Advisor Meeting 2/24

1. Advisor accounts marked as no email, didn’t get coupon; Eldina will reset accounts and will send coupon
2. Christmas sale items still available – will create generic sale category on website
3. Catalogs
a. We are out of catalogs, happened earlier this year than typical due to promotions in magazines (request catalog, get free book)
b. Still have about 200 copies, reserving for free media readers – another special offer where they get a free book when they request a catalog
c. All others who request a catalog get a message that they’ll get the 2010 catalog when it is released
d. 2010 pdf will be available by Monday, 3/1
e. Club members will be able to view new catalog will be available on 3/15 – will email link
f. They’ll be able to share that link with others
g. Start mailing last week of March as well
4. Praise tickets
a. Copy ticket into an email and send them to Eldina
b. No need to post on the forum 
5. Voicemail
a. Liz is picking up calls
b. If a customer informs you they left a voice mail (Live Person), please let Liz know
6. Customer Service questions in Live Chat
a. Really basic question – feel free to answer
b. If they ask a follow up question, please transfer them to CR
7. Live Call
a. Customers can schedule call every 15 minutes
b. Our shift change happens the same time as a call can come in
c. Perhaps change shift change time?
d. Can we set up an expectation of a 15 minute call – we can add notation to call request page
e. You can transfer a Live Call to someone else if needed
f. We can change it to allow scheduling calls every 30 minutes or change the number of users who can schedule a call in each hour: 
g. ACTION POINT: Rhonda will reset maximum of 2 calls per hour, change to accept calls every 20 minutes, add verbiage:  Please have your questions ready and someone will call you during this time frame – for example; Make sure there is a note indicating they may not get a call exactly at that time
h. Scheduling issues – when everyone leaves at the same time it gets confusing; when one leaves, then one stays it might be easier; Eldina will try to overlap 4 hour shifts so they end at alternate shifts whenever possible.
i. Communicate with whoever was working before you doing the same function.  It could take a lot of time communicating when you have many working during the same shift. If we need someone coordinating the shift, we will do it.  We need to be adaptable to move over to help wherever the volume is coming in, so knowing who all is working is essential so you know who you can reach out to when needed.  
j. Considering 10:30 to 2:30 during the non-busy season
8. Schedule
a. On google doc – let Eldina know which time works best for you and which works least
b. Can indicate preference in the length of shifts as well, number of days per week – put at the bottom of each schedule so it is available to Eldina each week when she creates the schedule
c. Mark A for preferred, B for not preferred
9. Next meeting – Wednesday, March 3, 10:30 AM MT
a. Will cover Live Call training
b. Discuss catalog issues
c. Continue discussion on scheduling
