SCA Conference Call 
12.14.06, 10 AM MT

Judy, Tim, Cathy, Jennifer, Jill, Karla, Kelly, Melanie, Rhonda, Sally, Sheila, Vickie, Tonnie
1. Tim – Live Person

a. New system to be implemented

i. Goal – to provide better customer access to advisors and resources, increase customer ‘touches’
ii. Already somewhat incorporated with Ascendo (using Live Chat, similar to IM)

iii. Plan to move to Sonlight support in near future

b. Will replace Footprints

i. Does everything FP does but better

ii. Email management, Live Chat, Live Call, Surveys, FAQs

iii. A lot more intuitive/user friendly

iv. Enhanced features 

1. provides more information about customer

2. option to take control of customer’s computer screen to bring up pages from the website, even highlight text

c. Use of Live Person may require some changes to how we schedule, flexibility of advisors scheduling, etc.

i. We will be able to leave an ‘away’ message for 5 to 10 minutes

ii. Goal is to staff advisor line during business hours, 9:30 to 4:30 MT

d. Live Call

i. First feature to be tested by advisors
1. email will continue in FP through next season

2. hope to test Live Call in next couple of months, preparing for significant increase in volume by March
3. will consider training at STC

ii. Procedure
1. icon will be placed on selective pages of the website

2. customers with questions can enter their phone number and will receive an estimated number of minutes for call-back (quicker access than with FP)

3. next available advisor is connected via Voice over Internet Protocol (VoIP) – customer receives a regular phone call

iii. System Requirements

1. as posted on SCA forum, advisors will need to meet certain system requirements to run LP

2. as contractors, advisors are responsible for making sure these system requirements are met and cover the cost if upgrades are needed

3. Tim will research the possibilities of a volume discount or corporate discount available for some purchases (such as a group purchase of cordless USB headsets)

4. Flexibility/mobility is an issue – cordless headsets would be great

e. Live Chat

i. Some options being considered:  Potentially a perk of club membership

ii. Considering if no club membership, then pay for advisor access 

f. Other options being considered

i. 800 phone numbers for advisors/CR

ii. Eliminating customers leaving a message, CR taking messages and entering into FP

iii. Potential of ‘2nd tier’ contacts – if the first advisor cannot answer questions, there are options in Live Chat to ‘move’ the contact up to the next level; Tim will research the possibilities in Live Person

2. Product updates

a. Saxon solutions

i. Solutions for tests are in separate answer key, not solutions manual (not always very detailed solutions, will skip steps)

ii. Elementary homeschool texts (Sonlight sells) are paperback; Saxon’s school editions are hardbound, and there are no answer keys available for purchase.

b. Any other items

i. My Access will no longer be carried in the 2007-08 catalog

ii. Understanding the Times now has a new homeschool edition.  SL is previewing it, but we will most likely carry it in 2007.  This should be much easier for homeschoolers to use (8 DVD’s, about $125)

3. Footprints & other procedures

a. Start/end work notifications – be sure to alert CA when you start and finish work
b. Copy and paste versus typing out url/item numbers – be sure to copy and paste links into emails (errors can occur when typing in)
c. Using spell check

i. Everyone should be using spell check in FP; make sure you have it turned on.

ii. If you are having trouble enabling spell check, figure out why and fix it

1. most likely pop-up blocker

a. browser

b. toolbar

c. virus protection

d. run check for pop-up blocker at www.gomyaccess.com upper right-hand corner

2. if you cannot solve the problem, get in touch with Rhonda

d. Making assumptions about what the customer is asking – if customer’s question is not clear, at least try to answer.  Preface your answer with, “I think you’re asking…” and follow with, “If that doesn’t answer your question, please contact us again.”
4. New items

a. January teleconference – for parents pulling kids out of school and starting homeschool mid-year (may generate more advisor volume)

b. Catalog prep is ahead of schedule.  SCCs and SCAs will be asked to proof pages.  Be sure to get involved with the proofing and discussions that follow.  It will be essential that we all understand the changes and are prepared for the questions that will arise when the catalog is released.

c. Intranet change coming soon.  New format will allow editing by anyone.

No December 28th meeting.  Next meeting will be January 11th, 10 am MT.

