SCA Meeting Minutes

2.22.07 10 AM MT

Present: Jill, Rhonda, Brenda, Tonnie, Karla, Cathy, Vickie, Jennifer, Judy, Debbie, Kelly, Kathleen, Melanie, Sheila
1. Call progression – we are working to develop a checklist; email Rhonda or post on Forum.  What is most important?  (What do we need to be proactive about to prevent customers from saying, “The advisor didn’t tell me”?)
a. Choosing calls
i. Ages of kids

ii. Working at grade level?

iii. Required Resources

iv. Additional Students

v. Etc.

b. Using calls

c. Up-selling certain products

i. Suggest tele-seminars – be familiar with; have info readily available

2. Quality Assurance form - CR uses one.  This helps to be sure we are all representing SL the same basic way, providing accurate information, provide some feedback, etc.  SL hopes to tape advisor calls eventually.  Evaluation gives points for items such as:
a. Welcome, greeting (uniform)
b. Verifying customer info, and thank you

c. Rating listening skills

d. Professionalism – very important

e. Knowledge, skill
f. Appropriate resolution

g. Closing, standard for everyone to use (Thank you for calling Sonlight Curriculum.  Good-bye.)

3. Footprints use this season/Live Person update

a. Trouble with FP licenses 
i. Contact Advisor uses fixed license

ii. 4 concurrent licenses for SCA & Office personnel

1. often we are down to just 2 between the hours of 12 and 4 MT, especially Monday and Tuesday

2. will have to start logging out while on phone calls

b. Running calls through FP through at least April 1st
c. Live Person delayed until web developers can get to it

d. Considering trying new ways to use FP to improve our call back time – for example, ‘taking’ the next call in the ‘queue’ instead of being assigned blocks of calls at a time.  Not sure if this will work because of having to log in for each new call.  We may give it a try before the catalog season hits.
4. STC feedback 
a. Contact advisor availability – how important is it to have CA available all day? 

i. Ask the CA first, then others who are CA (Rhonda, Kelly, Karla).  Judy does have access, but let’s not consume her time unless you’ve already tried the CA’s
ii. it is fine to ask a customer if you can check on something and call them back

iii. if you expect there’s info you’ll need, ask CA before you start the call

b. Email Rhonda feedback regarding SCA portion of STC

5. Customer praise 
a. Customer really appreciated Advisor listening to her and not judging her
b. Providing solutions is great, but remember to listen to the customer, empathize

6. Language Arts – what can we say?

a. Changing K-6

b. Smaller, more user friendly

c. Read what Judy has shared on Dear Sonlight Forum – guideline for what we can say

d. Cannot yet give specifics since nothing is set in stone yet

e. Judy & Rhonda will try to gather comments to post on Marketing Forum – what is public

f. Consulted with Dr. Beechick, helped facilitate changes

g. More information coming 

i. We’ll get copies/transcripts of each to use – quote Sarita

ii. 2 ½-3 weeks snail mail letter will go out to customers 

iii. Teleseminar on LA March 15th
h. April 1 all 2006 LA IG editions “gone” (if customer still wants old IG, let Rhonda know – she will contact CR, if the product is even still available they can occasionally make exceptions – but ZERO guarnatee)

7. Catalogs begin ship mid-March (Advisors will have them expedited via FedEx)

8. Sonia Feedback emails

a. Problems with Sonia usually user error

b. Easier if they speak directly with an advisor – start from scratch

c. Info provided by Sonia, you can ignore (just tells IT where they got stuck with Sonia)

d. Will develop consistent intro line for return emails from Sonia feedback (similar to Sarita’s emails)

9. Feedback on how we are doing – some are asking

a. Independent contractors approached differently than employees; SL under no obligation to provide performance reviews or continue contract. Compare it to the feedback you’d give your phone company (vendor).
b. Rhonda tries to communicate what we are doing well, praise, encouragement – feel free to ask
c. Tim has expressed desire to provide more feedback – if you have ideas, let someone (Rhonda, Tim) know
d. If you have questions you can always ask Tim, just understand that he may not be able to provide the specific information you are looking for.
e. Improvement handled more in generic terms –this is an issue that came up, this is how we’re going to address it in the future 
f. Sonlight does care about us, they pray for us, but ultimately the job may change.  Rest assured in God’s providence.  Judy and Rhonda both had to come to a place where we realize our business depends upon God as the provider, not Sonlight, to find peace.
