3.31.10 Minutes
Advisor Meeting

1. Judy
a. Go Live tomorrow – estimated schedule on forum; remember that all must be out of assist at 10 AM MT
b. Updating wiki with 2010 product info – 
i. IG’s printed much earlier
ii. Directly impacts the number of errors that were corrected – corrections may be listed on 2009 corrections
iii. IGs updated in varying sequence, so there is no way to tell what the break point date is
c. FP tickets passed on from advisors – customer feedback
i. Generally advisor answering questions like ‘why did you use this book’ or ‘I prefer you’d use a different book’ 
ii. Instead – reassign those tickets to Judy instead of answering
iii. Judy often carries on a continued conversation with the customer, if we respond it then ties her hands a bit
d. 2010 catalog issues
i. + sign no longer on book titles (indicate book used for more than 6 weeks)
ii. This change was done in 2009, no complaints
iii. Now are getting complaints, be sure to let them know the change was in 2009
iv. + sign is on current website, may change with 2010 Go Live
v. That sign is only valuable for those who purchase individual books, Sonlight is a package seller and you don’t need this info if you purchase the package
e. Package pricing
i. Conversation on marketing forum
ii. Change in how we charge for individual titles
iii. Purchasing package as a whole is cheaper – they will pay more by purchasing individual titles
iv. Sonlight is charging full retail on individual titles – which we haven’t done in the past
f. Teaching Textbooks
i. Have been working with them asking for errata sheets
ii. Went live on curriculum updates page 3/30
iii. Sticky thread in math forum
iv. Available for Math 4 – Algebra 1
v. No date on math 3 – past experience with TT, they don’t meet their deadline
g. Binder and tabs
i. They should be listed on required resources, but she will check 2010 website edition
2. Eldina
a. 2010 Meet Up – if you are going, please let Eldina know; Sonlight will rent a car for you, but you will need to arrange your accommodations (book hotel now), you may spend Friday afternoon in the office for training (assist, order process, sit with CR;) 
b. Footprints
i. Once a call is attempted we had been changing the priority
ii. We will no longer reset the priority – calls will stay at High at all times, unless have time constraint – then urgent and will stay at urgent
iii. First priority is VM, then email – work based on date – clean out based on date – i.e. attempt all tickets from 3/29 before beginning tickets from 3/30, complete all email and VM before moving on to the next day
iv. Don’t leave email for someone else – just work the oldest date, close all those tickets, then move to the next date
v. FP queue order is based on when the ticket was created – the oldest ticket at the top
vi. You will scroll past those that have had an attempt to get to the calls that still need to be worked
vii. After 2nd attempt on same day – change subject line to CB and next day’s date (i.e. CB 3.31)
viii. Leave status as open on all tickets until ticket closed
ix. Info will be put up on wiki
x. There will be some time for transition, but it should work fine once we get used to it. Goal is just to do our best, errors will happen, it isn’t the end of the world, we will just learn from our mistakes.
c. Live Chat – please let Eldina know when you are hitting more chats than you can handle so she can adjust the schedule to bring in more advisors to cover the volume
d. Live Call – 
i. if you don’t have any calls scheduled by customers, pick up VM and load into Live Call and work them
ii. it would be better if all calls are done through Live Call, but Eldina will get back to us on whether we MUST make all calls through live call
3. Rhonda – training
a. Use curriculum packages page to offer packages appropriate for age/grade http://www.sonlight.com/curriculum.html
b. Recommendations on curriculum packages page are not the ‘best’ recommendations (6th grader recommends Core 4), but they are ‘some’ of our recommendations
c. Be sure to address all issues before jumping into choosing curriculum – budget constraints (time payment, 10% club discount), Christian worldview (27 reasons - #6, #7), etc.
d. Advisor can then customize the suggestions to best meet the customer’s need and use the customizable complete page versus individual subject links
e. System will then lead them through all subjects so they don’t miss anything – and the customer is then not dependent upon YOU for help
f. Can always offer email cart to advisor service
g. Customer can get to different grade levels for handwriting, math, etc., from the customizable page – it opens a new tab or window so they won’t lose their place on the customizable page
h. They do need to click on the green ‘add to cart’ button 
4. Eldina will be gone for the month of May, Rhonda will cover for her

Next Meeting April 28, 2010

