SCA Meeting 03.05.08

Cathy, Jennifer, Rhonda, Gerri, Gale, Jill, Brenda, Debbie, Tonnie, Faye, Judy, Michael Ann, Kelly, Barbara, Karla, Sally, Gretta, Sheila, Melanie, Lori
1. Info printed in catalog is okay to share now (catalog being printed; no more changes)
a. Important to ask if customer plans to order now or after April 1

b. Don’t make recommendations/provide item numbers now for things that won’t exist after April 1 if customer plans to wait

c. the deciding factor – will it be more confusing to the customer to wait or know now; don’t release specific book choices unless they have been announced elsewhere publicly

2. Hours of availability for spring

a. As soon as catalog is in homes, volume should increase

b. Consider number hours/week you’re willing to work for March 15th and following (thru end of May) and tell Rhonda via email

c. Be sure your conventions & vacations are up on calendar

d. When more advisors are needed, Rhonda will ask; don’t feel obligated to take the hours

e. Until volume is very large (July?), we’ll keep working Shifts BCDE

f. Fridays typically have fewer advisors willing to work; we can’t take all Friday off

3. Catalog Issues

a. 2007 catalogs will continue to ship through March 16th
b. Catalog requests entered March 17th on will only receive 2008 catalog

i. Printer will ship catalogs to Sonlight 

ii. Catalogs will ship 1st class from Sonlight to catalog req addresses

c. Catalog error p. 83 - Core 200 picture is Core 2 instead; SL wants to know how many people notice.  Make note in ticket, refer it to Rhonda
d. Advisors will receive personal catalog at same time as customers
i. no overnight/expediting since we have all rec’d a photocopy
ii. if you’d like more than one copy, request one online after March 17th or see an SCC in your vicinity
e. Catalog Error p. 75 - Alt 7 package  

i. (Alt 7 is new name for former Alt 6)

ii. Not sure yet if pkg DOES or DOES NOT include LA6 IG
iii. Price does include LA6 cost 
iv. Watch for clarification on wiki soon
f. HWT 5

i. lists Teacher’s Guide for Grade 3

ii. watch for clarification on wiki as to whether this is an error or for explanation

g. Newcomer pages all advertise LiveCall and LiveChat which will likely require changes to scheduling/CA work because of increased volume

i. Up to this point, CA has been handling this

ii. May require additional advisors to be trained

4. Email responses

a. Be sure to include empathy statements

i. “I can see how that would be an inconvenience”

ii. “I’m sorry…”

iii. be careful of saying they HAVE an old edition, explain why you think so and be empathetic

5. Choosing Recommendations

a. No longer recommending packages that will not exist on April 1

b. Be sure to read Wayne’s post on Combining thread

c. Promoting Love to Learn Guarantee 

i. Add to bottom of emails

ii. Assure phone customers

d. Some CR quick answers in FP are good for emails; use if appropriate

e. If you’ve saved old quick replies, be sure to check that they are still up-to-date; best choice – use FAQ answers from FP, don’t save them in Biz or elsewhere;
6. Marketing Campaigns

a. New Marketing promo

i. Ad #1 – Free session with Advisor
1. In Magazines

a. Encouraging Word

b. World

c. 415,000 copies

2. Landing page takes to catalog request page (may take up to 2 weeks)
3. Then offers 30 minute session with Advisor

a. Will create FP ticket **make this new color
b. Ambassador priority

c. If they’d prefer to wait until their catalog arrives, set an appointment for a callback

i. Catalogs shipped from SL April 1st-August 31st will ship 1st class

ii. Leave 2 weeks to receive catalog and be ready for call back

ii. Ad #2  -  tele-seminar
1. 4 other magazines

2. Landing page takes to catalog request page

3. Then takes them to tele-seminar file 

b. Recording Marketing tickets on Recap

i. ‘ step 1’ - 1st call, 1st attempt – MARKETING FOLLOW-UP 1ST DAY

ii. ‘step 1 continued’, 2nd day attempt – mark as MFU 2nd day
iii. If customer requests call back at another time (several weeks or months later) – next step again recorded under MARKETING FOLLOW-UP 1st DAY for 1st attempt

c. Setting appointments

i. For the 30 minute session – it does not need to be same advisor calling back

ii. The same advisor will still keep the Make the Switch from Public School campaign follow-up calls

iii. Add “CB [date]” to subject line and your name for the make the switch calls
iv. Set to Pending or Attempted

d. Coming Soon…Spreadsheet of Advisor contacts – will start including EVERY contact

i. End goal – to track effectiveness of Advisor team (sales from customers who spoke with an Advisor)

ii. Spreadsheet on wiki – Forms:Marketing FollowUp:Completed Contacts Spreadsheet 
iii. Requires complete mailing address if no customer number

1. If catalog request, getting this is easy

2. If already has catalog, ask to verify address

iv. If customer number in ticket, only need to enter this (do not need to verify address)
v. Format must be all caps

vi. New column to be added - Source – call or marketing promo (each promo will have unique number)

Next meeting:   3/19/08 10 AM MT
