SCA Conference Call
03.17.09

In attendance:  Sherry, Tonnie, Karla, Brenda, Rhonda, Melanie, Judy, Barbara, Sheila, Cathy

1. Congratulations - Tonnie had her baby – Ariana Joy
2. Catalog release
a. A few advance copies in office today
b. Catalogs are hitting mail today to customers
c. Call volume jump – may not see as much of a jump in past years perhaps due to less changes (fewer book changes, etc.)
3. Catalog changes
a. Slash, dots, plus signs on Readers and LA – intended as visual cue to link each level of readers and LA; if you get any feedback on these, please pass it along
b. No longer offer one inch binder with LA packages because the LA activity sheets are interweaved in the LAIG, there is no longer a need
c. There will be some 1” and 1 ½” binders online only for purchase; 3” binder can be purchased online as well; we will continue to offer online for those who are unable to purchase binders in their location
d. We will not make public the titles of the changes (deletions, additions) until the catalog goes live (around 4/1). We have limited stock on a few titles; want to be able to offer complete packages.
e. ‘At this time, this information is not available’ – use this terminology – tends to defuse the customer who wants specific information and we cannot offer that info
f. There is a sticky at the top of Dear Sonlight.  Judy has offered a lot of general information – we can use that same terminology. There is a note at the bottom of the sticky post telling them not to ask for more (IMPORTANT NOTE: This is *all* the product information I have at this time. So requests for me to "clarify" or offer more won't gain you any more details.)
g. Customers have a level of expectation; some feel they have a ‘right’ to the information. Most will have their catalog prior to 4/1.  As soon as a customer posts that they have a catalog, we can start using the new catalog to talk to customers.
h. New IG’s – with new alternating lines – only in K-6 Core, Science, will confirm about LA; not in upper levels – DO NOT release reason (upper levels in line for changes for next year)
4. Price increases
a. I expect any increase in pricing will be pretty consistent with what we’ve seen in other years.  
b. Consistent means some will increase, some will not
c. Tim only wants the initial statement made, no specifics; please offer no further clarification
5. Quick check sheets – use to help you get to the point where the changes are automatic (i.e. you put in the asterisk, click update customer, etc.)
a. CA – picking up VM – up on wiki
b. CA – picking up EM – up on wiki
c. Handling EM – still in progress
d. Handling VM – still in progress
6. Chat
a. Will try to always have at least two working each shift (except 8:30 am shift) who are trained on all functions and have access to assist
b. Expect advisor in chat will cover up to 2 chats
c. If you have a third chat come in – 
i. ‘Other advisor’ (either CA or not, up to those working to work it out) – will pick up 3rd chat, will handle FP reset, will ensure VM picked up (can ask advisor in chat to help with any of these duties)
ii. Rhonda – will log in as backup when no second person in chat; also typically available to help even if two in chat as licenses are available;
iii. Judy – after time waiting hits 1 minute, feel free to take it
iv. For summer – expect we may need additional licenses to cover chat
v. Track chats on prospect list – goal is to track customers touched by the advisor team
d. How to reply via chat
i. Use complete sentences
ii. Try to reply in one answer (i.e. don’t hit enter) until the customer replies again
iii. Customers expect it to take you some time to type your responses; all advisors are faster than the majority of the public!
iv. Type, ‘one moment please’ if you need to go find information – they are willing to wait on you!
v. Write like you would in an email – punctuation, spelling, etc. 
vi. Don’t use acronyms (SM, HIG, IG, LAIG) unless customer does or you clarify what it means earlier in the chat/email/phone call
vii. There is a spell check – if the word turns red, fix it before you send the chat
viii. Be sure you use the push a page icon for links – don’t just type them in – this way they are clickable; will open new browser page if pop-up blocker not enabled
ix. Use the canned answers – opening, closing – whenever possible
x. Follow call progression
1. Intro
2. Thank customer for providing information
3. Offer promise of help
4. Offer final offer of help
5. Closing
7. Phone tickets
a. Right now answering choosing questions mostly
b. Often answering how to combine – offering same options, can use short cut in your notes as needed
c. Typically when we need to read the notes it is because the customer rec’d the order and feels something is missing (required resources, etc.)
8. Future training
a. It is important that we have the time to connect and build our team – I appreciate the 2 hours a month, but if we end up only needing 1 hour, I’m fine with that too
b. I want to make the most time we have to spend together
c. Sometimes we have lots of details to share and discuss, but I also want to spend time addressing issues that can make our work easier for us to accomplish, anything that might make us more efficient, etc.
d. Have you set goals for yourself? Some have expressed goals…
e. All build into each other – each of us have gifts and abilities that are valuable to the others, I’m hoping we can all participate and share our expertise
f. All of us have weaknesses – be willing to share, this is for developmental purposes only! Realistically look at yourself to see where you think you can improve.  You can send an email to Rhonda instead of sharing in the group
g. What is one area where you want to work to maintain and/or increase your knowledge or skills?
i. Our customers do have higher expectations, because SL has been so responsive to their customers – which can make it harder to tell them no, we can’t provide the information.
ii. How to update the customer contact info in FP because the customer launches into the topic; make the customer feel cared for, but ‘taken care of’ in a timely manner
1. ‘Before I take your question, I’d like to ask…’
2. Having canned answers up front can help
iii. Building a relationship with the customer, without the customer consuming our time
iv. Ending calls in a timely manner
1. “Is there anything else I can do for you today?”
2. I’m glad I was able to help you today, could you help me with something?  I’d like to have your email address… which also wraps up the contact.
3. Working on tone – so it sounds like we are ending the contact (one tone may encourage them to talk, while another may let them know you are ready to walk out the door)
4. Before I let you go, is there anything else….
v. Learning how to say no to a customer without the customer getting upset
vi. Learning to not take it personally when we do have to tell a customer no
vii. Some coaching on when to refer a customer to another company, because we can see they will not be happy with Sonlight 
1. When customer purchase goal is based on price only
2. “I encourage you to make the right choice for your family.”
viii. How to handle customers who ask the same question over and over
ix. How did you hear about Sonlight – finding faster ways to capture this information
x. Speed in using Footprints
xi. Speed in finding product info


Next meeting:  3/31 10:30 AM MT
