SCA Conference Call 8.18.09

Recording link:  http://www.gatherplace.net/play?36716525 

1. Schedule
a. Hours in August 20 – 22
b. This week we’ve seen a drop in volume
c. If it continues next week, I’ll start scaling back hours – but for next week’s schedule I won’t reduce the schedule
d. Typically the first 2 weeks of August are the busiest for the advisor team
e. The first week of September typically will maintain the volume of the last 2 weeks of August
f. Then volume should see a significant drop
g. The expectation is that by the end of September we’ll be at 10 hours a week
2. Availability of old activity sheets
a. The production team will review the policy before next year
b. This policy may or may not continue
c. As indicated on wiki, be sure to suggest customer make a master copy IF they are the original purchaser
d. Activity sheets purchased at the same time as a Core are covered under LTL
e. Activity sheets purchased as part of an instructor’s guide are covered under LTL
f. Activity sheets purchased individually and not with a core are covered under the 6 month return policy and must be in resalable condition 
3. CR currently offering more up-to-date info on shipping times.  This info posted to wiki daily, you have permission to offer info to customers.
4. Website issues
a. Live chat on returns page – probably will be adding soon
i. Goal is to save the customer – will train on that before the advisor team will cover these chats
ii. We will still have the ability to transfer to CR as needed
iii. Goal is to reduce returns
b. SCA contact on email a friend – review this shopping cart
i. May offer just an email link – goal is to respond in more timely fashion
ii. May increase volume – we will watch to see effect
5. Order issues to CR
a. Review policy change of sending order issues to CR from last meeting
b. Before you transfer in chat – ask if they have more curriculum questions, explain that CR can help with ordering, billing, shipping issues – use canned answer
c. Be careful of switching users back and forth in chat – they will get frustrated!
d. If they are transferred back and forth – apologize for the confusion!
e. 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
f. SCA contact lists - Update on status
6. Handling customer contacts
a. SCA’s function as part of marketing team – part of our job is to ‘sell’ SL products
b. SCA’s also function as part of Customer Relations – with the goal of providing stellar customer service
c. Be sure to use the customer’s name, speak to them, make it personal
d. Absolutely avoid one line answers
e. Always, always, always sandwich a negative in between positives.
f. Say we or SL, not ‘they’ – you speak for SL to the customer
g. Be sure to remember your marketing function!
h. Find the balance between serving the customer well – stellar customer service and ‘selling’ the products – and the need to use our resources wisely
i. Don’t be afraid to take the time needed – it is not a race!  If we need more advisors to serve our customers well, we can get them!
j. Offer info needed to make the decision
k. Include links
l. Cathy has a habit of sending an email to customers she talks with on the phone, including links to the items she mentioned to the customer – this is a great idea


Next meeting:  9/2/09 10:30 am MT



