Advisor Meeting 3.3.10

1. Footprints training
a. Priority – use same priority as we used to
b. Always use same protocol for subject line – VM, LM, NA, CB comes first, then time, then date (LM 10:40 am 3/3)
c. If we leave a message, two attempts per day – IF there is time to make a second attempt
d. Still leave 2 hours between attempts on any one day
e. Footprints – when we open a ticket, be sure you take care of it, don’t put it back because it is a hard one, etc.  If you can’t answer it, it is ok to leave it, but let’s make sure for the most part we are taking care of the tickets from the top of the queue down.
f. Enter customer info into ticket when you first open the ticket, even if you LM, etc.
2. Voice mail
a. Live Call and Live Chat – take email when you are not in a call/chat
b. Voice Mail – work on voice mail and email, when you run out of calls, then you are free to go
c. Eldina will be sure to rotate voicemail scheduling
d. Live Call – will handle any international calls with international phone numbers from Footprints, as we call through Live Call (so the call is free)
e. Will update procedures in wiki – delineate Live Call, Live Chat, Voicemail
f. What to do when a customer asks for a specific time frame for a call and no one is scheduled in voicemail:
i. I can’t guarantee what time we will call you back (voicemail from Footprints)
ii. Or you can go and schedule the call at your convenience (Live Call)
iii. Goal: the idea of giving them the option and allowing them to make the choice, letting them take the initiative
3. Live Person
a. Be sure to release the ticket when you finish
b. How to view scheduled calls
c. 8:40 first call can come in until 2:20 pm the last time to schedule a call
d. Schedule Live Call for 3 shifts a day
4. IM
a. IT looking for a group chat option
b. Gtalk only allows for individuals
c. Will help when letting whole team know when you are working, need help, etc
5. Catalog
a. Ship from printer 3/19
b. Digital catalog will be available online for core customers – 3/15
c. Eldina will make sure we all get a hard copy before customers


Next meeting:  3/31/10 10:30 am MT

