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System Action Plan
Title/Code: On-Site Visit / C-1-1




Date: November 20, 2009
	Result Statement

	Describe exactly the result this system must produce:

Sales people will get a deposit by following this system.


	Accountable Positions

	Position with overall accountability:

Manager, Sales

	Participating positions:

Leasing Counselors

Move-In Coordinators

Sales Support

Administrator




	System Diagram
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System Action Plan 

Title/Code: On-Site Visit


	Description of System Benchmarks

	#
	Benchmarks
	Accountable Position
	Timing

	1.
	Have inquiry sheet ready.
	Person handling the on-site visit.
	At all times.

	2.
	Greet your guests.  Invite them to sit down.  Offer them refreshment.   If you haven’t met them before, ask their name and write it down before continuing.
	Person handling the on-site visit.
	As soon as you can get to them.

	3.
	Use inquiry sheet.  This will act as your guide. Take notes throughout the visit.  Ask the guests if they mind if you take notes to keep track of the conversation.
	Person handling the on-site visit.
	After step #2.

	4.1
	Accomplish?  “Tell me, <repeat name>, what were you hoping to accomplish on your visit today?”  Write notes and then repeat the notes back to the guest.  If you have already spoken to them on the phone, repeat what they hoped to accomplish and ask if there is anything else.
	Person handling the on-site visit.
	Immediately after step #3.

	4.2
	Happy / ?.  “I’d be HAPPY to help you with that!  Mind if I ask you a question first?”  If you have already spoken to them on the phone, skip this step.
	Person handling the on-site visit.
	After step #4.1. (if applicable)

	4.3
	Situation?  “What’s your situation?”  Write notes and then repeat the notes back to the guest.  If you have already spoken to them on the phone, repeat their situation and ask if there is anything else.
	Person handling the on-site visit.
	After step #4.2.

	4.4
	Feel?  “How do you feel about <recap the situation>?”  Write notes and then empathize.  If you have already spoken to them on the phone, repeat how they felt and ask for confirmation.


	Person handling the on-site visit.
	After step #4.3.

	5.1
	“Who all is involved in this decision?”  Write down notes and then repeat the notes back to the guest.  If you have already spoken to them on the phone, repeat this back and ask for confirmation.
	Person handling the on-site visit.
	After step #4.4.

	5.2.
	Decision Maker.  “Who ultimately has the responsibility to sift through the details and make a final recommendation?”  Write down notes and then repeat them back to the guest.  If you have already spoken to them on the phone, repeat this back and ask for confirmation.
	Person handling the on-site visit.
	After step #5.1.

	5.3.
	Working.  “And how is that working?”  Write down notes and repeat them back to the guest.  If you have already spoken to them on the phone, repeat this back and ask for confirmation.  Show empathy.
	Person handling the on-site visit.
	After step #5.2.

	6.1
	Balance.  “With all you have going on, how do you balance that with your personal life?”  Write down notes and repeat back to the guest.  If you have already spoken to them on the phone, repeat this back and ask for confirmation.  
	Person handling the on-site visit.
	After step #5.3.

	6.2.
	Spare Time.  “So when you’re not shopping for retirement communities, what do you like to do in your spare time?”  Write down notes and repeat back to the guest.  If you have already spoken to them on the phone, repeat this back and ask for confirmation.  
	Person handling the on-site visit.
	After step #6.1.

	6.3.
	Value Match.  See Value Match System.  If you have already spoken to them on the phone, repeat this back and ask for confirmation.  
	Person handling the on-site visit.
	After step #6.2.

	7.1.
	Value Match – Company.  “So when you think of a company that will provide care for your loved one, what will be most important to you?”  Continue on with System Value Match.  Tie Down – see System Tie Down.
	Person handling the on-site visit.
	After Step #6.3.

	7.2.
	Value Match – Area.  “When you consider the area for the senior community for your loved one, what will be most important?”  Continue on with System Value Match.  Tie Down – see System Tie Down.
	Person handling the on-site visit.
	After Step #7.1.

	8.1.
	How Long?  “How long has the situation you described been going on?”  Write down notes and repeat back to the guest.  .  If you have already spoken to them on the phone, repeat their situation and ask if there is anything else.
	Person handling the on-site visit.
	After Step #7.2.

	8.2.
	Why Now?  What specifically has happened recently to prompt you to call today?”  Write down notes and repeat back to the guest.  .  If you have already spoken to them on the phone, repeat their situation and ask if there is anything else.
	Person handling the on-site visit.
	After Step #8.1.

	8.3.
	Feel.  “So how do you feel about <recap why now>?” Write down notes and repeat back to the guest.  .  If you have already spoken to them on the phone, repeat their situation and ask if there is anything else.
	Person handling the on-site visit.
	After Step #8.2.

	8.4.
	Optimal.  “So, six months down the road when a move has been made and these concerns are resolved, how do you want to feel?”  Write down notes and repeat back to guest.  .  If you have already spoken to them on the phone, repeat their situation and ask if there is anything else.  Tie Down – see System Tie Down.
	Person handling the on-site visit.
	After Step #8.3.

	8.5.
	Tie Down – “So, it sounds like what is important to you in a company is important to us as well, right?  It also sounds like there is a good fit with the location, right?  Well, before we take a look around, I’d like to ask a few more questions so I can tailor the visit to your specific needs so you can feel how this could be the best fit.”
	Person handling the on-site visit.
	After Step #8.4.

	9.1.
	Value Match – Activities.  “When you think of activities, what will be most important to you?”  Continue on with System Value Match.  Tie Down – see System Tie Down.
	Person handling the on-site visit.
	After Step #8.5.

	9.2.
	Value Match – Services.  “When you consider the services the community will provide to your loved one, what will be most important?”  Continue on with System Value Match.  Tie Down – see System Tie Down.
	Person handling the on-site visit.
	After Step #9.1.

	9.3.
	Value Match – Apartment.  “Thinking of the apartment where your loved one will live, what will be most important there?”  Continue on with System Value Match.  Tie Down – see System Tie Down.
	Person handling the on-site visit.
	After Step #9.2.

	9.4.
	Set the Stage.  Tell them exactly where you will now go, in what order and why – Model Apt, Available Apt., Activities, Common Areas.
	Person handling the on-site visit.
	After Step #9.3.

	9.5.
	Trial Close.  “If indeed I can show you the living arrangement that matches everything you and I have discovered you are looking for, would you be comfortable leaving a $500 refundable deposit and signing a simple agreement to get the process started?”
	Person handling the on-site visit.
	After Step #9.4.

	10. 
	Model Apt – Process Close.  Go to the model apartment. Match the values they stated earlier in regards to the apartment.  Point out the common features of the apartment.  Ask, “Don’t you love this model apartment?”  “I thought this might be a good time to share with you the process of how you can make this your new home.  All it would take is a $500 refundable deposit and a signature on a simple agreement to start the process.  I know you may have some questions and there is much more to see; however, assuming you feel excited about the rest of what you experience, are you prepared to move forward?”
	Person handling the on-site visit.
	After Step #9.5.

	11.
	Apt – Next Step Close.  Go to the available apartment that most closely matches what they want.  Match the values they stated earlier in regards to the apartment.  Point out the common features of the apartment.  Ask, “Don’t you love this apartment?”  If they say no, ask why and show them an apartment that they love.  After they agree that they love the apartment, say, “If you love it and you feel the apartment would be a perfect fit, I suggest you take the next step and secure this one as soon as possible.  It is a real treat when the two come together.  As I explained all it would take to secure this apartment is a $500 refundable check and a signature on a simple agreement, and this starts the process.  Would you be willing to do this today?” 
	Person handling the on-site visit.
	After Step #10

	12.
	Activities – Kodak Close.  Go to the activities board.  Match the values they stated earlier in regards to the activities.  Ask, “Don’t you love the activities?”  If no, ask why.  After they agree that they love the activities, say, “Can’t you picture yourself six months after you (your loved one) moved in here?  You (He / She) is enjoying yourself (himself / herself) here with a few friends after a fantastic day of fun and activities.  It’s really special when you find a community that feels so right!  All it would take on the apartment you looked at is a $500 refundable check deposit and a signature on a simple agreement.  I hope you feel that we’ve addressed the concerns and questions you expressed earlier.  Is there any reason or question you have that would keep you from moving forward and making this your (loved one’s) new home today?”  If yes, address those.  If no, sign the agreement.
	Person handling the on-site visit.
	After Step #11.

	13.
	Common Areas.  Take them to notable common areas (dining room, fitness center etc.).  At each location ask them a “what” question followed by Value Match – see System Value Match.  Tie Down – see System Tie Down. Examples: “What is your favorite restaurant?”, “What have you enjoyed most about getting your hair done?”, “What kinds of books do you like to read?”, “What games do you like to play?”, “What kind of art do you like to create?”
	Person handling the on-site visit.
	After Step #12.

	14.
	 Office – Summary Close.  Return to the Sales Office.  If they have agreed to sign the agreement do so – see System Deposit.  If they haven’t agreed, say, “You mentioned earlier that if I could show you how we can meet your needs that you’d be comfortable leaving a refundable deposit and moving forward.  You have said that we are a great fit in <list those areas>.  You said you loved the apartment, services and activities.  I just can’t figure out what is holding you back from starting the process today!”
	Person handling the on-site visit.
	After Step #13.


System Action Plan

Title/Code: On-Site Visit


	Resource Requirements

	Staffing
	A staff member trained in Value Match.

	Space and Facilities
	Quiet, private area to sit with the prospects.  A clean, presentable community.

	Equipment
	

	Supplies
	Value Match Inquiry Sheets, pen.  Clipboard.  Refreshments (bottled water, soda, juice)

	Information
	Value Match Training




	System Quantification

	· On-Site Visit : Move-In ratio will improve.


System Action Plan 

Title/Code: On-Site Visit


	System Standards

	1. Every inquiry will be handled by using the most current Value Match Inquiry Sheet

	2. The guest will be greeted by the sales person as soon as possible.

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

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

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

	6. If you are confronted with a Zinger, you will handle it in accordance with the Zinger System.

	7. You will always invite them to leave a deposit today. 

	8. You will greet your guest as if they were an old friend you hadn’t seen for a long time.

	9. Always allow the guest to finish speak.  Never cut them off.




	10. When walking with your guest(s), always walk at a pace that is comfortable for them, whether that be fast or slow.

	11.  If it is a scheduled on-site visit, always confirm the call via telephone the morning of the appointment.

	12. Where you choose to sit with your guests should be private.  If someone is in the location where you usually sit, find another area.

	13. Never assume an answer.  Only restate what they have said and don’t put words in their mouth.

	14. All closes (Benchmarks 10, 11, 12 & 14), Tie Down #8.5 & Trial Close, #9.5 will be memorized.
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