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Client Success Team




CLIENT SUCCESS TEAM

Trish Warren

Client Success Manager

> Manages CS department

> Photographer payments &
Client invoices

»  Assists with department
responsibilities when
necessary

> Responsible for staffing and
training, etc.

» Training

> Monitors Zendesk/Client
requests

»  Schedules appointments
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Charlotte Allen

Client Success Specialist

> Monitors Zendesk/Client
requests

> Schedules appointments

» Trains clients on how to
schedule in new system

Amy Bettinger

Client Success Specialist

> GMS client integration
> Data entry
» Portal assistance

»  Zendesk Tickets

Lyndsay Rembert

Client Success Specialist

> New project coordinator

> Monitors Zendesk/Client
requests




Client Success

Scheduling Session Reports Billing
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When In Doubt...

support@gittingsglobal.com
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Need to confirm vs Confirmed
»  Can confirm online
»  Can confirm via text
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Confirmation Process

Photographers have 120 minutes to reply and confirm the job by clicking on the
Session Link in the email or replying YES via text.

~

» Ifyou do not reply it will time out and a ticket will be created in Zendesk.

»  Client Success will reach out to photographers to see if they can take the session.

» Ifyou can do the shoot, but didn't respond in time, please forward the email
request to support@gittingsgloba.com letting the team know you are available.

» If the photographer denies the request, Client Success we will advise the client to
select another day, unless the photographer provides an alternative time that we
will offer to the client.
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mailto:support@gittingsgloba.com

Blocking Travel Time

» Travel & Setup Time

R
» Shoot Time I

» Breakdown Time

>
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Blocking Calendars as “Busy”

— )
o
»  Apple Calendar »  Google Calendar
» All-Day blocks default to Free » All-Day blocks default to Free
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Photographer Portal Session Reports
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https://photographers.gittingsglobal.com/
https://photographers.gittingsglobal.com/
https://photographers.gittingsglobal.com/

» Job Details

»  Subject Details
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Adding a Subject

» There are occasions when you arrive on location and there are no names listed,
meaning, the client never entered the names of the subjects being
photographed. Not to worry, you can enter names yourself on the photoshoot.

» Ask for the subject’'s name and email address to enter them yourself.

» If the subject does not have a company email address (this is critical), you should
use the Scheduling or Local Contact email.
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Retouching Notes vs Support Notes "

» There are (3) kinds of notes photographers can leave on a job:

» 1) Retouching Notes for the entire time slot — The advantage of these notes is you
can add them before you upload any photos.

» 2) Client Support Notes for the CS team. Leaving a note in this section will send
the job directly to the CS team for investigation, not to the lab for retouching.

»  Be cations about how and when you use CS Notes

» 3) Individual Image Retouching Notes that relate to a single image — You can only
add these notes once an image has been uploaded because the note only
relates to the single image
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— » 1) Retouching Notes for the entire time slot
»  2) Client Support Notes for the CS team. Leaving
cC— a note in this section will send the job directly to
the CS team for investigation, not to the lab for
retouching.

»  Be cations how and when you use CS Notes
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» 3) Individual Image Retouching Notes that relate to a single image — You can only
add these notes once an image has been uploaded because the note only
relates to the single image
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»  Billing Details

» You can only add expenses if the job is active
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Billing and Expenses

»  You can only Add an Expense once the job is active, meaning you have uploaded
a DNG, or added a subject.

» Travel outside your home area is paid at $75 USD per hour of travel, or $1.25 per
mMinute. You must calculate your own travel time and Add an Expense.

»  Ensure all Images are Uploaded, all Retouching Notes for the session have been
entered and Expenses have been entered before you Submit the Session

»  Once the job is submitted there is no way for photographers to change the
session report in any way. Double check everything before you Submit Session.

» If there is a mistake with anything on the Session Report, and you have
submitted it, you must email support@gittingsglobal.com to request a change.
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CLIENT SUCCESS
- FAQ’S

» Can | get another opinion before | decide?

» Can | get proofs so | can show my spouse? D
»  Can | face the other way, so you get my good side?

» “lcan't decide” ... can | just get both?

»  Can you schedule (or reschedule) my appointment for me?

»  Can | order some of these pictures (for personal use)?
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When In Doubt...

support@gittingsglobal.com



	Slide 1
	Slide 2
	Slide 3
	Slide 4: Client Success
	Slide 5: When In Doubt…
	Slide 6: Client Request vs. Confirmed appointment
	Slide 7: Need to confirm vs Confirmed
	Slide 8: Confirmation Process
	Slide 9: Blocking Travel Time
	Slide 10: Blocking Calendars as “Busy”
	Slide 11: Photographer Portal Session Reports
	Slide 12
	Slide 13: Adding a Subject
	Slide 14
	Slide 15: Retouching Notes vs Support Notes
	Slide 16
	Slide 17
	Slide 18
	Slide 19: Billing and Expenses
	Slide 20
	Slide 21: When In Doubt…

