SCA Conference Call

10/5/06 10 AM MT
In Attendance: Jill, Kelly, Tim, Brenda, Karla, Jennifer, Vickie, Rhonda, Kathleen, Tonnie, Melanie, Gale, Sheila
1. Technical issues

a. One Suite recharge – now adding $20 at a time; let Rhonda know via email when drops below $15
b. Footprints:

i. IMPORTANT:  Subject line when sending an email – be sure to check the subject line before sending out an email (especially important if ticket did not come in as email source); subject should make sense to the customer and not be our internal information
ii. LM with answer – to close the ticket or not? – in August we closed more tickets by LM with answer due to time constraints; now use your best judgment.  If customer states in VM that it is okay to LM, CA will note this in ticket.  If you do LM with answer and close ticket, be sure to let customer know to contact us again via phone or email with further questions.  If you LM with some info but do not close ticket, be sure to note this in the ticket for follow-up advisor(s).
iii. Order of response – phone call, email – Phone calls are priority when both are assigned.  Emails may also be assigned, especially to advisors working mid-late in the day to fill time while waiting for more calls to come in.   Try to return calls soon after they come in.
2. Product updates/reminders

a. Rosetta Stone:  is it appropriate for young children?  Yes.  Rosetta Stone recommends age 6+ (recognize letters on keyboard), but it is our experience that young children who can use a mouse are able to complete the introductory lessons.  We can positively recommend RS for elementary aged students for its vocabulary and conversational instruction.  (RS customer service can help a parent reconfigure the SMS portion of the program to assign only these appropriate lessons for a young student.)  Once in middle school, students can begin to use the additional writing portions of the program (including the consumables with French, Spanish, & German).  Rosetta Stone does not believe you need grammar instruction to become fluent in a language.  This is not necessary for high school level; extensive writing is generally only covered in college level courses.  
b. Theory/purpose behind curriculum choices:  What don’t you understand?  - let’s focus on this over winter; please email Rhonda when issues like this come up in your contacts so we can be sure to discuss them.
i. Reading multiple things at once:  why short lessons

ii. LA – why use readers to teach all language arts skills
iii. Science – why break up content
iv. ??  - some suggestions: labeling of PreK and K programs; why no tests?; design of Core & Science programs – introductory K-4, explanatory 5-100, defend 200+; do I have to use everything in the IG?(Kathleen provided a great analogy – IG notes, study guides are the “training wheels” for the parent/teacher.  These provide support while you’re getting up and running.  You will become comfortable with a format that works best for your family and be able to determine what you will use and what you won’t.)
3. Customer response issues

a. Sarita’s email list responses – Please see header on Forum for responses to emails addressed to Sarita (“Sarita asked me to…”)
b. New header:  Please call or email me to discuss this… - these come from the web.  CA may choose to change it to phone contact.  If it is not changed, and you feel a phone contact would be best, feel free to respond that way.  If you are unable to contact customer, then respond via email (check subject line!).
c. Charter school/charter school customers – what is covered by the state, what is not? – This is determined by the individual charter school and may change annually.  We cannot make this determination.  We can, however, provide summaries of books when asked (such as found in the catalog).  If customer is inquiring, direct them to the charter school.  At this time there is no link in Assist to know what a customer has ordered through a school.   Repurchase discounts are given to original purchaser – if school, then school gets repurchase discount; if customer, then customer gets discount.  Exception: forum access can be granted.
d. Negative statements – turning them into positives – Customer retention is the goal.  Sandwich negatives within positive statements (such as “Thank you for purchasing EHE.  The publisher does not allow for copying of this product, but you are welcome to purchase a second copy for an additional student’s personal use.”)  Do not apologize for business decisions or policies, but honestly apologize for the customer’s frustration.  One option is to use the phrase, “at this time.”
e. NO right or wrong – just OPTIONS with benefits and drawbacks (save for next meeting)
f. Additional Consumables for 2nd student (save for next meeting)
From Tim:


*SL is looking at new software to replace Footprints for email


*SL is looking at live chat for CR and advisors


*SL is considering Voice over IP (VoIP) for customer calls (will show SL

             on caller ID)

Next meeting: Oct 19th, 10 am MT

