Advisor Conference Call Agenda – 5.17.07

Sheila, Rhonda, Jennifer, Brenda, Karla, Melanie, Cathy, Michael Ann, Judy, Tonnie, Kathleen, Jill, Debbie, Kelly
Phone system still having trouble today – when we hit 5 or 6 participants on the call the echoing began, making it more difficult to have discussions.  At various times the call quality improved.  [Is it possible the call quality declines when someone from the office logs into the call?]
1. Footprints procedures review

a. What priority/order to work tickets

i. New queue system working well – more timely returns and CAs are relieved of much stress
ii. Still need to figure out what to do when we don’t have enough licenses for everyone to be in FP [only affects one month or so of the year]
iii. Email priority Lowest so it is below phone calls; however attempted calls are still dropping below emails

iv. Make sure you’re retrying your attempted calls if you’re working more than 2 hours (retry 2 hours after LM)

v. When advisor quits for the day, her attempted calls are reset as SCA VM Pending and Advisor by CA
vi. When starting on low priority, IM contact advisor to alert

vii. High priority tickets are always priority

viii. Emails are not a priority – we have 2 advisors available to work on these at night

ix. When you’re looking for more work, first try your reattempts before working on email or other low/lowest priority tickets

x. Can work on email at very end of shift if you only have a few minutes left and cannot get stuck on a call

xi. When you’re ending your shift, let contact advisor take care of changing priority and assignee on tickets that you’ve attempted (be sure to let CA know you are finished so she can take care of this)

xii. On third day, leave final message on first attempt and close – we will not make multiple attempts on 3rd day
xiii. New field in FP – Personal advisor – any customer who purchases 3 or more Cores in a single year is assigned a PA.  If a call comes in from one of these customers, it will be handled by assigned PA.

b. 3rd attempt procedure

i. Do not leave more than 2 messages in a day, but still reattempt 3rd or 4th time if we can

ii. Add these attempts to notes with ‘no message left’

iii. Clear out phone tickets before emails

iv. Generally leave at least 2 hours between reattempts

v. Keep dropping priority until you hit Lowest (except for NA or Busy – reattempt those more frequently)

2. IG status – have you received all the available IG’s?
a. Check to make sure you’ve received all except LA Level 3, Grade 3 LA, Grade 3-5 LA, LA5, and LA6 
b. Next installment ship date uncertain
3. Live Person update

a. Live chat 
i. Running 0-7 per day, not busy. 

ii. Website redesign will go live in near future; at this time Live Chat volume may increase

b. Live call

i. Intention was to go to Live Call at time of new website, but this may change with Tim moving to Marketing

ii. 2 hour shift will become highly important.  You will need to arrive on time in order to relieve advisor from previous shift (let Rhonda know if you have trouble with this)

iii. May still use FP for some calls or may switch all to Live Call; not certain at this point

4. Call progression/Quality Assurance Review
a. Greeting line: “Hi, this is___ with Sonlight Curriculum.  Is ____ available?” or…. What is working best?
i. Jill’s been using this, and it’s working great.  (How did you hear about SL sometimes slows her down.  How about prompting with possible answers?  Friend or web search are top answers)

ii. Sheila expressed how it’s frustrating when customer launches into question before you are able to get any information (cust info, how they heard). End up having to do it at the end instead.
b. Verify customer info

c. Thank you for providing info

d. Promise of help

e. Active Listening skills – use customer’s name

f. Additional offer of assistance – resources available 

i. Teleconferences – keep this list in front of you as well as how to locate them – both free and paid ones. Most free ones are in private Media Forum (must be in 30-day free trial or subscription)
ii. Easy printable list?  Just copy and paste section from WIKI into Word

g. Closing

h. Seems to be a positive change, better customer service

i. Keep doing it, keep list in front of you to get in the habit, prep for recording of phone calls

5. LA recommendations

a. Readers & LA must coordinate

i. Remember customers will take what we say in emails or on the phone and post them on the forums – so we need to be very clearly and strongly recommending what Sonlight recommends.  If you’re going to give a potential modification, be sure you are strong in your statement of SL recommends…


ii. Also important to leave a thorough note for phone tickets in case customer is unhappy and we need to go back and research what he/she was told.

6. Volume?

a. Up in March and April overall
b. Minutes per contact staying pretty level (so it is down from last year spring)

c. Rhonda has been purposefully over-scheduling, so that is why some are not working full shifts, but in general we’re pretty close to working the full time we are scheduled
d. Workload seems to be more manageable rather than overwhelming

e. Getting back to customers in a timely manner seems to be more effective

f. Positive feedback from advisors and customers on new queue system

i. Customers often are surprised we call back so quickly

Next meeting May 31st 10 am MT (Rhonda, remember to block out that time on the schedule)
