Fumbles, Bumbles and Apologies:
How To Effectively Combat the Biggest Challenges in Raising Rents
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Thank you for joining us today!
Want to learn more?

\

Danielle Walker

Director of Sales & Marketing

Ellis Partners in Management Solutions

Edge2learn

dwalker@epmsonline.com

847-707-24772 /
Facebook.com/EllisManagementSolutions Facebook.com/Edge2Learn
Twitter.com/EPMSOnline Twitter.com/Edge2Learn
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MEET YOUR SPEAKER
AMY KOSNIKOWSKI DILISIO

Amy is a leader in sales, leasing, management and
the marketing of real estate assets across the
country

* |n 1990, she began her career onsite as a leasing
professional advancing quickly to the Director of
Marketing & Training

« Amy is a national speaker and industry educator

e |n 2005, she launched her education and consulting
firm, Quintessential Marketing & Training

« Amy is a member of the faculty of the National
Apartment Association Education Institute and has
recently served on the NAA Education Advisory
Board

 FUN FACT: Dreams of winning the double showcase
on The Price Is Right

Find more about Amy at THEQSTANDARD.COM
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FUMBLES, BUMBLES & APOLOGIES:

How To Effectively Combat the Biggest Challenges in Raising Rents

Presented By

Amy Kosnikowski Dilisio
National Speaker & Industry Educator
Quintessential Marketing &Training
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YOU ARE CORRECT OUR RENT IS HIGHER
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DON'T KNOW WHY
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THE SYSTEM SETS IT UP THAT WAY
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YES, WE ARE RAISING YOUR RENT.
SORRY ABOUT THAT!
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Whey We Fear Raising Rents

COMMON CAUSES:

~ear of rejection

_ow confidence

_ack of market knowledge

Do not know what to say or respond

o
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IWOROLDRERSRECTIES

Current Customer & Prospective Residents




PRIGING STRATEGY:

 QOperation & Marketing Objectives
* Viability of the Market

e EconomicTrends

 Supply & Demand

o Community's Desirability

A plan of action
aimed at finding a community's
optimum price

» Competitors' Pricing
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PRODUCT/MARKET FIT

PRODUCT “
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ITIS ALL ABOUT THE VALUE
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Product + Price = Vialue
PRODUCT= WILL THIS FIT MY NEEDS?
PRICE= WHAT WILL IT COST ME?

VALUE= IS IT WORTH IT?
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What Impacts the Renewal Decision

Am |
important
to them?

Value, safety, service and visual appeal.
These are all the basics.

Is it worth
what I'm

paying?

Do they
take care
of my
home?

Am | proud
to live
here?

Do | feel

safe here?

[

1 Value received for the rent that your pay

pesemmmmmmmn e nnaes e e e ee e eeee e enee e eee e eee e ne e
:

2 Sense of safety and security at the community

- -

-

@ Appearance and condition of my apartment

S — e

5 i Quality of customer service

L-.----------.---.-..--’- -----------------------------------------------------------------------------------------------

2017 Online Renter’s Study, Satisfacts Results



What Impacts the Rental Decision

The top ten features, amenities and services that have the
greatest impact on rental decisions

n Viewing the actual apartment | can lease n
m Ability to pay rent online if no convenience fee n
m Perception of quality customer service

[r————
st
w0
)

Source: Satisfacts 2017 Online Renter’s Study

e \alue
Quality
Conveniences




VRLUE WHAT GUSTOMERS VALUE
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3 PRIMARY CAUSES
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THE CONFIDENGE FACTOR:

Is Critical
In An Extremely

Competitive
Market!

o
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YOUR CONFIDENGE LEVEL SHOWS
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What Is Yowr (onfidence Level?

e Personal?
e Rate?
 In Your Sales Skills?




PERSONAL GONFIDENCE

-Up Likeability Factor
-Connection & Trust

BE

e Positive
e Passionate

* Prepared
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CONFIDENCE IN RATE?

Ability to communicate value and reasoning of rates

-
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» Extreme Product Know-How

s Market Expert






REAL LIFE REAL TIME®
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of leasing professionals cannot
effectively compare
their product with their competitors

www.epmsonline.com  www.edge2learn.com
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WHAT IS YOUR ADVANTAGE?

HOW WILL IT ASSIST YOU TO RAISE RATES AND REVENUES?
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COMPETITION ANALYSIS

 Specific takeaways from the leasing professional's sales skills?
* How would you use this tour to assist you in the future?
* What is unique about this community?

* What is their competitive advantage?

* What did you gain from this experience to assist you to gain

higher rates and successfully prove value?
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COMPETITION COMPARISON CHART

Community or Company Comp #1:

Uniqueness:
What do we HAVE that
my comps do not?

Similarities:
What do we have that
is the SAME as
competitors but is still
important to
residents?

Advantages:
What do we have that
the comps also have
but OURS is better?

Disadvantages:
What does my comp
have that we do NOT?

Comp #2: Comp #3: Comp #4:

What is your unique edge or advantage?
What are the changes needed to meet or exceed the market?

How can you maximize your Competitive Advantage?

L]
e l l I S PARTNERS IN
MANAGEMENT SOLUTIONS
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How Do You “Stack Up?

Lifestyle, Amenities & Features Aq u ate ra CO m petrto r
EcoLiving 100% Solar Community

NEST Smart Thermostats

Chef “Cook to Order” Monthly Brunch

Professional Culinary Kitchen With Classes

Gaming Center

24-Hour Sports Club With Classes
Cyber & Starbucks Cafe
BBQ & Fire Pit Lounges

Saltwater Pool & Spa

Private Cabanas With Poolside Menu

Pet of the Month Program

Resident Rewards

v

Gated Community

AN NN NN N NN

Gift Wrapping Station
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STRENGTHEN EXPERTISE POWER
_MARKET KNOWLEDGE |

e Market Data & Research

* Test Higher Rates

e Measure Trends
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Much relies on how we present and show

VALUE or BENEFITS

© Copyright 2017 . Al rights reserved . .'.
e l l I S | PARTNERSAIEr TTTTTTTTTTT e d 9 e ’ e 6\1 r H . RENTER'IS VOICE

eeeeeeeeeee m www.edge2learn.com WWWw.rentersvoice.com



-
=l
D
i
—
D
—
(= =
—
=
=T
ot

Id until the salesperson is sold.” ~unknown

o

O
W
-
O
>
)
a

“No customer

’

TTITSHNY
Aigsamunn

-

SAmIIAN

P LD LA

o:. 3

. W1 il

1184 fo,o—‘—

w7, @i

1* 1 AN

oA \ a.;df—




Boost (onfidence

WHAT TO SAY & HOW T0 RESPOND:

Strategies & Phrases To Show Value

Show Empathy | Share The "Why” | Show Value | Understanding
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Gt mJ-eg Les To Tdeallu Resp ond

#1. Show ‘EVV\.P&‘('{'U/,

Be a professional partner providing a solution. Use statements such as,
| understand your concern...

* | respect your opinion and question...
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¢t m}eg Les To Id eally) Resp ond

#2.. Share the “WHY” & REASONS for the Increase or Higher Rate

* Link “BECAUSE” with reasoning statement

“Thank you for for the question. | understand your concern.

We are raising your rate because...”
* Answer with a QUESTION to link to Reasoning

“Yes you are correct we are at a higher price point.

Can | take a few moments to share with you why?”
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THE MARKET CONDITIONS

Joe, | appreciate your question about our rate. Because we closely

track rates of like communities, | know right now in the downtown area --

The average rate for a 2 bedroom is $1550.00. This is good for you to
know because. | know that this is toward the top of your budget. Another

great detail that will be beneficial for you to know is that we are offering

9-12 month leases which will allow you to lock into the $1450 rate.

© Copyright 2017. All rights reserved. '
l l . * Rl
PARTNERS IN :
e I MANAGEMENT SOLUTIONS . RENTER’S VOICE

www.epmsonline.com www.edge2learn.com WWwWWw.rentersvoice.com



Gt mJ-eg Les To Tdeallu Resp ond

#3. Show & Prove Value

Building value with customers is about providing a product and

services that they clearly find and perceive as valuable.
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Discover Needs | Values | Concerns

+ Show Value By Delivering A Solution To Satisty Needs

HA.FF:/, Cu,s{'owx.er
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| value and understand your comment.
| would like to share that we continually monitor our rates in

comparison to like communities along with the rental demand and

supply. We keep a close eye on on this because we want to ensure

we are positioned perfectly in the market.

WHAT IS VALUABLE TO THE RESIDENT?
RECENT IMPROVEMENTS? ANY OTHER SERVIGES T0 ADD?
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Gt mJ-eg Les To Tdeallu Resp ond

#4. Customer’s Full Understanding & All Questions Answered
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3 FACTORS TO YOUR SUCCESS

, Be Confident
Expand Market Knowledge

“" = Have Strong Belief
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IF IT DOESN'T CHALLENGE YOU —
IT WON'T CHANGE YQU!

- Fred Devd-




QUESTIONS?

Contact Amy Kosnikowski Dilisio at

104.996.0010

EMAL: Amy@TheQStandard.com

WEBSITE: TheQStandard.com
FACEBOOK: Amy Kosnikowski Dilisio
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Questions?




Upcoming Webinar
Managing To Lead

Thursday, June 13,2019
1:00 PM - 1:30 PM CT

Presenter: Susan Weston

Register at www.epmsonline.com
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Thank You For Joining

Apartment Mystery Shopping

< Prospect & Resident Surveys

% Ratings & Reviews

< elearning (Online Training)

% Customized Training & Coaching

The Ellis Compames'
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Danielle Walker
Director of Sales & Marketing

. dwalker@epmsonline.com

847-707-2472

%

Facebook.com/EllisManagementSolutions
Twitter.com/EPMSOnline

Facebook.com/Edge2Learn
Twitter.com/Edge2Learn
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