07.21.09

Recording:  http://www.gatherplace.net/gp/play.jsp?pf=27041565 

1. Lori Shellabarger
2. SCA contact lists
a. We are close to having the system up and running
b. Up to now it hasn’t been a priority to capture every contact, but this will become more essential
c. Discussion of various ways we each capture the contact info for the spreadsheet – will continue discussion next meeting
3. Assigning tickets to SCC
a. How to select scc --- SCC group and double click on name – don’t pick name from individual users or advisor group 
b. Examples shown on meeting recording
4. Customers who have purchased readers and desire core benefits
a. If it is the only question they have – transfer to CR
b. If it is in the midst of curriculum questions, just IM Rhonda or Judy
5. CR will be getting google chat before too long
a. Barb will check on the delay
6. Chat
a. New pre chat survey question
i. Where to locate pre chat survey on screen
ii. Intro shorter
b. Chat transcript in FP ticket
i. Many have been pasting it into notes – very difficult to read transcript in that field
ii. Put in append new message field – easier to read
iii. Customer will not see it unless you email it to them
c. ‘can someone call me now’
i. created standard answer
d. If you have to tell a customer no – DO NOT hit return until you cushion it in the same reply.  Remember the idea of sandwiching a ‘no’ inside 2 positive statements. The customer will react to the negative before you have time to send another reply – they may hang up.
e. Use quick replies!
i. Use intro always!
ii. Use closing as much as possible
iii. Use last offer of help – even if you think they are finished – you are confirming they are satisfied with the experience
iv. New accreditation reply
v. New ‘order last year’s activity sheets’
vi. Will add 4 day/5 day reply
f. They can see you typing – don’t worry about the time it takes to complete the thought – take the extra 30 seconds to finish the thought before hitting return
g. NOT multiple returns for same thought – wait for an answer
h. No reason to email after a chat – 
i. the customer can email transcript to herself
ii. time spent on an email would be the same time spent in a chat


Next meeting 8.4.09
