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Customer Relationship Management (CRM) 
software isn’t just a tool to improve your market-
ing to customers. It can actually track your leasing agents’ 
communications with potential clients who have inquired 
about their properties—holding them accountable for the 
timeliness, effectiveness and quality of their responses.
 Many management teams resist accountability tools, 
however. In fact, they actively dodge advancing technol-
ogy tools that create an accountability demand of their 
performance. While those concerns are valid, worries 

regarding the objective measurement of your firm’s suc-
cess and potential might outweigh any reservations about 
accountability technology.

Bells and whistles
CRM is a targeted strategy used by companies to foster and 
manage positive communication between businesses, their 
clients and potential customers. Technology is an impor-
tant piece of the CRM strategy because it not only facili-
tates communication, but it tracks interactions in a way that 
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is useful for management. It also bolsters the confidence of 
the prospective resident to see how the leasing and man-
agement team practices free and open communication. 
 One of the most traceable kinds of prospect inquiries 
to track are Internet leads. Between 60 and 70 percent of 
residential property management firms’ traffic is gener-
ated from the Internet. A staggering 43.3 percent of online 
leads are currently ignored, according to a national secret 
shopping survey of 300 communities not using an effec-
tive lead tracking system.
 Further, the apartment industry has trimmed its onsite 
workforce to all-time lows. Training has been cut drasti-
cally nationwide. Companies willing to invest a small sum 
in lead-tracking tools can help their leasing staffs become 
customer-centric closers from using a good CRM system.
 A quality CRM application allows managers to see 
where their prospect leads are coming from—whether it’s 
Craig’s List, Facebook, printed media, telephone calls uti-
lizing call measurement numbers, walk-ins, online adver-
tisements or other outlets—helping them to determine 
where to effectively spend their advertising dollars. It also 
tracks all correspondence, enabling managers to see how 
soon and how often personnel are responding to queries 
for performance measurement and training purposes.
 On an administrative level, CRM applications can 
indicate the highest traffic times for queries from poten-
tial residents, which can influence when to increase and 
pare back staffing, and adjust advertising and promotion 
expenditures. A quality CRM can be  integrated with 
a firm’s property management software to save time, 
improve accuracy and increase reporting integrity.
 Ultimately, the best CRM software will have one point 
of delivery for all lead sources; be specifically created for 
the management industry; have comprehensive perfor-
mance reporting; and offer branded follow-up tools. 

getting the team on Board
The best CRM tools will render themselves ineffective if 
your leasing team is not on board with tracking tools. In 
fact, you may find your leasing teams sabotage the efforts 

of these tracking and accountability tools. 
 Why? Primarily because they were hired with a contract 
or expectation that they must maintain a designated clos-
ing ratio to keep their jobs. Add a commission package 
that does not actually incentivize your team to perform 
and you have a formula for failure before you begin. 
 Additionally, leasing personnel are generally compen-
sated in a way that promotes dishonesty on traffic num-
bers and reports. They can toss guest cards, not enter 
them in the accounting program, not respond to Internet 
leads, or not answer the phone. Plus, they can easily adjust 
the numbers on their productivity reports. 
 Effective lead management tools remove most of those 
“fudge” options. Their advanced tracking technology 
allows managers to get a realistic picture of leasing activity 
—from its origin to closing. 
 Sell the tools to your team as a means to improve 
their jobs. For example, the automatic response function 
offered by some systems acknowledges the prospect until 
a leasing professional can provide a personal response. 
Some applications even have a vault of pre-written letters 
on a multitude of topics that leasing agents are frequently 
contacted about. With some minor editing to tailor the 
letter, leasing agents can respond to the inquiries quickly 
in a well-written and thought out fashion with powerful 
calls to action. 
 Help your team to rethink and relearn the dynamics 
and incredible advantages of Internet leasing, in addi-
tion to rejuvenating traditional leasing techniques. Also, 
hire leasing staff members who are open to leasing on 
the Internet, who are not intimidated by a computer, or 
who don’t feel like the arrival of an online lead is an inter-
ruption in their daily routine. You might even have to go 
outside the industry to find these individuals.

success is eXpensive, But Failure  
is more costly
Consider the following expenses on your profit and loss 
(P & L) statements: failure to serve the customer/resident 
who ultimately pays for everything; failure to serve the 
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employer who provides for the entire work source; failure 
to serve the employee who generates total income; and 
failure to serve the public that becomes the company’s 
financial future.
 Stare down this “failure expense” and determine how 
to implement new processes and systems that support 
and elevate your teams. Is outsourcing leasing support 
(locators, call centers or other contractors) your only 
option? Are all your advertising expenses necessary and 
earning occupancy? What are your teams really doing at 
each community? How do you know how each property is 
being managed and maintained? And finally, could a CRM 
application help?
 Monitoring advertising results requires a time invest-
ment and a monetary investment in order to secure mega 
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returns. Certain CRM applications can track and import 
leads from as many as 100 plus Internet listing services 
alone: Is your leasing staff capable of accurately correlat-
ing that level of response data? 
 Additionally, what if you knew exactly how your leas-
ing, management and maintenance team used their day? 
Companies across the United States require their employ-
ees to track their day by tasks. At the end of each week 
leaders know how much time was spent in profit generat-
ing versus non-profit generating time….or put another 
way….they know how much of the employee’s time 
was spent on prospecting, leasing, resident retention, 
unit maintenance, common area maintenance, etc. CRM 
applications can help with this.
 Also, if you are only using your property management 
accounting program to source data for decision making, 
your prospective leasing and traffic reports are in vain. 
The accounting software alone is too vulnerable to human 
interpretation and input error, based on the completeness 
and accuracy of the leasing team’s data entry. 
 Embracing accountability equals rewards both individ-
ually and corporately, and ultimately secures and expands 
the bottom line. To accomplish that, systems have to be 
in place to help you gather, manage and orchestrate this 
data into a decision-making platform that will allow your 
teams to adjust quickly to new leasing strategies and be 
able to track the effectiveness of those changes in real 
time. 
 Ignoring accountability factors while continuing “busi-
ness as usual” will set you up to be surpassed by your com-
petitors. The “sleeping giant” of discarded Internet leasing 
initiatives in the multifamily industry creates a marvelous 
advantage for a savvy, hi-tech-minded property manage-
ment company. n


