5.7.08 Advisor Agenda

1. Please remind yourself of what items are not sold in the catalog
a. website exclusives page:  http://www.sonlight.com/web-site-exclusives.html
b. we want to be sure to check the website before saying we don’t offer a product
c. product development checked that page, it is accurate
2. IG/Student worksheet editions
a. student worksheets must be the same edition as the IG (2008 with 2008) or we cannot guarantee they will work
b. Only the original purchaser has permission to copy for her immediate family
3. Clarify readers

a. Posted on marketing:

i. Readers K – 2 Advanced

1. We sell only a 5 day Reader package

2. Reader Schedule/Study Guide and LA for each level provides only a 5 day schedule

ii. Readers 3 – 6
1. We only sell a 5 day reader package (even in the 4 day core)

2. There is a 4 day schedule in the Core & LA

3. Everyone will read all the Readers – they cover all the books in 4 days for the 4 day schedule (so more reading per day)

4. Issues to refer up to Rhonda
a. Bible comments indicating customer’s unhappy or happy with selected products
b. high school modules – separating out subjects
c. girl’s body book from science 5
5. Being the hero
a. when on the phone/chat/email – you know there is a chance we can give them a ‘special fix’ and it is dissatisfying to YOU to NOT say anything

b. It is hard to know someone else will be the hero in the customer’s eyes, but you CAN NOT say anything - you can’t hint that we may have a solution for them as it sets up the expectation and may lead to disappointment
c. instead of ‘I’ll have CF call you’, say, ‘to my knowledge this is the only option available for you’’ then refer the ticket up 

d. If you do hint of a potential solution and none is offered you may be asked to call the customer back to explain 
e. Making promises

i. you cannot promise that a customer will get an IG with the error corrected

ii. we don’t know if the IG was corrected or if we just put the info on the updates page

iii. again – don’t set up expectations
6. Advising on products you haven’t used

a. Inclination to be concerned you won’t know how to advise on it. 
b. Make the call anyway

c. Listen to the customer – empathy goes a long way!

d. You really can do more than you think!

e. If the customer needs more than you can offer – you have resources available (IM the CA or Rhonda)

f. Don’t avoid tickets – if it is next up, it is yours; if you believe there is an area where you are weak it is your responsibility to spend some time familiarizing yourself with the product (intranet, product samples, 30% discount on purchase, producers website, convention)
7. Ending a call in a timely manner

a. Stop responding

b. Stop sharing personal details, stories

c. refocus back on homeschool topic
d. say something to wrap up the call, “thanks for calling”, “since we’ve addressed your questions, why don’t you spend some time reviewing what we’ve talked about then you can call back if you have more questions”

e. For very long winded ones, “I have other customers waiting for a call, so is there anything 

Next meeting 5/21

