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System Action Plan Template

Title/Code: Lead Source Follow-Up (Memory Support)
G-2-2-3-1
Date: June 2011
	Result Statement

	Describe exactly the result this system must produce:

To increase the number of referrals of potential Memory Support residents from appropriate Lead Sources.


	Accountable Positions

	Position with overall accountability:

Community Outreach

	Participating positions:

Community Outreach




	System Diagram

	Identify the flow of work steps in the system and diagram them using boxes and arrows.




System Action Plan Template

Title/Code: Lead Source Follow-Up (Memory Support)
	Description of System Benchmarks

	#
	Benchmarks
	Accountable Position
	Timing

	1.
	Schedule  a Sales Call by phone or in person with the lead source most likely to make referrals within their organization.
	Community Outreach
	Initially

	2.
	Make a follow-up phone call to the Lead Source to confirm the appointment.
	Community Outreach
	Two days before scheduled appointment.

	3.
	During Sales Call, discuss details and share information on the symptoms and warning signs (10 warning signs:  http://www.alz.org/alzheimers_disease_10_signs_of_alzheimers.asp)of those who would be ideal for a lock-down Dementia unit.
	Community Outreach
	During Initial Appointment

	4.
	During Sales Call, discuss the frequency of the Lead Source coming into contact with an individual or that individual’s family who has a potential need for Memory Support.  Ask if there are currently any in the Lead Source’s sphere of influence that meets the criteria.  Learn about the Lead Source, his/her interests, job, etc.
	Community Outreach
	During Initial Appointment

	5.
	Based on the feedback from Step 4, demonstrate value for Memory Support at Heritage Place (private apartments, locked unit, social activities, credentialed care team, etc.)
	Community Outreach
	During Initial Appointment

	6.
	Demonstrate your expertise of: Alzheimer’s and Dementia by sharing some of your knowledge about the disease (credible facts and info at: http://www.alz.org/index.asp), and communicating the benefits of an individual with the disease living in Memory Support.  Become a valuable resource to your Lead Source by communicating your ability to supportively help families explore the options for their loved one with the disease; in this way your Lead Source will call on you when they know a family that is needing to look into care options for a loved one with Dementia.  
	Community Outreach
	During Initial Appointment

	7.
	Mail USPS a thank you card to lead source for the Sales Call.  Reinforce your competency of Alzheimer’s care through something said in the card (for example, you might mention a significant fact such as:  
“Alzheimer’s disease is the 6th leading cause of death in the United States and the 5th leading cause of death for those aged 65 and older”—Alzheimer’s Association, and share that due to its prevalence, Heritage Place is committed to helping those with the disease).

	Community Outreach
	The Evening After the Sales Call

	8.
	Recommend that while you are in the area a few days from then, you deliver to the Lead Source a flyer on 

the “signs to look for” in regards to someone who might need a lock-down environment due to some form of Dementia.  State that the flyer will be helpful to both the Lead Source in identifying who of those in his/her sphere of influence might benefit from Memory Support, and also helpful to those specific families in knowing how to proceed in learning about their next step options.  Set the appointment.
	Community Outreach
	3 Days After the Initial Sales Call

	9. 
	Deliver multiple flyers to the lead source.  Also take a goody (something the Lead Source likes (you should find this out in step 4, be creative if you’re unsure).  Go over all parts of the flyer.  Point out the credible sources used and again reinforce the quality provided through your Memory Support Unit by matching the services provided in Memory Support to the items on the flyer.  Set an appointment to have lunch (you bring it to the Lead Source’s office or eat out somewhere), explaining that perhaps between then and your lunch appointment there will be someone that comes to mind that could be discussed as a potential resident in Memory Support.
	Community Outreach
	During Second Appointment (Delivering Flyers)

	10.
	Email details of the lunch appointment (time and place, perhaps a menu, directions, etc.) and mention your enthusiasm to meet for the Lead Source for lunch.  Include a link to a meaningful and positive article on Dementia, perhaps on something related to the hopeful strides they are making in better detecting or even curing Dementia’s several diseases; (for example:  http://www.alz.org/aaic/tuesday_1230amCT_news_release_riskfactors.asp)
	Community Outreach
	The Morning after the Second Appointment

	11.
	Call the Lead Source on the telephone to confirm the appointment.
	Community Outreach
	The evening before the appointment.

	12.
	During the lunch appointment, build the relationship by showing interest in the things your Lead Source chooses to talk about, ask follow-up questions, and express appreciation for those things that are of importance to the Lead Source.  Obtain the referral by asking the Lead Source who has come to their mind over the weeks that you have been sharing with them the signs of dementia and how your Memory Support Unit is positioned to help those with the disease.  If they share with you specific people, ask the Lead Source to give you their name and phone number so you can schedule a time with them to help them get started looking for care options.  You might even suggest having that meeting in the office of the Lead Source if the referral is familiar with them.  If the Referral Source does not provide any specific name, and is not comfortable giving you any referral info but does know someone who they could refer, ask the Lead Source to give the referral one of the Flyers you gave the them in step 9, and suggest the Lead Source recommends to the referral they call you.  If the Lead Source does not have anyone in mind, ask them to keep their eyes open for anyone with the signs you covered in step 3, then let you know when they come across a family that is in a position to start exploring their care options.
	Community Outreach
	The Third (lunch) Appointment


System Action Plan Template

Title/Code: Lead Source Follow-Up (Memory Support)
	Resource Requirements

	Staffing
	Community Outreach Employee

	Space and Facilities
	Office

	Equipment
	Computer, printer, internet, phone

	Supplies
	Memory Support Flyers, Thank You Cards, Goodies

	Information
	     



	System Quantification

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

· Lead Source indicates they do come into contact at least bi-annually with individuals/their families that meet the criteria for needing Memory Support
· Lead Source is willing to accept Memory Support Flyers

· Lead Source proves referrals




System Action Plan Template

Title/Code: Lead Source Follow-Up (Memory Support)
	System Standards

	1. The highest standards of ethics will be used at all times.  Honesty & integrity will be employed at all times.

	2. Employee dress code will be followed.

	3. A focus on the needs and interests of the Lead Source will be the foundation for all discussions.

	4.      

	5.      

	6.      

	7.      

	8.      

	9.      

	10.      

	11.      

	12.      


Use additional sheets as needed
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