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When “CALM DOWN"” Doesn’t Cut It -
How to De-escalate Conflict and Keep Your Cool WELCOME!
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Your.Webinar. Today Is Presented by Ellis, Partners and Edge2l.earn
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Onsite Teams Rse:r;:l:r;;lmg to Resident Loyalty Score T
Property
Performance Tier el 131 C8 E1 1T E Average Days to Likelihood to Likelihood to
Rate Respond Recommend Renew
Top 10% 94% ' 43 ') 60% o 91% Y 86% 9]
Bottom 90% 90% 5.7 54% 5% 72%
Total Average 90% 56 55% 7% 73%
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Practice with
Self-Assigned
E2L PBTs!

ellis sy |
MANAGEMENT SOLUTIONS www.epmsonline.com



Thank you for joining us today!

Want to learn more?

Pam Pederson

Director of Engagement and Communications
Edge2Learn

ppederson@edge2learn.com | (317) 881-8511
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https://www.facebook.com/edge2learn
https://twitter.com/edge2learn
https://www.linkedin.com/company/edge2learn
https://www.instagram.com/edge_2_learn




Meet Your Speaker: Katie Rigsby, CAM

Multifamily
Maven:

Leasing to
Senior
Executive!

Over 20 Years
Experience

Industry President of
Writer: Katie Rigsby

Rent & Retain Inspires, LLC
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When “CALM DOWN!” Doesn’t Cut It

How to De-escalate Conflict and Keep Your Cool
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Keys to Keeping Your Cool




Audience Poll

What is your role in
property management?¢
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R ’
, Hot Button Issues
OI11118 'I' Maintenance issues, Rent,

Failure to follow through

Tense Expressions
Raised shoulders, clinched fists
or jaw, furrowed brow

Sudden Changes
Tone of voice, eye contact or
stance

Unusual Movement
Pacing or fidgeting

Disruptive Behaviors
Yelling, cursing, flailing arms




Self-Regulation




Text Katie for

Say THIS
Not THAT!

Get Katie’s tips for turning

confrontation into compromise!




take
1) DOWN




Key Skills for De-escalation

IR 928

STOP COLLABORATE LISTEN TAKE ACTION
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Hot Button Issues

Let’s Chat!

What is your #1
customer conflict
right now?




Visit me at:

www.Kkatierigsby.co




rence between resolution and resistance
ur ability to control your emotions.

Be Kind to One Another



Our Next Webinar!

Introduction to Emotional Intelligence

September 24, 2020
1:00pm - 1:30 pm CST

Register:
edge2learn.com
epmsonline.com
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From All of Us at Ellis and Edge”Learn
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