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System Action Plan 

Title/Code: Phone Answer / F-7-1




Date: November 12, 2009
	Result Statement

	Describe exactly the result this system must produce:

Get the callers what they request in the friendliest, most efficient manner possible while not losing any possible inquiries.


	Accountable Positions

	Position with overall accountability:

Administrator

	Participating positions:

Anyone who answers the phone.




	System Diagram
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	Description of System Benchmarks

	#
	Benchmarks
	Accountable Position
	Timing

	1.
	Greet.  “Good morning / afternoon.  Thank you for calling <<Community>> where we’re making life Better Together.   My name is <<your name>>.”
	Person handling the call.
	Within three rings.

	2.
	Caller.  “Who am I speaking with?”  Write down their name on paper.
	Person handling the call.
	After Step #1

	3.
	Name Only.  Continue with Steps 3.1. & 3.2. if they answer by giving you just their name.
	Person handling the call.
	

	3.1.
	Glad.  “<<Caller’s name>>, I’m so glad you called!” 
	Person handling the call.
	After Step #2 (if applicable)

	3.2.
	Accomplish.  “What are you hoping to accomplish on your call today?”  Write it down on paper.
	Person handling the call.
	After Step #3.1.

	4.
	Name & Request.  If the caller gives their name and a request, follow steps #4.1. – 4.2.
	Person handling the call.
	

	4.1.
	Glad.  “<<Caller’s name>>, I’m so glad you called today!”
	Person handling the call.
	After Step #2 (if applicable)

	4.2.
	Repeat Request.  “So, you’d like to speak with John Doe, is that correct?”
	Person handling the call.
	After Step #4.1.

	5.
	Direct Question.  A direct question is not a request to speak to someone, it is a question regarding sales or operations.  Example: “Do you have any two bed, two bath units?”  Write down their name and question.
	Person handling the call.
	

	5.1.
	Glad.  “<<Caller’s name>>, I’m so glad you called!”
	Person handling the call.
	After Step #2 (if applicable)

	5.2.
	Restate their question.  “So you want to know if we have any two bed, two bath units, is that correct?”
	Person handling the call.
	After Step #5.1.

	6.
	No Name & Person Request.  
	Person handling the call.
	

	6.1.
	Restate what they want.  “So you want to speak to John, is that correct?”
	Person handling the call.
	After Step #2 (if applicable)

	6.2.
	Caller.  Ask who is calling.  “Who may I say is calling?”  Write down their name.
	Person handling the call.
	After Step #6.1.

	6.3.
	Glad.  “<<Caller’s name>>, I’m so glad you called!”
	Person handling the call.
	After Step #6.2.

	7.


	Direct Question.  
	Person handling the call.
	

	7.1.
	Restate what they want.  “So you want to know if we have any two bed, two bath units, is that correct?”
	Person handling the call.
	After Step #2 (if applicable)

	7.2.
	Caller.  “And who am I speaking with?”
	Person handling the call.
	After Step #7.1.

	7.3.
	Glad.  “<<Caller’s name>>, I’m so glad you called today!”
	Person handling the call.
	After Step #7.2.

	8.
	Accomplish.  “Is there anything else you are hoping to accomplish on your call today?”
	Person handling the call.
	After Step #4.2., 5.2., 6.3. or 7.3.

	8.1.
	Yes.  If there is, write it down.
	Person handling the call.
	After Step #8 (if applicable).

	8.2.
	Repeat what else they want.
	Person handling the call.
	After Step #8.1.

	9.
	No.  If there is nothing else, continue to Step #10.
	Person handling the call.
	After Step #8 (if applicable).

	10. 
	Happy Transfer.  “I’d be happy to help you with that.  Will you please hold while I transfer you?”
	Person handling the call.
	After Step #8.2. or 9
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	Resource Requirements

	Staffing
	A staff member to answer the phone.

	Space and Facilities
	Quiet area to handle the call.  

	Equipment
	Desk, phone

	Supplies
	Paper, pen

	Information
	Resident phone list, Employee extension and cell phone list.




	System Quantification

	· Higher satisfaction surveys
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	System Standards

	1. When you transfer the call, you will tell the person you are transferring to who is calling and what they are hoping to accomplish.

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

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

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

	5. You will write down the caller’s name before proceeding.

	6. You will write down their requests, questions and or what they hope to accomplish.


Use additional sheets as needed

PAGE  
Copyright © 1994, 1996, 1997, 1998, 2005 by E-Myth Worldwide.  All rights reserved.  No part of this publication may be reproduced or transmitted in any form or by any means, electronic or mechanical, including photocopy, recording, or any information storage and retrieval system, without permission in writing from E-Myth Worldwide

