1. Live Chat
a. We all have strengths and weaknesses. If chat is not your strengths, work on it.
b. Preparation
i. Be sure to have everything open before you go in
1. Contact list
2. Assist - Notes on wiki about how to stay logged in
3. Sonlight home page
4. Wiki
5. Possibly FootPrints
c. First Impressions
i. 55% of what we communicate is through our tone of voice
ii. Only 7% of what we communicate is by words!
iii. What we write must convey the information our visitor is looking for using a tone that sets him/her at ease
d. Pay attention to the message from the customer
i. If their words have a negative tone, they may be expressing frustration
ii. We want to reassure them we would like to help them find what they need
e. Pay attention to whether the contact information is listed to the right – if it is, don’t ask for it
f. If you ask for contact information and they don’t answer, let it go; same for the intro question, if they don’t answer let it go – getting the info on your contact list is good, but if you miss one here and there, it is not a big deal
g. Maintain a professional tone – such as you would write in a letter.  Don’t assume a familiarity with the customer.
i. Don’t use smilies
ii. Spelling and grammar
1. Our words represent Sonlight
2. Turn on spell check under settings
iii. Use correct punctuation
iv. Exclamation marks are ok
v. Write complete sentences (subject and verb)
vi. Use articles (a, an, the)
vii. Use short answers as a segue way to the next step
h. Be sure to use their name in your conversation. 
i. Thank you, insert name here
ii. Can insert name into canned answer
i. Simple declarative language
i. Short lines of text, mirror the natural rhythm of speech
ii. Helps keep the visitor’s attention.
iii. They can see you typing --- complete your thought before you hit return – one coherent thought, even if in a longer paragraph, is much more understandable than shorter bullets of information – breaking it up causes the screen to bump up and they have to readjust their eyes to go back to where they were to continue reading
iv. It is about finding a balance 
j. Positive language
i. Use positive words or phrases that create a positive image
1. “great question”
2. “It’s great that you’ve looked into other options”
ii. Don’t ever introduce other negative words
1. ‘Overwhelming’ don’t use the word unless they do!
2. But if they introduce them, then you can acknowledge those words
iii. Let your visitor know you appreciate his input and show what you can do, not what you cannot
iv. Focus on the positive.
k. Persuasive language
i. Simplest words have the greatest impact
ii. Use the power of emotion over intellect
1. Replace intellectual word choices with emotional word choices
iii. Emotional words usually shorter and easier to type
iv. Examples:
1. Emotional word: there’s more; intellectual word: additionally
2. Emotional word: help; intellectual word: aid
3. Emotional word: let; intellectual word: allow
4. Emotional word: if you decide; intellectual word: should you decide
l. SLOW DOWN - Don’t rush to answer
i. Fully read their question – make sure you understand what they are asking – if you have to ASK AGAIN
ii. You have time to look up information
iii. You have time to double check your links
iv. Always proofread what you type
v. Make sure you typed what you meant.
m. Realize that each of us have strengths and weaknesses.  If one of your weaknesses is to try to ‘get it all in’ or to speak quickly – that tendency may transfer to Live Chat – you have to practice the skills to let you maintain control of the pace of the chat
n. Use active listening responses  
i. not only to they show the customer you are hearing them correctly, it allows you to slow down the conversation and you maintain CONTROL of the conversation
ii. The goal is to use one or more of the skills to communicate you have heard correctly and the customer indicates you have gotten it right BEFORE you add any new content
iii. This process establishes your right to speak – they are acknowledging that you understand and they will offer less resistance to your suggestions
o. Active Listening Responses (use at least one of these in every conversation)
i. Acceptance response (acknowledges you heard them)
1. I see
2. I understand
ii. Repeating (don’t add new content)	
1. Purpose of repeating is to highlight key words or phrases to indicate you have identified the most critical components of the message
2. Say those key words or phrases verbatim so the customer understands you have heard him correctly
iii. Paraphrase
1. State in your own words your understanding of what you heard
2. Offer examples
3. Use paraphrasing when you want the speaker to know that you understood him/her
iv. Clarify
1. Used to gain a clearer understanding of the speaker’s situation and to move the conversation from broad generalizations to specific facts
2.  “Let me make sure I understand you”
3. Ask clarifying question when:
a. You want to move the conversation to a more specific area
b. When you are not clear about what the other person meant
v. Summarize
1. Assures both the listener and the speaker that a complex message was received and understood
2. To summarize – restate the key components of the conversation
3. “Okay, let’s pull all of this together…”
p. Buying time
i. Ask questions
ii. Once you have used active listening responses and established the question, then you can ask for more information to allow you time to go search for links, product info, etc.
iii. Use ‘one moment please’ as often as needed – 
1. if you are in multiple chats, 
2. if you are having to do research – you can even say a few minutes!
3. find reasons to use it to give you some breathing room
4. push a page for them to look at while you research if possible or suggest another area on the website to visit
a. “why don’t you take a look at the samples while I find that information for you”
q. Privacy
i. Use the information on the Info tab with discretion
ii. People don’t like to know that we can see where they have been on the website
iii. So even if you know, ask what they are interested in and do not mention other pages they have viewed
iv. If needed reassure them that we use any information internally only
r. Let the customer have the last word – they often say thank you or bye after your closing – no need to respond to that
s. If they come back shortly – you will see the previous chat in the transcript field
i. Don’t use the same intro… just ‘did you have additional questions’ type of response
ii. If you were disconnected, “It looks like we were disconnected…” then go back into the active listening point you were on
t. All of this is about learning to control the chat … and not letting it control you
u. We need a canned answer about combining
2. Live Chat Settings
a. File > Settings >
b. General Tab
i. Enable “away” status when screensaver is on
ii. Set your screensaver to activate in reasonable time frame (5 minute or so)
c. Chat tab
i. Auto pop up – will cause operator console to pop up when new chats arrive (all skill sets)
d. Sounds tab
i. You can choose different sounds for different events
ii. You can choose the frequency of the ring
e. Design tab
i. You can choose colors for different text
f. Spelling tab
i. Enable spell check
ii. You can add words to the dictionary (so it won’t trigger the spell check for “Sonlight” or your name
3. Live Person Reference Card:  on wiki Advisor>Live Chat
a. Check out the Hot Keys on page 2


