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Best Practices

Here are some general rules and recommendations for working leads in Precise Contact:

 

1) Accurate Information-   Update all lead information in the correct fields as much as possible as early as possible as long as it is accurate and not premature. Recording inaccurate information can skew the results just as much as not recording anything at all.  

 REASON: certain fields require valid information before advancing to later statuses and these fields are used in reporting that may not affect the ratios, but they are still necessary for management and corporate to make higher-level decisions for the campus admissions efforts

CAUTION:  these are the types of entries that may provide false information in reports.  Entering or recording a prospects start date on the first phone call or anytime before they have completed an application.  Another example: recording phone extension information in the e-mail, mail address, or other source fields - additional information which doesn't belong in the form fields provided should be entered in the comments field.

2) Timely Information-   Update status and other fields in the Profile and record activities in the Activity Planner the moment additional activity occurs or information changes with your leads.

 REASON: all reporting on information and activities is time sensitive, and if recorded at a later date will skew the results and require further follow-up from management or admissions staff to adjust for the inaccuracies.  The best way to save your future time or the time of someone else is to record actions as they happen.

3) Forward Scheduling-   Always practice "forward scheduling", which means that before you finish talking or otherwise interacting with a lead and going on the next lead, always schedule the next action to occur and include notes to remind yourself what was important about this action and what you need to do on the next contact.

.

 REASON: scheduling or planning the next action will allow you to forget that lead and focus all of your attention on the next thing you have to do.  The PM system will work for you by helping you to plan your work for each day, reminding you on the Today Tab when activities are to occur, and, when those activities have passed their due date, helping you to manage follow-up and call backs -- if you don't "forward schedule", the Today Tab cannot work for you.

4) Manage Overdue Activities-   Users should not let overdue activities remain 7 days past their scheduled dates. (Or some other limited number of days determined by the college) They can easily be accessed through the Today Tab in the Overdue Activities section.  Originally scheduled activities should be rescheduled by clicking on them and changing the scheduled date or canceled by clicking the Delete button.  Remember the "forward scheduling" rule when doing follow-up.

 REASON: the presence of overdue activities is not a sign of poor work habits, but rather a tool for timely follow-up.  We recommend the seven day rule for follow-up or cancellation because it is simply a round number where reasonable time is given to both the lead and the user to reconnect.  If attempts were made regularly during the overdue period to complete the specific action and for some uncontrollable reason it can’t be completed another plan of action should be scheduled.

5) Effective Archiving-   As you work with your leads, you will notice that your lists grow quickly.  If you are following all of the recommendations above, you are doing plenty of follow up and after a short period, you will notice your lists of Today’s Activities and Overdue Activities can become unmanageably long.  Managers must work with their Admissions staff to determine the limits of an effective callback strategy and an acceptable number of active leads they can individually work, and begin archiving leads when the lead's unresponsiveness passes a determined threshold and reassigning leads as they exceed a staff person's capacity.

 REASON: leads never archive or reassign themselves and some leads reach a point where they would be worked more effectively if placed on a mailing list and/or called back when the influx of new leads dies down.

