SCA Conference Call 10/19/06 10 AM MT

In attendance: Karla, Kathleen, Gale, Rhonda, Brenda, Jennifer, Cathy, Judy, Jill, Tonnie, Sally, Vickie, Kelly
1. Tim out of the office
2. When a customer wants to change/cancel their order
a. strongly discourage

b. can’t promise/guarantee anything

c. once order has been “invoiced,” cannot be changed
d. if not yet invoiced (check with CA), changes can be made subject to a 5% handling charge 

3. Additional consumables chart 

a. Currently posted for PreK-5

b. Do we need to have more? – Yes, up through Core 7 would be good

c. Note timeline figures have been added to the chart even though they are not listed as consumable.  Some parents choose to have separate timelines/timeline figures for each child.

4. Updating, improving the intranet 

a. Goal is to have intranet be as helpful as possible

b. When you need to ask a question or have to search for an answer, be sure to email the question to Rhonda so the information can be added to the intranet.

c. Rhonda will try to get search engine on intranet upgraded to be more helpful/accurate

d. 10 articles on a page is a good baseline – more than that requires too long to quickly glance through while on a call.  Create more categories if necessary to keep close to 10 articles on each page.

e. Detailed one to two line explanations of what is in each article would be helpful.

5. Potential Discussion/Training topics as time allows: 

a. How to be confident talking about a product you haven’t used 

1. Whether you’ve used the product or not, leave customer with a feeling of confidence in your answer.  Customers who question our answers occasionally call back in for ‘confirmation’ from other advisors or CR.
2. You can always ask the customer to hold while you research the answer (lots of companies do this) or, if it may take a while, ask if you can do some further research and then email the answer within 24 hours. 
3. Product training options

1. STC conference

2. Webinar conferences – the conferences held this past year were helpful.  Holding one or two each month that all SCC’s and SCA’s could choose to attend would be great.
3. Product sheets – having detailed description sheets on products is of great assistance.

4. Product highlight in regular SCA meetings – take 5 minutes to ‘highlight’ a particular product
5. Product discussion on forum with those who have used it adding explanations and testimonials
6. Having extensive samples of products is very valuable.

4. Ask moderator’s to post links to the ‘best’ product threads to the marketing forum

Next meeting:  Nov 2, 10 AM MT

