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System Action Plan 

Title/Code: Request Deposit Refund

Code: C-1-6-2

Date: August 20, 2010
	Result Statement

	Describe exactly the result this system must produce:

Those that request the deposit be refunded will choose to keep the deposit in place.


	Accountable Positions

	Position with overall accountability:

Sales Manager

Participating Positions:

Leasing Counselor




	System Diagram
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	Description of System Benchmarks

	#
	Benchmarks
	Accountable Position
	Timing

	1. 
	Treat the request as a Zinger.  See System: Zinger for more info.
	The sales person receiving the request
	When the customer calls

	2.
	Restate Urgency (including, How Long? Why Now? Feel? & Optimal) from the previous on-site visit. 
	The sales person receiving the request
	After Step #1

	3.
	Ask if this new solution will make them feel like they want – optimal?
	The sales person receiving the request
	After Step #2

	4. 
	No.  If the answer is No, proceed to Step #5.
	The sales person receiving the request
	After Step #3

	5.
	Yes.  If the answer is Yes, proceed to Step #7.


	The sales person receiving the request
	After Step #4 (if applicable)

	6.
	Invite them to keep the deposit in place so they can feel [optimal].


	The sales person receiving the request
	After Step #5 (if applicable)

	7.
	Congratulate them for finding a solution that helps them feel [optimal].
	The sales person receiving the request
	After Step #6 (if applicable).
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	Resource Requirements

	Staffing
	Sales person

	Space and Facilities
	

	Equipment
	Phone

	Supplies
	

	Information
	


	System Quantification

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

· We will make a list of all deposits that have been refunded in the last 12 months and compare moving forward.
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	System Standards

	1. 


Use additional sheets as needed
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