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The Shocking Truth

the SHOCKING truth



Leaders are most COMPOSED during times 
of difficulty and change when they are fully 

COMMITTED to RESOLVING the issue at hand.   

They assume RESPONSIBILITY and take 
the required steps to PROBLEM SOLVE before 

the situation gets out of hand. 



of consumers believe that businesses are now paying 
less attention to providing good customer service. 

NEARLY 1/3



Follow-up training is a huge predictor 
of individual and team performance 

We can drive a change in behavior with  
personalized instruction 

training GEN Y



stated that career development 
through additional training was 
“very important” to them 78.9%
agreed that if they received 
regular training from their 
employer it would motivate 
them to stay longer89.6%



ACTION 1:
Make it timely and convenient



I don't have a short attention span, I just...
Oh, look a squirrel! 



ACTION 2:
Preparing



MANAGER/TRAINER             EMPLOYEE

1. Evaluation Form 1. Review current Shop

2. Review current shop +2 2. Listen to recorded call

3. Read shopper comments 3. Complete self-evaluation

4. Look for patterns

5. Listen to the recorded call

ACTION 2:
Preparing



Our growth relies on the feedback 
we give and receive from each other. 
Giving open and honest feedback 
can be one of the most rewarding 
experiences in our daily work life. 

ACTION 3:
Open and honest feedback



ACTION 3:
Giving Bob feedback



BE CURIOUS for 2-3 minutes
• Infuse his spirit with praise
• Get to know his past, goals, concerns

ACTION 3:
Giving Bob feedback

curious



FOCUS ON THE BEHAVIOR. 
NOT BOB. 
• Enlighten him on his sales weakness
• Connect to his goals

ACTION 3:
Giving Bob feedback

behavior



ADD SWEETENER
• Feed Bob small doses 
of correction

• Sprinkle in honest doses 
of compliments

ACTION 3:
Giving Bob feedback

sweetener



MANAGER/TRAINER

1. Evaluation Form/Shop
2. Discuss what happened 
3. Play the recorded calls
4. Ask him to evaluate 
5. Give him feedback
6. Ask him to take ownership

ACTION 4:
Training and coaching

EMPLOYEE

1. Self-Evaluation Form/Shop
2. Discuss what happened 
3. Listen to the recorded calls
4. Provide feedback 
5. Discuss the details
6. Take ownership



TOOLS



TOOLS



Listen to additional telephone shops and get 
in the habit of self-evaluating

Role-play with someone. Let that person evaluate 
you. Make it fun!

Create your own “perfect” shop script for role-playing 

ACTION 4:
Training and coaching



ACTION 5:
Remove the blinders



Get rid of non-performers immediately. 
You will save yourself a lot of time and 
goodwill with other team members. You 
will notice a lightness and energy in the 

air immediately afterwards. 

ACTION 5:
Let them go



TAKEAWAYS
Schedule training within 5-7 days of receiving 
the unacceptable report
Use your convenience tools. 
Get to know Gen Y. 
Review current shop +2. Look for patterns.
Be “Curious” before you give open and honest feedback.
Play with the “problem.” Role-play.



“I never beat employees over the head with unacceptable shops. I let the 
shopping report do the work for me—revealing the behavior—then I coach 
the employee on how to identify the problem. We “play” with it and discover 

solutions together. This is how we improve performance. “ 

-Maria Lawson, EPMS, Vice President of Training and Development

Naomi Bailey
nbailey@rentersvoice.com
949.388.3836

Maria Lawson
mlawson@rentersvoice.com
940.902.1742
@mlawson70

mailto:nbailey@rentersvoice.com
mailto:nbailey@rentersvoice.com


SERVICES OFFERED BY ELLIS 
PARTNERS & RENTER’S VOICE

Ratings & Reviews
Resident Surveys
Apartment Mystery Shopping
Reputation Management Strategy
Training & Coaching



How to overcome the 
cookie cutter problem

Thursday, Nov 6
1:00 PM – 1:30 PM CDT

Upcoming Webinar

Register at epmsonline.com


	Slide Number 1
	Slide Number 2
	Slide Number 3
	Slide Number 4
	Slide Number 5
	Slide Number 6
	Slide Number 7
	Slide Number 8
	Slide Number 9
	Slide Number 10
	Slide Number 11
	Slide Number 12
	Slide Number 13
	Slide Number 14
	Slide Number 15
	Slide Number 16
	Slide Number 17
	Slide Number 18
	Slide Number 19
	Slide Number 20
	Slide Number 21
	Slide Number 22
	 
	Slide Number 24
	Slide Number 25

