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System Action Plan 

Title/Code: Value Match / C-3-9




Date: November 11, 2009
	Result Statement

	Describe exactly the result this system must produce:

We will be able to match the values that the inquiring party want and our community offer. 


	Accountable Positions

	Position with overall accountability:

Administrator

	Participating positions:

All staff who interact with current or prospective residents or family.




	System Diagram

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

[image: image1.jpg]1.Aska
question

1.1. Repeat
the Answer

|

2. "Which is
most
important to
you?

1

3."Whyls
that so
important?”

21, Ropeat a1, Rapeat
s s
T 52 Howo .
o
mean by 5 Empathize
roan® i
23, Ropeat 22, Rapeat
the Answer the Answer 8- Doim
e e






System Action Plan 

Title/Code: Initial Inquiry Call


	Description of System Benchmarks

	#
	Benchmarks
	Accountable Position
	Timing

	1.
	Ask a question. “As you consider a company to care for your mom, what will be most important to you with regards to the ___________?”
	Person taking the call
	When the system calls for it.

	1.1
	Repeat the Answer
	Person taking the call
	Immediately after step 1.

	2.
	“Which is most important to you?”  Ask this only if they give you multiple answers to Step #1.
	Person taking the call
	Immediately after step 1.1.

	2.1
	Repeat the Answer.
	Person taking the call
	Immediately after step 2.

	2.2.
	“What do you mean by that?” 
	Person taking the call
	Immediately after step 2.1.

	2.3.
	Repeat the Answer
	Person taking the call
	Immediately after step 2.2.

	3.
	“Why is that so important?”
	Person taking the call
	Immediately after step 2.3.

	3.1.
	Repeat the Answer
	Person taking the call
	Immediately after step 3.

	3.2.
	“How do you feel about that?”  Only ask this question if the answer you received from step 3.1. IS NOT a feeling or emotion.
	Person taking the call
	Immediately after step 3.1.

	3.3.
	Repeat the Answer. Obviously, only do this step if you did step 3.2.
	Person taking the call
	Immediately after step 3.2.

	4.
	Empathize.  See System Empathize.
	Person taking the call
	Immediately after step 3.3.

	5.
	Tie Down.  See System Tie Down.
	Person taking the call
	Immediately after step 3.3


System Action Plan 

Title/Code: Value Match


	Resource Requirements

	Staffing
	A staff member to handle the discussion.

	Space and Facilities
	A location appropriate to the conversation.

	Equipment
	Any equipment necessary for the conversation.

	Supplies
	Value Match Inquiry Sheets, pen.

	Information
	Value Match Training




	System Quantification

	· Scheduled On-Site Visits should increase.

· Resident and family satisfaction should improve.

· Sales should increase.


System Action Plan 

Title/Code: Value Match


	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 as you repeat, rather you will come across as a caring, concerned friend.

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


Use additional sheets as needed
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