Advisor Meeting 4.26.10


1. Update on old student sheet availability
2. Time Payment updates
3.  Exchanges will be offered
a. Will be able to use credit on new order
4. Some questions on binders and tabs in what package
a. IT has tweaked the system to give them a button to add the binder on packages
5. Be sure to put your vacation on the calendar so we can schedule for future needs
6. Put your availability up on the google doc before Thursday
7. Fill in contact info in footprints
a. First and last name – has to be something in that field or the system shifts
b. Email – this is how the database tracks a customer – if you leave it the phone number, it will not connect this ticket to that customer
c. Phone number – if they call after emailing, then without the phone number we won’t connect it to the same customer
d. Time zone – if you don’t close it – then the next day the call person has to look it up
e. Purchased from SL – same as above
f. Customer number is really the only ‘optional’ – but it makes things easier to look up in assist if we have it
8. Live Call
a. Managing queue
b. Change to call skill set (Eldina, Judy, or me)
c. Worst thing it will do is ring – don’t let it get to you
d. Just reset it
e. Sequence of events
i. Will ring for 1 minute
ii. Retry interval – 120 seconds
iii. Repeats 5 times
iv. Then cancels --- at this point you lose the contact info
v. You can reset the time in the admin console at any point during that sequence
f. Be sure to test your sound – incoming and outgoing – when you start work
g. If you feel you are falling behind --- communicate with the floater!
h. Customer never hears it ring until YOU take the ticket!
i. Try not to set away – if no one online customer will send an email, not schedule a call
j. If you are on a call and the calls in the queue can’t ring through – system will wait 15 minutes before cancelling the call
9. Live Chat
a. If you have to set away, if Judy or Rhonda steps in to help --- let Eldina know
b. She has no other way to know when we need more help in chat
c. The goal is to NOT set away, to have chat always available
10. Floater
a. You have to take the initiative – ask chat/call people if they need help
b. Typically backing up chat
c. If chat not busy and calls are falling behind – do them
11. Don’t be afraid to ask for help
a. Eldina needs to know or she can’t schedule correctly
b. We need to work as a team – that is what makes this system work
c. Look at like cooks in the kitchen at Thanksgiving --- someone is responsible for the turkey, someone the dressing – but if they need help, someone else steps up and helps – we just all pitch in as we are needed
12. Eldina will be gone for the month of May; Rhonda will take care of the schedule, etc.  Karla Wilson will be the point person in CR; Liz will be the point person for assist.



