should never make an unverified allergen or dietary-safety claim.
	Suggested language: “We may have options that fit that requirement, but we'll confirm the specific product before making any dietary or allergen representation.”



Recipient Privacy
What happens to recipient information?
Recipient information is used for purposes associated with fulfilling the customer's gifting program. MadeSweeter does not use recipient shipping lists to market to recipients.
Custom Sourcing
What if the prospect wants something that isn't in the catalogue?
That is a good reason to involve sales. Capture the desired item or category, quantity, budget, delivery date, and personalization requirements, then schedule the conversation.
	Suggested language: “The catalogue is our curated collection, but if you have a particular gift or concept in mind, tell us what you're looking for and we'll explore whether we can source it.”



Qualification Questions
These should emerge naturally in conversation rather than feel like an interrogation.
	Area
	Useful question

	Occasion
	What are you sending gifts for?

	Recipients
	Who will receive them—customers, employees, prospects, executives, event attendees?

	Quantity
	Roughly how many gifts are you thinking about?

	Budget
	Do you have a target budget per recipient? Does that include shipping?

	Timing
	When would you like them to arrive?

	Fulfillment
	One location or individual recipient addresses?

	Personalization
	What do you want customized on the gift or packaging?

	Past experience
	Have you done a similar gifting program before? What worked or didn't?

	Decision process
	Who else is involved in approving the program, and when do you expect to decide?


What Should Trigger a Sales Appointment?
Approximately $3,000+ in potential order value.
Meaningful customization.
Larger recipient lists.
Holiday programs.
Recurring or multi-event gifting.
Complex fulfillment.
Custom sourcing.
Executive or VIP programs.
Multiple offices or divisions.
Strong repeat-business potential.
There is currently no hard minimum. Do not reject a smaller opportunity simply because it falls under $3,000; use judgment.
Common Objections & Responses
“Your products are more expensive than Amazon.”
“That's certainly possible. We're not trying to compete with Amazon on commodity products. Where MadeSweeter adds value is in curation, personalization, presentation, and creating a gift that feels intentional and memorable.”
“We already have a promotional-products company.”
“That makes sense. We often complement those programs rather than replace them. We're particularly focused on gifts that feel recipient-focused rather than like traditional promotional merchandise.”
“We don't want our logo plastered all over something.”
“We agree that bigger branding isn't necessarily better. Often the strongest approach is subtle: if the gift itself is impressive and memorable, the recipient will remember who it came from without the logo dominating the experience. The goal is to associate your company with a great gift—not simply with a heavily branded object.”
“We don't know everybody's addresses yet.”
“That's very common. We don't need every address to begin planning the program. Once the product and fulfillment method are finalized, we'll give you the correct shipping template to complete.”
“It's too early to think about holiday gifts.”
“Starting early gives you more product options and a much safer shipping window. This year, Thanksgiving falls very late in November, and many recipients now leave for holiday travel as much as a week early. We highly recommend having the program ready to ship and ideally on the dock before Thanksgiving so it can move immediately after the holiday weekend.”
“It's probably too late for holiday gifts.”
“It may still be possible depending on the product and destination. But if the December window is truly too tight, an early-January program can be even more distinctive—be the first to welcome people back after the New Year and celebrate what's ahead.”
“We only need 20.”
“That's not necessarily a problem. Minimums vary by product, so we'd want to look at what you're considering.”
“We need 2,000.”
“Absolutely worth discussing. At that quantity we'll want to look carefully at production timing, customization, shipping strategy, and pricing.”
“We don't have artwork.”
“That's okay. We can first determine the right product and what you want to communicate, then we'll tell you what finished artwork is required. MadeSweeter doesn't provide design services, but we can give feedback and help make sure your design will work on the selected gift.”
“We don't know what we want.”
“That's a good place to start. If you can tell us who you're gifting, roughly how many recipients there are, your budget, and what you're trying to accomplish, we can help narrow down the best options.”
“Just send me the catalogue.”
“Absolutely. Before I do, roughly how many recipients are you thinking about and what's the occasion? That will help me point you toward the most relevant options.”
“We're not ready for a meeting.”
“No problem. I'll send you the catalogue so you have some ideas. When do you expect to start seriously looking at the program?”
What the SDR Must Not Promise
Guaranteed production dates or carrier delivery dates.
Rush production before confirmation.
Inventory availability before confirmation.
A specific carrier before fulfillment is determined.
Guaranteed redirects or address corrections.
International fulfillment.
Special discounts or unpublished pricing.
Free samples.
Customized one-off replacements.
Allergen safety or dietary certifications.
A specific tracking/reporting format before fulfillment is confirmed.
Design services.
When uncertain, use: “That's something we may be able to accommodate, but I want the sales team to confirm the specifics for your program rather than promise something before we've checked.”


When to Involve Sales Immediately
$3,000+ opportunity.
Unusual personalization.
Tight deadline.
Major holiday program.
Hundreds or thousands of recipients.
Significant pricing or discount discussion.
Complex shipping requirements.
Several different gift types.
Recurring gifting needs.
Unusual packaging.
Dietary/allergen confirmation.
International request.
Any exception not covered by this guide.
When to Involve Operations
An order already in production.
Shipping exceptions.
Address corrections or redirects.
Returned packages.
Damaged or lost shipments.
Replacement availability.
Carrier issues or tracking anomalies.
Production delays.
Vendor-specific shipping requirements.
The SDR should generally not become the fulfillment help desk.
Sales Handoff Notes
Company: ____________________________________________
Contact: ____________________________________________
Occasion: ____________________________________________
Approximate quantity: ____________________________________________
Target budget per gift: ____________________________________________
Does budget include shipping?: ____________________________________________
Desired delivery date: ____________________________________________
Bulk ship or individual addresses: ____________________________________________
Product(s) of interest: ____________________________________________
Personalization requested: ____________________________________________
Custom sourcing needed?: ____________________________________________
Dietary requirements: ____________________________________________
Previous gifting experience: ____________________________________________
Decision maker(s): ____________________________________________
Decision timing: ____________________________________________
Estimated total opportunity: ____________________________________________
Anything unusual / important: ____________________________________________
SDR Rule of Thumb
	Know it? Answer it simply.  •  Don't know it? Don't guess.  •  Needs a promise, exception, special pricing, or feasibility check? Move it to sales.
The SDR's job is to create enough confidence and uncover enough of the opportunity to earn the next conversation.
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