5/12/09

To view/listen to the meeting: http://www.gatherplace.net/gp/play.jsp?pf=85260910 


1. No contact calls
a. Leave final message – offer chat, DO NOT offer return call
b. Email if there is an email – offer  live chat. Please don’t ask for a time frame to call.
c. Chats were up over 500% over last year April. We handled them with only 2 people.
d. Everything we can do to route people into chat makes us more effective. 
2. Customer wants to offer feedback –
a. Take the feedback and tell them you will pass it on
b. Goal is to make sure the customer feels heard
i. “I’ll be happy to pass it on to production team for consideration”
c. Can offer DS (for product problems) or Sugg Box (their opinion) – for future issues; make sure they know that they don’t have to post on this issue, just further issues.
3. Product follow up
a. If they are prevented from continuing their home school by the error they encountered – goal is answer within one business day: Answer may be – we have to do more research	
i. We don’t want to leave customers hanging
b. If the problem is prohibiting the customer from making a purchase – goal is answer within one business day (example: the New Zealand DVD region free or not)
c. Our goal as advisors is to help the customer overcome the need for a correction – how can we help them adapt, 
i. we can email them later with the resolution
ii. we can offer a $5 coupon: make sure it’s really an error before offering this
iii. goal – satisfy the customer
4. Email referrals to SCCs
a. CA – skim email before sending to SCC
b. If CR area, send to CR!
c. Missionary subsidy, shipping, weight, etc…
5. Active Listening 
a. Our goal is to satisfy the customer
b. Use active listening to make sure you know what they are asking before you answer
c. Updates to Live Chat quick responses (canned answers). All of the active listening responses are there.
d. You will have your comments posted on the forums – and elsewhere on the internet – 
i. How do we keep from getting frustrated?
ii. How do we keep from letting our frustration stop us from satisfying the customer?
iii. Don’t take it personally! Remember the goal – satisfy THEM, not us!
e. When we know it is an ongoing issue – we need to take further steps – explain more, offer a call???
i. Email example:  Customer asked how 2 and 6 were correlated – technical answer is they aren’t, but was this the real question?
ii. Chat example: EHE not lining up with 2009 WB
1. Go over and above in explanations
2. Give alternatives
3. Listen to understand
4. There are valid points, listen for them
iii. How do we keep from getting frustrated (us) when dealing with a customer with an agenda?
1. Don’t take it personally
2. Customer may not be doing it intentionally
3. Share frustrations with other advisors helps
4. Vast majority of customers have good intentions
5. Tone of voice does not come across well in chat
6. Be careful to go over and above to serve them.
7. Keep your tone and words polite
8. Maintain graciousness
9. It’s easy to get sucked into the customer’s frustrations; listen, help, but don’t try to carry it for them
10. We can’t be everything to everyone—don’t let it bug you
11. It’s us WITH them, not us AGAINST them.
12. We need to see the big picture—finite number of resources
13. Be willing to offer $5 sooner rather than later.
14. There is only so much we can do
15. “what else can I do to satisfy you
16. maintain the right attitude—how can we help them overcome issues
17. Put on the right hat
18. A soft answer turneth away wrath
19. Incidence of satisfied customers has gone up way more than dissatisfied customers
f. If you have to give a ‘no’ answer – look for ways to say yes, to go farther, and potentially save a sale
g. Advisors are a significant part of the sales team!
6. Print out a list of canned answers ***
7. Think about ways to not stress out over chats 
a. We have 3 licenses, can handle up to 8 chats at once 
