Advisor Meeting 8.22.07

Rhonda, Peter, Jennifer, Cathy, Brenda, Tonnie, Kelly, Barbara, Gale, Kathleen, Gretta, Sally, Melanie, Karla

1. Winter work availability
a. Still don’t know how many advisor hours will be required over winter

b. If you have not contacted Rhonda yet with availability for fall, please do

c. You have opportunity to be involved in marketing calling if desired – email Rhonda ASAP if you are interested
2. FP Procedures 

a. Phone number to call - which phone number to call – still confusion
i. Only time caller ID number will be used is if no email address and call-back number does not work (no other option)

1. Email first

2. Use caller ID if cannot contact customer any other way

ii. Caller ID is call back number if it is the only number in Notes and typically has spaces added to make it easier to dial
iii. If call back number is different than caller ID, then it will be on the next line with spaces added 

iv. Be sure to use the call back number(s) given in the Notes section and not the customer information primary phone – this might be different (perhaps customer is giving cell phone as call back or is reachable for a limited time at a new number) – the Notes section will always have the correct call-back number

v. If the Notes gives two numbers to call, try BOTH numbers with each attempt (and, if possible, leave messages at both numbers).  Be sure to indicate as you update the ticket that you tried both numbers.  Some customers are getting very anxious for an answer and providing multiple ways to contact them. 
b. When will we call back?
i. Help customers as much as we can, however please don’t promise a specific time or even day (when volume is high, we’re not getting to retry every call in a day)

ii. If you can close the call initially, that would be best – avoid needless call backs (if you can tell it’s really important to call back at another time, then go ahead and agree to that)
c. FP emails used in marketing campaigns?  
i. No, not directly; however email addresses in Assist go to marketing campaigns.  When adding/updating a customer’s email address in FP, we do pass this information along to update Assist as well.
ii. Do not promise that they will not receive marketing emails – instead, suggest that if they should receive emails from Sonlight and wish to discontinue, they can unsubscribe at any time (always a link at the bottom of the email). If customer is adamant about not receiving email from SL we can put a do not email code – make a note and refer to Rhonda.
iii. Providing an email address in FP, will NOT subscribe to the Beam, Sales & Specials, 7 Essentials, etc.  These the customer needs to specifically request.
d. what to do when 2 advisors end up on the same ticket
i. typically this happens when two advisors “take” ticket at the same time

ii. be sure you are refreshing right before taking a ticket

iii. if you “take” a ticket, and it doesn’t show up with your name in the queue, let CA know so she can remove your name from the ticket (if you know the ticket number and can search for it, IM the other advisor, and let her know to remove your name – bypass CA if you can handle it – just don’t ignore it)

iv. when you take a ticket and go in to Edit, page down to bottom and check to make sure your name is the only one on the ticket.
3. Counseling customers

a. Language Arts

i. 6TL for alt 6 and core 6
1. Errors in this and in catalog - many fixes/corrections; check curriculum updates page & WIKI to understand

2. 6TL used for BOTH Alt 6 and Core 6 customers

ii. 3TL – for core 3 regular and advanced readers
1. fixes on curriculum updates page

iii. Dictation passages not always scheduled the same week the book is scheduled for Core – see Sarita’s comment on WIKI for official answer (specifically relevant to LA 5, but may apply to others)
b. Overwhelmed customers
i. Putting together IG video

1. Can offer suggestions for making it work for her

2. Connection – give ideas of what you’ve done

3. Learn to read the customer and determine if she’s ready for the customization step or would be best suited with just one way of doing it (needs to be told how to do everything)

4. Best choice is to ask first whether they want more ideas to customize the IG a before offering and potentially giving too much info

c. Teach customers how to access forums:  
i. Customers can find a lot of answers on the forums; referring to the forums can help limit the questions coming to the advisor team

ii. May need to point out some of the valuable resources available (many are not even aware they exist)
1. An online support group

2. Subject specific forums

iii. Video that shows step-by-step how to register for forums

1. Can email link to this video (http://www.sonlight.com/forum-tutorial-videos.html)

2. truly computer illiterate customers might not be capable of viewing the video and would require step-by-step walking through
3. Be willing to spend the time to educate them once – it will pay off for SL in the long run
Next meeting 9/5/07

