Advisor Conference Call – 3.8.07
Debbie, Rhonda, Jennifer, Karla, Tonnie, Judy, Michael Ann, Jill, Melanie, Brenda, Gale, Kathleen, Vickie, Cathy, Tim, Kelly, Sally
· Language Arts letter
· sent out today to all customers with purchases in the last 3 years and ALL previous LA customers 
· see copy under Latest News on WIKI

· Discusses changes, $5 coupon attached toward purchase of new LA guide. 
· Letter itself will not be posted on forums.  General knowledge of LA changes will be conveyed. [Update – revised letter was posted on forums – no mention of $5 coupon. RW]
· If customers inquire about getting the $5 coupon, it was sent to “select” customers only.  If customer feels they should have gotten letter but did not, forward to CR.
· Coupon can be used in conjunction with repurchase discount. 
· Teleseminar recorded next week will elaborate on LA changes. [Update – teleseminar recording will be posted on marketing forum 48 hours prior to posting on website so off-site reps have time to review it. RW]  
· 2007 IG’s 

· Availability on 4/1 – all Core and all Science
· LA availability list – keep it handy so you can alert customers 

· Number of IG’s needed (if you need second set as SCC) and verify mailing address – if you haven’t done so already, email Rhonda today!
· All IGs fall under 18 week Love to Learn Guarantee in 2007
· Changing the subject line in FP

· Voicemail – VM Advisor Contact by default; when closing ticket leave “VM” but change “Advisor Contact” to description of call
· Voicemail with email follow-up – keep in mind subject line will show up in customer’s email; change to something recognizable to customer
· Email/web – do not change what customer has entered
· Email/web with no subject line or [no subject] - you can add something appropriate
· Customer complains about error in IG 
· Tell customer error has been passed on to production

· Tell customer error will be corrected in the NEXT edition
· CR working on plan to identify errors and contact customers who have purchased

· If alerted of new error, pass on to Rhonda
· Contact Advisor changes

· CA’s for upcoming spring/summer – Rhonda, Karla, Kelly, Jennifer
· Change to half day format (pay attention to who is working when; haven’t clarified times yet, but will stay consistent day to day)
· Will start splitting some CA work to make it more manageable during busy season (such as having Rhonda handle advisor questions with CA handling workload management)
· Live Chat update

· Expect chat to be up and running about 4/1 or shortly afterward

· Limited locations on website – contact us page, Sonia at first, more added later
· Rhonda will cover it at first, then CA’s will start, then advisors 
· Will require juggling of schedule – can’t be in a chat and on the phones at the same time – emails will likely be handled by those doing Chat 
· Typing speed will be an issue – can use some canned answers too
· Will be able to redirect customers to a phone call if needed – eliminate call back, will have to be careful to not take ‘appointment’ times
· Staffed M-F 9:00-4:30

· schedule will have to change to make sure someone is available at all times

· switching to 2 hour shifts – coming up in a schedule later this month

· less flexibility – if you’re scheduled to work, you’ll have to be there for full shift without interruption
· if chat volume is low you can easily school your children, etc., during the time you are ‘available’ on the schedule – you WILL hear the computer ring; saying you are available for a shift just means you will be close enough to a computer to hear it and that IF there is enough work you will work those 2 hours.

· May be able to change VM message to encourage people to go to Live Chat instead

· Started using Live Chat w/ Forum Admin and customer feedback has been great

· Not hard to learn

· Feedback/questions about Live Chat implementation – please email Rhonda or post on forums

· Encouraging customers – they CAN do it – homeschooling is a great choice (it would be good to keep a list of ideas like this handy and keep reading through until you’re familiar with it and start using)
· Pray – for our ability to share the right words; tell them you’ll be praying for them, pray with them

· Assurance – 

· Share enthusiasm - When we get our box of books, everyone's lined up to take off with some, including my dh.
· God is faithful, no one does this on their own, but by His grace!
· Anything worthwhile is usually not easy.
· Sacrifice is worth the results.
· Envision your ultimate goal for your family. If you think homeschooling will help you get there, then cling to that goal, pray for wisdom, and do the best you can with God's help.
· Homeschooling is kind of like faith, it isn't easy. It takes a daily commitment but the rewards are far reaching and eternal. You just have to live it out-- day by day, step by step.
· Children are the largest investment you'll ever make, they're worth it.
· Reduce – 

· empower customer that they have permission; curriculum is a tool not master

· Freedom to work at your child’s level

· It takes as long as it takes to get it right. Take the time. (Reading, or math concepts)
· It doesn't matter where they're supposed to be, start where they are. (In reference to skill levels)
· Have older children read aloud to younger (build reading ability, inflection/tone, family bonds)

· Take a break – field trips, special art projects
· Teleseminar resources (remember to upsell these)

· Developing outbound call campaigns by CR to help customers

· Welcome

· Follow-up after start

· Follow-up around February (when many tend to struggle with discouragement)
· Call progression/Quality Assurance 
· See separate document

· Took CR procedure as starting point
· Still work in progress but goal is to work toward consistency for all advisors 
· Basic framework – certainly modify when needed

· CR working on development of this for past year.  Now it works very well.  (All calls recorded, and Eldina reviews select calls, meet with rep individually and in group meetings to review and improve quality)
· Desire to move toward this also with advisors.  Wish to provide consistent messages, and this will help.

· Work now on tweaking document; print it out, start using, and give feedback as to how it is working/what changes should be made

· Check forum for new opening and closing for all emails to match what CR is using.  Set up FP to have this new opening and closing saved.

· Gift Quest results compiled in PowerPoint presentation. 

· Rhonda will forward on to us.  

· Highest was administration

· As a group, not high in mercy and exhortation based on results
· Results are for personal use, be more aware of areas that are not strengths and/or need further training

· Catalog is in house as of today - FedEx out to advisors this week

· Website redesign effective with catalog switchover (March 30)

· Echoing on conference calls

· Only one person on cell phone today

· Tends to happen when more than 6 or 7 people are on line

· Switched phone service; Tim will check with them and try to resolve issue
