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System Action Plan 

Title/Code: Phone Messages / C-1-3-1-1



Date: November 16, 2009
	Result Statement

	Describe exactly the result this system must produce:

Leads will return our calls after listening to our messages.


	Accountable Positions

	Position with overall accountability:

Manager, Sales

	Participating positions:

Leasing Counselors

Move-In Coordinators

Sales Support




	System Diagram
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	Description of System Benchmarks

	#
	Benchmarks
	Accountable Position
	Timing

	1.
	Prepare.  You never know if the person you are calling will answer or if you will go through to voice mail.  Have the incentive & Current Resident Benchmarks ready.
	Person making the call.
	Before the call.

	2.
	Opening.  “Hello, <<name>>, this is <<your name>> from <<community>>….”
	Person making the call.
	After the tone.

	3.
	Purpose.  “…calling to see how things are going with you and your loved one.”
	Person making the call.
	After step #2

	4.
	Background. “Here at <<community>> we have been improving the quality of life for seniors for over <<#>> of years.”
	Person making the call.
	After Step #3

	5.
	Current Residents.  “Just this morning, one of our residents told me how much better off she is living here than before she moved in.”
	Person making the call.
	After Step #4

	6.
	Situation & Needs.  “I would love for your loved one to feel the same way by learning more about your current situation and needs.  So please call me at <<phone number>>.” 
	Person making the call.
	After Step #5

	7.
	Resident Incentive.  If your call is to the prospective resident, select an incentive that will inspire them to return your call.  “I also have a <<incentive>> that I would love to get out to you.  I think it will really help you.  So please call me back at <<phone number>>.”
	Person making the call.
	After Step #6 if applicable

	8.
	Influencer Incentive.  If your call is to the resident’s influencer, select an incentive that will inspire them to return your call.  “I also have a <<incentive>> that I would love to get out to you.  I think it will really help you.  So please call me back at <<phone number>>.”
	Person making the call.
	After Step #6 if applicable

	9.
	Close the call.  “Have a good morning / afternoon.  Good-bye.”
	Person making the call.
	After Step #7 or 8 whichever is appropriate.
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	Resource Requirements

	Staffing
	A sales person

	Space and Facilities
	Office with desk, phone and chair.

	Equipment
	Phone.

	Supplies
	Value Match Inquiry Sheets, pen.

	Information
	


	System Quantification

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

· Messages Left to Call-In from Messages Left ratio will improve.
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	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, rather you will come across as a caring, concerned friend.

	4. The incentive that you offer should be a zero cost item such as an article, a newspaper clipping, a printed resident testimonial, video resident testimonial on DVD, a link to a website, a link to the space planner on our website, a link to our YouTube.com channel to watch a specific resident testimonial, a coupon for lunch for two in the dining room or activity calendar.


Use additional sheets as needed
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