SCA Meeting 10/10/2007

Jennifer, Rhonda, Cathy, Karla, Tonnie, Kathleen, Sheila, Gale, Jill, Brenda, Gretta, Michael Ann, Kelly, Melanie, Vickie, Judy

1. Vendor contact information – 

a. Only purchasing contacts vendors – advisors should not call or email vendors for information
b. Contact data on WIKI is to provide customers with info when needed

2. Customer reported error
a. When forwarding error info, capture exact information (which timeline figures, what week, what Core).  As much as possible would be most helpful.
b. Dictation doesn’t line up --- this is going to continue, is the info on wiki enough? Help customer work through it (it is not going to change this year)
3. Subject Line of tickets – 

a. Gretta has been adding last time for LM in subject line  

b. very helpful, let’s make it standard practice (don’t need to label MT)
c. leave only 2 messages/day.  If LM early am, do not LM again 2 hours later; rather wait for another attempt in the afternoon.

4. Ticket priority

a. chat tickets take priority – return within 15 minutes

b. international calls – short time window takes highest priority
c. when attempted everything moves to Low, unless there is a reason for it to stay Urgent (international time zones, Ambassador call)

d. also imperative to look at subject line and always recheck the all the Urgent ones before moving down the list

5. LiveCall testing starting

a. Estimate: up and running Nov 1

b. Contact advisors all have headsets already; other advisors may want to start looking (not at the point yet of saying you have to have one)

c. No answer yet as to whether all calls will move to LiveCall or not yet, though assumption is that they will (OneSuite costs are pretty high)

6. Ambassador tickets

a. on 3rd day of ambassador call – email customer

b. carefully note when you LM in subject line

c. if the contact came in after hours (i.e. the customer was available after hours for the ambassador so they are more likely to be available after hours for the advisor) should we mark the subject line somehow so we try to call late in the afternoon/early evening?  Should we ask for an appointment time?
d. mark as web ticket for now, the spreadsheet will be updated for 2008
7. Are you a home school dinosaur?

a. Idea circulating around Sonlight in-house.  Goal to keep the company current and prevent extinction.
b. Definition – first generation of homeschoolers (10, 15, 20 years of homeschooling)

c. Label not a bad connotation – Pioneer, experienced

d. However, we want to avoid extinction due to inflexibility to change

e. Opportunity for those of us who deal with second-generation homeschoolers (not those who have been homeschooled themselves, but rather the new homeschoolers rather than pioneers)
f. Sonlight would like to make sure our responses meet the needs of these second-generation homeschoolers

g. What makes second-generation homeschoolers different from first and what are their needs?

i. Limited exposure to homeschooling, attended public schools themselves, inexperienced, unfamiliar with lingo – talk their language

ii. Hard for them to set realistic expectations, no understanding of what to expect – understand their limitations and questions

iii. Lack ability to think outside of the box – our combining ideas and modification statements will seem foreign to them; be patient

iv. Commitment level to homeschooling may be very different (in the past, religious convictions often prompted homeschooling; today there are various reasons for homeschooling) – those who are just giving it a try because everyone else is doing it may not stick with it when it gets tough.

v. Insecure?  Not sure they can do it for the long run – encouragement, prayer, God’s grace, community

vi. This new generation is really 3rd generation homeschoolers; pioneers, then most of us (we didn’t fight the battles, no fear of homeschooling), then this new generation with so many choices

h. How can we help?

i. Titus 2 opportunity – “older” women using experience to assist “younger” women.

ii. Empathy and understanding – shift our attitude from critical

iii. Listen and hear before jumping in with a solution 
iv. Adjust mindset – what worked for us may not work best for others; our way is not the only way
v. Remember that Sonlight is a business – our advice needs to foster continued growth of the company

vi. In all your capacities in working for Sonlight, keep in mind the majority of our audience – new homeschoolers (second-generation)

vii. Catalog and website ‘08 are being designed with this mindset in place, we want to remain fresh and relevant to this culture
viii. Don’t want to convey that their level of commitment or questions are invalid, don’t want them to leave our conversations as feeling unimportant or invalid

ix. be willing to offer options for things we personally might never have considered

