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Introduction
You’ve tried everything, but you just can’t seem to 
make local marketing, inquiry management, and 
some of those center operations a part of your daily 
routine. Stop those yo-yo marketing, inquiry manage-
ment, and center operations diets. It’s time to change 
how you do everything when it comes to running 
your Center. These key activities should no longer be 
something that you do when you have a few free 
minutes during your busy day. These activities are 
essential in ensuring busy, strong days in the future.

So, make the commitment today that you will follow 
these activities over the next thirty days to perma-
nently change how you run your Center. 
Now, because we know that some of you have 
developed some strong muscles in certain areas, 
you must take this plan and fully develop your local 
marketing, inquiry management, and center opera-
tions self. You can’t be fit in local marketing, but 
flabby in inquiry management.

It’s time to build the perfect Center! Look and feel 
better than ever!

Prep
You'll need to make sure you have all of the cleaning 
supplies ready to go. If you didn't have them in your 
center already, get everything today. Air freshener, 
window cleaner, magic eraser, etc. Hopefully, you 
don't really need to paint after everything is nice and 
clean, but if it's necessary, discuss when it can get 
done. Also, later in the week, you will get out of your 
Center to market to your community. Now would be a 
great time to order some Sylvan gear, if you don't 
already have a few things on hand, such as mugs or 
water bottles. (http://store.4imprint.com/sylvan)

Center Clean Up
Clean up your center! This does not mean rearrang-
ing the magazines in the lobby and throwing out a 
few books from the old Academic Reading Program. 
It means that you need to make your center look 
di�erent enough and clean enough that people 
notice. Do everything necessary short of repainting 
on this day. Spray some air freshener in the lobby, 
scrub the finger prints o� the door jams, and clean 
those filthy desks! (If necessary, pick a Saturday and 
paint your lobby.) 

Hey, it’s an extra day of stu� to do, but as they say, 
‘No Pain, No Gain’.  (2-3 Hours)

Inquiry Management Process Review (1 hour)
Some of you, not all of you of course, may be 
wondering what is this 6-Day Process you are 
speaking of….or, "I know I heard about it but still not 
sure if we are executing it properly." You are in luck! 

Today’s activity is focused on a review of the process 
and the steps you need to take to ensure that it’s 
properly implemented in your Center. 

First, watch a few quick courses in the curriculum: 
Inquiry Management. These are super short courses 
and even if you are using the process, you will 
probably learn new tips or techniques  that you can 
immediately begin using. 

Next, pull your CMR from the past week and check 
the names/phone numbers with IMPACT to ensure 
every customer was contacted. If you find their 
record is in IMPACT but a next step (Center Visit or 
Assessment) wasn’t booked, then enter them in Day 
2 of the process. If they are not in IMPACT, then enter 
them in Day 1 of the process and CALL them back 
NOW! 

Now that your CMR is up to date, you can start fresh 
with the 6-day Process tomorrow when you pull the 
CMR at the start of the day!

Student Conversations (1 hour) 
Work with some students today. Sit at two tables 
during an hour of instruction. Your goal is to have a 
meaningful discussion with six students this hour. 
That means about 8-10 minutes per student. Find out 
how their program is going. Read with them, do some 
math, pump them up about their program and their 
progress. After the hour is over, you should be on the 
phone scheduling six progress conferences with the 
families of the students that you worked with today. 
We bet that the conferences will be some of the best 
that you do since you’ll have great information to 
share from your time with the students.

Action Items (1 hour)
It’s a brand new day and you are ready to put that 6-Day 
Process to good use! Binder/file in hand you should review 
each day and move the customer forward depending on 
the day in the process. 

Pull and work your CMR first thing in the morning, around 
lunch, and before you leave for the day! Yes, that was three 
times per day! It’s the only way to make sure your follow-up 
is timely and you catch that customer before one of our 
competitors does. 
Call back customers who you haven’t spoken with that 
appear on the report. The key to using the CMR is to 
communicate with other sta� members (as well as to 
remind yourself!) about what is going on with a customer 
and where the customer is in the process. The key to this is 
to use Action Items in IMPACT…you heard me right….I did 
say IMPACT! First of all, if you have never used action items 
or just have an excessive amount of irrelevant ones in 
IMPACT, now is the time to delete them and start with a 
clean slate; trust me it will make your life so much easier. 
(The job aid explains how to do a bulk delete.) Now verify 
that an action item is entered for each customer that is in 
the 6-Day Process. This action item should reflect the 
customer's step in the process. (The SUN course, Action 
Items, explains action items in detail with a demo.)

Now if you have been using Action Items e�ectively in your 
Center…I know there are some of you out there…do 
nothing but verify that an action item is entered for each 
customer in the 6-Day Process.

That was quite a workout, but you will be much stronger 
going forward because of it! 

PQR (1 hour)
Sometimes doing PQRs is like doing sit ups all day. 
You back hurts, you’re annoyed, and you don’t see 
any results. Let’s put a spin on the typical PQR. You 
must still make sure you do the PQR fundamentals, 
but how about a nice note for the student or a 
special token bonus, or even a Sylvan branded item 
to reward the student for hard work. Maybe even a 
bottle of water with a quick note that reads some-
thing like this, “Drink this water on the way home 
since you’re doing a great job satisfying your thirst 
for knowledge at Sylvan!” If that’s too corny, push 
yourself to come up with something better!

EMMA & IRMA Clean Up (30 minutes)
It’s time to increase your email marketing e�ciency. 
Sure, you’re sending EMMAs out every week. We 
believe you. Really. Take a look at your campaign 
history. 

How many are you really sending out?! Update those 
lists. You’re definitely missing people who should be 
hearing from you! 

Your next EMMA should go out next Tuesday. If 
you’re already scheduled for Wednesday, that’s fine.

Schedule Check (1 hour)
When was the last time you evaluated your instruc-
tional hours?  Do you need to reconsider what you 
have o�ered in the past? Are students struggling to 
attend a 3:00 session when school gets out at 2:55? 
Bet they could make a 3:30 session! Today call two 
Sylvan Friends from other centers.  Discuss what you 
are doing for your schedule, talk about what you 
have done in the past and what you may be consid-
ering.  When will you schedule your Edge classes?  
How about ACT or SAT Prep?  

Think about the following when creating your group 
class times: 
- Summer school times for the school districts in your  
  community
- Breaks from school: winter break, spring break,  
  in-service days - you can o�er camps and expaned  
  hours at these times too!
- Can you partner with another business/community  
  program to create “all day camps” and possibly hold  
  Edge o� site at a satellite?
- Think of the working parents: what times are  
  convenient to drop kids o� and pick up?

Once you have finalized the schedule, use the tools 
on MARC to create parent facing forms/flyers. Also, 
enter your class hours into Symplicity.

Planning Day (90 minutes)
It would be great to enjoy your fresh new center, but 
centers are always better when they’re filled with 
children so you need to get out today. Spend time 
today with your COMPASS tool mapping out the 
schools that you can reach in one hour. (You will be 
back at this activity next week too.) Get in your car 
and drop o� a couple of Sylvan mugs filled with Life 
Savers to the o�ce sta� at the identified schools. 
4Imprint has great looking Sylvan Mugs.

Power Prep EC/OC (60 minutes)
Let’s partner up for this next activity. You probably 
have not realized that you’ve been saying many of 
the same things over and over in enrollment confer-
ences. Find a partner to help you prep your next 
enrollment conference. Prepping with someone else 
will help you discover fresh ways to meet the needs 
of students and parents. Discuss the initial inquiry, the 
welcome conference, and the test results. Going 
through this exercise will help you land your next 
prepay!

Who wants to Power Prep?! Prep your ongoing 
conferences that you scheduled last week when 
meeting with your students. Tell your prep partner 
about your time with the student. Go back to the 
inquiry, the initial test results, the welcome confer-
ence, and the enrollment conference to remind you 
why the family enrolled in the first place. Remember-
ing where you came from with the family will help you 
get where you and the family want to be!

Clean Up Part II (60-90 minutes)
How does the center look? Take another look. What 
was fine after your clean up last week is not accept-
able this week. That includes replacing bad copies of 
parent facing forms and trashing old magazines. 
Declutter! Remove the stacks of files and other 
unnecessary things from your desks and other 
furniture. Ask yourself, would I bring this into a new 
center if I was opening it today? If not, get rid of it! 
You may be questioning how this is local marketing. 

If you build it, they will come - so build it nice!

EMMA & IRMA Bulk Up (60 minutes)
Today, we hit the net hard. We are getting the email 
addresses of every school board member, every PTA 
member, and every Chamber Member in your 
territory. You are going to bulk up that EMMA and 
IMPACT data base, no matter what! If you’re doing 
this right, your vision should get blurry and your 
fingers should hurt from typing in so many new 
names. 

Are you feeling any EMMA muscle memory? You 
should. It’s important that you get better at EMMA 
targeting and response. Last week, you had the 
opportunity to view the EMMA ZeeTVs in your ‘down 
time’. Put what you learned to work. 

Sta�ng (1 hour)
Much like our weight might yo-yo throughout the 
year, our sta�ng needs change as our student body 
fluctuates (summer, school contracts, holiday vaca-
tions, etc.). Take a look at your upcoming season and 
anticipate sta�ng needs. Set aside labor hours for a 
sta� meeting at least one month before the fluction-
ation will start. During that meeting introduce the 
schedule, gather sta� availability, present themes 
and activities, and set sta� expectations for the new 
season (dress code, time-o� request procedures, 
etc.).  It’s also important to budget additional labor for 
training new teachers and cross-training current 
teachers on other programs and assessment proctor-
ing/admin tasks as needed.

Collect Schedules (1 hour)
Now that you are prepared to sta� your center for 
the upcoming seasonal changes, it's time to get 
schedules! Do you have all your active students’ 
schedules in Symplicity?  Print o� the active student 
list from the Student Wizard report in Symplicity.  
Grab several di�erent highlighters and a Sharpie.  
Cross out families that will finish their programs and 
you know they will disenroll before the new season.  
This could include group class students, contracted 
students, and those who move away for the summer.  

Go through your list and highlight accordingly:
- One color for all of the students that you know their  
  student schedule 
- One color for all the students you have planned an  
  OC to discuss schedule
- One color for those you need to contact for a      
  schedule

Now get on the phone and schedule OCs for all the 
families that need them. When preparing for the OCs, 
be sure to have an EDGE flyer and schedule avail-
able.  

To really boost your revenue, discuss the importance 
of weekly frequency with your families. Changes in 
our seasons is the time to get in more hours and 
maximize learning before the next season!

Listen to Calls (90 minutes)
You are moving right along….you’ve got the 6-Day 
Process and you are using those Action Items to 
make sure you are following up with your customers. 
But how do your inquiry calls sound? Does your sta� 
uncover the customer’s needs and make the best 
recommendations? How’s your Inquiry to Test data? 

I know…we all hate to listen to our recorded voices. 
But guess what?!? Doing this will help improve your 
inquiry calls!  
Using the process in the Enroll: Operations Hand-
book, conduct a group coaching session. Download 
three calls and review them with your sta� using the 
Inquiry Quality Check form. Provide feedback to each 
other including both positive and next time opportu-
nities. 

You will be amazed by the reaction to hearing 
yourself on the call and identifying the great things 
you are doing along with a few things you might want 
to work on going forward. 

This group coaching session will help the Center sta� 
stretch those inquiry call muscles and be better 
equipped for the next call!

RTA Focus (90 minutes)
Ring. Ring. Did you hear that? Probably not because 
that phone is ringing at the home of inactive Sylvan 
students. 

How about you call some old Sylvan friends and 
families so that they can hear their phone ringing. By 
now, you have your STEM classes set or you have 
your SAT/ACT summer schedule ready. Today, try 
calling 30 families who dropped between last 
January and June to invite them to enroll in one of 
your upcoming programs. You may decide to o�er a 
discount, but the focus should be on talking with as 
many families as possible. Follow up with an email 
with upcoming program schedules attached. 

Here’s a power tip: Try calling 45 families and watch 
how much sooner you get in shape!

IQC (60 minutes)
You are now a few days into the process. You might feel a 
little awkward because you are still getting used to it, but 
now is the time check your form and make sure you are 
following through with the 6-Day Process. By reinforcing 
your habits it just becomes something you do at the Center 
every day. 
We’ve targeted this exercise to your role in the Center. 
Franchisees/Executive Directors: Print the Inquiry Manage-
ment: Franchisee/Executive Director Checklist. Complete 
the checklist for every Center. You should also pull the 
Center’s CMR for the past 30 days and compare it with 
IMPACT and the 6-Day Process to ensure your Center is 
using the process e�ectively. Have a conversation with the 
Center Sta� about what is going well and opportunities 
you’ve noticed. 
Directors: Print the Inquiry Management: Director Checklist. 
Go through each item (both daily and weekly) and ensure 
that it is being done in your Center. If not, then use the 
items to get your Center on track. Schedule a meeting with 
your Inquiry Management team and find the gaps so that 
you can work together to make sure it’s getting done! 
Now that you know how your Center is doing with Inquiry 
Management…keep the momentum going! 
Manage your inquiries EVERY day…pull the CMR three 
times per day, compare the report with IMPACT, call your 
contacts back, and follow-up with the inquiries through the 
6-day process until they book! 
Do what works best for your Center…daily reminders go far! 
Get it on your Center’s calendar and hold each other 
accountable!

OC Tune Up (30 minutes)
Skipping workouts happen, but skip too many 
workouts and you’ll start to su�er the consequences.  
The same goes for Ongoing Conferences.  These 
monthly conferences are a critical component of 
building long-lasting relationships with our families. 
 
Flex your scheduling muscles today and take 20-30 
minutes today to make sure every family has an 
Ongoing Conference scheduled for this month.  If 
you don’t have 100% scheduled, get on the phone 
and start scheduling those conferences.  If you leave 
messages, make a note to follow-up with them again 
later this week or catch them at the door when they 
drop o� their kiddos. 
 
Are you already at 100% scheduled and looking for a 
way to super-set your customer service?  Identify 10 
families who could use some extra attention or 
support and set up a second in-person (or phone) 
conference with this family this month. 
 
Ready for the ultimate workout?  Look ahead to next 
month and make sure you’re scheduled at 100%.  If 
not, make sure to touchbase with those families 
before the end of this month and get their confer-
ences scheduled. 

Merchant Visits (90 minutes)
Did you know that one of our biggest competitors 
has a monthly goal of 100 merchant visits? That’s 
right 100 merchant visits or 25 per week. How many 
did you do last month? The month before? This 
month everything changes. It’s actually pretty easy to 
knock out 100 merchant visits in a month. You start 
with 25 today! Find the biggest center of town in your 
territory. Walk through town and ask to hang Sylvan 
Flyers in the windows of local businesses. There are 
probably about 25 store fronts and doctors’ o�ces 
that you could hit in 30 minutes. Next time you’re out, 
you will go to another area and hit 25 more. Use 
COMPASS to help you plot your attack! 
One final note: You’re not going to settle for 25 per 
week right?! Commit to at least 26 per week. We 
have to do more than everyone else to be the best!

RTA Focus (60 minutes)
We left a lot of messages during our RTA calls. 
Hopefully, we talked to some families too. Did you 
enroll anyone? Remember, you’re not doing these 
calls just to say that you did them; you’re doing them 
to enroll more students. Some may not be enrolling 
today, but you should have a plan to reach out to the 
families again.

There are plenty more calls to make today. Do you 
have a special going on now that you can discuss? 
How about some homework support for those older 
math students? Test Prep? There’s so much to talk 
about. Good luck!

Don’t be discouraged if you’re not seeing results yet. 
You will if you keep on working!

Frequency (60 minutes)
Are you ready to grow your center’s profitability?  
Are you ready to help your students reach their goals 
sooner AND increase your referrals?  I hope so!!  
Today is the day we are going to do a student 
frequency review. 

- Pull a list of your active students. 
- Study Symplicity to see how many hours per week  
 they are averaging (not what you discussed in your  
 EC, but really how many hours they are coming a  
 week).  Review their goals (i.e. to be at grade level  
 by this fall). 
- Have a frequency conversation with 5 - 10 (10% of  
 active students) students. Good ones to choose:  
 those attending 1 – 3 hours per week, those that   
 have a timeline goal, those that may have a change  
 in their schedule (basketball, hockey or dance is   
 now done).
- Set up the OC with these families; try to get them in  
 the center in the next 5 days. 
- Call your workout buddy to discuss/role play   
 conversations.

Events (60 minutes)
Tired of looking at those saggy, unwanted empty 
seats. Try filling them with happy, smiling students. 
One way to do it is to host a fun robotics or coding 
event. Kids will come. It’s fun, the kids will love it. 
Heck, even the chairs will be happy. They’ve been 
alone and cold for too long. 
If you’ve done events already, make sure your next 
one is on another level! Make your center the place 
to be! 

Here are a few tips to make sure your next event 
pops: 
- Have all of your IPADS ready to play the SylvanPlay  
 apps. They’ll be a hit.
- Have robots built already at your tables during   
 regular instruction. They’ll be conversation starters.  
 (If you can’t do that, purchase some of the inexpen 
 sive Lego sets at a store and leave them built at the  
 tables.)
- Make sure you have 8” x 11” clear display stands   
 with STEM info in the lobby.

Don’t forget to send out your EMMA today. What’s 
the topic? How about a summer STEM preview since 
you’ve been thinking about STEM anyway?

Local Event Hunt (60 minutes)
Don’t quit now. We know that your feet are a little 
sore, but we’re confident that you are getting used to 
doing more than you’ve done in the past and that 
you’ll experience results soon!

Today, you can do more planning. Scour the web for 
local events that you can be part of. Tricky Trays, 
Education Fund Raisers, Town Fairs, Science and 
Engineering Events, Robotics Competitions, etc. 
Then, make sure you figure out a way to be part of 
the events. 

Remember that you are not doing this exercise to 
pass the time. You’re doing it to get in front of more 
families. The more that people see Sylvan, the more 
likely they’ll think of Sylvan when it’s time to get help 
for their children.

EMMA & IRMA Bulk Up (30 minutes)
You’ve been doing more EMMA and IMPACT work 
lately, but when is the last time you exported names 
and email addresses from the MyIRMA portal? Been 
a while? You should make sure that EMMA has every 
possible contact that IMPACT has and the IRMA 
portal is the way to do it. IRMA has been working 
hard for you, but EMMA can be just as powerful with 
the right email fuel. Watch the IRMA Portal 101 ZeeTV 
for instructions on getting the names over to EMMA 
as soon as possible. 

Mindset (1 hour)
You should have the mindset that families should be 
contacting you every day and that students should 
constantly be enrolling. You know that this won’t 
happen on its own and you’ve been doing many 
activities to ensure a consistent flow of contacts 
which should lead to more enrollments.
Are you actually thinking about how many contacts 
you need today? What about how many students are 
starting today?  If you are, you will find ways to make 
the phone ring and you’ll continue to reach out via 
mass email and personalized email. If you’re not, you 
won’t. Consider writing the number of contacts you 
think you need today and the number of enrollments 
you need today based on your monthly goal. At the 
end of the day, make sure you’ve hit it. If you didn’t, 
get back to the previous activities to drive enroll-
ments! 

You've been through a lot over these last four weeks! 
You are a di�erent Director now. You're a better 
Director now! Everything that you've done should be 
paying o� in your Center. More people should be 
calling, enrolling, staying longer, and they should be 
thrilled with the results at Sylvan!
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