SCA Minutes 10.24

In attendance:  Gretta, Kelly, Kathleen, Melanie, Judy, Debbie, Jennifer, Brenda, Gale, Michael Ann, Jill, Cathy, Sally, Sheila, Tonnie, Rhonda
1. Sonia errors

a. remember to refer the ticket up normally so it can be checked

b. tell customers they can’t use back arrow to navigate Sonia, it causes errors

c. they need to use the menu bar at the top to navigate

d. explain that Sonia provides multiple suggestions (everything that falls within the provided age range), but those that are starred and highlighted are the ‘best recommendations

e. Sonia will usually make a best recommendation based on reading level though
f. stress the fact that Sonia has limitations, but is accurate within those limitations, and that the advisor team is available if they have any questions

g. also stress that we will pass along their comments and check Sonia to be sure the content of their issue is accurate

2. SCC referrals

a. Some states have more than one SCC or customer may live closer to another state’s convention

b. Instead of referring to a specific SCC, refer to conventions page – customer can find closest event and contact SCC via email

c. Rhonda has asked to have convention webpage updated so it is easier for customer’s to find specific events

d. In the meantime, you can use CTRL + F to find a state (i.e. TX for Texas)

e. also offer help from advisor team, link to samples
3. Refer CR issues to CR

a. The exceptions for returns and shipping are confusing.  Instead of potentially providing incorrect information, please do refer the questions to CR, as they are the experts on these issues.
b. If you live in the continental US and if you order on the website and pay for the entire order with a credit or debit card it will ship within 3 business days.

c. Canada shipping is not like US (time and cost are different); club membership free shipping does not apply
d. damaged books policy – refer these to CR as well – no longer just replacing every book Any policy info from website, you can share; refer to CR for specifics or other questions

e. Since we do not get these questions frequently enough to be authorities…refer to CR

f. LTL guarantee reminders

i. covers IG’s

ii. covers Core Ultra, Plus, Core items

iii. covers activity sheets

4. Backorder reminder

a. Refer questions to CR

b. we ship b/o when all b/o items ready to ship, unless there is one that will be particularly slow in coming; we know of no such items yet this year

c. International orders  can be held up to 30 days for any b/o

5. Replacement for Almost 12, Mary Jones and Her Bible
a. we can recommend Facing the Facts RR44, RR45, RR46, or RR47, depending on age as replacement for Almost 12
b. state books are out of print, stop telling people to check back

c. small amount of remaining stock for package purchasers only

6. Calls with quick answers

a. Do we leave a message, close ticket, email?

b. Decided on policy:

i. Always leave the answer on the answering machine if possible during the first LM, but let them know we will call back to see if they have additional questions.
ii. Close after two days, instead of taking it out to three when it is a short answer.  Let them know they can call or email again if they have additional questions.
iii. If we have email, send email on the second day when we close it.
c. Contact advisor will note anything that indicates it is a short answer or emotional content when creating ticket.

7. Ambassador call progression

a. “You spoke with Heidi on Thursday and asked for… “, or “Heidi let me know that you had additional questions when she spoke with you last Thursday…”- add personal touch

b. CA will add time and date stamp to notes section when adding template into ticket
8. KL177 - http://www.sonlight.com/KL177.html  - capital letter cards for wood pieces for K HWT

a. new product

b. optional, not required

c. mentioned in HWT K teacher’s guide

d. on back side has 4 activities, student ‘builds’ letter with wood pieces on template on front of card
e. designed for kids with fine motor issues or learning difficulties, so in those cases additional hands on products are helpful

9. Phone card

a. not recharging phone cards, be more aware of balance, email Rhonda when it hits $3 - $4 
b. we may be switching to a VOIP system soon

c. USB headset - do your research now 
d. headset quality can affect clarity of VOIP service
e. if you have technological problems with using a VOIP service, please email Rhonda

10. Marketing Data Base
a. Ambassador program not started with primary reason of capturing marketing data – primary reason is to welcome them to the family, introduce them to available resources
b. Ambassadors talk to those who purchased first core

c. Personal Advisors contact those who purchased 3 or more cores at one time – this will be moved to marketing data base

d. advisors may start contacting those who’ve purchased 2 core programs

e. For 2 core purchasers, we would add some product instruction, combining cores, combining students in one core, etc. to the ambassador script (along the lines of what is used for the Personal Advisor Project)
f. We will be capturing marketing info for all projects so we can best serve our customers (continue doing what is working for them, improve other areas)

Next meeting 11/7/07

