6.18.08 Agenda

In attendance:  Brenda, Cathy, Debbie, Faye, Gale, Gretta, Jill, Judy, Karla, Kathleen, Kelly, Liz, Lori, Melanie, Michael Ann, Rhonda, Sally

1. FP

a. Subject Line

i. Change subject line for calls 

1. when attempted, order of notes: LM (result) 10:08 AM (time) 6/18 (date) VM Advisor Contact (do not remove this portion)
2. when completed:  leave the LM change ‘advisor contact’ to reflect the topic of the call

ii. MFU attempts
1. no need to add the LM line (the purpose of doing this is so others know when to call back, this isn’t an issue with these calls)

2. you will add the CB (call back) date and your name when YOU reset the call to follow-up status at the end of the contact

iii. changing for emails – we have had some emails go out with the LM time date – a customer may delete this; BE SURE to change the subject line to something that makes sense to the customer to encourage them to open the email!
iv. for email from customers – Live Person or no subject line, we might want to make it something that will encourage the customer to open the email

v. order:  LM time date VM advisor contact

b. Phone number – do we need to have it entered a particular way on the ticket?

i. with no dashes/spaces – it is hard to see to enter into assist for CA

ii. can be copied and pasted into Skype with spaces, dashes, or no spaces
iii. clickable link when entered with dashes in firefox, at least for some
iv. since it can be entered into Skype all ways, there is no reason to have one set way of typing the number

c. archive – changes date of last touch to date moved to archive

i. will run slowly, moving everything older than 6 months over to the archive

ii. will change the date of the last touch on the ticket to the date it was moved; you’ll be able to tell it is old from the ticket number

iii. shouldn’t have any other affect on SCA work

d. all tickets that need to go outside the advisor team – reassign to Rhonda
i. DO NOT reassign to any other team for any reason – even if notes indicate to do so; notes are for the CA/facilitator
ii. teams change – CR tier 1, tier 2, people on vacation, this way only the CA and facilitator need to keep up with the changes
e. reminder – do not work email 

i. we are saving email for the advisor covering LP – they need something to do while they wait for calls/chats
ii. any email not finished during the day is going to the overnight advisors, though this may be limited/non-existent some days; will probably change with volume

iii. we will be training new advisors for the near future, so email for overnight will be even more limited

iv. even if you work shifts where a CA is not on call (i.e. 8:30 or 4:30), don’t work email unless the CA specifically requested you do so

v. CA – save all email left at the end of the day that was received after 12 noon for the next day’s LP advisor

2. Payment Options - American Express

a. Sonlight is working to have Am Ex as a payment option
b. should be there for next year’s catalog and probably before

c. we’ll keep you updated

3. Exchange

a. don’t use the term ‘exchange’ – CF will say customer cannot ‘exchange’
b. customers must return and purchase separately

c. Example:  customer purchased core 1+2, wants to return for Core 1

i. no reason to return whole core – results in shipping charges and damaged books

ii. if you CAN help them, do so --- i.e. help the customer figure out what items they need to keep and what other items they need to order

iii. Have the customer put a note on their order directing order entry to the notes on their account; also put the note on return document

iv. reassign ticket to facilitator – we can add notes to indicate the customer won’t lose core benefits

v. if it gets challenging, more return issues – feel free to refer to CR

4. Edu track/Homeschool Tracker

a. we do NOT sell a computerized record keeping system of any type
b. SL is considering the creation of such a system for the future, but no specifics are available 

c. no computerized system is able to provide downloadable lesson plans for SL products – it would be a copyright violation

d. customers cannot share their already created plans with their friends – also a copyright violation

e. I spend about 2 weeks of TV time during the summer loading my IG into my Edu-track, then use it all year (print off a sheet for each child once a week); very pleased with how it works, minimal time input
5. Write at Home

a. Secret…. SL has just completed an agreement with Write at Home

b. It will most likely be available to our customers in late August, early September

c. You cannot talk about it AT ALL

d. We don’t have all the details yet, but it should use SL writing assignments

6. Website


a. has been slow

b. IT guy spent significant time testing how fast pages load, what pages customers look at, search patterns

c. they discovered a way to make pages load faster

d. speed has picked up considerably

Next meeting:  7/2/08 10 A.M. MT – we may reschedule due to the holiday week
