07.23.08

8 AM meeting:  Jill, Lori, Sheila, Brenda, Jennifer, Liz, Barbara W, Rhonda, Sherry, Barbara S, Tonnie, Karla, Judy, Debbie

11 AM Cathy, Faye, Gale, Gretta, Kelly, Melanie, Michael Ann, Rhonda


1. Website issues
a. NSKA upgrade kit – if you talk to customers confused about this and thinking they need NSKA & NSK, please refer it up (if you can find out where they found it on the website, that would help)
b. Backorder page 
i. Only items more than 30 days backordered
ii. Not always accurate
iii. If you have issues with this, let Rhonda know
c. If you find website errors or things that could be improved, post on Judy’s thread in Marketing Forum; some discussed today:
i. Pop-up windows make returning to site navigation difficult
ii. Broken product descriptions (TT has more product info beneath the product listings)
iii. Banner listings pull down menus are incomplete (email subscriptions, backorder page)
iv. Missing required resources under customize
v. Search engine does not work properly when you’re inside your cart
vi. Customize tab does not allow customizing outside of level
vii. Customer unable to view LA samples, advisor could view it, but customer could not
viii. Another customer had to go to the activity sheets to view LA samples
ix. optional workbooks – finding them by grade level is a challenge
2. Communicating with the CA
a. stepping away for a short time (<5 min), no need to tell CA
b. update on status of available calls – yes, let CA know
c. check in/ check out 
i. let CA know
ii. will need to log out of FP at end of shift time
1. last call can be done out of FP
2. if you run over, contact CA to update final ticket
d. questions
i. try Rhonda first
ii. it’s okay to ask a customer to hold for a minute while you await an answer
3. Subject line in FP
a. conformity will make things much easier for CA and team
b. Result – Time – MT – Date
i. Left message: LM 1:15 MT 7/23
ii. Call back: CB 2:00 MT 7/24
iii. No answer: NA 3:10 MT 7/22
iv. Busy: Busy 11:22 MT 7/22
4. Email delayed getting to advisors
a. When you are in edit, right above customer’s email content (in Complete Message) in black is the date and time it was sent
b. let Rhonda know if over 24 hours before getting to us
c. email ticket number, date info
d. typically the CA will catch these
5. Discussion:  using SL with learning disabled students
a. Adapt and use SL for different student needs
i. May not be able to use exclusively SL
ii. May use a lower level than their age
b. Karla’s dd: Visual disability
i.  behind in reading, writing, math
ii. Books on tape or CD
c. Rhonda’s ds: Dyslexia, Dysgraphia
i. Low reading, writing
ii. At or above grade level comprehension (reading aloud!)
iii. SL’s high school programs would be challenging
d. Special Needs Forums
i. Downs Syndrome
ii. Autism
iii. ADD
iv. Lots of helps there, excellent resource
e. Encourage parents – they know their child best
i. Do some research (refer to Forums only, search/read free for 30 days when registering; can only post in public forums)
ii. Will take some more work but will benefit child
iii. empower the parent that they know their child
iv. we can’t get to the point of helping them modify everything for each specific issue, but we can give them the big picture
v. they are the one who knows the child best and you are allowed to adjust this as you need it
vi. the idea of finding a curriculum where the LD student can work completely independently probably isn’t realistic
vii. we want to encourage the mom to be realistic in scheduling HER time, how much time can she spend with each child, what will work for each one, etc.

Next meeting 8/6/08 8 AM and 10 AM MT – reservation for 8 am phone call required, limited availability
