SCA Meeting Minutes
1/25/07

In attendance: Judy, Tim, Brenda, Cathy, Gale, Jennifer, Jill, Karla, Kathleen, Kelly, Melanie, Rhonda, Sally, Vickie, Tonnie
1. Updates from Tim 
a. FYI – internal handling of returns will be changing – refund to be issued as soon as return is received unless blatant damage (current policy regarding returns will still be communicated to customers)

b. Catalog prep – going well but not yet sure of date whole catalog will be available 

c. Judy is maintaining a sticky on the Marketing Forum with new products added/products deleted, updated weekly

d. Phil will send out a snail mail letter to customers (last 3 years) with information about the LA changes.  Will work to get a copy of this letter to advisors.

e. Not all LA IGs will be ready April 1.  Tim will check when we can make this public (important since customers are already beginning to ask, “Should I order now or wait?”)

2. SCA networking time
a. Per Forum post, Thursday night of STC.

b. In conference room at hotel after dinner
3. Scheduling 

a. Having trouble covering Shift D.  Need 1 on A, 1 on B, 3-4 on C, and 1 or more on D.

b. Please provide Rhonda with more availability options, especially if you can work shift D.

c. No advisor phone calls returned Wednesday-Friday of STC.  Message will be changed to make customers aware of this.

d. Email will be handled Wednesday and Thursday nights at the STC.  Anyone bringing a laptop and comfortable with others watching you do email, please let Rhonda know.

e. Requesting more coverage Monday & Tuesday before STC as well as Monday after STC.  Let’s try to get things in order before leaving as well as help with the increased volume upon return.

4. Saxon issues
a. Different editions of Saxon creating unhappy customers

b. Homeschool edition (in current edition, these are paperback from 5/4-8/7) is what Sonlight sells

c. Public school editions (hardback) are being obtained by customers, but these DO NOT match the other resources of the homeschool editions such as DIVE (not published by Saxon) answer key (public school key not available for purchase).

d. Also updated editions (3rd instead of 2nd, for example) are different than previous editions.

e. It has become critical to clarify about the various editions when communicating with customers.  All editions have to match.

f. Saxon homeschool website (different from public school website) has pictures of books.  Will work to get this information up on the intranet too.

5. Customer requests for prices

a. Product prices are not static and can change at any time (increase or decrease)

b. Current prices are always listed on the website.  Do not rely on the catalog.   Avoid quoting prices but rather direct to the website for current prices.  In email use links to website.

6. Customer requests to ‘see’ product
a. No printed samples are sent out

b. Samples on website

c. Cannot go to Sonlight offices (not storefront)

d. We can provide product information and refer to the website for samples that are available there.  

e. Also mention guarantee policy so customers can see and even use the products themselves

f. If not satisfied and must see the product, refer to the homeschool conventions list on the website under Resources.  Recommend attending a convention near home or contacting the SCC of that convention directly (email listed under convention description).
7. Customer issues that need CR handling
a. Goal: customer retention

b. Goal: handle as much as you can (less frustration for the customer if all is handled with one contact; leave the customer feeling that it is taken care of).

c. Use CR section of intranet for detailed directions for handling specific problems/requests

d. Gather as much information as will be needed to resolve issue (especially correct email address, fax if applicable)

e. Communicate!  Update ticket with as much information as you can and reassign to Rhonda/Urgent status (even if you have resolved the problem and no further action is required, it is helpful to know what kinds of issues are coming up)

f. Use your best judgment.  Advisors can offer a $5 coupon to cover shipping in cases where this is warranted (not over $5 without permission).  Offering a coupon should be a rare occurrence.  
8. Return policy
a. Policy is reorder & return (separate transactions); there is no “exchange” of materials
b. If customer is returning something and reordering something else (such as switching to a new level of Readers), it will be important to update Assist to avoid losing club membership.  Always update the ticket with this information and reassign to Rhonda/Urgent status.

Next meeting will be cancelled – since we’ll all be in Littleton! ;-)

