Advisor Meeting 8/8/2007
Rhonda, Jennifer, Brenda, Cathy, Peter, Gretta, Jill, Barbara, Debbie, Karla, Melanie, Kelly, Vickie, Tonnie, Michael Ann, Sally, Kathleen
· Peter Rouse Introduction

· FP Procedures

· Everything in FP has a purpose.  Rather than making more rules, focus on what you’re trying to accomplish and what needs to be done

· Example: updating customer info without checking the box creates a new entry in the address book

· Example: Notes section indicates call back number(s) to use (which may be different than customer info).  Caller ID number is not to be used if there is a different call-back number provided by customer – should be immediately below the caller id number (caller ID can be tried if call-back number is wrong number, disconnected, etc.).
· Example: when you reassign a ticket, the subject line needs to indicate what needs to happen (if it’s really urgent, beginning of subject line should alert Rhonda or CA; also IM would help)

· If you don’t understand something about FP, please ask

· When you need to work outside of FP (too many licenses being used, afternoons mainly, and only when CA tells you) – can wait to log out of FP until you make contact (log in, take ticket and “edit,” dial.  If LM, just stay in FP and update ticket; if make contact, then can log out while you talk).  Remember to let Rhonda know if you are unable to get into FP so we can evaluate the impact of this strategy.
· Any time you make changes to customer information (other than how you learned about Sonlight or adding husband’s name), check Update and reassign ticket to Rhonda.

· FP kicking you out?  Spell-check locking up?  Especially during busy times (12:30-5:30 pm MT), you might want to get into the habit of copying your ticket Notes section (or message for email) in case you are kicked out (lose your info) and need to log in again.  

· Be sure you have pop-ups enabled for the FP site.   If spell-check keeps hanging up you might need to minimize the screens on your page to find the spell-check box.  Also, you can disable spell-check (in my preferences) and copy and paste emails into word to check spelling there if need be.  This should be needed only temporarily – the system seems to correct itself.
· Goal is to answer customer’s questions (offering further assistance before finishing call), however, some calls can drag on.   Use call-ending strategies if call drags on needlessly (refer to forums/catalog, mention contact us again with further questions, bring them back to topic, offer to pray with her, etc.)
· Phone volume increased 35% in July over 2006, but average contact time dropped by 6 minutes.  Even with the volume increase, fewer advisor hours were needed.  Great job, team!

· Schedule
· Please, please, please update the calendar with your availability and make sure it’s correct.  Make a note to update the schedule the weekend before (8 days in advance) so that Monday morning Rhonda has correct information. 
· As much as possible, stick to what you’ve put on the schedule; the rest of the team is relying on you. (Any changes/updates after Sunday night, email Rhonda)

· Call progression format

· Try to follow even with email.

· Promise of help, thanks, apologize for trouble/frustration, etc.

· When customer is frustrated, go extra bit in addition to intro and closing.  Added lines of personalization go a long way.

· Fall planning

· Start thinking about what your availability will be once school starts

· (seasonal jobs…no guarantees past Labor Day)

· Yet volume might require advisors to continue through winter

· Email Rhonda your thoughts

· Late shift work

· East coast calls done first (earlier); stop calling Eastern at 6 pm MT

· Then work Central, Mountain, Pacific (toward west coast).

· Any uncertainty, contact CA
