Week of 10/07

Q: I was looking through the POET Resource Center (amazing by the way) and noticed the timeline is reflecting a split go live for Residential and Commercial. I was under the impression that the two would be combined for a January launch – did that change? Also, I couldn’t find the Quote to Order Demo walkthrough mentioned in the newsletter – I’m sure it is there, and I just overlooked it. I see a Quote demo video, is the booking also contained in that video demo?
A: POET will have a joint go-live for both Residential and Commercial businesses in late January 2025. The timeline slide on the Resource Center has been updated to reflect this correct timeline. Regarding the demo, please see the “Convert Quote to Order” demo here: 
https://www.youtube.com/watch?v=HCw6kWfrXLw

Q: Hi team, at present we can only schedule transit once per order and if we need to move a container a second time via transit, an IF to IF has to be done which is very much like electronic gymnastics. Will POET allow us to add on a second transit leg?
A: In January, users will still need to do an IF to IF conversion for a second transit leg. A second release will allow for daisy chaining multiple IF moves together. However, timing of second release is TBD but this is among the highest priority features for that release.

Q: Thank you so much for this opportunity to change the experience for the customers and also for us as an agents. I was just watching the videos about changing a quote to an order demo and also long-distance order demo and it was amazing! Very smooth, very confident, friendly interface; it has everything that we need in order to provide the best customer experience, advising and educating the customer with some really important information about the disclosure's on every step that we need, this will improve the customer experience and will reduce a lot of the common issues that we have about the unclear information provided to the customers. Example, when we are going to deliver a container, is very important that the customer has the area clear without any obstructions (so the customer can avoid a “not completed” service). I really love that we can start creating a very good and positive culture with our customers. For the field, once we put the address in, it’s very helpful for the customers when they don't know the zip code and just the address, this will be very helpful as well for us as agents. The disclosure sections regarding the zip code regulations will educate the customer in the best way that we can and if the customer needs assistance with placing the container on the street and required permits or any other important information about HOA requirements, we will be able to inform them in advance about it so they will be aware and ready to have everything done before receiving the container, which is very important! One important point that I would like to share to the team is that when a customer has an order set as a Local order on site with a move and the customer called and wanted to have the storage center service, we need to convert the order to Storage center, and when the part of the pricing comes for the customers, it really is a little bit confusing for them and us as an agents because Order Entry made some adjustments in the price, rental agreement adjustment or storage center or onsite conversion fees. What happens here is that when we are going to save the quote and we refresh the system, for example if the conversion for the rental adjustment was $62.00 and once we reprice and refresh the quote, the pricing information disappears and now there is no rental adjustment populating on the pricing options and it is not clear for the customer at all, even when we do the order change confirmation as well it confuses the customer, and then comes doubts from customers about the pricing and this is very important to avoid pricing dispute cases. It will be best to have the real pricing information for the conversion adjustments and then the customer will not receive any unexpected charges. Also when a customer has a long time with storage with PODS, for example 1 year, and the customer called and try to make a conversion for Local to IF, Order entry populates once you click on Re-price that the customer owes more than the quoted price about the rental agreement conversion and that is not accurate because we are just adding the new IF zip code and then reviewing the new MR  Transit and RDL fee applicable for the customer but not an outstanding balance for the rental agreement. The customer will say no thanks this is not accurate, it's very important the pricing information is accurate because according to order Entry the customer owes that money but is not accurate at all, it is just informative at some point about the difference between old MR for long time storage and for the new MR for the IF Order. 
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Note: this example applies for any kind of conversions for the order, local to storage, storage to onsite or Local to IF. The information for these adjustments is not totally clear for the customers at all. I'm pretty sure that with POET it will be a different experience for the customer and they can avoid long wait times for changes and reprice order changes, such putting the address or simply change a date. It takes a little loading time and we understand that the customer may be busy and they are looking for good and fast customer service. Again, thank you so much for all the effort and positive work in order to improve the customer and agents’ experience with POET. I love it, and I can't wait to have it live and work with it!

A: Glad to hear you’ve liked what you’ve seen in creating a quote and booking an order! In the future, if the order is booked and needs to be converted from local to long distance or from onsite to storage, the process will be enhanced. This is a process that is still being built, but there will be more information in a price differential table from what the customer has, to what they want. Additionally, you will have the ability to save the change for later as a quote, send to the customer, and confirm those changes once the customer is comfortable with the change. Additionally, there will be much better historical tracking of modifications on orders, changes to quotes and pricing.
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