Advisor Meeting - June 30, 2010

1. Grammar Supplement for 5th and 6th 
a. Some SCCs have a sample
b. Advisors will be sent the product as soon as it is available
2. To have an email open up in a new window:
a. Go to My Preferences
b. Under issues, Multiple Windows, select enable
3. Time zone
a. Those who are making calls in the early shift will check time zone for calls they make
b. No need to enter time zone into customer info section – the time required to check it for every ticket is more than just for those tickets worked in the first shift, even if they are checked over 2 days.
4. Support project – customer info section
a. You will have an email address in the support project because all tickets here are generated via email from the customer, web, or live person
b. If the customer is already in the address book database Footprints will typically pre-populate the customer info section. If the customer info is not already populated, click on Select customer. If the customer exists in the address book, the system will automatically fill in the info. 
c. If there is no customer info add:
i. Last name (if none, still enter something such as ‘none’). 
ii. First name (if none, still enter something such as ‘none’)
iii. Email address is already listed
iv. No need to add anything else
v. If there is nothing in the first and last name the software has a glitch – it can ‘shift’ fields over, so there must always be something in the first and last name fields
5. Advisor project 
a. All email from voicemail will have voicemail@sonlight.com as the email address
b. Steps to follow:
i. Hit Clear in Customer Info section
ii. In email address section type phone number @ sonlight.com – always use customer’s unique full phone number
iii. Hit enter
iv. If customer already in address book database, system will pre-populate address book section 
v. If customer is not in address book it will inform you there were no matches
vi. Then type in last name, first name
vii. Check create customer box
viii. Do not update customer
ix. Click Save
x. If a box appears asking if you want to update the customer – check no
c. Do NOT email from Advisor project
d. Do NOT enter email in email field in Advisor project
e. No need to ask customer for email anymore 
f. If you need to send an email from a ticket in Advisor project, move ticket to Support project 


