Advisor Meeting 09.26.07
Rhonda, Judy, Cathy, Jennifer, Tonnie, Melanie, Michael Ann, Vickie, Kelly, Brenda, Barbara, Gale, Sally, Jill, Gretta, Karla,
1. One Suite

a. Customers not hearing first few seconds?

i. Some advisors are having difficulty with this

ii. With potential changes coming and possible new phone system, we’ll not make any changes now

iii. If we stick with One Suite, please remind Rhonda about this issue

b. hearing other voices first few seconds?  No.
2. advise out of the ordinary
a. customer choosing to do something out of the ordinary for one reason or another
b. make best recommendation, note what we recommend

c. then make specific note in FP that you mentioned the potential problems with her plan
d. important to note anything out of the ordinary so we know the advisor gave the correct advice

3. capturing customer input – frequently heard comments, frequently asked questions
a. when you see an issue more than once, pass along the comments to Rhonda (note in ticket and reassign)
b. not just tickets that need action

c. but anything you are seeing with any kind of frequency – remember that every other advisor may be seeing it just as frequently – which means this is an issue that needs brought to SL’s attention

4. examples of how SL assists customers who are frustrated (pass up tickets because SL does act on these complaints).  
a. Can tell customer you will have someone else contact them.
b. feel comfortable offering up to $10 in coupons if the situation warrants

c. thought DK was book, not DVD – our error, customer ordered $1200 worth of product, offered refund on DVD since it was not what she wanted and coupons toward future purchase

i. DK is unusable on Mac and Vista.  Patch required for XP.  Also there is a font issue.
ii. Rhonda has the CD and can help customers with tech issues up to a point.

iii. Curriculum updates page has instructions

d. personal letter to each customer who complained about emails (after asking to be removed from list), will include personal touch (candy, etc.)
5. LA IG grade 1

a. customers asking what word cards are for --- first word card says ‘day 5’
b. week 1 example, under creative expression ‘optional match initial letter sounds’

c. There are icons (starfish, snail, etc.) on the cards to identify which ones go together.

6. Outbound marketing campaign (Ambassador campaign)
a. began 9/24
b. quick welcome call…under 5 minutes.  Offer other resources such as advisor help.

c. will refer calls to advisors (or CR based on need)
i. CA needs to clear contact information and reenter.  (Different color because it bypassed Requests and has noreply email address.)  CA-if you get an Ambassador ticket that first went to CR first and should have gone to Advisors, let Rhonda know.
ii. Arrive in queue as Urgent.  Keep that status until finished.  Higher priority to these calls.  Do not close after 3 days – refer to CA to email.
iii. Ambassadors should be entering notes as to nature of question.

iv. We are veteran SL’ers, but we represent SL in our return call – we are not ‘just’ veteran SL’ers, we are specially trained

v. log as web ticket for now
vi. If you were the Ambassador who created the ticket, do not respond as an Advisor.  Leave ticket for another advisor.

vii. email goes out several days prior to Ambassador call.  Some customers are replying to these emails.  If it references a choosing or using issue it will come to the advisors.  Please mention that the Ambassador will still be calling.

7. what caused huge jump in phone volume – up ~650 calls in August over last year
i. increased IG errors, especially in LA IGs

ii. marketing campaigns (more people buy in busy season, campaigns more effective then)
iii. weak dollar is encouraging Canadians and other foreigners to buy

iv. McHomeschoolers & people not wanting to do the work themselves

v. People who are calling for emotional support (redirect when possible – local support group, forums.  Give her an assignment.)
vi. Website/catalog complexity

vii. Missing items from orders (didn’t order Required Resources, etc)

8. winter season

a. volume has dropped 2/3.  Getting closer to winter hours.
b. By December (lowest) we’ll probably be at 4-5 advisors.

c. would appreciate feedback on how this season went

i. queue – better, more stressful?

ii. Not enough advisors?   Too few advisors

iii. What went well?

iv. What didn’t go so well?

d. FOR THE FUTURE:  will be reviewing practices 

i. for CA’s – how we pick up and load calls, to glean from each other, how best to perform duties

ii. how can we help advisors?
e. If you are working on any other project for SL this winter, please let Rhonda know.

9. Next meeting date – likely 2 weeks, but Rhonda will let us know

