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System Action Plan 

Title/Code: Administrator Greeting & Farewell / C-1-1-5


Date: April 5, 2010
	Result Statement

	Describe exactly the result this system must produce:

Prospective residents and the influencers will have the two touch opportunity to leave a deposit.  They will feel more comfortable  by meeting with the Administrator as well.


	Accountable Positions

	Position with overall accountability:

Administrator

Participating Positions:

Office Manager

Leasing Counselor


	System Diagram
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System Action Plan 
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	Description of System Benchmarks

	#
	Benchmarks
	Accountable Position
	Timing

	1.
	Greet the visiting guests.  
	Administrator
	Before the Leasing Counselor meets with them.

	2.
	Use Assumption Close.
	Administrator
	Immediately after greeting

	3.
	Turn them over to the Leasing Counselor and ask them to see you before they leave.
	Administrator / Leasing Counselor
	After Step #2

	4.
	Meet at the end of the visit.
	Administrator / Leasing Counselor
	After the on-site visit

	5.
	Ask them if they loved the: 1) apartment, 2) support, 3) healthcare, & 4) lifestyle.
	Administrator
	After Step #4.

	6.
	If they didn’t explore why not, what that means and why it is so important.  Then present them alternatives that weren’t discussed.
	Administrator
	After Step #5 if appropriate

	7. 
	If they did love it, explore why they aren’t moving forward today using the boomerang close.
	Administrator
	After Step #5 if appropriate.


System Action Plan 

Title/Code: Administrator Greeting & Farewell / C-1-1-5

	Resource Requirements

	Staffing
	Administrator, Leasing Counselor

	Space and Facilities
	Administrator’s office

	Equipment
	

	Supplies
	

	Information
	Scripts attached.


	System Quantification

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

· Closing Ratios will increase.


System Action Plan 

Title/Code: Administrator Greeting & Farewell / C-1-1-5

	System Standards

	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 speaking.  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. Boomerang Close.  “Will you leave a deposit today?”  No, because <<reason>>.  “So you say no, because <<reason>>.”  Is that correct?  Yes.  “When you say, <<reason>>, what do you mean?”  I mean <<explanation>>.  “So, you mean <<explanation>>.  Is that right?”  Yes.  “Why is <<explanation>> so important?”  Because <<Value>>.  “OH!  I get it now, because <<Value>>!  Well, that is exactly why you should leave a deposit today, so you can <<Value>>.”

	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.


Use additional sheets as needed

GREETING:

“Hi, my name is _________________, I am the administrator.  What is your name?  <<Repeat name>>, it is so nice to meet you.  And you are here to meet with <<Leasing Counselor’s name>>?  Great!  Well, when are you moving in (or When is your loved one moving in)?  <<I’m not.>>  Oh, I’m sorry, you just looked so comfortable here.  Well, here is <<Leasing Counselor>>.  He / She will take great care of you.  Would you mind, after you are done and before you leave, will you tell me how your visit went?  I’m sure you’ll feel really great about your experience today.”
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