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System Action Plan 

Title/Code: Call Outs / C-1-3-1



Date: November 13, 2009
	Result Statement

	Describe exactly the result this system must produce:

This system will engage those whom our sales people call into conversation and schedule them for an on-site visit.


	Accountable Positions

	Position with overall accountability:

Manager, Sales

	Participating positions:

Leasing Counselors

Move-In Coordinators

Sales Support




	System Diagram
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	Description of System Benchmarks

	#
	Benchmarks
	Accountable Position
	Timing

	1.
	Prepare.  Get the Script for Call Out to Old Leads ready.
	Person making the call.
	Before the call.

	2.
	Name.  “Hello, <<name>>?”  PAUSE
	Person making the call.
	After they answer.

	3.
	Calling.  “Hi, <<repeat name>>, this is <<your full name>> calling.”  PAUSE
	Person making the call.
	After they make some sort of response.

	4.
	Recall.  “If you recall, a while ago you inquired into our services here at <<name of community>> in <<city>>.”  PAUSE
	Person making the call.
	After they make some sort of response.

	5.
	Reason.  “Well, the reason for my call today is I had just a few quick questions.  Do you have just a minute now?”
	Person making the call.
	After they make some sort of response.

	5.1.
	No Time.  If they say no, then use the option close to determine a better time.  See System: Option Close.
	Person making the call.
	After they say they don’t have time. If applicable.

	6.
	Build Rapport (Past Tense).  Follow this line on the sheet, referring back to your Value Match training.
	Person making the call.
	After they say they do have time.

	7.
	Urgency (Past Tense).  Follow this line on the sheet, referring back to your Value Match training.
	Person making the call.
	After Step #6.

	8.
	Urgency (present).  Follow this line on the sheet, referring back to your Value Match training.
	Person making the call.
	After Step #7

	9.
	Invite.  “It’s amazing that what you have just shared with me – how you want to feel – we are exactly what you are looking for! Can I make a suggestion? Let’s set up a personal visit of our community so I can show you first hand how we can make you feel <<repeat>>. Option Close – See System: Option Close. Great! I’ll see you then! Bye.”
	Person making the call.
	After Step #8
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	Resource Requirements

	Staffing
	A sales person

	Space and Facilities
	Office with desk, phone and chair.

	Equipment
	Phone.

	Supplies
	Call Back to Old Leads Sheets, pen.

	Information
	


	System Quantification

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

· Call Out to Scheduled On-Site Visit & Call Out to Repeat On-Site Visit ratios will improve.
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	System Standards

	1. Your voice will be loud, cheerful and convey a ton of excitement!

	2. As you are talking with the caller, you will be interested and concerned for their best interests at all times.

	3. You will not sound like a robot or a serial killer, rather you will come across as a caring, concerned friend.

	4. When you pause at the end of Benchmarks #2, 3, & 4 you will not continue with the next step until the caller has responded in some manner.

	5. Sales Person will use a Call Back to Old Leads sheet for these calls.


Use additional sheets as needed
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