SCA Conference Call 8.4.09

Link to view/listen to meeting:  http://www.gatherplace.net/play?99551655 

1. Schedule
a. Have had a few questions on how the CA schedule was set up for this week
b. Goal is to train as many as possible on all areas – so we all are proficient and can step in as needed
c. Having a CA lets you know someone is always there to help, but you can come to Rhonda with questions when my IM is on so the CA can focus more on customer contacts (just like we have always done in August)
2. SCC contacts
a. Set time frame at 1 business day
b. Enter SCC name – last name only, all caps; different formats mess up report
3. Chat
a. Chat pick up time
i. Goal: pick up by 60 seconds, aim for before 50 seconds
1. 16 chats picked up at 61 – 90 seconds
2. 1 chat picked up at 91 – 120 seconds
3. 1 chat picked up at 2 to 3 min
4. 99.98% picked up under 1 minute
ii. 2 chats abandoned after 1 minute --- one more than 10 minutes, one 5 to 10 minutes
1. Has to be that someone’s system is logging in after hours when we aren’t aware of it
2. Check your settings: File > Settings > General > automatically login using last login information
b. Look for tickets if customer says they left a vm or sent an email
i. Might set your home page to show email and phone
ii. If you can’t find it or don’t have time (too busy in chat) tell CA
iii. Assign ticket to yourself – then you can add a note, closed in chat and close it
c. Don’t need to wait for it to hit 30 seconds
i. Can we come up with a basic standard way to do this?
ii. First SCA picks up within 20 seconds, when you hit your 2 chats, then…
iii. Second picks up within 20 – 50 seconds, when you hit your 2 chats,
iv. Then Rhonda or Judy pick up at 50 seconds
v. This way the 2nd SCA can focus more on email – perhaps we’ll get more done when one person can concentrate on email, instead of flipping back and forth between the 2?
vi. Let us know if there are problems, etc.
d. Click on Operator – in line above chat listings – can organize chats by operator – so you can easily see how many chats you are in
e. Right click, copy link location – to put link in chat without going to the page
f. Problems with copy and paste?
i. Judy and I tested – we were able to copy and paste from wiki, the website, a word doc, and a gtalk chat.
ii. Try using Control C to copy and Control V to paste – if it still doesn’t work for you, please let me know.
g. How to end/transfer a chat when your shift is up? 
i. It is causing problems at shift change
ii. Regrettably, my time in chat is up, may I transfer you to (insert name here) who will be happy to answer the rest of your questions?
h. Chat stats
i. 999 total for the month of July!
ii. Canned answer usage:
1. Used Closing: 473
2. Used final offer of help: 289
3. Minimal use of other canned answers (accreditation, combining students, core and newcomer contents) – be sure to familiarize yourself with these and use them!  It makes us more consistent – and it is faster!
i. CR currently offering more up-to-date info on shipping times; Barb will check and see how this information can be available to advisor team – so we offer consistent info to our customers
4. Stats
a. Posted specifics to forum
b. Excellent job!  Actual total volume only down 9.9% - handled by a team 1/3 the size AND you brought down time per contact significantly!
5. Order issues to CR
a. Change thinking to delineate between choosing and using versus ordering
b. Before you transfer in chat – ask if they have more curriculum questions, explain that CR can help with ordering, billing, shipping issues
c. Be careful of switching users back and forth in chat – they will get frustrated!
d. If it happens – apologize for the confusion!
e. Package ordering – 
i. can I order a newcomer with saxon math, etc.
ii. customer orders readers, then decides wants entire core
iii. remove binder/tabs without losing core benefits
f. Barb is going to follow-up with CR on this;
g. UPDATE:  our preference is for the advisor to assist the customer in customizing their orders – but if, in the advisor’s opinion, the customer is frustrated, etc., which might warrant an exception – in THOSE cases we would transfer to CR
h. Preference is also that we not publicly (i.e. on the forums) mention exceptions such as this, so both CR and SCAs are providing the same, consistent information
6. SCA contact lists
a. We are close to having the system up and running


Next meeting 8/18/09, 10:30 am MT
