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Meet the Experts

Lisa Trosien Toni Blake Bill Nye Jackie Ramstedt
President President and National Vice President of Principal
Speaker Operations

ApartmentExpert.com Ramstedt Enterprises

Berger Rental

Totally Toni Communities
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Eighty percent of your
customers VISIt your

website pefore they even
contact you
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Save your customer time and
make yourself look smarter

EDUCATION  aune 21-24, 2017 | Georgia Wora Congress cer lﬁhe PrOCESS ™ pArTMENTALIZE.




‘How much are Zi
your two : '
bedrooms?” $8




‘Have you
had a chance
to viISIt our
website?”




¥

4

" customer




significantly Aigher chance of
closing the sale than those

who do hot.

APARTMENTALIZE.












Stand Up to Answer the Phone

“Our rock star leasing agents stand |
while on the phone so they do not fee/
tethered to their computers. This allows
them to simply have a conversation,
focus on relationship building, and
demonstrate they genuinely care about
the caller, rather than checking the
boxes on the guest card”.

Carrie Polonsky
Steadfast Management

APARTMENTALIZ.
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Interactivity

Ask your
prospective
residents to
actively
participate In
the leasing tour
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JVM’s “Speed to Lead”

= Use an egg timer to

NAA

ISHAL A FARTHENT ARSI CIATI O
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Alexa Helps Bozzuio Lease an Apartment

— + Alexa

e Hue Bulbs

e Nest
Thermostat

e Moxie
Bluetooth
Showerhead



Five follow up emails




™ I
.« Six follow up
phone calls




meédicine
aérobed

-+
sheets
]\‘ ]

night light
chargers
diffuser

> Provide High
box cutter/scissors i\\"f- Value COntent

dryer balls/dryer sheets campra/col phons
cherry blossom love.com
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sssee T 9:41 AM i * 100% & #

Audubon Briarcliff >
C h atbot < Home (1) Typically replies instantly Manage

Is there anything else | can help
o ! . -
b”d’bf’ro? you with today, Mike?

I'm good for now.

Great!

I'm sending all of this info over to
our leasing team now. They'll be
reaching out soon with more
info.

What's the best way for us to

follow up with you, Mike?

Ok, you prefer that we email you.

g
§

ia

oo
=

What's the best email where we
audubon
br,iﬂrs% can reach you?

Send a Message

Restart chat
S Built by 30 Lines 30
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Avoid buyers remorse! We can’'t assume the future residents

Val U e L eaS I n g already know the value of living at your address.

1 Reason why people cancel
is finding a better deal!

MATIGHAL AFRRTHENT &S50 CIATION
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Valu |
e Leasing — LOVE the Price!

: :;Ielp them fall in LOVE!
they question your price —

a r«.‘nu-lul eflection on W
i 10 be proud & exone hare!

1t's WORTH IT!

If was an amazing deal Al

13

1 had to have it!
1 feel wondert‘ul
Can't wait 10 show

everyone what 1 got!

about iti

EDUCATION
At e 21-24, 2017 | Georgia World Congress Cent |
enter | Atlanta
APARTMEN
TALIZE



Value Leasing — Let's Get Physical

= Create a display of positive reviews your
resident have posted online

Vorges - Is one of the best
and cooley ploce 10 stay in

H
W oo™ & o Wenderdel
o\ttﬂ ‘,\0" \“1 e ‘nqnd!,
o
009 ‘“‘-‘ .‘Q‘ <® associotes of reception

I
% q""oo«v%u —— o of space helps you live

happily in this community

o~ (8
¥ \o‘a eso
5\“““ ° S
L
4 e best
. po,‘lb1‘:ﬂ‘ yon!
ty in Hows
p* PrOpesty tibul :
y W ' ] s Greot service. beout Love my ploce! Location
\ot® o"‘d\d“ o property and omozing s greot ond the
° 3 * “m‘- wnc“ ameniies! community is perfect
", o o & awe e i otk
%(‘ot“"‘ oo o “ great omendes
f ¥
o

o =

The
Property is beoutifyl

— well
. n Q n!:-ned and llrcﬂrgnru"ly
cated T > J ‘
Jo O" vy Vo be ) e
Ny "'h eV a® 9‘0‘-- [ —_ ey Fuine
: @t pe pm .
_ the g
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Value Leasing — Engage Residents

= Create a display for “Our Favorite Things” or “Day in the Life”
= Provide residents with photo assignments :

NAA Thanks to my test site Leah Love Orsbon and the staff at The Park

MATIGHAL AFRATHENT ASS0CIATI
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Value Leasing — L.A.M.P.

= | ocal Area Marketing Partners

By adding our amenities with great place to

shop, eat or play

we multiply our joint opportunities

When WE lease — we BOTH gain a new local resident!
When they choose another area — we BOTH lose!

MATIGHAL AFRATHENT ASS0CIATI
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Value Leasing — Follow-up

The Day Pass — Live The Life of a Resident
Don’t just come look — plan to stay for the day!

= A Pool Pass — bring your suit and swim
= A pass to the fithness center to work out

= A parking pass — bring your bike, paddle board, enjoy local trails/lakes for the day

APARTMENTALIZE.



Value Leasin g  Value Pricing Versus Discount Pricing

£IN BY APRIL 3“(?NTH5'-
.

| MOV
| oR FREE RENTFOR3M

W BRING YOUR noDEPOSIT

FRIENDS (2 MONTHS FREE
FILL A (2) BEDROOM NOAPPFEE

» > CLICKHEREFORCOUPON! ¢ <(

*Valid for Non-Aesidents Only. Restrictions apply. Subject to change & for a limited tima only.
Soa office for detaile.

MATIGHAL AFRATHENT ASS0CIATI
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Value Leasin 0 ... not on your rent!

Share monthly ideas with your residents in social

media on how to save money every day with a
“PAY LESS — EXPERIENCE MORE” program!

|

Save Money on:

Gas: GasBuddy.com

Retail: RetailmeNOT.com

T Tel Restaurant: Restaurant.com

_EJJ r, |Car Care: Valpak.com
1JU” =" Hair/Spa: Groupon.com
HUILE Clothes: T) Max

= Household: WalMart

L R,

EJPFEH‘E&IF!‘QIH June 21-24, 2017 I Georgia World Congress Center I Atlanta APARTM ENTALIZE.



Value Leasing — Seize the Day!

Fake News — Rents are going up! Industry Awareness — Rents are going down!

NATIONAL ANNUAL EFFECTIVE RENT GROWTH

Average Effective
Rent in the U.S.

51127

51,085 3.0%
$1,050 N
51,011
598? o5
24964

0.0%

|. .J; - - b % ury :;:1:' el Ty’ 5: |__-: Iz i) S Y o

) g E O - D o F g 5] [ o - U S

| " 7 [N L) N § - = 3 L
2011 < x

2009 2010 2012 2013 2014 2015 201620

Whl Awoidetrcs
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Value Leasing

_INFLATION © _ yeper

Lock down your lease 12 months

18 month
' 24 month
32 month

Timing is everything!
What matters to your customer NOW?
Moving sucks! Offer a longer lease with built-in COBA.
Addendums include: Job Transfer/ Catastrophic Health Incident

EEH‘EEAIFLQIH June 21-24, 2017 I Georgia World Congress Center I Atlanta APARTM ENTALIZE.




Value Leasing — Introducing C.O.B.A

INFLATION

Lock down your lease 12 months
18 month

' 24 month

32 month

C.O.L.A. : Cost of Living Adjustment

The Social Security Administration tracks the annual rate of inflation reflecting
the increase of the cost of goods and services.

C.0.B.A: Cost of Business Adjustment

The inflation free lease does not allow for a market rate adjustment on your
rent. It only includes an annual COBA based on the average rate of inflation over

the past 10 years. 3.6%.

EJHEHEEEAD.TP!IQIH June 21-24, 2017 I Georgia World Congress Center I Atlanta APARTM ENTALIZE.
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Psychology, biology or just plain luck

= Routine requires less brain activity

= Once we memorize a routine our brains function
at a much lower rate

MATIGHAL AFRATHENT ASS0CIATI
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M.I.T. Study
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Change our Behavior

» What is 2x2?
* What is 13x27?
= A change in behavior increases brain activity

MATIGHAL AFRATHENT ASS0CIATI

EHE!.!HE&IPLQIQ June 21-24, 2017 | Georgia World Congress Center | Atlanta AFARTMENTALIZE.




Emotional Connection

* The Neocortex Is the part of the brain that
produces language, senses and motor
commands.

NAA

ISHAL A FARTHENT ARSI CIATI O
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Mirror Neurons

= \We can sense the emotions of others: sadness,

Joy, anger, frustration or anxiety.
= |f our brains are on auto-pilot we will miss these

MATIGHAL AFRATHENT ASS0CIATI
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Mirror Neurons

MATIGHAL AFRRTHENT &S50 CIATION
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Mirror Neurons

MATIGHAL AFRRTHENT &S50 CIATION
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Mirror Neurons

MATIGHAL AFRATHENT ASS0CIATI
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The Result

» February 213 tours 59 leases 27.5% closing ratio

= March 213 tours 88 leases 41.2% closing ratio
= April 206 tours 97 leases 47% closing ratio

MATIGHAL AFRATHENT ASS0CIATI
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“85% of your financiaj

tﬂ

Shockingly, only 15% is due to
technical knowledge.

Success is

~ Carnegie Institute of Technology

= T— .
EEEEEEEEEEEEEEEEEEE APARTMENTALIZE.




Old School with New School Effectiveness

New School: Applying on line
Old School: Personal networking

New School: Social media |

.““

MATIGHAL AFRATHENT ASS0CIATI

APARTMENTALIZE.



Control the Sale High Octane Sales People
Superb Sales Skills

rek
Iu‘

Need to WIN!
Killer People Skills

APARTMENTALIZE.



Active Listening
Negotiation
Time Management
Business Math

Quick Thinking S Kl LLS
Self Motivation T |

Problem Solving | LOADING ...
Service Oriented

Flexible

EJPE!.[LE&JF!IQIH June 21-24, 2017 | Georgia World Congress Center | Atlanta APARTMENTALIZE.




W eRea\t\!m:\I\f ant!

',s’g Rl For Themselves:
M- | |
T @ .8 loyalty Programs

Nhat

For Their Home:

Custc

g L
expeniences

Vv ':,

Confidence of Location

MATIGHAL AFRRTHENT &S50 CIATION
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Value, Space, and Authenticity

| R ﬁ
FERErrrY s
= '-. ;e z '\ ‘ L—J
| i F I
e |

of millennials
rank

authenticity

over content...

they have

to trust

a company

first!
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MICAH WANTS TO MOVE IMMEDIATELY
INTOA 2BED, 2 BATH, CAT-FRIENDLY
APARTMENT IN NORFOLK, VA,

Loon

.ForRent.com

MATIGHAL AFRRTHENT &S50 CIATION
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Shops should be positivel

LR,
N «

)
* Pinnacle’s 100% leasing club = >

4 e

» Reward good performance

= Make It personal e gt
= Have them teach and share! S B reoke Clark

1 0 0 (yo TELEPHONE SHOP

EEH&E‘IJ:QH June 21-24, 2017 I Georgia World Congress Center I Atlanta APARTM ENTALIZE.



ik Seiserializid Postly - send photo postcards!

postcards!

Worldwide delivery
for $1.99
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70 L ARG L L
unhappy in the physical
world, they might each
tell six friends.

If you make customers
unhappy on the

Internet, they cang@ach
tell 6,000 frien'

’ ' | ’

LSRN\ o rkd

il
rrrrr
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“Customers buy for their reasons, not yours.” Zig Ziglar

Teach your people how to

to a customer’s personality type
and tailor their responses @eromeio
accordingly.

EEH‘EEAIFLQIH June 21-24, 2017 I Georgia World Congress Center I Atlanta APARTM ENTALIZE.



The Driver

yioudl

They want to seduce you or overpower you
They say NO 95 % of the time
They exude the power to choose

EEH&E‘IJ:QH June 21-24, 2017 I Georgia World Congress Center I Atlanta APARTM ENTALIZE.



The Amiable 1

A

/iIsual cues

They have intellectual humility, are humble
Traditional values of personal relationships
Focus attention around one choice that fits

EEH&E‘L!:QH June 21-24, 2017 I Georgia World Congress Center I Atlanta APARTM ENTALIZE.



The Analytical

MATIGHAL AFRATHENT ASS0CIATI
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The Expressive

Jiouadl JLE, ‘T
Sometimes have difficulty in focusing

Don’t try to sell anything; it’s all about them
They use their arms and hands to explain

s Center | Atlanta APARTMENTALIZE.



12Habﬂs "12 Habits of Great Apartment Leasing Consultants"
of GREAT

Apartment
Leasing
Consultants

By: Nichalos L. Scott Sr. |
—2
1.
Positive Attitudes
2.
Maintain a Professional
Image & Hygiene

e 1L AlWAYS take notes

4.
Answering The Phone
5

~~ 2 Ditch the sticky notes

Knowing The
Community & Property
7. [
Knowing your “Comps”
: 3.Create action plans
Understanding Your Team u
=
Keeping A Journal
10.
Be A Great Listener
11
Be Proactive! Get It Done!
12

Follow Up Author Nicholas L. Scott Sr.
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http://bit.ly/12HabitsOfLeasingBook

Matching your customer’s expectations
EJHEHEEEAD.TP!IQIH June 21-24, 2017 I Georgia World Congress Center I Atlanta




Strategies for Better Relationships

Make time to really talk , ‘ ‘

Send “Value” updates

Testimonials from new people

We Build

Endorsements from local businesses i- - [
' Relationsgos |7
f v

v
SMILE and just be more pleasant! y | : .!~ |

Corporate “state of the company” updates = ,ja'\-i ‘

E"PFE!.[LE&IF!IQIH June 21-24, 2017 I Georgia World Congress Center I Atlanta APARTMENTALIZE.




"Regardless of how much money
¥ vou have, your race, where you live,
what religion you follow, you are
going through something, or you

Robin Roberts “Everybody's got Something."

MATIGHAL AFRRTHENT &S50 CIATION
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Contact Info

Lisa Trosien Toni Blake Bill Nye Jackie Ramstedt
ApartmentExpert.com Totally Toni Bill Nye Training Ramstedt Enterprises
Lisa@ApartmentExpert.com Toni@TotallyToni.com BilINye@mindspring.com Jackie@JackieRamstedt.com
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