7/7/09

http://www.gatherplace.net/gp/play.jsp?pf=76462865 – to listen/view meeting

1. In-house participation in meeting
a. CR and Barbara found it very beneficial to listen in
b. Learned a lot in our last meeting
c. Barbara is always available if you need to talk to her
2. Typing Instructor Platinum
a. Works on mac
b. Updated packages – in electives only, not in newcomer
3. Home page
a. Split test over – conversion rate 7.72 % higher for this version
b. View cart – on right side
c. Review and update cart  - to see email a friend link, discounts, etc.
4. If customer is using out dated terminology (core ultra, core plus, basic) then it might be a good time to offer a link to request a new catalog, as she is probably using an old catalog.
5. Chat
a. Accreditation quick reply added
b. Try to pick up all by 1 min, trying to wait until 30 seconds to pick up to see if it will adjust the ‘queue’ header [Revised – 20 to 50 seconds is our optimum, pick up by 20 seconds if possible, 50 seconds at the latest]
c. Take the time from when you take the chat until they reply the first time to copy down the contact info for your spreadsheet
d. Provide links – every time you talk about something offer a link
e. Make it a habit to go searching the internet as you are talking to them – use the fastest resource available!  The more you use it, the faster you will be able to locate information.
6. Footprints
a. FAQ inserting backwards – need screen shot
b. Referring ticket outside the advisor team
i. All tickets reassigned to Rhonda
ii. CA’s – leave them for me to handle
iii. Working on categorizing issues to ensure they are prioritized correctly
iv. If it is urgent – im me
7. June stats
a. Down 2.31 minutes per contact
b. Email up 37% (any ideas as to why?)
c. Web down 32%
d. Phone down 68%
e. Chat up 719%
f. SCC’s handled 6.75% of 2008 volume
8. Prep for July and Aug
a. 20-22 hours per week on schedule, please provide more availability
b. We need hours on Friday afternoons
c. Anticipated volume:
i. Hours Available
1. 882 hours available to us for July, August
2. Used only 579 hours in June
3. Difference of 303 hours – using our average time per contact, allows for 852 more contacts within our budgeted time
ii. Chat 
1. 20 – 60% increase in July
2. 54 – 117% increase in Aug
3. 22% decrease to 10% increase in Sept.
4. Based on the range of 510 – 719% increase over last year compared to June, 2009 volume
iii. Phone
1. Based on 66% decrease over 2008, as compared to June totals; drop in call volume has stayed consistent at 66 – 68% so far this year
2. 11% increase in July over June, 09
3. 61% increase in Aug over June, 09
4. 8% increase in Sept over June, 09
iv. Email
1. Based on average of 10% decrease over 2008, as compared to June, 09
2. 11% increase in July
3. 61% increase in Aug
4. 8% increase in September
v. Forecast
1. Even with the top expected increase in my forecast, we have more than enough hours to cover July
2. In August we will run short with a max of around 50 hours per week
3. Most of you have hours in the budget from previous months that have not been used.  Are you willing to increase your hours for that month – especially the first 2 weeks? It makes more sense to use the current team, as you are all trained and up to speed.

