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System Action Plan Template

Title/Code: Arrival Meeting / C-1-8




Date: November 11, 2009
	Result Statement

	Describe exactly the result this system must produce:

To introduce the new resident and his / her family to the staff prior to move-in, so that immediately upon move-in the resident’s & his / her family’s expectations are not only met, but exceeded.  Also, to wean the new resident and family from the sales person and connect them to those who will provide the day to day service.


	Accountable Positions

	Position with overall accountability:

Sales Manager

	Participating positions:

Administrator & Department Heads: Front Office Manager, Care Manager, Food Service Manager, Housekeeping Manager, Life Enhancement Manager, Maintenance Manager




	System Diagram

	Identify the flow of work steps in the system and diagram them using boxes and arrows.
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System Action Plan Template

Title/Code: Arrival Meeting

	Description of System Benchmarks

	#
	Benchmarks
	Accountable Position
	Timing

	1.
	Schedule Arrival Meeting with new resident, family & Department Heads.  The arrival meeting should happen before move-in.  If it can’t, it should happen as soon after move-in as possible.
	Sales Manager or one who is delegated
	At least 3 days prior to arrival meeting

	2.
	Take Resident’s Picture
	Sales Manager or one who is delegated
	Anytime prior to printing Resident Summary

	3.
	Print Resident Summary.  Locate their record in BlueStep and print one summary for each Department Head in attendance.
	Sales Manager or one who is delegated
	Anytime prior to the Arrival Meeting.

	4.
	Confirm Attendance.  Contact Resident, Family and Department Heads.
	Sales Manager or one who is delegated
	The day before the Arrival Meeting.

	5.
	Introductions at the Arrival Meeting.  Go around the room and have everyone give a brief (15 second) introduction – name, title and why it is important for them to know you.
	Sales Manager or one who is delegated is in charge of this.
	At the beginning of the Arrival Meeting

	6.
	Questions from Resident & Family.  If they have questions, now is a great time to ask.  If there are a lot of questions for one Dept. Head, best to address those privately after the meeting.
	Sales Manager or one who is delegated
	During the meeting.

	7.
	Questions from Staff.  If they have questions on how to best serve the Resident, now is the time to ask.
	Staff
	During the meeting.

	8.
	Introduction of new staff.  The Sales Manager explains that Sales no longer helps them, that it is these people in attendance who will now assist them.
	Sales Manager or one who is delegated
	During the meeting.

	9.
	Adjourn
	Sales Manager or one who is delegated
	At end of the meeting


System Action Plan Template

Title/Code: Arrival Meeting

	Resource Requirements

	Staffing
	All Department Heads

	Space and Facilities
	A private room large enough for all the department heads, the new resident and his /her family to sit comfortably for 15 -30 minutes.

	Equipment
	Chairs

	Supplies
	Printed Resident Summaries for all Department Heads in attendance.

	Information
	     



	System Quantification

	Describe how you will quantify and evaluate the effectiveness of this system on an ongoing basis:

· Resident Satisfaction Surveys will show that residents and family are immediately  happy.

· Sales staff won’t receive requests for assistance from new residents and their families.




System Action Plan Template

Title/Code: Arrival Meeting

	System Standards

	1. The highest standards of ethics will be used at all times.  Honesty & integrity will be employed at all times.

	2. Employee dress code will be followed.

	3. Arrival Meeting will happen prior to move-in to exceed their expectations immediately

	4.      

	5.      

	6.      

	7.      

	8.      

	9.      

	10.      

	11.      

	12.      


Use additional sheets as needed
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