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ºGREETINGS!
In your office, you may have numerous things going on at once.

You can have a resident on hold with a complaint, a prospective
resident waiting for information on an apartment, and the UPS
delivery person waiting on your signature for a package.  This is
when your multitasking skills come into play. Even if a nod of your
head is all you can manage at the moment, acknowledge your
residents, potential residents, and guests as soon as possible.  
Remember that everyone who walks through your door is a potential
client, whether the person is looking for an apartment today or
just making a delivery.  Stand up and greet them, establish eye
contact, make them feel welcome.

ºOPEN UP!
If you are having a bad day, or arguing with your spouse or

significant other, this comes out in your body language or tone of
voice.  Everyone has something going on in his or her life, but you
must leave it at home when you’re doing your job.  Prospective
residents don’t want to hear your problems; they have enough of
their own.  Keep your personal issues to yourself, but showcase
your personality.  Have fun with the prospective resident.  Send a
positive message.  If you don’t want to be there, then why would
they want to live there?

ºLOVE IT!
Show excitement and passion for your work.  If your first

thought when you wake up in the morning is that you hate your 
job and your apartment community, then you won’t be able to sell
units to prospective clients.  If this is the case, you should either
leave or get to the root of your dissatisfaction.  What’s going
on internally that is causing your objection?  Is it a specific person?
Is it something as simple as the copier that’s always broken?  Can
you fix the problem, whatever it is?  Communicate your issues to
your supervisor.  You may have the insight to a serious problem.
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ºDIG!
Find out about your residents’ interests in casual conversation.

Don’t pry, but make them feel important, like you’re on a first date.
What is their favorite sports team?  What is their favorite flower?
Do they like movies?  This way, when they come into your office,
you can address the resident by name.  You can mention their team’s 
game or ask if they’ve seen any good movies lately.  They will know
that you really listen to them and you really care about their issues.

ºFINISH IT!
There’s a reason everyone is taught in Kindergarten to use the

words “please,” and “thank you.”  People respond favorably to these
words, and they show appreciation.  Thank the resident for paying
their rent or for alerting you that they need a work order.  Thank
prospective residents for their interest in your community.  Even if
your apartments are not for them, they’ll be more likely to refer
their friends to you when you’re respectful.  “Please,” and “Thank
you,” are the finishing touches to any conversation.

ºINDIVIDUALIZE!
Answer the person, not just the question.  Don’t give everyone

the same canned responses.  If you are not listening to your 
residents,
you won’t understand what they are really asking.  For example, 
suppose
there is a problem with the water and it needs to be turned off for a
few hours, and that some residents are complaining about their lack
of water. Rather than tell them all the same line about the need
to turn off the water, listen to each resident’s issues and respond
to their problems in relation to the community policies and procedures.
Don’t get caught up in property policies that were probably written
25 years ago and may not even apply to the situation.
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ºSMILE!
Conversation can only go so far.  Your nonverbal messages say

even more.  Add a smile for a personal touch; use a friendly,
warm tone of voice; and treat every resident as an individual.  When
people come to you with an issue or concern, give them your full
attention.  Make eye contact and don’t fiddle with your pen.  Don’t
cross your arms over your chest and close yourself off; instead, keep
your body language open so your residents feel comfortable.

ºHIGH and LOW!
Connect with kids and respect the adults that enter your office,

so everyone feels at ease.  If you set a plate of cookies on your
desk for prospective residents and a family with three kids comes into
your office, don’t expect the cookies to last.  The kids are probably 
going to eat every last one because that’s what kids do.  Therefore,
you must understand.  Don’t get mad or uptight when the kids run
around and make noise.  Instead, connect with them on their level.
Allow children to be themselves when they accompany their parents,
then the parents will feel comfortable, too.

How Is Your Goldfish Today?
Remember, everyone is a guest, client, or customer of someone,

so treat your residents as you would like to be treated.  Pay 
attention to the small details because in this competitive market,
you can’t afford anything less.  Keep an eye on your 
G.O.L.D.F.I.S.H. as you interact with your residents and prospects.
When you do, you’ll rent more apartments and feel better about
yourself at the end of the day.
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