SCA Meeting Minutes 9.17.08
In attendance: Faye, Jill, Gretta, Cathy, Brenda, Lori, Barbara, Liz, Jennifer, Melanie, Sherry, Rhonda, Kelly, Gale, Sally
1. Looking for different meeting system to replace Mumble; hopefully before next meeting…watch for details before next meeting
2. If a customer contact is not complete, requires follow-up – WE do the follow-up for them.  
a. Do not ask a customer to contact Sonlight; don’t ask THEM to take the extra step, do it for them.

b. If customer asks if they can call in, of course they can.  But realize multiple contacts from customers slow down the process and duplicate efforts. You can say something like, “When customers contact us multiple ways it does slow down our ability to respond in a timely manner.  When we refer your question for you, you will receive a response just as quickly.”
3. Ticket referrals
a. A large portion of the contacts that are referred can be resolved by advisors.

b. Be sure you are checking curriculum updates, wiki, IG’s, and talking to Rhonda or if she is not available the CA before hanging up. 
c. Be sure to communicate clearly with Rhonda/CA – don’t assume they understand what you are talking about.  Communication is key! 

d. Quite often these are being referred back to the advisor team and we have to call the customer back and disappoint them.  
e. Be sure to clearly communicate the details of the customer issue to Rhonda

f. If you cannot find the info on wiki, let Rhonda know

4. August stats

a. Time per contact down 1.1 minute

b. Email up 103% (covering also for CF)
c. Web up 2.7%

d. Phone down 28.4% (large drop, due to later volume peak? First year we’ve seen decrease in phone volume)
e. Overall change down 9%, with SL Touch, marketing, chats down 9.7%

f. Chat down 17.4% (also down, website downtime?)
g. September – first two weeks accounted for 70% of volume in 2007; so far this year volume of incoming contacts (including chats) is equal to 79% of 2007; with SL Touch, Marketing, chats equals 95% of total volume in September;

5. Winter season work

a. Advisors will slowly drop off as volume decreases

b. Working now to revise schedule to have adequate staffing but not too much

c. Finding it harder to get advisors willing to work afternoons

6. Website appears to be working well (also FP, wiki); hopefully now will start working on website issues

7. EHE
a. many ticket issues coming up

b. recommend working through some of the exercises yourself to familiarize
c. using other resources is allowed/encouraged if answer is not readily available on WB
d. designers of EHE specifically charged with making them thinking questions

e. Goal is not to complete every question…goal is to learn the process

f. Parent will have to invest the time upfront working with the student on EHE (first month); the benefits later will pay off

g. Thread on Core 5 Forum very helpful (much of this on wiki too)

8. World Book
a.  requires DVD drive in order to work

b.  some are having memory issues – not enough on their older computer

c. where customers have said theirs does not work, CF has sent out replacement discs and found the returned discs work just fine – likely NOT a bad disc
Next meeting: Wednesday, October 1, 2008

