6.9.09 Advisor Meeting

1. Resolving customer contacts
a. Goal is to resolve in initial contact whenever possible
b. Refer to reading assessment – do we need to tell them to come back for help? How can we fix this so they don’t need to come back?
i. Refer them back to the instructions for choosing the correct level.
ii. Possibly give them links to all the choices and the assessment. 
iii. Give a one-line description of each level. (add to assessment?)
iv. Do we need to send them there at all?
v. Other than people who are asking very, very general questions,  we don’t want them having to come back – we want to help them in the first touch
vi. Use the email-this-cart-to-a-friend option for checking the order
c. Don’t offer phone call option unless customer SPECIFICALLY asks if they can call us – we are shooting ourselves in the foot, increasing our work load
i. Give them as many links as possible from the start.
d. Let them know there is a 1 ½ business day waiting time frame for calls (if initiated in Live Chat) – we answer calls in the order received
2. SCC
a. Customer asks where they can go to put their hands on SL
b. Can give link to convention page
c. All conventions that have past are REMOVED from the page
d. SCC’s are to bring in the customer, Advisors are not to hand off customers to SCC’s
e. Their energy is spent in serving the customers they already have and going out and getting new ones
f. We will discontinue referring to SCC’s AT ALL
g. Use samples
h. We don’t have a store
i. Can refer to forum to find another user in their area
j. Referring to SCC’s becomes unfair because we have too much overlap
3. Chat issues
a. Drop in SCC info if there is an SCC on the customer acct-encourage the customer to contact the SCC rather than contact the SCA’s again. Do the best you can. 
b. List of SCC’s on wiki
c. When a chat is waiting
i. Customer gets note that they are next in queue or 2nd in queue, etc.
ii. All operators in Live Chat can see chat requests that haven’t been taken
iii. When you are as occupied as you can handle, set yourself away for 5 minutes. 
iv. Always be aware of your status.
v. If all operators are set as away, customer will get the email page.
vi. Make sure that every chat gets answered in less than 2 minutes
vii. Mistakes happen, but be aware and do your best
viii. Waiting 30-40 seconds to accept a chat is not a bad thing
1. Customer gets told how long the approximate wait time is
2. If we slow down just a bit, the expected wait time will be longer, so it will be more realistic than saying ‘0 minutes’
ix. CR will contact the CA or operator in chat if there is a chat request and the advisor is not currently occupied by chats. 
d. When no advisor is available in chat
i. CR will take a message and make a ticket
e. None of these chat policies are set, still being reviewed

