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Message to Apartment Leasing Professionals

The Certified Apartment Leasing Professional (CALP) program is designed
to teach leasing skills to multifamily residential management professionals.

It has been recently enhanced to reflect the changing dynamic of techniques,
technology and sales demanded by the responsibilities of this position.

Your managers, supervisors and executives understand your importance to
the industry. They recognize you as the key to leasing, renewing and serving
future and current residents of your communities.

The Sales Process and Building Relationships is one cour the C series.

The complete set of CALP courses is:
1. Bringing in New Residents: Be Prepared
2. Marketing and Maintaining your Community
3. Why Your Competition Matters

4. Relevant Laws and How to Apply
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Course Schedule

This course includes four modules and will run for approximately three hours.
Each module will include a mix of activities, discussions, watching videos
and slides. Your instructor will lead the discussions and walk you through

the course.

The time structure of the course will be:

Component

Module 1 - The Foundations of the Relationship
Sales Process

Module 2 - Applying the Relatj

Sales Process hour

Break 10 minutes
Module 3-T

to Resident 50 minutes
Mod You Doing? 20 minutes
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Introductions

Welcome to the Sales Process and Building Relationships course, part of the
National Apartment Association Education Institute’s Certified Apartment Leasing
Professional program!

Your instructor will ask you to participate in the following activity:

Introduce yourself to the group and answer the following questi

* When you are speaking with someone on the phone,
they are listening to you? How can you tell when yo

for the new resident?

If the class is large, then participants

Learning Goals

* Get to know a prosp

* Match your i the prospect’s needs.

* Properly co ki e-in experience.

. erformance.
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Module 1 - The Foundations of the Relationship
Sales Process

Introduction

As a Leasing Professional, a significant part of your job involves “selling”—that is,
turning a prospective resident into a resident. An effective sales approach is usually
relationship-based—you form a relationship with a prospective resident and help the
prospect see how your apartment homes are the right ones for or her needs.

* Understanding each prospect’s
¢ Using a personalized approach t on emotional appeal.
e Closing.

We live in a digif@ rly anything can be found with a click of a mouse
or a search on a

ompetitors and with your own community’s online presence

pfore they ever contact you. This means that as a Leasing

into your office?
connecti

n’t just simply repeat what they already know when you are
our customer.

Do frequent research on what people are saying about your apartment community,
what your competitors are doing and not doing and what the trends of the real
estate market are. What is happening in your neighborhood with transportation,
improvements, retail and jobs? Are these factors causing shifts in the real estate
market? How are these trends influencing the purchasing power of the prospective
residents? What can you understand about the characteristics of the emerging
generation of prospective residents and how to best work with them?
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When you know your market and you know what your prospective resident can
find out about you, then you can customize your questions instead of just repeating
information they already know!

“Marketing and Maintaining Your Community” and “Why Your Competition Matters”
in this CALP series get into more detail about how to survey and “shop” your
competitors and how to monitor and manage your community’s online reputation.

Knowing Your Message

Before they even first contact you, today’s prospective resj

along with using “traditional” methods such as
or by phone.

customer has al

with. Y,
unn

features, a Ities, services, neighborhood and any specific advantages over the
competition. The importance of having complete, comprehensive knowledge cannot
be overstated.

The more you know, the better equipped you are to be successful. How much do
you know about cable and Internet options, average utility bills, water billing, unique
features of certain apartments? Do you have enough facts and suggestions about
your apartment community to outshine your competitors?
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Being well versed in your product is crucial, but be sure to deliver all information
in a way that matters to the particular prospective resident. Think about how the
prospective resident will benefit from the features and information you are explaining.

The Art of Asking Questions

Understanding a prospective resident’s needs and interests is perhaps the most
important part of the sales process. It holds the key to unlock a prospective resident’s
interests and concerns and it allows you to effectively sell to th ecific person’s
needs. Asking the right questions helps you gather better inf ation, build stronger

use careful and considerate phrasing—your customer doe o feel like they
are being interrogated!

\ve resident terests and

at,” “Why,” “h ’” ute” meu’

Ask open-ended questions that elicit the prosp
feelings. Open-ended questions usually begin wit
or “describe”.

Sample questions include:

* What are you looking for in yo
* What features are important to
» Are there any concerns that you
* Why are you looking
* How do you picture yo yolUr new apartment home?

rtment community?

ving Questions

Gina greets Karen with a handshake, has her property information with
her and begins to ask qualifying questions. What questions does Gina ask
and what answers does she get?
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While asking qualifying questions, how is Gina able to connect with Karen?

Discuss whether Gina should have asked Karen to sit down for so many questions.

The Art of Listening

’s critical to be a good
distracted by all of the tasks you’re
you’re working with—but you need

0d listen carefully to each prospective

In order to build a good rapport with
listener. As a Leasing Professional,,i
working on and all of the prospe
to discipline yourself to block out
resident.

Good listening is a key at give€ you clues about what a prospective
resident desires, what is bel i plied and what it would take to move
things forward. as a Leasing Professional, you must commit
to deep listening the prospective resident’s point of view.

ou can focus on a prospect’s needs, make sure that you
distractions in your environment, particularly when you’re
speaki i pect on the phone.

Things yo do to limit distractions include:

* Turn your chair to face the wall rather than facing coworkers.

 |If you’re in an enclosed office, consider closing the door.

¢ Open up your website while you talk so you can help a prospective customer
better visualize your community.

¢ Avoid trying to perform other tasks while you’re on a call with a prospective
resident—"“multitasking” in this way has been shown to reduce performance
by distracting you!
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A Personalized Approach to Selling

When you discuss and show your apartment homes and community, use the selling
technique of creating “emotional appeal.” This is a technique, in which you look to
find a way to create personal meaning and value to a prospective resident. Successful
“emotional appeal” approaches typically involve connecting features and qualities of
your community with a prospective resident’s needs and interests—which means you
have to listen carefully in order to understand the person’s needs and interests!

tive resident.
ctive rgsident has

Emotional appeal answers the question “so what?” for the pro
It goes beyond a feature’s benefit to how it matters. If a pro
told you they raise violets—then the eastern window exp
morning sun and the emotional connection of a happy ne

ACTIVITY:
Gina and Marcus on the Tour

How does Gina uncover ong

Gina replies to calling him “honey.” Discuss.

nd to Marcus’ comment that he has lots of friends and likes

to entertain? Wh oes Gina offer?

When Marcus asks about a feature the property does not have, how does Gina respond?
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Closing

“Closing” generally refers to the final step in the sales process, in which you ask a
prospective resident to lease an apartment. Closing successfully becomes easier if
you have thoroughly understood the prospective resident, developed a great rapport—
(remember—teach, tailor and take control!) and given a great presentation. Also,
good closing is about discovering the objections or obstacles that the prospective
resident may have. Identify and bring the objection to the table and provide a
solution that will result in the prospective resident signing the |

commitment from the prospect to move to the next step. le, if yQu have
a phone conversation with a prospective resident, get a firm m the
person by making an appointment to come to your property to rtment
rather than just leaving things open. Being able

process is critical to your success. If the customer aké a commitment

and you don’t close, then at least let the g 3 i what the next
step is and ask permission to follow up

SUMMARY
As a Leasing Professio g Nifi your job involves “selling,” which is
much more than simply h ctive resident likes an apartment and signs

a lease! A successful sales p
resident and m is or he
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EMPATHIC LISTENING: STEPS TO TRUE UNDERSTANDING

Your instructor will show a video from FranklinCovey about how to listen
well. There will be a brief introduction, followed by a video entitled
“Empathic Listening: Steps to True Understanding.” After you see the video,
your instructor will ask you to answer questions about it.

Empathic Listening: Question 1 of 2

What steps did the woman take to gain true un tanding?

tening empathically to others in the workplace?
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The heart of the sales process is discovering the real needs and issues of your
prospective residents. As a Leasing Professional, you can be more effective by
understanding your prospective residents through empathic listening. This is the key
to make your leasing presentation stand out from your competitors. Something to
think about is how you can commit to improve your empathic listening.

The video included the following points about empathic listening:

« |t is listening with the intent to understand by reflecting on w he speaker

is feeling and saying in his/her own words.

* It is not about agreeing or disagreeing, but simply abou ing another’s

point of view and feelings.

* It is the key to effective communication, solid tionships and solving.

SUMMARY

As a Leasing Professional, a sign your job involves selling. In this
module, we’ve discussed keys to f sales process, with an emphasis on
developing a good rappogt with ea resident, by listening empathically
to their needs and con
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Module 2 - Applying the Relationship Sales Process

ACTIVITY: MOVING TO WOLF RIVER

In the video clip, you’ll see a Leasing Professional from Wolf River
Apartments, a large suburban apartment community, interacting with a
prospective resident via email. As you watch the clip, think about what
the Leasing Professional is doing well, or not so well.

Rate the Leasing Professional

In the clip you just watched, how did the Leasin
What did she do well and what could she have do

SUMMARY

You’ve seen a realistic example of a part of a relationship sales process, including
what can go wrong! In the next section, you’ll see some key things to remember
as you work through the sales process. As you read them, think about Claudia
and her experience.
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Certified Apartment Leasing Professional Participant Guide -



APPLYING THE RELATIONSHIP SALES PROCESS

Introduction

”Sales” is far from a one-time event; as we have already seen, it’s a process!

As a Leasing Professional, your sales process really starts with your community
and its marketing approach and reputation. Prospective residents often study your
community online before ever getting in touch with you, so there’s a part of the
“sales” process that happens before you are ever involved.

e are three key
steps to the sales process—though yo steps as you continue

* The Needs Assessment.
* The Presentation.
* The Close.

In the following ach of these in more detail.

e most important step of the sales process because it allows
u and your community can meet the prospect’s needs. In

specialized knowledge of your community and now you must teach the prospective

resident what you know and tailor your message to what he or she needs.

Asking good questions will not only help you determine how you can best meet the

prospect’s needs, but also builds a rapport with the prospect and helps the prospect
build trust and confidence in you. In relationship selling, these are critical qualities!
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ACTIVITY:
Asking Questions to Sell the Property

How does Gina quickly connect with Marcus when he visits the office?

Gina recaps all the items Marcus mentions that he and his eir

new home. How is this beneficial?

Marcus thinks he wants a fireplac pre concern about the cold weather.
How does Gina respond? Discuss a tial in this answer.

ed-Ended Questions

umMSe, we discussed open-ended questions that allow the

to talk about his or her needs, interests and feelings. Open-
ended qugstj Il you a lot about your prospective resident’s desires. Questions
like “what ortant to you in your new home?” or “what would you like in this
apartment that you don’t have now?” give you great insight into where you can fill
needs. By asking open-ended questions and listening carefully to the answers, you
can establish a relationship with the client and best meet his or her needs.

You’ll also want to ask certain closed-ended questions. These are specific questions,
designed to elicit specific answers that provide you with factual information—like
occupants, vehicles, pets, rental rate, move-in date. The most common closed-ended
qguestions you’ll ask are “What size apartment are you looking for?” and “When you
do want to move?”

L
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By asking lots of open-ended questions and key closed-ended questions, you can
gain an understanding of a prospective resident’s needs and determine how to match
your community to his or her needs.

The Presentation

Whether you’re on the telephone, interacting over email, or meeting in-person,
certain elements of your interactions with a prospective resident will be—and should
be—a presentation. Step 2 of the sales process is the presentatiog, which includes
the features and benefits of your community and when in-per, , giving a tour

of the community and showing a model or vacant apartme

A “feature” is an item or an amenity. It is generally a thing s , a floor
level, a fitness center. A “benefit” is what the feature does for i he fan
moves the air and saves energy; a floor level im#aves a view; a fi enter adds
convenience.

The key to a good presentation, in any fg ching the prospect’s
needs to the benefits and features of ity. mple, if you know that
a prospect works near your communit g@r0 highlight that point. If a prospect
loves to work out and you have it ¥ center, talk it up!

The Close
There’s a famous term in led ¥®BC—Always Be Closing. “Closing”
generally refers to the final es process, in which you ask a prospective

resident to leas
steps of the pro

t yod want to be thinking about the close at all

Also, as i le 1 of this course, be sure to “close” at each step of the

“get a firm commitment from the prospect to move to the

if you have a phone or email conversation with a prospective
omimitment from the person to come to your property to see
than just leaving things open.

SUMMARY

“Relationship Sales” is far from a one-time event; it’s a process! If you’re buying a
box of Kleenex at a drugstore in a town you will never visit again, you have a brief
one-time encounter for this transaction. This is far different from what the Leasing
Professional establishes with his or her customers.

When working with a prospective resident, whether over email, telephone, or in
person, think carefully about the sales process that you’re following—and always
be closing!
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WORKING WITH A PROSPECTIVE RESIDENT: BEST PRACTICES

Introduction

As you work with prospective residents, there’s a sales process to follow, as you've
seen. There are also certain best practices you should follow and we’ll cover those
on the following pages.

Answer Your Phone

When you receive an incoming phone call, answer the call if

mplate to use for initial responses. This template
helps ly and consistently with a well-planned reply. If your
, use it! If it doesn’t, think about creating one.

mplate, however, it’s critical that your response does not come
off as generic a personal. Be sure to address any questions the prospective
resident their initial contact. For example, if a prospect asked about the
pet policy and the community template doesn’t offer this information, be sure to
add it in—and do so near the beginning of the response, so it’s immediately clear

to the reader—your prospective resident—that you have personalized your message.

Even when using the template as a base for your message, include photos and floor
plans and ask questions of the prospective resident—treat this email as a key part
of the sales process, which it is!
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Ask Questions in the Email about the Prospective Resident’s Needs

As a salesperson, part of your job is to elicit from the prospective resident what his
or her specific needs are. Ask both specific questions—e.g., “What size apartment
are you looking for?”—and open-ended ones (“What are you looking for in an
apartment?”). If the prospective resident has included a phone number in the email—
by all means call and begin the prospective resident relationship telephonically.

The more you know about the prospective resident’s needs, the better you can match
those needs to your property and to the way you describe you operty to the
prospective resident.

Follow Fair Housing Laws

prevent housing discrimination and failure to fol nd your
property at legal risk—and is unfair to prospegti

“Closing” refers to complgting a sal efers to completing any step of the

oser, at every stage of the process.

she just let the cd
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Take Good Notes

You’ll be working with a lot of prospective residents and no one expects you to keep
everything straight in your head—that’s not even a good practice! Instead, fill out

a guest card for each prospect, either online or on paper and maintain good, clear,
comprehensive notes about each prospect’s needs.

It’s critical that you take good notes throughout the sales process, not just after the
initial contact. Good notes have a number of benefits:

1. They enable you to have personalized interactions with t
the sales process.

rospect throughout

relative to fair housing discrimination'(E8 Ive resident’s wants and
needs and specific details about VIsit. The more detailed your notes,
the more meaningful and specifi p communication can be. Good
notes also allow the leasing team i ation so that everyone can care

for this customer.

Be Professional and Plea

It’s critical for yo A essional and pleasant to prospective residents (and
to coworkers and [ [ WCourse 1in this series covers professionalism and
team work in more Jood, specific rules to follow include:

2 professionally—e.g., “Hello, Greenview Apartment Homes, this
| help you.”

* Be positive about the rates and the unigue community features that are included
in the price. Build the value of your apartment home and your community.

* When discussing a competitor, always do so in a professional way, without
“slamming” them. Even if a prospective resident had a poor experience at another
community and wants to “vent,” keep the conversation’s tone professional and
don’t pile on!
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* Always remain pleasant even if you cannot schedule an appointment.

* Leave prospective residents with a positive feeling. You never know when they may
call again or refer a friend. Your kindness will go a long way!

* When communicating in writing—via email or text message—be sure to check your
grammar and spelling. If your writing is sloppy, the prospect will emotionally feel
as if your community is poorly run, too! Texting presents many opportunities to
abbreviate. Be careful to stay professional—avoid “lol” or “idk”

writing emails or texts—you want to be friendly but alsd nal at all times.
Avoid text-message “slang” and emoticons.

* When giving a tour, make sure to keep the pro ctive resident S in mind
and connect what you show to the person’s nee on’t give a “g®neric” tour!

SUMMARY

There’s a lot to keep in mind wh
you think about it and practice, th
you’ve learned key principles to fol

prospective residents, but the more
mes second nature. In this section,
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WORKING WITH A PROSPECTIVE RESIDENT: VIRTUAL LEASING

Both technology itself and heightened consumer demand now allow prospective
residents to check out potential apartment homes without ever being in the presence
of a leasing professional. This includes virtual tours, video chats and even “self-guided”
chats and tours. Prospects can make an appointment and see a real, physical
apartment - their future home - without a real, physical leasing professional. What
tools do you have at your disposal and how will you continue to offer a first-class,
personalized presentation for prospective residents?

Just listen to the feedback from surveys conducted in Spg
at Grace Hill, RentCafe, Abodo and Edge2Learn:

1. Edge2lLearn reports that prospective residents were offere of 1.2
types of virtual tours. Of the tours offered, t ed order
were Screenshare, Personalized Face Time To ecorded tour

and email. Generic videos and walking

s said their virtual leasing experience did not give them sufficient
ake a decision; only 14% said they were “very satisfied” with their
Grace HilD)

information

Clearly, virtual leasing has a place in your sales toolkit, and the sales techniques and
relationship-building skills already discussed in this course are clearly important as
we see in the above surveys. As the Edge2learn results show, there are a variety of
types of “virtual leasing.” Which of these technologies and skills will you use? Let’s
look at some options.
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Virtual Tours

Virtual tours often create three-dimensional computer renderings of model
apartment. Prospective residents can turn around and get a full panoramic view,
even look out of windows. This can look almost like computer game images. There
are third-party that can help design these tours. They are made even easier to build
with the management team taking pictures on their phones. They are generally self-
guided and can reside on your website or other social media sites.

Personalized Live Virtual Tours

Here you can show an apartment home and talk with cus
video chat on a tablet, smartphone or even a laptop with a\@lilt-i .#Apps like
Skype, Google Hangout, Apple FaceTime and WebEXx or Got i sy to use.
These tours are scheduled just like you would an j that they

are live means you have to practice.

remember this is about relationship-building. Ask
the customer more than you would face-to-face. Find ways

e Be ready to show a model, if available and an actual apartment home,
if available. This was important in surveys.
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Personalized Recorded Video Tours

These tours are just like the live tours, but they are recorded for one individualized
presentation for one person and then sent electronically. Personalized recorded
tours work well if the prospective resident cannot meet in real time or if he or she just
wants to see a specific part of the apartment. These can be easily recorded using a
smartphone or tablet. Take the time to personalize the tour, speak to the camera and
use his or her name. Be specific about relating to what your prospective resident said
he or she wanted or needed; this should not be generic.

Recorded Video Tours

While prospective residents indicated they least favored a sider

library and include quick looks at:

¢ Apartment Homes

« Community Exterior and Ground

Website Demonstration

Two options exist for using your w i ith no connection other than a
phone call, you can verb, r website by talking the prospective
lans while both of you are on the
could use screen sharing and walk

re offering the ability to press a button on a webpage and
leasing professional. It’s a virtual phone ringing - but with
edless to say, this feature requires you to be ready. Live chat
gives you the ability to teach, tailor and take control. You'll
video conferencing. Some popular choices include WebEx, Google
Hangout, GoToMeeting, Skype and Zoom. With website video chat, you can answer
guestions and concerns in the moment and provide the prospective resident with a
point of reference they can return to later. This option is even more powerful if you
can demonstrate the ease of applying online.
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Virtual Staging

In all the above options, showing a vacant apartment, whether recorded or in real
time, is not that appealing to many. Some owner managers have abandoned models
due to demand and have been looking for a way to add the warmth of a home to an
empty apartment. Virtual staging allows you to add virtual furniture, accessories,
even wall colors to your digital photos or 360-degree virtual tour. From DIY to full-
service, your vacant apartment can come to life. Add the recorded staged tour to
your website or send a link directly to your prospective resident.

Self-Guided Tours

Self-guided touring is a model from the realtor’s world. C elves
into a home for a period of time, listen to a recorded or live t ve the
home. Industry partners are now able to assist i models
and vacants - remotely and securely. Typically, signs up online

to tour an apartment. They can choose a se

and submit an image of a photo ID and ¢ verification. At the
appointment time, electronic locks let . The geo-location
on the prospective resident’s phone t pcation as they move about the
apartment and tour the property, itTe eir location can trigger a recorded

presentation down to the room t
presentation through the tour as

ng. Technology can now allow a live
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ACTIVITY:

Let’s look at four videos:
* a generic recorded video tour
* a recorded tour with subtitles and no voice over

* a recorded tour of a model
¢ a personalized video tour

* Voice Quality
* Voice Tone

» Speed of Videotaping
* Video Resolution
* Audio Quality

* Energy of Agent

Recorded Video Tour

Re
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Recorded Tour of a Model

Personalized Video Tour

SUMMARY

Remember that virtual leasing is the same sales expertise you
ective resident wants and needs, building a
ptional appeal, building value, closing by asking for
p. Especially important in the virtual world is ensuring the

aows what happens next. Have a plan for next steps for both
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MANAGING OBJECTIONS

Introduction

Almost everyone can find something to object to in an apartment community or
apartment home. Perhaps the location is just not right, the lighting is wrong, the price
is too high...there’s always a potential objection or concern. A successful Leasing
Professional recognizes these objections as opportunities to close more effectively.
Next, we’ll cover the most common objections and how to manage them.

Objections

There are five general categories of objections: Private, Pri
Procrastination. On the following pages, we’ll cover each of th
respond to them.

The Private Objection

A private or hidden objection is sometj

If you sense that a prospect is hesi
is to summarize the benefiks and fe
overlooked anything or i the

ouf community again to see if you have
bjection.

Other strategiesj ective resident one of the following

questions:

“May | ask why a

* “Tell me about that.”
* “Have you seen anything you like better?”

Summarize the features and benefits that the prospective resident already recognizes
as reasons to choose this apartment home and community and ask, “What additional
information or clarifications may | provide?”
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The Price Objection

It’s natural for some of us to want more than we can afford. A price objection may
also be a private or hidden objection because the prospective resident does not want
to admit this. You may be able to resolve this objection by re-emphasizing the value
of living in your apartment community. You can enhance an apartment home’s value
by reviewing the features and benefits that make it worth the price for this particular
prospect. When quoting rents, be sure you are informed of any pricing adjustments
based on variety in terms of leases—a longer lease may be cheapegr per month.

Sometimes the price really is out of the prospective resident’ ch. Remember that

the cost of the apartment home is just a component of ot

resident has in a typical month. Consider if the prospective to save
money in other ways, such as a shorter drive to work, or becau would no
longer need to join a private club for pool or fithe

When a prospective resident states that the ight respectfully
ask, “How close are we?” in order to estalg amount that must
be discussed. Or discuss what the pro dgeted for housing

so you can fully understand their desi? ties and e€xpenses. Often the price
objection is simply another way ¢ resident is asking you to build value

in the purchase.

Automated Revenue

enue pricing model, you may have little
hat you can explain to the prospect how
}on short and on point. The prospect may have

If your community uses an
control over pricig It will be

fvhen the price is known. However, if the price objection
crhaps still private—your explanation of automated
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ACTIVITY
Price Objection with Amanda

What is Gina’s immediate response to Amanda’s expressed concern
about the price?

Discuss the two cost-cutting suggestions Gina gives Amanda. thes od
suggestions? Why or why not?

How does Gina respond when AmaRla shZeds to talk to her roommate
before making a decisi

e@Plip, what does Gina do that shows she understands
r role as a leasing professional?
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The Place Objection

Factors such as work location, shopping, school and recreation make some locations
preferable to others for different prospective residents. A “location” is always relative
for the prospective resident and their lifestyle. You can’t move your apartment
community, but you can prepare for this objection in advance!

Make sure your presentation lists the benefits of the existing location. Personalize
the benefits for each prospective resident. Few locations will satisfy all the needs of
all prospective residents. Ensure that you have correctly unders the objection—
is it the apartment community itself or just the location of th unit in

the community?

mention that the apartment community is too cl
door. You can turn this into a positive by statj idents enjoy

the conveniences associated with being i ter and the short
drive to pick up last-minute grocery ite i

act kitchen means less cleaning time. You might also suggest
ways to store i uently used kitchen utensils or the addition of shelving in a pantry
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ACTIVITY
Gina Addresses Jeff’s Objections

What does Gina say to find out if Jeff likes the apartment? What is Gina
trying to discover?

Jeff’s objection is which of the five kinds?

How does Gina address Jeff’s obj 2

inati jection

esult of the apartment home and community and more a
resident’s state of mind. The objection is that “I’'m not ready
t this time.” Or, sometimes, there’s a hidden objection that you
have to uncover; t someone else is involved in the decision, too.

Acknowledge the procrastination and ask if there is any additional information you
can provide or questions you can answer. Bear in mind, the prospective resident may
need to speak with another decision maker and that is the real reason for the delay.

If your inventory of apartment homes is low, one way to handle the procrastination
objection is to create a sense of urgency. Remind the prospective resident of limited
availability of this type of apartment home and how the prospective residents may
lose out on a home that meets their needs and wants. Be hone—don’t misrepresent
lack of availability if it’s not true! Try to discover when the prospective resident would

be ready to make a decision and schedule a follow-up appointment.
|
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How to Manage Objections

The keys to managing objections are to anticipate the ones you hear frequently
and to have alternatives available.

There’s a three-step process that can help you manage objections:

e Admit It.
* Explain It.
* Resolve It.

The most important skill in managing objections is asking
begin to manage an issue if you are not aware of what it t

Admit It

Even if the prospective resident has misinjZie i he Leasing
Professional has misspoken, the prospe is valid, at least

to him or her. As a Leasing Professio it Wat the objection is true

and agree with the prospective r

and community.

Try to anticipate

appeal sequencst : nd never argue with the prospective resident.
If you have a kno Ple, consider setting up a model depicting the issue
in adi example, a small bedroom could be shown as an office or a

et could be outfitted with extra shelving.

is small. When wglilesigned the step-saver kitchen, we used the extra square footage
in the ba et’s talk about some ways we might be able to manage storage
here to give you the room that you need.”
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Explain It

Prospective residents will disagree with each other about features. One might like
the location of the main bedroom and bath being connected, another might not.
The successful Leasing Professional puts each objection in a positive perspective.

For example, if the feature is a main bedroom and bath being connected, then the
benefit is convenience at night. Or, reverse the process for the prospective resident
that sees it as just the opposite. When the feature is the bathroom across the hall
from the main bedroom, the benefit is that guests do not have ass through the
bedroom to reach the bathroom facilities. Sell what you hav, i

Finding the positives or the advantages requires advance ing

by the Leasing Professional. It’s best to prepare for possible i ting the
advantages of each proposed negative. A skilled L easing Profes entuates
the positive and minimizes the negative.

Resolve It

There are two approaches to res
you resolve the objection by turn
trash center is located close to the
appearance, point out thaki

ion. One is the boomerang, in which
into a positive. For example, if the

e and detracts from the overall
bad weather since fewer steps are
trash.

tion is to use sincere empathy to identify

tion or feelings. Empathizing with the prospective
resident on how
resident’s needs a

» State that others who have leased at your community originally felt the same way.

* Describe (in the style of a testimonial from a satisfied customer) how these satisfied
residents eventually found that their concerns were resolved and they moved in.
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For example: “| can see why you are concerned about the storage space and feel that
it would be difficult to store your belongings. Others have felt the same way. That is
why we make our service team members available to install additional shelves when
needed. Residents have found that these ‘extra’ shelves solved their storage issues.”

By resolving the objection with a straightforward approach, you are building trust
and providing solutions for the prospect. A word of caution to not overly minimize
the prospective resident’s concern by talking about what others have done. The
concern is valid for them—you are simply offering alternative p ectives to

help address the concern.

SUMMARY
Everyone has objections—even the perfect apart home for a pr@spect
may not seem perfect at first! In this secti eC at you

can manage objections.

X
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ACTIVITY

Your instructor will show five video scenarios. Work with your assigned
group to answer the questions. You may wish to take notes using the
lines below.

Question 1 of 5: It’s All About the Viewe

In the clip you just watched, what should Alexis sa t

Select from the following choices:

L

Choice 1: We have a great g tudents and retirees.

L

Choice 2: It’s a nice ¢ eighbors, I’'m sure you'll be

comfortable here.

ite with all of the demographic
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Question 2 of 5: Building Rapport
In the clip you just watched, what could Samantha have done better?

Select all that apply from the following choices:

Choice 1: She could have asked the caller for his name earlier
in the conversation.

Choice 2: She could have asked open-ended questi@ips to understand

the caller’s needs and preferences.

Choice 3: She could have provided more inf out the benefits
of the apartment after mentioning that she ha i rtments
available.

Choice 4: She could have persuade
all of the unique selling point
neighboring competitors.

prospective r&Sident by listing
mpared to its

Choice 5: She could Qave % d on all the apartment features
and community am s bée ¥asking about a price range.

CALP®
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Question 3 of 5: Three-Bedroom Available?
In the clip you just watched, how should Mark respond?

Select from the following choices:

[ Choice 1: We are proud to say that our 28-story building has 425
apartments, of which 150 apartments are three-bedrooms! The price
range for this apartment starts at $3,000. We will show the model

homes tomorrow from 9am to 6pm. | am EXCITED 48 see you soon!

ective Closing

s and the large number of other interested prospective residents.

[ Choice 2: Restate the benefits of the apartment community and
apartment homes, linking them to Linda and Brian’s needs and wants.

[ Choice 3: Tell Linda and Brian that they need to commit to the apartment,
and make a deposit, now, otherwise the apartment may not be available.
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Question 5 of 5: Objections
In the clip you just watched, how should Vanessa apply conflict
resolution to overcome Linda and Brian’s concern?

Admit

Explain

S

You’ve now seen the key behaviors of a successful Leasing Professional during the
sales process. Think about how you’ve been working through your sales process with
prospective residents and reflect on ways to improve your performance by applying
relationship-building skills.

Resolve

SUMMARY
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Module 3 - The Transition from Prospect to Resident

Transitioning from a Prospect to a Resident

Once a prospect makes a verbal commitment to lease, the next phase is to assist
in a smooth transition into becoming a resident. The key transition phases are:

1. The Application Process.
2. The Lease Process.

3. The Move-in Process.

The Application Process

the
application.
eral laws. There is

There are several steps involved in the applicatio cess: comple
application, verifying the application and, og
Each of these steps are heavily influenceg

additional information in the NALP Cqg

Completing the Application

e, attention to detail and accuracy.
a prospective resident to complete

Completing the rental application
Here’s what you need to
an application:

« Patience: Prosge perience stress and discomfort while
improve the situation—making it more

c A i il@how extra care to all details filled out by the applicant for
i application is filled out manually) to its legibility. You can

« Accuracy: Checking for accurate information on the application is a necessary step
to qualify the prospective resident and be sure that the person appears to have the
financial resources to rent the apartment. Accuracy issues may delay the person’s
approval or move-in and in some cases, may lead to the prospect living elsewhere.

As a general rule, it is recommended that prospects complete the rental application
and then review it together with you, rather than completing it with you. If there

is @ mistake made on the application, you will not be held accountable for any
misinformation provided by the applicant.
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Verifying an Application

After an application has been signed by all parties and the appropriate monies have
been collected, the verification of the applicant takes place. Many management
companies hire a third-party company specializing in this service to conduct an
investigation and verification of the application. Nonetheless, you should understand
your property’s verification form and process so you can keep the applicant informed
of the progress. Please note there is more detail about the verification process in the
CALP Course on Relevant Laws

Denying an Application

on the report nor will you be pro
provide the contact information o 5
the prospect to call and i direCtly. Remember from “Relevant Laws

2. The apartment number.

3. The rent.

4. The frequency with which rent payments must be made (usually monthly)
and due dates.

5. The lease term

The lease agreement is covered in detail in the CALP Course on Relevant Laws.
|
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Avoiding Potential Lease Problems

Here are some steps to follow in order to avoid problems with leases:

1. Identify all residents and occupants of each apartment, in order to prevent
disputes about who is a resident and who is a guest.

2. In the lease, describe how keys, gate openers and access cards will be delivered
to the resident.

3. Broaden the definition of “foreseeable harm” in the lease void potential
misrepresentations of the safety and security of the a

and home.

Yained and they operated properly.
st the smoke detector at least once

y, a lease review such as the NAA Lease Review Video and
meeting help the new resident understand the terms of the

igning.
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The Move-in Process

Once the application has been approved and the applicant notified of approval—your
attention should turn to making everything ready for your new resident. We all have
experienced how painful and hectic moving can get. It seems that all of the mayhem
tends to fall on move-in day, so this can be that make-or-break opportunity for you
to create some great first impression moments for the new residents. You can pull
off the magic by being thoroughly prepared in the following ways:

1. Use a resident processing checklist.
2. Write a welcome letter.
3. Prepare a move-in packet.

4. Check the readiness of the apartment.

Use a Resident Processing Checklist

dously r ce mistakes and risks

Using a Resident Processing Checklis
i simple tool will help you appear

of omitting any important prepar

W steps from the time a deposit is
typically include items—with dates

* Lease signed (when?).

* Move-in appointment scheduled (when?).
* Move-in inspection scheduled/completed (when?).

* Welcome packet created along with other items, depending on your community.
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Write a Welcome Letter

Provide the new resident with a personalized Welcome Letter that develops a warm
atmosphere surrounding the new apartment home and community. Place the letter
at the entrance of the apartment home where it can be easily spotted. The letter can
offer suggestions for the new resident for getting acclimated and connected to the
new home or just a couple of welcoming sentences.

When you write your welcome note be sure to:

¢ Put it on notecard stock.
* Hand write it.

* Check for spelling and grammatical errors.

Prepare a Move-in Packet

trate your thoughtful
ut of 16 new residents
gnd lease documents upon arrival
igh, it should be O out of 16!

The move-in packet is a practical and irg
preparation for a smooth move-in exg
has to wait for his or her apartme

Be prepared and be ready to welco ident by compiling a helpful
move-in packet. The m de the following:

* Nearby information.
« Emergency phone numbers.
» Guidelines for proper operation of appliances.

* A resident handbook.
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Confirm that the Apartment is Ready for Move-in

In order to meet resident expectations, you’ll need to ensure that the apartment

is truly ready for move-in. Cleanliness is one common problem. According to a

2017 SatisFacts Insite survey, 12% of new residents state that their new home was
not properly cleaned. Additionally, an astounding 21% said that either appliances

or fixtures were not working properly. Paying attention to details can help you
achieve great impressions and reviews. New residents expect that all the appliances,
equipment and fixtures have been properly inspected before they move in. You
should set a time to properly test and understand each applia
to operate it yourself and explain the operation to the new ¢

To be sure the apartment is move-in ready, create a checkl i u’ll
need to confirm: the apartment is clean, all appliances are in
problems with paint chipping, all fixtures work, e

surprise is no surprise.

It is all about coming up with sol
new residents.

SUMMARY

The sales proces
an apartment—in f§

verbal agreement from the prospect to lease
"In this section, we covered how to make sure your
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ACTIVITY

For each question in this activity, your instructor will show you a video
showing Ryan, the Leasing Professional for an apartment community, as
he assists a prospective resident transitioning to becoming a new
resident. You may wish to take notes on the lines below.

Question 1 of 5: Nothing is Guaranteed
In the clip you just watched, what did Ryan do we

X

of 5: Helpful Email?

fofmation should Ryan include in his email?

e list below, should each of these be included in his pre-move-in
» Answer “Yes” or “No” for each.

d not so well?

Candidate Items

» Special move-in parking arrangements

dYES [_INO

» Explanation of the operation of their new appliances

(JYES [_LINO
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* 24-hour emergency contact

JYES [_NO

* Information about the neighborhood

JYES [_NO

* Explanation to plan enough time for a move-in orientation

JYES [_NO

* Information about the apartment community

JYES [_NO

* Move-in hours and regulations

JYES [_NO

* Instructions to pick up keys and sig lease
JYES [_NO

* Move-In Condition Notifi# 7
JYES [_NO

N\
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Question 3 of 5: The Personal Touch
What should Ryan include in the information packet?

Select one that provides the best information packet for Jason and Megan:

Packet 1:

» Copies of all signed documents.
* An area map.

» Public transportation schedules.
* Location and information on schools in the ar
* Location and information on places of worship in
» Location and information on park
» Special coupons from local restaura

Packet 2:

» Copies of all signed gdoc
* An area map.

» Location and infor
* Location and informa

nd clubs.

on'and information on nearby pre-kindergarten schools.
on and information on nearby dog parks.
mation on outdoor activities and upcoming marathon races.
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Question 4 of 5: The Big Move-In
In the clip you just watched, what did Ryan do well and not so well?

N
3
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Question 5 of 5: A Busy Day
In the clip you just watched, what did Ryan do well and not so well?

SUMMARY
In this module, we covered the tra fro ospect to resident. In order to
ensure a smooth transition and a h iden®there’s a lot you need to do as

a Leasing Professional!
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Module 4 - How Well Are You Doing?

Your Sales Persona

Throughout this course, you’ve learned that a practical way to succeed in your sales
process and relationship building is to authentically listen to and understand your
prospective and current residents. This means you should demonstrate openness,
curiosity and a willingness to learn about your customers and how you can help to
smooth a prospect’s transition to being a new resident.

cial to your
atter, but

The service you provide to your prospective and current r
business success. Remember, it is not only pre-sales disc
after-sales service—through the transition to being a reside
community stand out from your competitors. Impress and go t
your prospective and current residents.

Tracking Your Success

sional, establish regular checkpoints
of your company. If you identify any
portunity to modify and revise your

To measure your performance as
to review your progress in relati
areas where you can improve, thi
behavior as necessary.

Also, it is common for pr urrent residents to rely on social media and

online blogs which offer tra ws and ratings about the reputation of your
apartment com i ese sites is a great way for you to evaluate how
well you are doi u can improve on. Lastly, how you respond to
the reviews (if resg of your role at your community)—both negative
and pogiti strate your professionalism and commitment to your
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ACTIVITY: HOW WELL ARE YOU DOING?

Now, you’ll get the chance to think about your leasing experiences and rate yourself
on key criteria. After you've reflected on your performance, you’ll make a list of areas
that you want to work on.

How Well Do You Perform on a Daily Basis?

rformance.
at some of the

Take a look at each area and assess yourself on your day-to-da
By working through the list, you will be able to take a fresh |
areas that you can focus on to improve.

| greet all prospective and current residents in a positive way!

| am quick to respond to the needs of prospectiv
current residents.

| have a good knowledge of the communj

| work effectively in difficult situations.

| am tactful, patient and since

| dress and act professionally.

| am good at mana

| am confident.

rk in an organized and timely

| care and tr, tand about prospective and current

| am good at communicating effectively both in writing and
speaking.

| make sure to go the extra mile when working with
prospective and current residents.

| pay attention to details.

| know how to use technology to my advantage.

50 THE SALES PROCESS AND BUILDING RELATIONSHIPS (Updated Jan. 2021) CALPM®
Certified Apartment Leasing Professional Participant Guide -



WHAT WOULD YOU LIKE TO IMPROVE?

Now that you have assessed your performance, think about the areas where you’re
not satisfied with your performance.

List those areas below and think of what specific changes you can make in order
to improve, starting today! Write your thoughts on the lines below.

Course Summary
You should now be able

* Get to know a prospe

S 8 e needs of future residents after the lease is sighed,
o0 being a new resident.

Your relat selling skills make a critical difference in your personal success as
a professional and in your property’s success. As you have learned in this course,

it is all about understanding the customer’s point of view and how well you provide
service to prospective and current residents.

At the end of the day, sales is all about the impression you have left on prospective
and current residents with your sincerity, empathy, knowledge, professionalism
and reliability.

You can take these skills and apply them on the job!
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Notes

X
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Notes

X
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Notes

X
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