
  

Hi Melanie,  
 

Merry Christmas and Happy New Year to each of you! We are especially 
grateful at this time of year for the wonderful team of dedicated and talented 
folks who share their talents with us and our clients--yep, that would be you! 
We're excited to head into the new year--and we're sure it will be the best one 
yet. Thank you for being a part of it with us! 
  

  

  

What's New 
  

 Happy birthday to the following: 

o Julia on Dec. 19th 

o Melanie Guymon on Dec. 27th 

o Ron on Jan. 13 

o Rachel Dorsey on Jan. 14th 

 Merry Christmas on Dec. 25th and Happy New Year on Jan. 1st!  

  

  

Address Changes  

 
  



Don't forget to notify us whenever you have an address change so we can 
update our records. We send out the occasional card or thank you and we also 
need an address to send out your 1099s--so don't forget to update us! 
  

  

Customer Service Tips - Being Specific with Compliments 
  

Specific and personalized compliments are amazing! It is easy to be generic 
and while they are nice, not nearly as rewarding as a compliment about which 
someone took the time to be specific. For example, “Thanks for all you do,” is 
great and can be quite heartfelt. But, how much more meaningful is it to hear, 
“Thanks for always being so clear in your website update requests. Your 
thoughtfulness makes my job so much easier to make sure we do your request 
right the first time!” When we show personalized kindness in our words and 
actions, we touch people’s lives in a positive way—and that is taking customer 
service to the next level! 
  

 
  

  

Business Development 
  

Things slow down a bit in the sales department this time every year. Schools 

https://schoolwebmasters.infusionsoft.com/app/linkClick/30170/4083dd46e73aca6b/481496/0dd373a53d5807fd


don't have to worry about much of anything after Thanksgiving, let alone big 
picture items like the website. We are going to use this down time to create 
some more videos, and improve the proposal system. We really want to hit the 
ground running when our new corporate site goes live around the first of the 
year. 
  
We have had some success reaching out to our clients to get them switched 
over to SW Engine. The plan is to pester them into paying for it, and then the 
last few holdouts we may have to transfer as static sites. Kim and Pammy 
have been doing a great job talking with our clients! 
  

  

  

Project Management 
  

Project development is going well. We recently launched the new website for 
the Addenbrooke Classical Academy (Ron’s first completed project—Yay!) and 
have several new development and redesign projects in the pipeline: 
 
Aguila Elementary School District  
Anne Frank Inspire Academy Elementary School  
Anne Frank Inspire Academy Middle School  
BizBasics Online  
Bowen HS (re-design)  
Buckeye Education Foundation  
CAVIT (Redesign)  
Flowing Wells USD (Redesign)  
Fowler Elementary School District  
Kosciusko School District + 5 Schools (Redesign)  
Littleton Education Foundation  
QC – Pickett Elementary (Redesign)  
Stewarts Creek High School Band  
St. James Cathedral School (Redesign)  
St. Johns Unified School District  
St. Johns High School  
Tulare Joint High School District (+8 schools)  
Wellton Elementary School District 
 
Pammy Thomas and Kim Fackrell are finding great success as they contact 
current clients about switching their websites to responsive and possibly doing 
a redesign in the process. So the work continues! Great job, everybody!  
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Social Media Update  

 
  

Facebook: 556  
Twitter: 534  
LinkedIn: 123  
Pinterest: 322  
 
We're happy to announce that we've added two more social media 
management clients to our list. Region 9 Education Cooperative and 
Cloudcroft Municipal Schools have recently enlisted our help with their 
Facebook, Twitter, and Pinterest pages. Here's what Bryan Dooley from 
Region 9 has to say about our services so far: 
  
"Thank You! I have had several people tell me they are highly impressed with 
our social media efforts. How do I tell them, you are making us look good!"  
  
In addition, St. Johns Unified School District just purchased a management 
package to go along with the new website we're developing for them, and we'll 
be managing their Facebook page by the time it launches. The list of schools 
and districts who have requested information about our social media services 
is growing every day, so stay tuned for more great news about our growing 
clientele!  
 
Our company social pages are gaining new followers and likes every day, and 
we're excited about the level of engagement we've been receiving on our 
posts, tweets, and pins. Please be sure you're following all of our pages and 
liking/sharing/retweeting when you see something you like.  
 
We're running low on team selfies, so please continue e-mailing photos of 
yourself doing what you do best as a SWM team member. If you're new to the 
SWM family, we want to hear from you! Send your photos to 
either Anna orDiana, and don't forget to include a short description of what 
you're working on and for which client. Our clients have responded really well 
to these behind-the-scenes posts on Facebook, so let's keep it going. Thank 
you!  
  

  

Copywriting 
  

It looks like we’re on our way. With a few new projects in the pipeline this 
month, we’ve been able to begin utilizing our fabulous copywriters again. 
Thank you for hanging in there with us. We feel great about the direction we’re 
headed. Please continue to keep track of the time it takes you to complete a 
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project, so that we can be positive that we are compensating you fairly. 
  
Unfortunately, we lost a few of our contractors in the last few months due to 
varying personal situations, but we are anxious to utilize you who have stuck 
with us as well as our couple of new writers. We anticipate more work shortly 
after the first of the new year. 
  
In the meantime, we hope you enjoy the season and have a very happy 
holiday month! 
  

  

  

Designer's Corner  

 
  

Hmmm, so it's December already. We're sure you are all sitting by a crackling 
fire with a large cup of hot cocoa in your hands just wishing for something to do 
to take up all this extra time you seem to have near the holidays (insert 
sarcastic tone). :D Well, we have the solution for you. Try going to 
www.worth1000.com and entering a Photoshop contest or two just for fun. It is 
a great way to get over your fears of putting yourselves out there and you will 
get some great feedback (and maybe some not so great, but that is okay). 
They also have free tutorials that are just good 'ol fun. :D We hope you all find 
some extra time to enjoy your families and friends this holiday season. Merry 
Christmas, and have a Happy New Year!!! 
  

  

  

Graphic Updater News  

 
  
As updaters, you are often the part of the company our clients deal with the 
most on a weekly basis. Essentially, you are the “face” of School Webmasters 
and the impression you give them is what they will pass onto others.  
You should always strive to present a positive experience for them by 
facilitating their updates, helping them mange their files, and ensuring their 
updates are done not only in a timely manner, but also in such a way that 
information is best-presented to their end users. 
 
You have all been doing a great job at keeping our clients' interest at the 
forefront. Simple things such as recommending better image quality if possible, 
taking time to look over sites for any sudden issues and fixing them without an 
update, or holding the client's hand while they try to work out how to get 
images into the drop box all make a difference. You are a great team! Keep it 



up. 
 
While customer service is thoroughly integrated into your daily work, refreshers 
on the key points are always important to keep our clients happy and coming 
back. Keep these great tips in mind while you work to boost your customer 
service performance. 

1. Clarify - Always take time to explain, without assuming that our client 
knows what is going on. This may be the first time they’re working with 
us or have used the drop box. 

2. Deadline - Let your clients know that you stand behind your word. If 
possible, avoid going over our recommended time frame. (24-hours for 
urgent and 48- for standard). 

3. Expectations - Exceed expectations by getting updates done quickly, 
offering sound advice on how to make an update best, etc. 

4. Communication - Our clients should know what channels can be used 
to reach us. The CS Portal comments should always be used, but if that 
doesn’t work, we could try calling or sending an E-mail, as sometimes 
our messages end up filtered into junk mail. 

5. Promptness - Be attentive and do your best to answer our clients’ 
needs swiftly and professionally. If you are waiting on a response, follow 
up at the end of every workday. If after the first day you haven’t heard, 
email or call the client. 

  

  

  

User Interface Designers 
  

Merry Christmas!  2015 has been such a big year here at SWM and especially 
for our UI department. We have switched to a completely new and different 
system which requires us to build sites like we’ve never done before.    
 
In addition, we’ve also moved from creating static sites to fully fluid, responsive 
sites, pushing the limits on what we can do for our clients.    
 
Along the way, the development process and who does what has also 
changed. We’ve all come a long way in such a short period of time. Thank you 
so much for your patience, your feedback, and willingness to learn and try new 
things.    
 
Happy Holidays to you and your family!  
 

  

  



Update Scoreboard 
  

 

November Updates 2,468 Graphics 557 
 

Dec. 2014: 2,239 
 

Dec. 2014: 591 

Alix 26 Aaron 4 

Anna 4 Anji 5 

Annie 140 Elise 81 

Brinnley 16 Jan 204 

Darren 176 Julia 3 

Ellen 87 Kelly 62 

Jill 43 Pammy 82 

Julie M. 769 Sarah P. 76 

Kelly 2 Susan 40 

Kim F. 2 
  

Kimm T. 110 
  

Kristin 34 
  

Lindsay 3 
  

Lee B. 155 
  

Melanie 40 
  

Melissa 104 
  

Michelle 115   

Pam 141   

Pammy 12   

Rachel D. 213   

Rachel S. 26   

Renee 194   

Rita 4   

Sarah N. 52   

Average Time per Update 21.24   

  

  

  

Customer Support 
  

We know that things have been very busy lately. Luckily winter break is 
coming, and almost all of our clients will be on vacation. There will be items to 
take care of, but it will be a lot slower. Let’s use this time to spend wonderful 
quality time with our families! 



  
Content Corner 

 
We have goals for each month, and our time per update is quite high. We do 
have some trainees, but even when we take their averages out, we are at 
16.22 minutes per update. Our clients are using us a lot, and they have been 
asking us to do many, many things that take a lot of time. 

  
If you are working on both SWE and TB updates, we would like to try to see if 
SWE is any faster. Please keep track of your time doing each one separately. 
We need to start working on our goal for being at 95% accuracy and under 15 
minutes per update. If you have any requests that take longer than an hour, 
please put that in your notes for your time sheet. 
  
We completed requests in November with 95% accuracy. Congratulations to 
several of you for 100% accuracy. One of the recurring mistakes we are seeing 
is updaters are not removing formatting. When you check your work, if the 
spacing looks off, or the font doesn't quite match, you probably grabbed some 
unnecessary code with the text. Always remember to copy/paste the text into 
Notepad, and then copy/paste it to Toolbox/SWEngine. If it still looks off, 
please grab Ellen, Kristin, or Kimm, and we can help troubleshoot with you. 

  
Things to remember: 

 If you will be needing some time off, please be sure to let us know and 
put your time off on the SWM Intranet calendar in Trumba. 

 Please remember to always read the TB notes before starting any 
request. 

 If you receive an e-mail from any of us, please send an e-mail back to 
let us know you have read it. 

Here’s what our clients have to say about us: 

 
Michael McGill, Western Reserve  
This is why you are amazing! 
  
I have actually sent out an email a couple days ago for the very reasons 
above. I have been trying to peruse the website to find what is outdated. You 
have formalized it in a manner that makes it so easy for me! 

  
I cannot thank you enough. I am going to get on this today!!  
 

  

  



Customer Support - SW Engine 
  

December is here and with it good cheer for the SW Engine team! Our newer 
team members are settling in to the system and knocking us flat with their 
incredible progress. The pace of the transfer projects is picking up just a bit, 
and we are seeing a steady flow of requests continue to come through the 
queue.  
 
Thank you, thank you, thank you for the continued team effort to work together 
to delight our clients. Jair from ISP submits many requests and is always very 
pleased with the excellent quality of work we complete for the school.  
 
Keep up the great work as we head into 2016! It is sure to bring fresh updated 
training, new projects, and more opportunities to set and achieve our individual 
goals.   
  

  

Quality Control 
  

This month the Quality Control team is focusing on the “Big 10” skill #5, “Going 
Above and Beyond.” We would like your assistance in our efforts to focus on 
this skill. Do you have an odd request that seems particularly tricky? Is a client 
not responding to your question in the comment section? Would you like a 
second opinion on an issue? Please ask the QC team. E-mail, IM, phone or 
text us: 
  
Rita@schoolwebmasters.com 312-725-2421  
Anna@schoolwebmasters.com 480-868-2724  
Lindsay@schoolwebmasters.com 602-301-1886  
Holli@schoolwebmasters.com  480-540-8109 

  
We want to “Go Above and Beyond” for the members of our SWM community.  
We are thrilled to work for a company that created a Quality Control 
department charged with the task of helping the clients keep their site vibrant 
and up to date. We are assigned to act without a request, to constantly dig 
through their site so they don’t have to. Quality control is proof that SWM does 
“Go Above and Beyond.”  
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November Client Contact Tally 

 
     

QC 
Sheet 

Total 
Sites 

# of 
Contacts 

made 

# of Different 
Clients Contacted 

% of Clients 
Contacted 

Anna 70 61 22 31% 

Lindsay 106 68 46 43% 

Holli 110 16 14 13% 

Rita 111 42 34 31% 

Totals 397 187 116 29% 

  

  

In Summary 
  

Have a wonderful holiday--be safe and enjoy your families. Also, hopefully you 
have all received a sweet little surprise as our way of saying Merry Christmas. 
If you didn't already receive the yummy treats, please let Mac or Bonnie know 
and we'll find out what happened (and we'll scold Santa severely). We just 
want to be sure the calories are shared equally!   
 
Bonnie (and the whole admin team)  

mailto:mac@schoolwebmasters.com
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If you no longer wish to receive our emails, click the link below:  

 

 


