3.31.09
Catalog sweepstakes:
Never requested catalog before
Details on wiki
Details also on website
Starts 4/01
SCC’s can advertise

1. Stats
a. Total chats for 2008… 1388
b. Total so far for 2009 …. 947…. 70% of last year’s total in 3 months
c. Total chats for august 2008 … 243
d. Total so far for march… 513 --- up 110% over our busiest month in 2008
e. High on 3/30…. 57 – an increase of 185% over our busiest day in 2008
f. Phone calls dropped 72%
2. Live Chat
a. Manage licenses
b. At shift change, you have to finish your chats so others can get in. Possibly stagger start/end time. Possibly use more than one license during shift changes. Set status as away. When you get down to the last 10 minutes or so, let the other person take the chats. 
c. 2 licenses for Advisors
d. Pay attention during shift change
e. Set yourself away
f. Remember Judy is there to help pick up the slack
g. If one leaves to pick up calls – sign out so another can sign in
3. Voice mail
a. Customer asks for call back another day
i. Don’t do this more than once
ii. If they still can’t talk the 2nd time – they can call or chat with us at their convenience. Offer options other than calling back. “you can contact us at a convenient time by chat.
iii. We don’t want calls sitting in FP waiting on us
4. SCC contact
a. Rhonda needs a way to track how many contacts each SCC gets compared to how many they answer. Whenever you reassign/close a ticket, use one of the following words in the notes section.
b. If sca picks it back up:  advisoranswer
c. If scc replies: sccanswer
d. Don’t delete anything from notes
5. 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.
a. Product info
i. Start with bare minimum: don’t offer more than you need to; tell them why you have to say no; 
ii. Resource it out – can you go on and make the decision from here
b. Service
i. Own the call – confidence
ii. Expect the customer will be satisfied
1. Don’t put our expectations on our customers
2. Overwhelmingly delighted with chat, despite the expectations of the advisor team. 
3. Be aware that customers may get mad. Try to sandwich a negative between 2 positives. 
4. Try to spin the “no” positively. Show the benefits (to somebody). 
5. We are not in the business of competing with book sellers. We are in the business of providing curriculum. If they are planning on spending as little money as possible, they are going to be spending more time working on making the IG “fit.” 
6. If the info is on the website, fine. Give it. But, don’t spend time looking for it. 
7. Don’t assume that the customer is going to be offended by getting a no. Most of the time, they aren’t emotionally involved in it.
8. Don’t give too much sympathy— that will reinforce their disappointment. 
9. ALWAYS move follow-up to email
iii. Be prepared to go the extra mile
iv. 
Once the new catalog goes live, do not use the old catalog. If they have to use the old one (no web access, new catalog), make sure the customer knows that many of the specifics, prices have changed. 

Sweepstakes: will new people who request a catalog need a code or are they automatically entered? Will those who get a catalog at the conventions be entered? Judy is checking on this.

At some point tonight, SCOPS will go down. Current pending orders will be cleared out, then the new website will be activated. This should happen sometime tomorrow. You will not lose any items in your cart overnight. Prices will be updated. Sonia should go live between 9 and 10 MT. 

The list of discontinued books (provided by a customer) is there FYI. Not totally up-to-date.


