Advisor Meeting 1/27/10

 Judy update on product info
· 2010 updates – up on wiki; If customers ask, we really don’t have any significant changes planned for 2010
· Catalog – way ahead of last year, finishing up next week, ought to have an advance copy shortly; nothing has really changed in formatting from last year
· All IGs should be done by 4/1, nothing should be on backorder; vast majority by 2/1; core 2, core 1+2, 2TLA – not done by 2/1;
· All IGs will be printed, not copied, this year

Rhonda update on Rosetta training
· Notes up on wiki
· Be sure to take a look at Rosetta’s 3D sales process, some points very applicable

Eldina
· Free book ad in home school magazines – request a catalog and get a free book, several choices.  Only about 20 requests so far.
· Another free book ad running in February – 5 magazines/card decks, only one book option 
· P 4/5: confusion between Newcomer and Customized option (customized more expensive); 
· Problems with shipping to Mexico – science kits were being refused; updated our system so we only ship books/DVD, etc. to Mexico, no Science Kits or a few other things.
· Footprints tickets: 
· CR questions – reassign those to CR Tier 2, medium priority
· Web site and product errors – reassign to Rhonda
· Chat transcripts – Rhonda can send that out to customer, if unavailable Eldina can help
· Wiki – working well for all, no more log in problems
· Contact List – send to Eldina at the end of each month.  We hope to find a system to automate this soon.  You will start a new list each month.
· Live Call – this feature is active in Live Person.  We hope to start Live Call soon – maybe first of next week.  Cathy may not be able to use this feature, we will test it.  
· Will find out if there is a place for us to take notes on the call
· Will see if we can use Live Call for all calls so customer sees that we are on a call, Rhonda will test this week 
· Add a column for live call to track total number of calls 
· Tonnie and Cathy will get with Rhonda to train on Live Call.
· Saving a Sale
· Customer was asking about a return – don’t send it to CR right away, ask questions to see if you can help them so hopefully you can save the sale
· You can use the quick reply instructions on returns.  If that is all they need we don’t want to frustrate them transferring them and use our (people) resources wisely by offering basic info that we can.
· Eldina and Rhonda will confirm the return instructions are up to date and available.
· If they go into specifics, then transfer to CR. ‘Let me get you to someone who specializes in that area’ – makes the customer feel like they are getting to a higher employee.
· Eldina will email example.  Please send your examples to Eldina so we can all learn from them.
· We can take the initiative and follow-up as needed.
· Promotions – Judy posts marketing promotions on wiki so we can use this information with customers. “By the way we are running a sale on Rosetta right now.”  
· Piano Wizard – Sample will be sent out to advisor team to share among the team, and then send it on to another team member.  Will help us to answer product questions.
· Eldina works from home on Thursdays and early in the AM most days. Usually in the office from 9 AM to 4 or 5 PM.  
· Invoices – no longer need to copy Barb on advisor invoices. Do copy Judy on any invoice that includes moderator hours.
· Questions – you can ask each other, also know that Rhonda is working more hours, so feel free to ask her as well.  If you are overwhelmed in chat, ask for help – Rhonda and Judy are available to assist as needed.
· Eldina considering monthly meetings. We can meet sooner if needed.  Last Wednesday of the month.  
· Be sure to update your address, etc., with Eldina if any changes so IGs are shipped to correct address. Eldina will confirm they have the new address.
