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System Action Plan
Title/Code: Handling inquiries when Sales Staff isn’t available / C-1-2-2-2

 Date: November 11, 2009
	Result Statement

	To provide the any staff who may interact with an inquiry when sales staff aren’t available with the knowledge necessary to handle the inquiries properly.


	Accountable Positions

	Position with overall accountability:

Sales Manager or Leasing Counselor if no Sales Manager is at the location.

	Participating positions:

Sales Manager, Leasing Counselor, any staff who may handle an inquiry via telephone or walk-in.  These positions could be any position.




	System Diagram
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	Description of System Benchmarks

	#
	Benchmarks
	Accountable Position
	Timing

	1.
	Inquiry Makes Contact.  This is done by either calling in or walking in.
	Whoever talks with them
	As needed

	2.
	Walk-Ins.  This is someone who walks into the community without an appointment.
	Same employee
	As needed

	2.1
	Greet them warmly.  “Good morning / afternoon.  Welcome to <Community>.  My name is <name>. What is yours?  <Repeat Name>, I’m so glad you came in.  What are you hoping to accomplish?”
	Same employee
	When they walk in

	2.2
	Explain situation.  “I am sorry that no one is available to give you the information you want.” 
	Same employee
	When they walk-in

	2.3
	Get contact info.  “But let me get your name and number and I will have someone call you just as soon as they return to the office.   Tell my your address and the best number to reach you at.”
	Same employee
	When they walk-in

	3.
	Phone-In.  This is someone who calls into the community who hasn’t made contact before
	Whoever answers the phone
	As needed

	3.1
	Answer the phone.  “Good morning / afternoon.  Thank you for calling <Community>.  My name is <name>. Who am I speaking with?  <Repeat Name>, I’m so glad you called.  What are you hoping to accomplish?”
	Same employee
	When phone rings

	3.2
	Repeat & Accommodate.  Repeat.  “I’d be happy to help you with that!  Will you please hold while I transfer you?”
	Same employee
	On the phone call

	3.3
	Transfer call to cell phone.  Refer to the schedule of who is on call for sales.  Transfer to call to that cell phone.
	Same employee
	On the phone call
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	Resource Requirements

	Staffing
	Attentive staff to answer phone when sales staff aren’t scheduled.

	Space and Facilities
	n/a

	Equipment
	Business phone system capable of transferring to a cell phone.  Cell phones for sales people.

	Supplies
	Pen and paper to collect contact info.

	Information
	


	System Quantification

	· Sales people won’t have written messages of phone-ins while off the clock.
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	System Standards

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

	2. Greetings whether on the phone or in person will be warm and inviting.

	3. Staff will speak in a clear and understandable voice.  

	4. Staff will NOT give out any of the following information: brochures, availability, census, pricing.

	5. Staff will NOT show them apartments.

	6. The Sales Manager is responsible to train staff in this system.

	7. If, due to time commitments, travel plans etc, the inquiring party is adamant about seeing some apartments, you may call the on-call Leasing Counselor to ask if they could come in to show an apartment.  


Use additional sheets as needed
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