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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: Referral Reward : Resident & Family / G-2-4


Date: March 31, 2010
	Result Statement

	Describe exactly the result this system must produce:

We will get tons of referrals from residents and family.


	Accountable Positions

	Position with overall accountability:

Administrator

Participating Positions:

Life Enhancement Manager

Leasing Counselor

Bookkeeper




	System Diagram
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System Action Plan 

Title/Code: Referral Reward : Resident & Family




	Description of System Benchmarks

	#
	Benchmarks
	Accountable Position
	Timing

	1. 
	Publicize the program internally & externally (newsletter, bulletin boards, statements, letters, e-mails and more).
	Administrator, Life Enhancement Manager
	Regularly as needed

	2.
	Receive the referral from the resident or family.  
	Any staff member / Sales Staff
	As given.

	3.
	Confirm Details of the referral’s contact info , including name, address, phone, cell, email.
	Leasing Counselor
	After Step #2

	4. 
	Track the referral in BlueStep by entering the referral as a lead and tagging the lead to the resident as the Lead Source.
	Leasing Counselor
	After Step #3

	5.
	Pay Move-In Bonus to the referring resident and the new referred resident. 
	Bookkeeper
	When a referred resident moves in

	6.
	Replenish the reward just given
	Leasing Counselor
	Within two business days of giving the reward.


System Action Plan 

Title/Code: Referral Reward : Resident & Family

	Resource Requirements

	Staffing
	Administrator, Life Enhancement Manager, Leasing Counselor

	Space and Facilities
	

	Equipment
	Phone, computer with internet access 

	Supplies
	40” Flat Screen TV, iPod Nano, Movie Tickets, Night Out Certificate, Hotel Stay Certificate

	Information
	


	System Quantification

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

· Resident / Family referrals will increase.


System Action Plan 

Title/Code: Referral Reward : Resident & Family

	System Standards

	1. If the referral is given to a staff member other than a sales staff member, it will be given to the sales department immediately.

	2. Rewards are based on the number of referrals / year.

	3. Rewards for referrals are as follows:

1. 1 referral in one year = 2 Movie Tickets

2. 2 referrals in one year = Night Out (Dinner & a show).

3. 3 referrals in one year = iPod Nano

4. 4 referrals in one year = Grand America Package (hotel room & dinner for two)

5. 5 referrals in one year = 40” Flat Screen T.V. 

	4. If a resident refers more than 5 in one year, they start over at 1 – Movie Tickets.

	5. Rewards are for qualified leads.  A qualified lead is:

· 75 years or older

· qualifies for a level of care we offer at the community

· can afford to privately pay for the level of care they qualify for

· hasn’t inquired previously

	6. Each community will have one of each reward on hand in order to immediately reward the referring party.

	7. The show for the night out will vary depending upon what your residents and their families would most like.  Suggestions include: symphony, opera, theatre

	8. The referring resident will receive a $500 rent credit when someone they refer moves in.

	9. The referred new resident will receive $500 off their move-in costs when they actually move-in


Use additional sheets as needed
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