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System Action Plan Template


Title/Code: Walk-In OSV Greeting
Number: C-1-1-7
Date: 28 December 2010
	Result Statement

	Describe exactly the result this system must produce:
Prospective residents and their influencers will be greeted warmly and timely with no awkwardly long wait times.



	Accountable Positions

	Position with overall accountability:
Administrator

	Participating positions:
Liason 
Concierge

Office Manager


Title/Code: Walk-In OSV Greeting
	System Diagram

	


Title/Code: Walk-In OSV Greeting
	Description of System Benchmarks

	#
	Benchmarks
	Accountable Position
	Timing

	1.
	Greet the guest warmly
	Liason, Concierge, Front Office Manager or whoever is working the front desk
	Immediately upon arrival

	2.
	Call the sales office
	Same as #1
	Immediately after Step #1

	3.
	Collect previously prepared sales kit.
	Leasing Counselor
	15 seconds within receiving call

	4.
	Prepare to leave the office
	Leasing Counselor
	15 seconds later

	5.
	Go to Discovery Room
	Leasing Counselor
	As quickly as possible (see standard 4)

	6.
	Escort the guests to the Discovery Room
	Same as #1
	Immediately after calling the sales office

	7.
	Offer the guests a refreshment
	Same as #1
	Upon arriving in the Discovery Room

	8.
	Serve the guests the refreshment
	Same as #1
	Within 2 minutes of taking their order

	9.
	Arrive at the Discovery Room
	Leasing Counselor
	Within 2 minutes of leaving the Sales Office and within 3 minutes of step 2


Title/Code: Walk-In OSV Greeting
	Resource Requirements

	Staffing
	One person to work the front desk and one Leasing Counselor for the On-Site Visit.

	Space and Facilities
	Front Desk, lobby, Discovery Room

	Equipment
	Phone System, Intercom (if applicable), cell phones

	Supplies
	Value Match Inquiry Sheet, Breath Mints, Keys, List of Apartments, Deposit Form, Credit Card Log In Info, Smart Pen, Brochure, Activity Calendar, Code for Secure Area, Business Cards


	Information
	


	System Quantification

	Describe how you will quantify and evaluate the effectiveness of this system on an ongoing basis:
· Guests won’t comment on having to wait longer than is comfortable.


Title/Code: Walk-In OSV Greeting
	System Standards

	#
	Standard


	1.
	If no one is working the front desk, you will put a method in place for guests to be able to get assistance such as a bell, an intercom, a bike horn or a taser
.

	2.
	Sales kit 
includes: 
1) Value Match Inquiry Sheet

2) Keys

3) List of Apartments

4) Deposit Form

5) Credit Card Log In Info

6) Smart Pen
7) Brochure

8) Activity Calendar

9) Code for Secure Area

10) Business Cards



	3.
	Preparation to leave includes:

1) Breath Mint

2) SMILE & EXCITEMENT!!!

3) DO NOT GET ZINGED!!!



	4.
	Getting to the Discovery Room As Quickly As Possible means: not running over anyone; not arriving sweaty and out of breath; not making the guests wait an awkward amount of time; 

	5.
	Refreshments are to be pre-purchased and previously prepared.  Refreshments may include: coffee, tea, soda, juice, bottled water, snacks etc.

	6.
	If there is no answer in the sales office, the Liason will contact the Leasing Counselor via a different method (cell phone, intercom or walkie-talkie).

	7.
	If no Leasing Counselor can be located, refer to System: Handling inquiries when Sales Staff isn’t available / C-1-2-2-2.  

	8.
	A minimum of one complete sales kit will be available at all times as a packet near the door of the sales office. If multiple OSVs are expected during a day, one sales kit packet will be prepared for each scheduled OSV, plus one additional.


Use additional sheets as needed
�Keep this in. It will be a good way to find out who really reads the system.


�Should there be a standard stating that this information should be kept gathered or gathered at the start of the day so that it is always available as a packet? (See my standard 8)
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