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System Action Plan
Title/Code: Zingers / C-3-9-1





Date: November 11, 2009
	Result Statement

	Describe exactly the result this system must produce:

When Sales people are confronted with Zingers (anytime an inquiry doesn’t want to follow the system), the sales person will be able to regain control of the conversation and complete the sales call according to the 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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	Description of System Benchmarks

	#
	Benchmarks
	Accountable Position
	Timing

	1.
	Recognize the Zinger.  A zinger is anytime the caller doesn’t answer a question the way you want them to.  Also, when a caller asks for the call to go according to his plan.
	Person taking the call
	Any time during the sales call.

	2.
	Note the Zinger.  Actually write it down on in the inquiry sheet.
	Person taking the call
	Immediately after recognizing the zinger.

	3.
	So, Repeat.  “So, <repeat the zinger>.  Is that correct?”
	Person taking the call
	Immediately after noting the zinger.

	4.
	What do you mean?  “So, what do you mean by that?”
	Person taking the call
	Immediately after repeating the zinger.

	5.
	So, Repeat.  “So, <repeat what they mean>.  Is that correct?”
	Person taking the call
	Immediately after asking what they mean.

	6.
	“Why is that so important to you?”
	Person taking the call
	Immediately after repeating what they mean.

	7.
	“Oh!  I get it now!  <repeat why it’s so important>”  
	Person taking the call
	Immediately after asking why it is some important.

	8.
	Ask permission to continue.  “Well in order to make sure I am able to do that for you, I need to ask you a few more questions, ok?”
	Person taking the call
	Immediately after repeating why it’s important.
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	Resource Requirements

	Staffing
	A staff member trained in Value Match.

	Space and Facilities
	See Initial Inquiry Call System, On-Site Visit System.

	Equipment
	See Initial Inquiry Call System, On-Site Visit System.

	Supplies
	Value Match Inquiry Sheets, pen, clipboard.

	Information
	Value Match Training




	System Quantification

	· Inquiry sheets will be more complete because sales people are finishing their calls appropriately.
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	System Standards

	1. Zinger will be written down on a Value Match Inquiry Sheet.

	2. Your questions will be asked in a genuine tone conveying genuine interest and concern as opposed to completing a checklist or a script.

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

	4. As you are talking with the caller, 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.


Use additional sheets as needed
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