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System Design and Documentation

Module B: Strategic Skills


Business Development Process: 1B-04
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System Action Plan 

Title/Code: Lead Source Visit: New Visit / G-2-2-1-4-1

Date: November 18, 2009
	Result Statement

	Describe exactly the result this system must produce:

Sales people will establish strong relationships with referrals sources by using this system.


	Accountable Positions

	Position with overall accountability:

Manager, Sales

	Participating positions:

Leasing Counselors

Administrator




	System Diagram
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System Action Plan 

Title/Code: Lead Source Visit: New Visit / G-2-2-1-4-1


	Description of System Benchmarks

	#
	Benchmarks
	Accountable Position
	Timing

	1.
	Greeting.  Greet the lead source.  Thank them for taking time to meet with you.
	Person making the call
	When you see the individual

	2.1.
	Situation?  “What’s your situation?”  Repeat it back.
	Person making the call
	When you are in an appropriate setting.

	2.2.
	Feel?  “How do you feel about <recap the situation>?”  Empathize. See System: Empathize
	Person making the call
	After Step #2.1.

	3.1.


	Involved?  “Who all is involved in the decision as to where a patient is referred?”  Repeat back.
	Person making the call
	After Step #2.2.

	3.2.
	Decision Maker.  “Who ultimately has the responsibility to sift through the details and make a final recommendation?”  Repeat.
	Person making the call
	After Step #3.1.

	3.3.
	Working.  “And how is that working?”  Repeat.  Show empathy.  See System: Empathize.
	Person making the call
	After Step #3.2.

	4.1.
	Balance.  “With all you have going on, how do you balance that with your personal life?”  Repeat.
	Person making the call
	After Step #3.3.

	4.2.
	Spare Time.  “So when you’re not working, what do you like to do in your spare time?”  Repeat.
	Person making the call
	After Step #4.1.

	4.3.
	Value Match.  See Value Match System.
	Person making the call
	After Step #4.2.

	5.1.
	Challenge.  “What is the biggest challenge with your work?”  Repeat.
	Person making the call
	After Step #4.3.

	5.2.
	Feel.  “So how do you feel about <recap challenge>?” Repeat.  
	Person making the call
	After Step #5.1.

	5.3.
	Optimal.  “So, after you have made a referral and the patient has been transferred and all went well, how do you want to feel?”  Repeat
	Person making the call
	After Step #5.2.

	6.
	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.
	Person making the call
	After Step #5.3.


System Action Plan 

Title/Code: Lead Source Visit: New Visit / G-2-2-1-4-1


	Resource Requirements

	Staffing
	A staff member trained in Value Match.

	Space and Facilities
	

	Equipment
	Vehicle.  Company owned or personally owned.  Valid drivers license.

	Supplies
	Gift (see standards), business cards, appropriate materials.

	Information
	Contact info of the individual you are visiting.


	System Quantification

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


System Action Plan 

Title/Code: Lead Source Visit: New Visit / G-2-2-1-4-1


	System Standards

	1. Appropriate marketing materials may include: resident testimonial DVD, printed resident testimonial, activity calendar etc.

	2. Appropriate marketing materials are NOT: brochure with pricing, anything that does not have our business logo and contact number.

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

	4. As you are talking with them, 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. Generally there is no need for more than one sales person to go on a lead source visit.

	7. If employee uses a personal vehicle, they will be reimbursed for their mileage.


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

