SCA Conference Call
7.25.07

Rhonda, Jennifer, Gale, Karla, Judy, Cathy, Jill, Barbara, Kelly, Gretta, Michael Ann, Sheila, Vickie, Brenda, Kathleen
1. Problem with Outlook invitation 
a. First invitation had wrong time zone; delete it

b. If you’re using Outlook, make sure meeting is set for right time – 10 am MT Wednesday

c. Questions? Contact Rhonda

2. Web-based email

a. Outlook web-based – if you use Outlook, meeting will be added to the outlook calendar
b. If you wish to have your Sonlight web-based email download into Outlook, contact your ISP to set this up

c. If you do not have it set up that way, you will have to log in and check this email at least daily

d. You can now send email from your Sonlight email address – from Outlook if you configure your email correctly and from the web-based Outlook interface.
3. Update on History of US 3rd edition REVISED (some volumes now selling are revised ed – has map in front, revised is ’05; other is ‘03)
a. Volume 2 requires one question to be changed

b. Volume 10 contains an additional chapter

c. We are within a few days of completing the IG revision and it will begin shipping soon thereafter

d. Advisor copy of IG will not match some that customers have

4. Hours/seasons reminder

a. We were not getting enough availability W, R, F afternoon/evening

b. Sonlight chose to hire one new advisor – possibly two

c. Will continue scheduling for anticipated volume, but if it’s slow, you will not work fully scheduled hours; scheduled hours may not be actual hours

d. When volume increases, there are problems with having enough FP licenses; especially helpful to spread out workload, i.e. evening schedule

5. What to do when no tickets in the queue

a. When no CA on duty

i. Take a break and check back

ii. Email CA and let her know that there are no more tickets

b. When CA is on duty

i. IM CA

ii. Take a break and check back

6. How to handle requests for info that a different department can provide

a. Do NOT tell customer to call back/email SL – if they need something, WE refer the ticket!  [an example would be questions about the missionary discount]
7. How to handle questions generated from Sonia 

a. If customer comments include clear curriculum question, advisors will respond

b. If customer comments include technical questions about Sonia, return to Rhonda for Sonia tech team

c. Mark as web tickets

d. If customers are having a problem with Sonia

i.  it’s appropriate to apologize for their frustration and offer assistance

ii. 90% of problems, however, are due to user error

iii. If they’re having a legitimate tech issue, pass along to Rhonda to investigate – there may be a programming issue

8. Email from Wayne regarding subject lines and signature lines

a. Emails should be attributed to someone’s name, not simply Advisor Team

b. Subject lines apply to emails generated in house – this does not apply to FP emails from customers

i. Leave customer’s subject line

ii. If customer did not include subject line, you can change to something appropriate for response

9. Discussion:  Writing in 7 on up

a. Is there enough teacher instructions?

i. If type of writing assignment has been introduced earlier (or in an earlier Core), it may not have detailed instructions given again

ii. If teacher help is not sufficient, refer to Writers Inc.

iii. Instructions for improving writing and assessing writing are not included in IGs

1.  (for internal info…we’re looking for replacements for My Access)

2. Strategies to suggest:

a.  look for improvement in student’s writing

b.  use resources in Writer’s Inc – Assessment rubrics for various kinds of writings, see index p. 589
c. Use SAT website for writing criteria

d. online search for writing checklist

b. Can you jump in at any level? 
i. 7 is introductory level to literary terminology

ii. 100 teaches what to do now that you are familiar with terms

iii. 200 assumes you know how to utilize literary terminology

iv. Writer’s Inc is a great resource to have, recommend this (will be used through college level work)

v. Writing is based primarily on Literature

vi. Helpful to say, “Upper level Cores contain writing assignments such as…” (refer to IG topics & skills list in 100 & 300)

vii. British Lit is different than other Cores

10.  When customers ask for information not available outside of IG’s
a. Cannot have anything more than in description or available online, in catalog
b. Point to descriptions available; once you order the IG, it will have a breakdown (if it’s not what you want, it’s covered under return policy)

11. Message to leave with 3rd day attempt

a. I’m sorry we’ve been unable to reach you

b. If you still need assistance, we’d be happy to help

c. Please contact us again

i. if there’s an alternate phone number where we can reach you, please provide that.  

ii. please provide a 3-4 hour window of time when it would be better to reach you

iii. if we can assist you through email…advisor@sonlight.com 

iv. we use blocked numbers, so you will not see 303 area code on caller id

Next Meeting:  8.8.07 10 AM MT

