02.03.09 SCA Meeting

Sherry, Kathleen, Judy, Brenda, Liz, Barbara, Cathy, Melanie, Lori, Debbie, Jennifer, Faye, Michael Ann, Rhonda, Gale, Jill, Sheila

The meeting was taped.  To listen to the meeting dial 281-339-4699, enter access code 214871#.

1. Reminder: Tim is now the manager that has oversight of the advisor team. Be sure you are sending your invoices to Susan and cc Tim (theil@sonlight.com).
2. IT update:  
a. Wish List
i. You can create multiple wish lists and name them
ii. You can share it with a friend
iii. Actually titled “wish list” across the website
b. Customers can change their own password – under my account > my profile
c. Icon showing they already own an item in their shopping cart
d. No longer use the terminology ‘SCOPS’, instead refer to ‘cart’ or ‘shopping cart’
e. Duplicate items in package – note displayed
f. Double quantities in cart – note displayed (offers opportunity to edit cart)
3. Footprints update
a. Change to Issues Information section
b. Added a Voice Mail Contact info field. Will put name, caller id, best time data in this field
c. All notes about ticket – will put in Notes section
d. I did add the first ‘day 1, attempt 1’ lines – the rest you’ll have to add yourself to the beginning of your notes; any new information will go at the top (instead of bottom as we’ve done in past)
e. Pay attention to subject line – you can see there when the last call was made
f. Only one attempt on the 2nd day, regardless of time, so identifying which call step you are on should not be a challenge
g. Be sure to offer the live chat link (noted in ticket for reference) in your final message
4. Live Chat update
a. Will change all places (website and catalog) where we recommend calling advisor team to recommending Live Chat
b. Phone is still an option
c. Changed the phone message early in January
d. Changes in stats from 2008 to 09 
i. Significant increase in chat – 137%
ii. Decrease in voice mail – down 37%
iii. Yesterday we had a total of less than 10 new calls for the day, while I had 12 chats in the afternoon shift alone.  One person is able to handle much more volume via chat.
iv. Work on process to further reduce voice mail – 
1. Start asking chat customer if they have also left a VM/email message 
2. capturing phone/email from chat, checking when loading calls to see if contact completed already
v. Due to the reduced volume, beginning 2/16 the schedule will include only active advisors
vi. Whenever an advisor is activated, Tim will contact them
e. CR will have someone in Live Chat to whom we can transfer CR questions
f. We will consider longer hours of service in the busy season, based on advisor availability and volume needs – we will probably only advertise business hours
5. IG distribution 
a. Active advisors will be at the top of the list, early April is goal
b. Rhonda and Judy will receive IG’s in first shipment – so you can ask them questions if needed
c. Only active advisors will receive IGs
d. If volume warrants activating additional advisors it is unlikely we will ship additional IG’s
e. SCC’s – you received an address verification email from Barbara – if you haven’t replied, you won’t be getting IG’s or anything else; if you didn’t get the email – email me and let me know!
f. Remember – if you move at any time during the year you must give me a new address 2 weeks prior to the move so we can assure packages are delivered correctly!
6. Change from ‘guarantee’ to ‘expectation’
a. Shipping info on wiki
b. Advisors
i. I don’t remember a time – even in the heat of August or when the computer system was down, when we went over 4 hours from the time the call was received to when we called the customer back
ii. We need to adjust our thinking – and our panic level
iii. Rhonda will be watching the time frames – no reason to be concerned.  To give you a basic idea of what I’ll be watching for:
1. If we get past 1 ½ business days from the time the call was received
2. Email often runs right around that 1 to 1 ½ day time frame – this is not a concern
c. Part of shifting our expectations is to change expectations of live chat – 
i. expect you will have long chats, 
ii. avoid offering to convert to call if possible
iii. If customer does want a call – inform them it may be up to 1 business day before we call them back (it goes at the bottom of the ‘new calls’, just like any other new call request; no longer Urgent)
iv. We are getting 3 chat requests at a time occasionally
v. If you can only handle two, let the third wait (no longer set status as away or back in 5 minutes; stay online and let additional incoming chats wait until you can get to them)
vi. We are tracking whether they wait on us or if they leave – none have left yet
vii. When we get to the point of having someone waiting frequently/consistently, then we’ll add more advisors into the chat system
viii. Shift time expectations – hour long chat example
1. You can do other things during an hour long chat – you can’t during an hour long phone call
2. May have been able to resolve the issue in 30 minutes on the phone, but we are MUCH more productive via chat when we can pick up calls, handle other chats, answer IM, etc., throughout chats
7. Independent Contractors
a. Independent contractors are responsible for their own training
b. Active advisors will be able to invoice for 2 hours of meeting time per month, to provide us with time to discuss changes, etc. (non-active advisors are welcome to attend, but it is not required and you may not invoice for the time)
c. Encourage each advisor to set a personal goal of having an attitude of confidence and the ability to express that confidence to customers
d. None of us has used every Sonlight product, so we can turn to each other with product questions – we are a TEAM: if someone else has used something, etc., 
e. but we need to view ourselves differently:  we ARE product experts 
f. Yes, we all started as ‘just another home school mom’, but that is not where we are now
g. Our value to Sonlight and our customers is in both – we have intimate knowledge of how homeschooling really works, something that production and CR staff do not have, AND we have a high level of product knowledge not found in a typical customer/user – YOU ARE VALUABLE to Sonlight and to the customers!
h. Yes, we often say, “I used this and it worked this way” or “My friend used this” – this is the benefit of the team concept – we train each other
i. We have to BELIEVE we are product experts and present ourselves that way
j. Re: negative feedback Judy received, “don’t want to talk to ‘just some mom’
k. Quite often the questions, though they are product specific, are more a question of confidence, ‘is this the right answer’
i. If you *think* it is a website error, assume it is if you’ve done the research
ii. If you *think* it is an IG error, assume it is if you’ve researched the issue
iii. Then send me an email, I’ll confirm your conclusions and get the errors corrected
iv. If we were wrong, no big deal – it is easy to call or email, apologize and give them new information
l. Also, please realize the vast majority of these questions aren’t urgent – no one expects you to be perfect in your answers
m. the procedures we set up – like putting a call request from chat at the bottom of new calls – these are not SL mandated, this is something we as a team decide
i. I create new procedures after discussion with various team members, in an effort to help us function well
ii. Anytime a procedure isn’t working for us – we as a team can change that procedure – just talk to me about it
8. Paperwork – SCA spreadsheet
a. Will begin creating spreadsheet like SCC prospect list for every ticket/contact; SL wants to track advisor work more closely
b. Details
i. Will put spreadsheet format on wiki
ii. Will have samples and explanations for what to do when info not available
iii. For now, submit once per month (end of month)
iv. Might submit more frequently when volume picks up
c. Spreadsheet format
i. Will need to ask for address if possible
ii. If information is missing
1. No name:  SCA in first, CONTACT in last
2. No address: SCA Contact in ADD1
3. SCA City in City
4. St – CO
5. CTRY US
6. Zip 80122
iii. date format is yyyymmdd (20090130)
iv. use ALL CAPS
v. SCA code – first 3 letters of last name unless not unique (copy and paste down)
9. Products
a. New products list up on wiki
b. K-6 LA upgrades – rubrics, examples, more parent helps for writing
10. Meeting day will continue to be Tuesday for now
11. STC training conference scheduled
a. February 23-24
b. Will need to be on phone (long distance, Skype) and at computer both days
c. Will go over all new changes
d. Will help equip both advisors and consultants
e. Check wiki and forum for updates, more info
f. Will likely be recorded for those unable to attend
12. Office 2007
a. All from SL/Rhonda is in Office 2007
b. Will either need Office 2007 or a viewer/reader
c. Can send docs in Office 2003.
13. Today’s meeting was taped, so if you missed it, you can listen

