Advisor Meeting 7/9/08

Barbara, Brenda, Cathy, Faye, Gale, Jennifer, Jill, Karla, Kelly, Melanie, Michael Ann, Rhonda, Sally, Sheila, Tonnie, Vickie, Lori, Judy, Liz

1. SL Touch
a. Final step (3rd call) for 2007 ‘block’ group has been attempted
b. Everyone MUST log in and check to see if they have any LM or NA, try again later that need cleared out
c. There are new customers coming into the queue all the time (2008 catalog year purchases)
d. The queue will need to be checked at least 3 days a week, probably not Mondays, maybe Tuesdays – definitely Wednesday through Friday every week
e. Remember when you have LM, NA, etc. and need to go back next time you work; let CA know you need to work in there
f. Be sure to check the step number and script each time; 2007 and 2008 purchases are mingled
g. In notes, every time you work a ticket please put the date plus result and sign it (name, not initials, please)
h. If you have questions while in a ticket, ask CA or Rhonda; some are unusual situations
2. Feedback requested 
a. Preassembled Newcomer IGs
b. Asking for Bible schedule separate from IG
c. splitting out IG’s for high school – Lit separate from Bible separate from History
d. any feedback on these specific issues – note ticket and refer up to Rhonda
e. pass it up as normal procedure (count as closed on your Recap)
3. Email campaigns
a. 7/10 – another email reminder of price increase
b. last year resulted in large increase in orders the week prior to 7/15
c. last year – first Monday after 7/7 jumped to almost 100 calls (99), from 55 the prior two Mondays – higher increase is expected and scheduled for!
4. Time to make calls
a. we can make calls from 8 am to 8 pm customer local time
b. okay to move around in the queue to call earlier time zones if it’s right at 8 am in customer’s time zone; but if no calls remain, okay to call after 8 am
c. international we even go later as needed
5. Late shift/overnight – who works email?
a. Only international advisors will work email unless you are specifically scheduled to do so
b. CA may ask others to work email on an individual basis
6. Schedule
a. We set our own hours – we choose when we are available, the schedule just lets you know when SL can use you during your available hours
b. Once schedule is set, what we do affects the rest of the team
c. We have a big team – 23 advisors; if everyone makes changes a couple of times a month, which means the team must adapt to several changes every day.  
d. I know the things we need to do are important to us, but we need to remember that our being here is important to everyone else on the team.
e. This is not to say we aren’t getting the job done – we are, but continual changes do make the job harder for the contact advisors.
f. We have limited licenses, which will severely limit your ability to work prior to or after the time you are scheduled to make up time you needed to miss.
g. The goal isn’t to limit us – each of us appreciates the flexibility we have as an advisor, but we do want to honor the rest of the team, to help us work better as a team.  
7. Product Issues
a. Wiki – read from the top down; especially this time of year we don’t always remember or have time to read the entire page to remove out of date info (nor do we necessarily wish to remove this info – see bottom of page for old info links); if information is contradictory, more recent is correct
b. Economics – recommended for grade 11 & 12, will be added to website and 2009 catalog
c. Apologia 
i. General Science – 2nd edition, will not line up with 1st edition book or 2nd ed book with 1st ed schedule 
ii. all Apologia texts/levels are now 2nd editions; no longer have any 1st edition texts nor 1st edition schedules
iii. Requests have come in for MP3 version
1. At this time we do not carry it
2. When these requests come in, please refer it up to Rhonda (helpful to add “Request” to subject line)
d. Thinkwell – 
i. Must have internet access to use program completely.
1. lectures only (teaching) on CD – only available by special request, mainly international customers with limited internet access; not available to general public
2. internet to answer problems, quizzes 
ii. High speed internet
1. Essential for teaching/lectures
2. Could do problems with dial-up
iii. Requires subscription for each student (this is how Thinkwell was created); Sonlight does sell Thinkwell for less than it can be purchased elsewhere
e. Newcomer packages
i. Offer newcomer first
ii. Goal is to reduce decisions – remember this was a primary goal for this year’s catalog
iii. If you do end up customizing, it is really helpful, especially to potentially confused customers, to summarize your customization in an email
f. Always say – my opinion!!!
i. Customers may ask their question multiple times 
ii. They will likely get different recommendations
iii. That’s expected, but be sure to indicate it is your opinion
iv. Record in the ticket what you recommended and why
g. Discussion:  using SL with special needs kids – moved to next meeting.

Next meeting 7/23 10 AM MT (Mumble)
