SCA Conference Call, 9.19.06

In attendance: Judy, Barbara, Brenda, Gale, Jennifer, Jill, Karla, Kathleen, Kelly, Tonnie, Rhonda 
 1.  Special offers list - These will be posted on the marketing forum as well as emailed to everyone subscribed to the Special Offers email list.  If you are not already subscribed, please do so (Resources, Free email subscriptions, Special Offers).  Current offer is Typing Instructor Deluxe.  Be sure to read product info posted on marketing forum.  John's post about scheduling being an issue is not for public release.  Use Judy's concise product description instead (which includes note that Mavis Beacon is what SL recommends for Mac users; be sure to promote this as a positive - Mavis Beacon is an excellent program).

 
2. Updating Customer info in Footprints - Corrections to customer information (email, spelling of name) are to be updated in the customer information section of the ticket.  Be sure to check "Update" box.  Add note to Notes section which corrections/updates were made.  Still reassign to Rhonda, status Urgent.

Tip – ask if you can ‘jot down’ their email address, makes it more casual and not so formal/intrusive sounding.

 

 3.  Customer requests call back - During the school year there are fewer advisors working, and we can no longer guarantee return calls outside of normal business hours (9 am - 4:30 pm MT).  Customers can request a call outside of these hours, but we cannot guarantee we will be able to accommodate it.  Please ask for at least a 2 hour (preferably 3-4 hours) window during normal business hours for return attempts.
  
 4.  IM use vs. email use - During the school year the Contact Advisor is not available all the time on IM.  New policy: use IM only for on-the-phone-need-info-now requests; use email for start/finish times and to request more work.
 

 5.  Staying on topic, time on calls - Be careful to not give the customer/potential customer the impression that we don't have time for them.  Never verbalize "time" constraint.  Same respectful treatment for potential customers (or those who will buy used) as for existing.  Review suggestions for how to wrap up a call that has gone off on a tangent:
· suggest the customer review the catalog or consider what we've discussed and call/email again with any further questions
· bring discussion back to topic at hand..."You were asking about..."  Refocus, repeat back what the customer said
· if clueless try to give the big picture overview and suggest getting/reviewing the catalog with the offer of further contact later
· cease to provide feedback
 

  6.  K – 2 LA recommendations - we'll work toward getting a cohesive recommendation on this.  Discussion included:
· potential problem of running out of Readers/LA if begin with Core K and anything above 2 Regular
· an option for these cases is to look to additional Readers from K level Read Alouds or other books in the series represented in 2 Advanced combined with optional LA workbooks
· might recommend Readers/LA at a lower level than the indicated reading level.  If so, provide customer with reason for recommendation: need to give LA skills time to catch up to advanced reading skills.  Use Readers (same level) to complement and improve LA skills.  May supplement with additional reading material.
· ultimately must be customer's choice.  Give tools to make best decision - explain what LA encompasses, suggest sample LA IG pages, especially Dictation and Activity Sheet pages.  Note that dictation can be modified (shortened, copied, etc.) as well as Activity Sheets (designed to be cooperative)
· make customers aware of products available - explain LA/Readers available and desire to coordinate level 3 with Core 3.
· most advanced readers no longer need phonics instruction (LA K and 1) – try to separate phonics instruction needs (or lack of need) from the rest of LA – we use the reading books to improve all LA areas, not just for phonics instruction
· Sarita has said no to separating Readers and LA
· Acknowledge the student’s reading ability may be higher, but talk about ‘laying a foundation in other LA areas’; ask about the child’s handwriting ability, maybe read a few of the dictation passages to the parent, etc.
· Topics and skills list may be helpful as indicator of ability level as well
 

 7.  Meeting time for school year and next summer - will want to switch to later in the week (Mondays and Tuesdays call volume is too great to take time away for meeting).  Email Rhonda availability for Wednesday (preferable) and Thursday mornings.
 

 8.  Advisor recommendations - Catalog age recommendations (side tabs) indicate the extreme upper and lower ages (for example, Core 6 indicates 10-14).  If we are making a recommendation to use a Core program for an age at one of these extremes (Core 6 for a 10-year-old), be sure you have a good reason and indicate this in the notes when you update the ticket.
 

 9.  May be able to work "in Footprints" (stay logged in during shift and update as you speak with customer) as we generally have only two advisors working at the same time (there are four concurrent licenses available and CA uses fixed license).
 

 

Next meeting October 3, 10 am MT
