[06/12/2014 2:00:39 PM] Caroline Barnes: Hi CRM Community!  It's 2pm, so let's get started!
[06/12/2014 2:01:07 PM] Caroline Barnes: Today our topic is "Your Blackbaud Experience" - people were curious to hear from other organizations what works for you, what you've run into roadblocks with, any anything in between.
[06/12/2014 2:01:24 PM] Caroline Barnes: As I shared earlier, unfortunately our Product Managers had conflicts with this date, so they're unable to be here.
[06/12/2014 2:01:47 PM] Caroline Barnes: However, as always I will be reviewing all actionable items following the session and ensuring that your concerns are addressed to the best of my ability.
[06/12/2014 2:02:22 PM] Caroline Barnes: It looks like some people are unable to see the session, so if everyone can bear with me a moment while I get people added!
 [06/12/2014 2:03:42 PM] Barbara Laane: Hi.  This is Barb Laane, Technology Programs Manager, Feeding America.
[06/12/2014 2:04:05 PM] Caroline Barnes: Hi Barb!
[06/12/2014 2:04:17 PM] Caroline Barnes: Lots of connection issues today, so bear with me a moment while I try to get everyone in.
 [06/12/2014 2:04:33 PM] Murel Warren: @Christine - I see you!
[06/12/2014 2:05:02 PM] Christine Griffin: this is a phone call, right? how do i get on the phone call?
[06/12/2014 2:05:02 PM] Mike Cicerone: Mike Cicerone - Boston University - Application Administrator
[06/12/2014 2:05:06 PM] Barbara Laane: @Caroline.  Not a problem.  It usually takes me a minute after I send the introduction before I see the threads of the conversation starting.
 [06/12/2014 2:05:31 PM] Murel Warren: @Christine - No, it's actually a chat room discussion unless I missed something.
[06/12/2014 2:05:33 PM] Jeff Garmon: jeff garmon - University of Georgia - system admin/dba
[06/12/2014 2:05:34 PM] Caroline Barnes: @christine - it's not a phone call, just typing :)
[06/12/2014 2:05:40 PM] Christine Griffin: oh ok thanks
[06/12/2014 2:05:49 PM] Caroline Barnes: Hi Jeff!  Bear with us a moment while I get some people re-added.  Lots of connection issues today
[06/12/2014 2:06:11 PM] Jeff Garmon: @caroline - no problem
[06/12/2014 2:06:13 PM] Murel Warren: Murel Warren, Jr. - The Lutheran Church--Missouri Synod, Applications Support
[06/12/2014 2:06:22 PM] Clare Cooley: Clare Cooley - Web Developer - UGA
[06/12/2014 2:06:28 PM] Caroline Barnes: @all ok- did you all see my intro above with the topic information?
[06/12/2014 2:06:48 PM] Murel Warren: (y)
[06/12/2014 2:06:51 PM] Jeff Garmon: @caroline - yes ma'am
[06/12/2014 2:07:00 PM] Caroline Barnes: @murel @jeff, good, thanks!
[06/12/2014 2:07:05 PM] Jennifer Paquette: hello
[06/12/2014 2:07:18 PM] Caroline Barnes: everyone who had to be re-added, let's get started by sharing your name, organization and role with the group :)
[06/12/2014 2:07:38 PM] Barbara Laane: @Caroline, I saw the topic.  Thanks.
[06/12/2014 2:07:50 PM] Caroline Barnes: @tracy, @becky, @mike...you guys seeing this ok?
[06/12/2014 2:07:52 PM] Duane Williams: Duane Williams - WWOZ - Development
[06/12/2014 2:08:01 PM] Caroline Barnes: @jennifer - hi!
[06/12/2014 2:08:18 PM] Tanya Crowe: Tanya Crowe - The Univ. of Georgia - application programmer
 [06/12/2014 2:08:34 PM] Tracy Parizek: Tracy Parizek Application Developer, The University of Iowa Foundation
[06/12/2014 2:08:39 PM] Cassidy Eaton: Cassidy Eaton- Univ of Michigan - Business Systems Analyst
[06/12/2014 2:08:47 PM] Christine Griffin: christine griffin - the nature conservancy - programmer/analyst
[06/12/2014 2:09:18 PM] Caroline Barnes: Ok y'all.  I think things are settling down. I'm sorry for the crazy couple of minutes.  Most people seem to be in now that want to be.
[06/12/2014 2:09:25 PM] Caroline Barnes: So, our only ground rule:
[06/12/2014 2:09:41 PM] Becky Fullmer: Becky Fullmer, Ohio State University, Prospect Management .. @caroline I can see the chat now! Thanks!
[06/12/2014 2:09:56 PM] Caroline Barnes: If you're responding specifically to another person's question/comment, just make sure to use the @symbol - so if you're talking to me, just start with @caroline so we know who you're speaking to.
[06/12/2014 2:10:13 PM] Derek Clark: Derek Clark, The University of Georgia, Director of Advancement Services.
[06/12/2014 2:10:58 PM] Caroline Barnes: So, with that, let's go ahead and get started.  Does anyone have a question for the group or something you'd like to share to kick us off?
[06/12/2014 2:11:26 PM] Caroline Barnes: or maybe i can ask that another way:
[06/12/2014 2:11:31 PM] Allen Roth: Hi this is Allen Roth at the Jewish Federation of Cleveland
[06/12/2014 2:11:40 PM] Caroline Barnes: @allen - hi!
 [06/12/2014 2:12:32 PM] Allen Roth: Over all, the Blackbaud experience has been good, however there are some rough points. I would be happy to share something we are currently trying to address that I'm hoping will get better..
[06/12/2014 2:12:40 PM] Barbara Laane: What helps a lot in my experience dealing with support is having the weekly calls with our Technical Account Manager where we can highlight those items that are really important and also being able to schedule meetings as needed with our TAM.
[06/12/2014 2:13:01 PM] Caroline Barnes: @allen - please do!
[06/12/2014 2:13:38 PM] Evan Menkhus: Hi, sorry I'm late. This is Evan Menkhus, Software Developer with Junior Achievement USA
[06/12/2014 2:13:39 PM] Tracy Parizek: A great TAM makes a big difference.  We've add some really good ones and some not quite as good.
[06/12/2014 2:14:21 PM] Barbara Laane: With that being said, I know that I struggle a bit with some analysts completely ignoring what is in the ticket and asking me again for the problem or not even looking at the attachments I put on the ticket.
[06/12/2014 2:14:29 PM] Caroline Barnes: @tracy @barb - i feel the same way.  nothing like an awesome TAM :)
[06/12/2014 2:14:38 PM] Allen Roth: Two areas I would share. First, the products overall have been good. Where we've had the most difficult time has been dealing with Professional Services. Especially on the FE side, the quality has been lacking. On the CRM side, the personnel have been better, but still there have been issues with quality and forward compatibility.
[06/12/2014 2:14:45 PM] Mike Cicerone: @everyone: I think one speedbump i encounter is when one of my tickets goes into product developement. it seems to go into a black hole and if i ask for a status update i only get "product development is looking into it"
[06/12/2014 2:14:55 PM] Jeff Garmon: @barbara Lane - Amen.
[06/12/2014 2:15:11 PM] Clare Cooley: @Barbara - I have the same thing with my support tickets.
[06/12/2014 2:15:21 PM] Caroline Barnes: @all - please, if you see others share things that you agree (or disagree with) let me know - the common themes are always helpful to be aware of
[06/12/2014 2:15:33 PM] Mike Cicerone: @everyone: agreed a good TAM is key
[06/12/2014 2:15:36 PM] Tracy Parizek: @Barbara we've had the same problem.  We've had a talk with our TAM about it and it got a lot better.
[06/12/2014 2:16:04 PM] Caroline Barnes: @barb @clare @jeff @tracy - I'll also pass that along on this end.
[06/12/2014 2:16:18 PM] Jeff Garmon: @barbara - do you experience that more with different support grups, our CRM support seems good, but SDK/profesional serives....
[06/12/2014 2:16:39 PM] Caroline Barnes: @allen - i can't speak to the FE side of things, but do you think you could share a specific example just to give everyone some context?
[06/12/2014 2:17:14 PM] Barbara Laane: @Caroline, @mike, I agree that once I get word that a ticket is going to product development, it feels like a black hole and I don't know when the outcome will happen.  So I have been working with our TAM here to try and get deliverable dates on those items.  Also, I always want to know a workaround.  Give me some ideas on alternatives I can try instead of saying they will look at it.
[06/12/2014 2:17:24 PM] Tracy Parizek: @Jeff - I've found it really depends which analyst you get for SDK, some a a lot better than the others.
[06/12/2014 2:17:47 PM] Clare Cooley: @Mike - We experience the same thing - 'Product Development is aware of this.'
[06/12/2014 2:18:48 PM] Caroline Barnes: @mike @barb @clare - RE: Products, I am really hoping to get the product managers together and get you guys some more insight into what happens when something goes to products.  i think a lot of it is the volume that they deal with, the need to prioritize, and the number of different versions of CRM we have right now.  putting out one release a year will help with that in the long term, as we won't be spending as much time fixing things in 5 different versions.
[06/12/2014 2:19:08 PM] Caroline Barnes: @barb - I like the workaround thought.  i can pass that along to our team.
[06/12/2014 2:19:21 PM] Barbara Laane: @Jeff, most of my support goes to CRM support.  And it depends on the analyst if they ignore the directions.  The more seasoned analysts seem to do a better job in reading the tickets.
[bookmark: _GoBack] [06/12/2014 2:19:40 PM] Allen Roth: @caroline On the CRM side, some of our customizations were created to only work in the SmartClient. They don't work at all in Webshell. Also our efforts with Professional Services to get the data warehouse customized and working for us was never successful after 3+ years. Which brings me to my second area...
[06/12/2014 2:20:03 PM] Murel Warren: We have had a couple of great TAMs who are very active with communication with our site.  Actually on a weekly call right now with our current TAM.  Also, I've had a good experience with BB Support over the years.  They are very experienced and knowledgeable.
[06/12/2014 2:20:30 PM] Barbara Laane: @allen, @Caroline, we have the same issues with some customizations only working in smart client - specifically surrounding timesheets.  We have to get them fixed before we go to 4.0.
[06/12/2014 2:20:36 PM] Caroline Barnes: @allen - i'm sorry, what a headache.
[06/12/2014 2:20:49 PM] Caroline Barnes: @murel - even if that weekly call conflicts with our chats ;)
[06/12/2014 2:20:50 PM] Tracy Parizek: @Caroline, be sure to stress it must be a feasible work around.  We recenlty were givien a work around that would have given our Campus users access to see everything until they changed a filter.
[06/12/2014 2:21:14 PM] Clare Cooley: @Barbara - Yes, quite often we have to come up with the workaround, and I don't feel I get timely help on that front either - my questions relating to those things take so long to be answered that I feel like I'm on my own to figure it out.
[06/12/2014 2:21:32 PM] Jeff Garmon: As an individual which manages patches (thus outages), one of my biggest hurdles has been the QA with the patches.  I just want one time when I can apply a patch and not break something which makes me then spend a day or more trying to prove it's a product issue, it didn't happen prior to patch, etc....
[06/12/2014 2:22:33 PM] Tracy Parizek: @Jeff I completely agree, we've had the same problem with patches breaking other things.
[06/12/2014 2:22:38 PM] Caroline Barnes: @tracy - i think that's something that's tough about workarounds.  I know in my experience sometimes i've been hesitant to share a possible workaround because it seems far-fetched or incomplete, so i've left it off entirely.  and other times the feasibility of the workaround may depend on the context of your organization and processes, so while it makes sense from the POV of the analyst, it may not be a fit  it may just really be a matter or team work and communication between support and you guys after a bug is identified and sent to products.
[06/12/2014 2:22:42 PM] Barbara Laane: @jeff,  @caroline, I've found that professional services has found some of our issues but they have also caused issues when they have done their publishing efforts in one of their development environments.  I have had our development environment knocked out a couple of times due to publishing.  It seems like it is not a big deal but we use the development environments all the time.
[06/12/2014 2:22:55 PM] Jeff Garmon: @murel - agree overall, CRM support and TAM have been good
[06/12/2014 2:23:20 PM] Allen Roth: @caroline The second area is we took over the effort of customizing the data warehouse. We are currently in the beginning of that effort. The out of the box OLAP cube is massive and difficult for users to navigate. It would probably be much more useful to have smaller cubes available. Also, OLAP Excel reports, I've been informed, don't work when you are hosted. In order to use them, you need to connect via Citrix. This is a huge disappointment. One of the largest advantages of a warehouse and OLAP is to be able to use pivot tables in Excel to analyze your data. I have an open case with support to see if there is anything we can do about this. I am hoping something will be able to be changed.
[06/12/2014 2:23:48 PM] Murel Warren: @Jeff @Tracy - Same issue with some patches, although usually become a priority with BB Products to resolve by the next SP if not a new patch.
[06/12/2014 2:24:34 PM] Caroline Barnes: @jeff - that is something that we've been talking about a lot around here about patches/QA/testing.  we are working on doing more comprehensive automated testing for one thing.  Does anyone else have this concern along with Jeff?  I'd like to follow up with you all after this session with more information
[06/12/2014 2:25:05 PM] Caroline Barnes: @barb - I can share that with services.
[06/12/2014 2:25:23 PM] Barbara Laane: @Jeff, @caroline, I agree about the patches completely.  I test them in a development environment before I every rotate them out to production.  We are now working to rotate patches out more quickly, but would love it if patches were more thoroughly tested before being rotated to the environment.
[06/12/2014 2:25:35 PM] Caroline Barnes: @allen - I'll check that case out and see what I can do to help.
[06/12/2014 2:26:02 PM] Tracy Parizek: @Caroline - I'd love to hear what changes are being made around patches/QA/testing.
[06/12/2014 2:26:14 PM] Jeff Garmon: @caroline - have had conversations about it with TAM and others, so BB has internal initiative surrounding it, but wanted it on record again :)
[06/12/2014 2:26:31 PM] Jeff Garmon: @caroline - so I know BB has inititive going with QA
[06/12/2014 2:26:36 PM] Allen Roth: @Caroline we also have the same concerns around patches that Jeff brought up. Service Packs are necessary, but need to be somehow tested more thouroughly
[06/12/2014 2:27:00 PM] Caroline Barnes: @barb - We agree completely.  @tracy - I believe that it's going to be a collaborative effort.  i will follow up with everyone interested on that.
[06/12/2014 2:27:20 PM] Caroline Barnes: @allen - I'm with you.  will add you to my follow up.
[06/12/2014 2:27:29 PM] Tracy Parizek: @Barb @Jeff @Caroline we do extensive testing of patches in our DEV enviroment and have always found the problems before deploying to Production but it takes a lot of developer time.
[06/12/2014 2:27:36 PM] Clare Cooley: @Caroline - I do wish there were a way to say when a case is closed if it was closed to our satisfaction, or if it was just closed.
[06/12/2014 2:28:06 PM] Jeff Garmon: @allen - haven't messed with the OLAP yet, thanks for the warning
[06/12/2014 2:28:27 PM] Caroline Barnes: @tracy - automation i think is everyone's dream situation...it is really time consuming.  hopefully we can find a way to help though
[06/12/2014 2:29:05 PM] Caroline Barnes: @clare - interesting point.  i'm thinking...
[06/12/2014 2:29:28 PM] Caroline Barnes: @clare - I'd be curious if we could circle back and come up with some example cases where it wasn't closed to your satisfaction.
[06/12/2014 2:29:46 PM] Jeff Garmon: @tracy - I usually have a patch in my training, testing, and staging environment for 3 weeks before deploying to production; but seems something always slips by both BB and us
[06/12/2014 2:29:52 PM] Caroline Barnes: @jeff @allen - I can see if I can find out some of the OLAP history to share with the crowd here later on.
[06/12/2014 2:30:12 PM] Tracy Parizek: @Jeff - oh how frustrating!
[06/12/2014 2:30:26 PM] jan shorter: @Caroline - Jan Shorter City of Hope - we always download patch readme files and then go to the knowledgebase but have found some with little to no information on testing these.  We do comprehensive testing in two test environments before deploying to production and we have run into some issues b
[06/12/2014 2:30:42 PM] Caroline Barnes: @jeff @tracy - it's definitely tough in a database this size, with almost unlimited possible combinations of things that can be done.  sometimes it's incredibly nuanced things that slip through
[06/12/2014 2:31:25 PM] Jeff Garmon: @caroline - agree and I don't envy BB in the endeveor, but...
[06/12/2014 2:31:26 PM] Clare Cooley: @Caroline - yes, although we have alot going on right now - end of fiscal year and 3.0 upgrade.. but if I can still see all my cases I can do that eventually.
[06/12/2014 2:31:47 PM] Caroline Barnes: @jan - hi!  that's interesting.  when we document bugs, we always include specific numbered steps to re-create the problem...i wonder if that's something we could share somehow with you guys.  i don't see a reason right off why not, so i'll absolutely follow up on that.
[06/12/2014 2:32:21 PM] Caroline Barnes: @clare - ok, we'll circle back on that then :)
[06/12/2014 2:33:51 PM] Jeff Garmon: Documentation, blogs, etc... spread out all over blackbaud.com and other sites; wish there was one one place....even if it was just a portal; so I;m appreciative of what @caroline is doing with the group site
[06/12/2014 2:34:22 PM] Barbara Laane: @caroline, @all, I think automation is the way to go.  Unfortunately, if the software changes dramatically, it is really hard to keep up with the automation scripts.  But they are good to implement, and I have been talking with our development staff here if there could be something we could do.
[06/12/2014 2:34:51 PM] Clare Cooley: @Jeff - I agree - thank you, Caroline, for attempting to organize this.
[06/12/2014 2:34:56 PM] Mike Cicerone: @barbara: what do you use for automation?
[06/12/2014 2:35:14 PM] Caroline Barnes: @jeff - we are truly working on organizing and condensing.  i can't make any definite promises, but i am working on moving the IdeaBank out of the current location and into the community.  so that'll eliminate one location.
[06/12/2014 2:35:21 PM] Barbara Laane: @mike, we don't yet.  It is all manual from just putting in use cases in Sharepont.
[06/12/2014 2:35:29 PM] Tracy Parizek: @Jeff - agreed, @Caroline has made a huge difference in communication.
[06/12/2014 2:35:40 PM] Caroline Barnes: @jeff - we've also talked about closing down the KnowHow blog for CRM and just redirecting all of that traffic to the community site
[06/12/2014 2:36:32 PM] Caroline Barnes: @tracy @jeff @clare - thank you all.  if you have thoughts/comments/suggestions about what more i can do, my door is open.  i just want to make our resources as intuitive and organized as they can be.
[06/12/2014 2:37:25 PM] Jeff Garmon: @barbara - yes automation would be nice
[06/12/2014 2:37:56 PM] Jeff Garmon: @caroline - cool...
[06/12/2014 2:38:03 PM] Caroline Barnes: @jeff @barb - also, i imagine just the volume of things that you'd need to create scripts for would be massive.
[06/12/2014 2:38:39 PM] Caroline Barnes: @jeff @barb - when you're testing a patch, do you guys let your end users test their own activities in the non-prod environment where you patch first?
[06/12/2014 2:39:21 PM] Jeff Garmon: @caroline - yes, but preferably my scripts could primarily focus on UGA critical activities or customizaitons - not doing BB QA
[06/12/2014 2:39:29 PM] Caroline Barnes: @jeff - agree.
[06/12/2014 2:40:14 PM] Jeff Garmon: @caroline - yes, we allow users access into the test environments; even allow CRM sysadmin access for some so they can try/test anything
[06/12/2014 2:40:24 PM] Clare Cooley: @Caroline - I still feel quite sure there is documentation on the Visual Basic code side that could be shared with us. I can't believe that your developers are as hobbled as we are on the documentation front.
[06/12/2014 2:41:10 PM] Caroline Barnes: @clare - I honestly don't know the answer to that since I don't do anything on that side of things, but I will 100% ask around asnd see what i can come up with.
[06/12/2014 2:42:25 PM] Jeff Garmon: @caroline - going back to your responce to @jan, would love to see the step by step how to for bug resolution you mentioned
[06/12/2014 2:43:15 PM] jan shorter: @caroline - we have BA's between IT and user - IT does the test plans and tests first, then the BA's then users.
[06/12/2014 2:43:27 PM] Mike Cicerone: @Carline: I unfortunately have to go to another meeting. Thanks
[06/12/2014 2:43:48 PM] Caroline Barnes: @mike - ok, thanks for joining!
[06/12/2014 2:43:49 PM] Clare Cooley: @Caroline - at the developer conference, Trip said there was some documentation that is equivalent to javadoc, but since then, he seems to have backed off. Heather said she would pursue it, but I haven't heard any more.
[06/12/2014 2:44:39 PM] Caroline Barnes: @jeff - yeah, i'm digging that idea.  i'm going to bounce it off some people, but when it comes down to it, I manage the Knowledgebase for CRM too so I think that should be something we can accomplish at least going forward with new items.
[06/12/2014 2:45:13 PM] Caroline Barnes: @clare - ok, i'll run it by Heather and see if we need to talk to Trip.  i'll get back to you.
[06/12/2014 2:45:22 PM] Clare Cooley: @Caroline - the documentation that Trip writes for the specs is wonderful.
[06/12/2014 2:45:37 PM] Caroline Barnes: @clare - thanks for the history, always helpful so I don't have to start asking around blindly :)
[06/12/2014 2:45:53 PM] Caroline Barnes: @clare - I'll let him know.  He's a pretty brilliant dude!
[06/12/2014 2:46:57 PM] Caroline Barnes: whew!  what else do you guys have for me?
[06/12/2014 2:48:33 PM] Jeff Garmon: @caroline - really do like you folks and tell people I have no problem with BB 95+% of the time
[06/12/2014 2:48:57 PM] Jeff Garmon: @caroline - you folks know that, but all you ever hear is negative stuff
[06/12/2014 2:50:10 PM] Caroline Barnes: @jeff - thank you :)  we know.  it's all just a matter of continuing to work on it all and make it better.  we need your feedback in order to do that, so we are very appreciative of it!
[06/12/2014 2:51:11 PM] Barbara Laane: @caroline, I have tried to get our end users to test some things but I haven't been as successful with patches lately.
[06/12/2014 2:51:40 PM] Jeff Garmon: someone mentioned it earlier, but professional services is difficult at times for quality
[06/12/2014 2:52:09 PM] Caroline Barnes: @barb - I'm sure it's tough since they have to keep up with their daily work and then do testing in addition.
[06/12/2014 2:52:31 PM] Jeff Garmon: seems at times I know more about the database and how CRM works than some of them
[06/12/2014 2:52:34 PM] Caroline Barnes: @jeff - we did hear that earlier.  i'll certainly pass the feedback along.
[06/12/2014 2:53:13 PM] Caroline Barnes: @jeff - i have a feeling you may well know more than i do ;)
[06/12/2014 2:53:18 PM] Barbara Laane: @Jeff, I agree with you.  It seems that I know a lot more about CRM than my end users - especially with all the turnover in staff we have had recently at the Food Banks.
[06/12/2014 2:53:53 PM] Caroline Barnes: @jeff - but joking aside...it is a challenge and you should be able to come to us to get answers.  i'll see what kind of feedback i can get from Services.
[06/12/2014 2:54:25 PM] Jeff Garmon: @caroline - some of tha comment is based on year old interactions now, so maybe it has gotten better
[06/12/2014 2:54:54 PM] Jeff Garmon: @barbara - stay around long enough.... :)
[06/12/2014 2:55:11 PM] Caroline Barnes: @jeff - i'd imagine that the problem is partially due to new people coming in too
[06/12/2014 2:55:30 PM] Allen Roth: @caroline - as I said before, overall CRM is a great application and the Infinity platform is very innovative. The support staff and product teams are great.
[06/12/2014 2:55:48 PM] Murel Warren: Another "aye" for automation script testing!  (just got caught up reading)
[06/12/2014 2:56:32 PM] Barbara Laane: @Caroline, I believe I have had a number of good interactions with support staff.  I love Katie Campbell - our TAM. She is fantastic!  She always is so supportive and gets back to me on everything.
[06/12/2014 2:56:50 PM] Jeff Garmon: @allen - agree, the platform is what earned my vote when selecting it, still would do so again
[06/12/2014 2:56:53 PM] Caroline Barnes: @allen - glad to hear it.  we really do appreciate the positive feedback and are glad that you feel good about it!
[06/12/2014 2:57:01 PM] Caroline Barnes: @murel - thanks!
[06/12/2014 2:57:10 PM] Caroline Barnes: @barb - Katie is pretty awesome :) :)
[06/12/2014 2:57:34 PM] Clare Cooley: @Caroline - 'Hear, hear!' to what Jeff said, and your reply - I want y'all to know more about this than I do...
[06/12/2014 2:58:32 PM] Murel Warren: Working with our TAM over time we've suggested the Customer Reference # to be included on Case Central page, plus just today the Case Status.  TAM Anne Marie is great lobbying for us even on the little things!
[06/12/2014 2:58:44 PM] Clare Cooley: @Caroline - because I am keenly aware that there is alot I dont know...
[06/12/2014 2:59:45 PM] Caroline Barnes: @clare - it's an interesting thing - CRM is so massive, i imagine that no one is the 100% expert on the entire thing.  but there are always people with expertise in specific areas, so maybe we just need to work better on our end at making sure to get thorough answers and connect you to others here when we don't have that expertise...sound reasonable?
[06/12/2014 3:00:29 PM] Caroline Barnes: @murel - Anne Marie is great :)  sometimes it is those little things that make the most difference?
[06/12/2014 3:00:37 PM] Caroline Barnes: @murel - no question mark there ;)
[06/12/2014 3:00:42 PM] Clare Cooley: @Caroline - yes, thank you...
[06/12/2014 3:01:15 PM] Caroline Barnes: @Clare - that's certainly within the realm of possibility
[06/12/2014 3:01:49 PM] Murel Warren: Although Support Staff may have their unique skills, I do appreciate when they do hand off/reassign the case to their associates.  Something other vendors should learn too.
[06/12/2014 3:02:05 PM] Caroline Barnes: Ok everyone, it's about that time.  a couple of comments still coming in, but I want to thank you all for your time and thoughtful feedback.
[06/12/2014 3:02:19 PM] Murel Warren: (clap)
[06/12/2014 3:02:30 PM] Caroline Barnes: @murel - we definitely do our best to collaborate.
[06/12/2014 3:02:41 PM] Barbara Laane: @Caroline, thanks so much for your time.  It was great talking with you all. :)
[06/12/2014 3:02:54 PM] Caroline Barnes: As always, I'll be sending you guys all the summary of the session with all action points, and will be following up on them as I can.
[06/12/2014 3:03:16 PM] Caroline Barnes: @barb - thank you!!
[06/12/2014 3:03:35 PM] Clare Cooley: @Caroline Thank you!
[06/12/2014 3:03:43 PM] Caroline Barnes: @clare  - thanks for joining!
