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System Design and Documentation
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System Action Plan 

Title/Code: Initial Inquiry Call / C-1-2-2-1



Date: November 20, 2009
	Result Statement

	Describe exactly the result this system must produce:

Sales people will effectively communicate with inquiries so that they will effectively schedule on-site visits.


	Accountable Positions

	Position with overall accountability:

Manager, Sales

	Participating positions:

Leasing Counselors

Move-In Coordinators

Sales Support

Administrator




	System Diagram

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

· [image: image1.jpg]1. Have

2. Answer 3.Use
inquiry sheet > >
4 the phone inquiry sheet
N—
a1 a2 43,
Accomplisn? || Happy/? > Situation? - i
\—l—/ N— N—
5.1 L | s2Decision 5.
Involved? Maker? || Working?
hl—/ D N—
6.1 | 62spae 6.3, Value
Balance? Tme? [ ™|  Matcn
hl—/ N— N—
7w | | 72.why 2| R
ia? F 7.3.Feel? 7.4.0ptimal
N— N—

{

8 Invite

|






System Action Plan 

Title/Code: Initial Inquiry Call


	Description of System Benchmarks

	#
	Benchmarks
	Accountable Position
	Timing

	1.
	Have inquiry sheet ready.
	Person taking the call
	At all times.

	2.
	Answer the phone.  “Good morning / afternoon!  Thanks for calling <Community>.  My name is <name>.  Who am I speaking with?  <Repeat name>, I’m so glad you called. 
	Person taking the call
	Within 3 rings.

	3.
	Use inquiry sheet.  This will act as your guide. Take notes throughout the call.
	Person taking the call
	During the call.

	4.1
	Accomplish?  “Tell me, <repeat name>, what were you hoping to accomplish on your call today?”  Write notes and then repeat the notes back to the caller.  
	Person taking the call
	Immediately after answering the phone.

	4.2
	Happy / ?.  “I’d be HAPPY to help you with that!  Mind if I ask you a question first?”
	Person taking the call
	Immediately after repeating what they hope to accomplish.

	4.3
	Situation?  “What’s your situation?”  Write notes and then repeat the notes back to the caller.
	Person taking the call
	Immediately after asking, “Mind if I ask you a question?”

	4.4
	Feel?  “How do you feel about <recap the situation>?”  Write notes and then empathize.
	Person taking the call
	Immediately after asking their situation.

	5.1
	“Who all is involved in this decision?”  Write down notes and then repeat the notes back to the caller.
	Person taking the call
	Immediately after empathizing.

	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 caller.
	Person taking the call
	Immediately after repeating on who is involved.

	5.3.
	Working.  “And how is that working?”  Write down notes and repeat them back to the caller.  Show empathy.
	Person taking the call
	Immediately after repeating back on the decision maker.

	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 caller.
	Person taking the call
	Immediately after empathizing on how it’s working.

	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 caller.
	Person taking the call
	Immediately after repeating on Balance.

	6.3.
	Value Match.  See Value Match System.
	Person taking the call
	Immediately after repeating back on Spare Time.

	7.1.
	How Long?  “How long has the situation you described been going on?”  Write down notes and repeat back to the caller.
	Person taking the call
	Immediately after Completing the Value Match.

	7.2.
	Why Now?  What specifically has happened recently to prompt you to call today?”  Write down notes and repeat back to the caller.
	Person taking the call
	Immediately after repeating back on How Long.

	7.3.
	Feel.  “So how do you feel about <recap why now>?” Write down notes and repeat back to the caller.
	Person taking the call
	Immediately after repeating back on Why Now.

	7.4.
	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 caller.  Then Tie Down.
	Person taking the call
	Immediately after repeating back after Feel.

	8.
	Invite.  “That’s amazing!  Based on what you have shared, we are exactly what you are looking for!  Can I make a suggestion?  Let’s set up a personal visit to our community so I can show you first hand how we can help you feel <recap Optimal>.  Complete Option Close.  Get contact info.
	Person taking the call
	Immediately after Tie Down in Optimal.


System Action Plan 

Title/Code: Initial Inquiry Call


	Resource Requirements

	Staffing
	A staff member trained in Value Match.

	Space and Facilities
	Office with desk, phone and chair.

	Equipment
	Phone.

	Supplies
	Value Match Inquiry Sheets, pen.

	Information
	Value Match Training




	System Quantification

	· Call in to On-site visit ratios will improve.


System Action Plan 

Title/Code: Initial Inquiry Call


	System Standards

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

	2. The phone will be answered within 3 rings.

	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.

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

	7. You will always invite them in today.  The Option Close will offer today or tomorrow.  If they are calling from out of town, you will invite the local influencer in today.  If there is no one local, you will pencil them in for when they are coming to town.

	8. The Invitation (Benchmark #8) will be memorized.

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

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





Use additional sheets as needed
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