
  
 
Skills Workshop 
Improve Your Leasing, Marketing, Resident Retention & Customer Service Skills 
By Mindy Williams 
 
 
LEASING Goal: To "sell," not "tell." 
Painting pictures will help you make the sale. 
 
Many of us tell prospects the great features of our community instead of selling them. 
This is the same as selling benefits, not features. You need to give people reasons to 
live at your community -- and WHY and HOW it will make their lives better. For example, 
if they have jobs where they are on their feet all day, soaking in the jacuzzi will ease their 
leg pain. Doesn't that mean more to you than, "We have a hot tub?" 
 
1. Remember to let the prospect do most of the talking. Only after half of the call 
has elapsed should you make recommendations. 
 
 
2. Instead of following your phone script exactly, rewrite it with a checklist of single 
words. Near the end of the conversation, scan the checklist to make sure you covered all 
of the bases. Written scripts are read -- and sound plastic. Remember, you are having a 
conversation. 
 
 
LEASING Goal: To increase your occupancy -- FAST! 
 
In a crunch? Then the best way to increase your occupancy FAST is to look in your own 
backyard. Improving resident retention and increasing referrals are the most cost 
effective way to do it. These methods work because your existing residents know you, 
your product, and, hopefully, they trust you. Increase your renewals and referrals with 
these sales methods: 
 
1. Increase your visibility. Send out more flyers, more letters, and more emails to 
residents and prospects. Let them know about your specials and your referral bonuses. 
If you're in a state where you cannot give referral money to residents, give them a cool 
gift instead. Many states will let you give referral gifts if they cost $50 or less. 
 
 
2. Look for new ways to find new residents. How often does the main office of your 
company solicit employees for new residents? Challenge each employee in the head 
office to find a new resident. Keep main office employees appraised of specials, new 
services, etc. Remind them that residents pay their salaries! 
 
 
3. Add a new service. Poll residents and prospects to see what new service would 
make their lives better. If feasible, add it. 
 
 



4. Upgrade apartments. If an upgraded or enhanced apartment sells better or helps 
with retention, do it if you can. Some residents will pay for their own upgrades. 
 
 
5. Sell additional products and services. This will increase ancillary income and will 

make your community more valuable to residents. If they have access to 
everything they need on site, why would they move? Analyze your residents' 
buying potential and need for services -- this should result in further 
opportunities. 

 
 
MARKETING Goal: To learn the reasons behind why residents 
choose your community. 
 
Every resident has two reasons for living at your community. Obviously, the first is 
because they need a place to live! The second is more abstract and could be one of the 
following: 
 
* Financial -- you are the best price, the most they can afford, etc.  
* Location -- you have the best location they can afford.  
* Personal enjoyment/services -- to make their lives better and more convenient.  
* Prestige -- to be living in a high status community.  
* Security -- they feel safer in an apartment community.  
 
 
 
1. The next time a prospect walks into your office, try to determine which of the five 
reasons listed above apply. Tailor your sales presentation to meet these needs. 
 
 
2. Make a list of why your community fits into the categories above. Armed with this 

information, you can easily rattle off reasons that match your prospect's interest. 
 
 
RESIDENT RETENTION Goal: To recover lost customers. 
 
Residents who leave you are not necessarily lost forever. They may be disappointed in 
their new homes or find that the grass was not greener on the other side of the street.  
 
1. Keep a list of residents who have moved within a five-mile radius. 
 
 
2. Since studies show residents decide if they will stay in their new homes within 
the first month, send them a "We would like you to come back" letter within 30 days. 
Make sure that your letter is written personally and explain how much you miss the 
resident, value their business and would like to have them back. 
 
 
3. Include an incentive to move back -- pay for the move, waive the security 
deposit, pay to hook up the utilities, etc. 



 
 
4. Follow up for at least six months with a combination of phone calls, emails and 
letters. 
 
 
CUSTOMER SERVICE Goal: To meet residents' expectations 
after a mistake has occurred. 
 
Meet residents' expectations after a problem has occurred and you have a better chance 
of keeping those residents longer. Blow it, and you'll lose them! You'll enhance your 
credibility if you follow these steps in dealing with resident requests:  
 
1. Make notes as you speak with the resident. This will ensure that you get the facts 
correct as well as a clear idea of the request and expectations. 
 
 
2. If the resident asks for something that cannot be done, tell them politely and 
immediately to explain the reason. Focus on what you can do, not what can't be done. 
 
 
3. It's okay to defer to your boss. In fact, most irate customers expect it. 
 
 
4. After you determine what steps will be taken, make sure that you and your 
customer both understand what will be done and by whom.  
5. When you have finished work on the resident's request, and before reporting 
back to him/her, review your notes one last time to make sure that you have covered 
everything. 
 
 
6. Keep track of residents' requests and review them monthly. If you see a pattern, 
fix the problem community-wide to avoid future service calls. 
 
 
You'll know you've been successful when you:  
 
* Receive fewer complaints from residents.  
* Residents report a high level of satisfaction on surveys.  
• Residents are less MEAN to you and you enjoy coming to work! 
•  
 
About The Author 
Mindy Williams is President of RentandRetain.com, our industry’s premiere 
resource to help you RENT apartments and RETAIN residents.  Visit 
RentandRetain.com or call 619-437-6633 for more information.  Hear Mindy LIVE 
at  our Apartment All Stars seminar on ……. 


