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Thank you for joining us today!

Pam Pederson

Director of Engagement and Communications

Edge2Learn

ppederson@edge2learn.com 

Want to learn more?

https://www.facebook.com/edge2learn
https://twitter.com/edge2learn
https://www.linkedin.com/company/edge2learn
https://www.instagram.com/edge_2_learn
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Meet Your Speaker:  

Donna Hickey

• Donna Hickey is a hybrid of diversity, 
talent and inspiration!

• She has been in the trenches of property 
management since 1979; born out of that 
experience she created a successful full 
service consulting firm.

• As a top-rated leading-edge agency, it 
provides training, seminars, company 
and corporate keynotes as well as soup 
to nuts unique problem-solving solutions 
for new construction, renovations, 
marketing and sales.



Polling Questions

How Many Years have you 
been on Property 
Management?

0-1 years?

2-3 years?

4 to 7 years?

8 years and above?



Ring-a-ling
Managing Your 
Most Valuable  

Asset.

Developed and Presented to you 
by: Donna Hickey – MBA

www.donnahickey.com

708-807-9260



Common Situations

Office Phone – Conventional

Forwarded phones to homes – Covid
related 

Answering Services or Phone Trees

Resident Services or Concierge

A hired call center,  like Anyone 
Home



Polling Question:

• Are you On-site in your office 
answering Phones?

• Are you Off Site and having phones 
forwarded to a home office?

• Are your calls going to a Call 
Center?

• Are Prospects scheduling their own 
appointments online through your 
website, CRM, or a Bot System?

• Other?



Setting your Morning Up for Daytime Success

This Photo CC BY-ND

http://thecuppajo.blogspot.com/2011/03/lets-give-it-up-for-lent.html
https://creativecommons.org/licenses/by-nd/3.0/




The Stress of 
Running Late to 
Work

This Photo by Unknown Author is licensed under CC BY-NC-ND

http://www.travelbytez.com/2016/02/anecdote-of-day-kind-bus-driver.html
https://creativecommons.org/licenses/by-nc-nd/3.0/




Time 
Management –
Organizing 
your Day





What's the first 
thing that you 
do when you get 
into the office?



The 
Administrative 
Hour 9:00 am 
to 10:00am





The Set Up-
knowledge



Distractions, Interruptions and Customer Service



When is the best 
time to do follow 
up

This Photo by Unknown Author is licensed under CC BY-SA

https://commons.wikimedia.org/wiki/File:Animated_analog_SVG_clock.svg
https://creativecommons.org/licenses/by-sa/3.0/


Administrative Hour 9 am to 10 am, we call back and confirm the appointment and make sure that the 
prospect knows they are meeting with me onsite and not the call center person they spoke too.

Following up 
CRM, 

Anyone 
Home, Etc.



Not everyone is in a hurry, they’re just talking fast.





Self Guided Tours, Automated 
Appointments – Follow Up Examples

• CRM

• BOTS

• Websites

This Photo by Unknown Author is licensed under CC BY-SA

https://www.goethe.de/en/kul/med/20951165.html
https://creativecommons.org/licenses/by-sa/3.0/


Examples

Hey Scott and Angie, I just 
received your appointment for 
the apartment showing today 
at 4:30.  The really cool thing 
about your appointment time, 
is tonight we have a Food 
Truck pulling up, so bring your 
appetite, dinners on us.



Example

Todays our lucky day, we are excited to 
receive your appointment for Friday at 
2:30pm.  I was just in your apartment 
to confirm it’s ready for you to see it.  
Make sure you bring your mask, photo 
ID and any questions.  My name is 
Donna Hickey, and I will be touring you.  
Our time is very valuable, you and me, 
so if something comes up or changes, 
promise to call and leave a message, 
ok.  708-807-9260.  I can’t wait to meet 
you.



Example

• Whoot Whoot, you are confirmed.  My name is Donna Hickey, and I am 
confirming your self guided tour for Thursday at 7:00pm.  Here is a list of 
instructions on the “How To’s”  where to park, how to access the building and 
what’s going to happen at the end of your tour.  I will be calling you for an 
update on your thoughts and next steps, be sure and use the word “Go Grocer” 
when I call you back to receive your 10% discount coupon for completing the 
tour.





Everyone one starts with Thank You



Resources for 
Ideas



How are you 
different 
than the 
competition



Examples

It’s 78 degrees today and we have three 
beautiful pools you can swim in,  what time 
are you going to be here, this is Donna.

It’s 10- degrees below zero and we have an 
indoor pool, wanna come swimming, this is 
Donna.

It’s sunny and warm here on the Hill, come 
out for a tour today, this is Donna.

We have parking garages, and you don’t have 
to shovel out your car, interested, this is 
donna.



Sense of urgency

This Photo by Unknown Author is licensed under CC BY-SA

http://www.slideshare.net/IKOSystem/how-to-create-a-sense-of-urgency
https://creativecommons.org/licenses/by-sa/3.0/


Features and 
Benefits

Feature Benefits

Peep hole

2-inch Dead Bolt

Keyless entry

Coat Closet

9- or 10-foot Ceilings

42 Inch Kitchen Cabinets

Refrigerators

Linen Closets

Cabinet Depth



Overcoming Objections

This Photo by Unknown Author is licensed under CC BY

http://www.shinmh.com/phoenix-wright-ace-attorney/
https://creativecommons.org/licenses/by/3.0/


What is the Objection?
Let’s Open the Chat Box and get some feedback for our participants?

Objection Turnaround Statement

Price Is Too High

Too Small

No In-unit Washer & Dryer

Stackable Are Too Small

No Amenities 

I Need A Gas Stove

Not Enough Cabinet Space



This Photo by Unknown Author is licensed under CC BY

https://famvin.org/en/page/3/
https://creativecommons.org/licenses/by/3.0/


Ask The Right Questions To Get The Right Answers



The Biggest Feared 
Question in Property 
Management is …

Why are 
you 
moving?



Bringing it all 
together



Script before you can unscripted 



Leasing 
without 
concession 
& specials

Show, Tell, and 
Sell.  



Story Telling

By: Rob Biesenbach



Disarming the Prospect - Example

• No One Wants to Be Sold Too.

• We want information, more importantly 
…

• Why should we rent with you  when we 
have a zillion options.

Hi Kim, my name again is Donna, I just want 
you tro know I am here to help you and not 
sell you something you don’t want, ok.  
Now what questions can I answer for you 
that you didn’t get from the website, etc. ?



Don’t Put off 
till Tomorrow, 
What you Can 
Do Today.

• Donna, I can’t wait to tell you about the apartment your 
interested in; now that we know you are looking for a 2 
bedroom with a move in date for March 1 with 2 people and a 
cat.  

• The apartment that we’ve been talking about is on the 2nd

floor, I was just in that apartment home this morning.  I can 
confirm that it has an amazing view of a grassy courtyard and 
parking is steps away from the entrance for easy moving and 
grocery shopping.  The apartment have 9-foot ceilings with, in 
the ceiling lights fixtures, easy for the move in process, no 
scrambling for lights.  The kitchen has granite counter tops and 
42-inch kitchen cabinets, meaning an additional shelf for 
storage and so much more.   

• These are brief extras about the apartment and can’t wait to 
show you the exact apartment.  Is today better to schedule a 
tour or tomorrow?  Today, great, I have 2:47 pm or 5:11 pm 
which time is best for you?



This Photo by Unknown Author is licensed under CC BY-NC

http://clinicalsupervision.org.au/resources/
https://creativecommons.org/licenses/by-nc/3.0/


Phone shop



In person shop





2021 – Leasing and The 
Law of Attraction

In this groundbreaking book, turned workshop, learn 
how to re-invent your success.  Donna has been a 
practitioner of the Law of Attraction for 25 plus years, 
she uses her in the trenches, proven techniques to help 
others achieve their goals.  Don’t have goals yet, this 
workshop helps figure that out.

- Set your mind to success
- Quiet the noise, get focused
- Desire, Determination and Drive 
- Accepting Abundance and Prosperity 
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Upcoming Webinars 2021

Up Next:
Sleep Better and Stress Less 

For Success!
with Alisha Leytem

Register: 
edge2learn.com
epmsonline.com



Questions?
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From All of Us at Ellis and Edge2Learn


