9.3.08 Minutes – SCA Meeting
8 AM – Barbara, Brenda, Cathy, Jill, Karla, Kelly, Liz, Lori, Sherry, Gale, Debbie, Rhonda
10 AM – Sally, Faye, Judy, Kathleen, Melanie, Michael Ann, Sheila, Tonnie, Vickie, Rhonda

1.  Reminder – do not identify yourself as an advisor on the forums

a. https://www.sonlight-forums.com/showthread.php?t=167731
b. We are a team, it is in our best interest to assist the other teams in doing their job
c. Posting on the forums as a rep gives the impression we speak for Sonlight, which makes the moderator and champion’s jobs much more difficult.

2. What to do when a customer requests a number to call directly

a. First – explain why SL uses offsite reps (actual homeschoolers, experts in the product)

b. Explain they can reach Customer Fulfillment during business hours

c. You can explain that we are on the phone, so we are unavailable, but we are willing to call within a certain time frame

d. Catalog says ‘speak to a real homeschooler’, which has been seen as a misrepresentation

e. We can refer them to Live Person – chat or call

f. Treat them the way you’d want to be treated – 

i. if they feel they have a legitimate reason to need a number to call, then give them one

ii. If you feel uncomfortable giving out your own number, you can give my home number

iii. Please let me know that you have done so to ensure I answer unknown caller numbers

3. Dissatisfied customer – ordered core, missing….

a. Ticket #126264:  Question:  just ordered core missing bible wanted someone to review order to see if missing anything else 

b. customer didn't realize that Bible was optional and needed to be added in; 

c. end goal:  when customer calls about choosing:

i. always ask/mention all subject areas listed in newcomer

ii. especially important to put in notes if verifying order

d. Walking through the main subject areas covered in a Newcomer package as listed in the colored boxes below 
4. Referring things up to Rhonda

a. How do we know when to send things up?

b. Better to send up too much than too little

c. By the time you’ve seen something twice, that could potentially mean 40 times (20 advisors, 2 times each)
d. Newcomers asking about Optional items

e. Math schedule

f. Website says ‘open and go’ – so customers may not be prepared to spend the 20 hours of prep time

g. Newcomers are much less familiar with material because they are not putting together their instructor’s guide

i. We will get specific data on how the IG is put together and share it

ii. Science student activity sheets are in small binder

iii. LA activity sheets are behind each week

5. HSLDA 

a. SL stopped actively promoting HSLDA years ago

b. HSLDA’s homepage can be frightening to those new to homeschooling

c. We don’t want to ‘elevate’ HSLDA above other sites; we are not promoting or supporting any of these sites – if they want information that we do not have on our own website, we are willing to send them to another site that may be of assistance

d. Instead suggest customer contact local support group, state lobby group

e. Encourage speaking to leader of support group, verifying with state group  for accurate information
f. What can we do when a customer requests help we can’t 

i. Do an internet search for homeschool group in their state

ii. Our forums

iii. www.nhen.org 

iv. http://homeschooling.gomilpitas.com/ 

v. http://www.nheri.org/ 

6. Email lists

a. Reps aren’t on every list, don’t receive every email that goes out
b. We will try to post these on wiki as they come up

7. Review of season
a. Prior to computer crash, things were going well.

b. Some have appreciated the ability to take time off in August because we had enough staff to cover.  However, taking vacations in August does make it much more challenging to schedule, others may be working more than they necessarily want to work.

Next meeting 9/17

