9.2.09 Advisor Conference Call

Recording:  http://www.gatherplace.net/play?17077740 


1. Website
a. Packages versus Individual Items – discussion of why an item will show up in one versus the other
b. Recommendations for ways to improve this, as customers are confused
c. Discontinued items – will now list that in the description, though they will continue to be listed on the individual items tab
2. 2007 LA activity sheets 
a. If customer wants 2007 LA activity sheets, which are not available, and is reluctant to buy 2009, then we can transfer to CR
b. CR has the option to offer a coupon
3. IG samples topics & skills list
a. LA 1 – it is in the appendix, we have requested production make this level consistent with the other IGs
b. All other LA – found at the front of the sample and IG
c. Core – no topics and skills online
d. Science – weekly subject list online
4. Request for symbols on IGs
a. On the bottom of the schedule page
b. Can see them online on samples
5. Request for individual page/week from IG
a. Lost:
i. If old IG available and if the customer purchased the IG from us, CR will send them the lost page
ii. If they didn’t purchase from us, then we are unable to assist them.
b.  Haven’t rec’d order yet, want to get started
i. Check assist, confirm order placed
ii. You can offer details
iii. If they really want the sheet – then transfer to CR
6. Purchasing IG’s only
a. Be sure to add caveat:  books may not be same edition, may not line up, even if title is the same, we only provide title and author – info found in catalog
b. We don’t want to market as if buying IG’s only doesn’t have drawbacks, so mentioning caveat is essential – under promise, over deliver! 
7. How we respond to customers
a. Feedback from last meeting - Barb
b. Include links – ALWAYS
c. Chat – include links always!
d. Trying to save the sale
e. Example – 
i. said wanted history only, we clarified that 
ii. told her she’d need core guide too
iii. never explained what is in a core
iv. customer upset she didn’t get the whole core
v. we need to be careful to clarify terminology with the customer – don’t assume ‘history’ means the same to us that it does to them
8. Feedback on this season
a. Moving to having only one person in chat other than Judy and myself, except on Monday
b. 

Next meeting 9/16 10:30 am mt

	Karla C: Welcome to our live Advisor chat service.  So that I may serve you better could you please let me know if you have left a phone message or sent an email to our advisor team today? 


9. 
	[13:27:09] 
	Janina Heacock: nope. this is my first contact. 


10. 
	[13:27:23] 
	Karla C: Thank you, Janina. How may I help you? 


11. 
	[13:27:38] 
	Janina Heacock: my son is entering 3rd grade and I am looking for a history curriculum for him. 


12. 
	[13:27:50] 
	Janina Heacock: I was thinking of using your 4 day program. 


13. 
	[13:28:28] 
	Janina Heacock: is there a workbook online that i can look at to see what he will be doing. 


14. 
	[13:29:01] 
	Janina Heacock: also, he has auditory processing disorder and visual processing disorder. is this curriculum good for children with those problems? 


15. 
	[13:29:13] 
	Karla C: I can show you a sample of the Instructor's Guide. Let me pull that up for you. Just a moment, please. 


16. 
	[13:31:25] 
	Karla C: Core 3 Instructor's Guide 


17. 
	[13:31:44] 
	Janina Heacock: so this will sow the type of work he will be doing? 


18. 
	[13:32:34] 
	Karla C: I have found Sonlight to be great for special needs. I have ended up doing more of the reading with my children because of their delays, but with that slight modification it has worked out very well. 


19. 
	[13:33:15] 
	Janina Heacock: ok. sounds good. 


20. 
	[13:33:22] 
	Janina Heacock: i am looking... 


21. 
	[13:34:09] 
	Karla C: Yes. The Core Instructor's Guide shows the schedule and notes for the books you will use with your son. 


22. 
	[13:34:29] 
	Janina Heacock: is there a workbook he will use? 


23. 
	[13:34:43] 
	Janina Heacock: if so, can I look at it 


24. 
	[13:35:46] 
	Karla C: There are not samples of the workbook, but here is the page that describes the workbook: 


25. 
	[13:36:04] 
	Karla C: The Story of the USA



	Rhonda: Welcome to our live Advisor chat service.  So that I may serve you better could you please let me know if you have left a phone message or sent an email to our advisor team today? 



	[13:37:43] 
	Janina Heacock: was chatting w/ Karla. 



	[13:37:55] 
	Janina Heacock: she was helping me, but I lost her. 



	[13:38:01] 
	Rhonda: Good afternoon, Janina.  I'll be happy to answer any other questions you may have. 



	[13:38:20] 
	Rhonda: I see she had given you the samples from Story of the USA. 



	[13:38:30] 
	Janina Heacock: thanks. yes. i was just going to ask her what all i nee 



	[13:38:51] 
	Janina Heacock: oops...what I needed to order for the 4 day grade 3 history. 



	[13:38:57] 
	Janina Heacock: i am new to sinlight. 



	[13:39:04] 
	Janina Heacock: sorry ...sonlight. 



	[13:39:21] 
	Rhonda: Do you want JUST the history or the entire core package? 



	[13:39:40] 
	Janina Heacock: just history/geography or grade 3. 



	[13:40:05] 
	Janina Heacock: the teacher guides, etc. are separate, right> 



	[13:40:31] 
	Rhonda: http://www.sonlight.com/3H4.html 



	[13:40:45] 
	Rhonda: That link is the History 3 package. 



	[13:40:58] 
	Rhonda: Be sure to order the required resources, as they are used throughout the year. 



	[13:41:21] 
	Janina Heacock: ok. is the teacher stuff included or do i get that separate too> 



	[13:41:38] 
	Rhonda: http://www.sonlight.com/3TBB.html 



	[13:41:45] 
	Rhonda: You will need the Core guide as well. 



	[13:42:02] 
	Janina Heacock: ok. thanks for your help. 



	[13:42:21] 
	Rhonda: Is there anything else I can help you with today? 



	[13:43:19] 
	Janina Heacock: no, i think i am all set. thanks for the help.



