Bonus Material 

Telephone – Guest Card and Follow up!
Here are my favorite questions for Successful Telephone Technique!  

Don’t forget to use your guest card!!  

How did you find out about us? _________________________


How many people will be living in the apartment? ____

That’s yourself & who else? ______________________


Sanctuary?   


Treasures? A favorite item? Family Heirloom? Collection?


Do you have a family pet? Name? Breed? Color? Age? 


Tell me about the apartment you are looking for? 

Bedrooms? Bathrooms? Special features? 


What is most important to you about your new home?
Do you have a special style of furniture? 

Colors? Do you like to cook? Do you enjoy outdoor activities? What price range are you looking at? 


Where have you looked so far? Liked? Disliked? 



When do you plan to move? When do you plan to decide?



ARE you making a list of places to go look at?  Circle it and put a star by it!


I would love to be on your list - do you know where we are located? 

We are the beautiful apartments with the____________.

Head for the colorful ____________ and my office is______________.

(Bring the customer through your village!)
How to Maximize your Web-brochure – on the phone!

By Toni Blake

If a picture is worth a thousand words –a personal telephone tour of the Website is worth a million!

1. What is a WEB-brochure? Your property photos, floor plans, site map and community details and more hosted on-line at a Website.

2. What are the advantages of marketing with a WEB-brochure?

 Unlike a print brochure – it never gets lost, folded wrong or destroyed.

 It doesn’t have to be faxed or FedEx – it is available 24/7 for your customers to review and examine. You can make your property “APPEAR” right before their very eyes with the magic of a Web brochure!

People want to SEE your property & KNOW about it! 

SO . . . SHOW & TELL them using your WEB-brochure.

Just because you can’t go on-line with your telephone customer – 

doesn’t mean THEY CAN’T!

C     A      W      A      B      U      N    G    A!

Here is how to make the script cards for the desk:

Print or copy onto card stock and cut into two cards. Fold each card in half to show the “Internet Marketing side” toward the customer & the “Cawabunga Script” toward the staff.

Here is sample of the copy for the Cawabunga Script. Be sure to go to your Website and customize the copy to match the clicks and selections on your site.

NO FAX & NO FED EX NEEDED - MY 4COLOR BROCHURE IS ON YOUR DESKTOP…RIGHT NOW!!!!!

Let’s Go Surfing – Do you have DSL? A Second Line?
Type in www. ___________________ Are you there?

This will take you to our Website – now select _____ and then click on (property name) Then you can choose to look at our Amenities, Site Map, Area Map and 

Floor plans or extra benefits of the site are_______________.

If you can’t go with me right now - Do you have an email address? ______________________ Let me help make this easy!!!

Rather than send you to my Website – I will send my Website to you!

Internet Marketing – list all of the website you can see at along with your management company site. If you want to focus on driving traffic to your company site alone then feature the address.

Have you seen our AD at

www.MyManagementCompany.com

Essential Guest Card Elements

How much does traffic cost your property? 

Your responsibility for tracking traffic? Completing the guest card and the traffic log.

________________________________________________________________________________________________________________________________

A Tip from Toni – I LOVE MY GUEST CARD

Today’s market is filled with unqualified traffic, people looking 90 days in advance and the “special” hunters. We work hard to screen our traffic in order to find people we can be proud to have as a resident of our community. In today’s busy market with intense competition the guest card become one of our most important tools. Qualifying is the beginning and end of building a great resident profile.

I would like to help you fall in LOVE with your guest card. It is a tool that should be your best friend, second only to the telephone. I find that leasing people who understand the importance of this card out-lease the others 3 to 1. In difficult market conditions great skills with the guest card is an advantage you can’t afford to lose.

I don’t know how seriously you take your guest card, but I would like to share a couple of “Tips from Toni” to help make your guest card your ally:

1.) Personalize your cards. Take some of them home and write reminders on them to help you when the prospects arrive.

2.) Adopt a Positive Attitude. This is important when greeting your prospect. A positive attitude might be impossible if you are already unhappy about using your guest cards, so, lets turn that around. When someone walks in the door, pick up your leasing partner and helper . . . your guest card!

3.) Use your guest card as a helpful, effective guide to put all the right information for each individual prospect in the proper order. You would no more think of leasing an apartment without a guest card, than you would think of cooking a new dish without the recipe. Make using the guest card fun. Get a magic marker and make notes at the top, such as:

Smile – This may be the only one you see today!

$ This One’s for YOU $

Make Their Day!!

You look Mahh-velous Girl!

Surprise yourself with what the next card will say. Every time you pick up a guest card, it should put a smile on your face and the right attitude in your heart.

3.) Be Familiar with your card. Learn how to ask the questions in a conversational format and in your own words to match the information needed. Role-play with the people in your office until your guest card is only a cue card to lead you though a successful qualifying session. With practice you will learn how to ask the proper questions and fill in the information without anyone being aware of the form. Your prospects should only be aware of a friendly helpful attitude while you get to know them and their needs.

4.) Set yourself up for Success. Prepare for your qualifying session to be an easy, comfortable time by making an area in your office ready for the customer to arrive. Put together all the necessary paper work, guest cards, floor plans, property maps and application forms. Add a refreshing personal touch to the area with a pitcher of ice water with lemon rings and mint sprigs, complete with a candy dish filled with chocolate kisses. When an unhappy customer comes in and asks, “What is your special?” Tell them to have a kiss and you’ll be right there. Who can be rude with chocolates melting in their mouth? I like to set a place for the customer at what I call a “Welcome Center”. Have your entire marketing ready with newsletters and refreshments. Have your guest cards set up with notes and highlights and look yourself in the mirror and say, “ I love my guest Card!” After a number of year’s research I worked out a great guest card  - below -- this is the front and back of the card, minus the results codes and follow up.

Front of the Card 

Prospect’s name     

What kind of apartment are you looking for?  Bathrooms? Bedrooms? Other?

What floor do you prefer? What is your price range? When do you plan to move?

May I have your current address (street, city, state, zip)
Home Phone?

May we have the name of your current employer? What is your position there? Phone?

Do you have a Family Pet? Name? Breed? Color/ May we ask why you’ve decided to move?

How long have you been looking? Where have you looked? What did you like best? 

What did you like least? What are the most important things you want in your new apartment?
Back of the Card 

During the show I noted that you liked: ________________________________________________________________________________________________________________________________

1st Apt. Shown:     Leased Y/N  

2nd  Shown:    Leased Y/N 

We would love to have you as a resident. What can we do you for you today?

Fill out an application / Make a 24hr./ Reservation with a deposit  /Set up a future appt.

Would you like to see any other apartments?
The POWER of follow up – Managing your sales leads

KNOW YOUR GUEST CARD!

USE A GREAT FOLLOW UP SYSTEM!

If they disconnect – can you reconnect?

Keep the marketing power in your court. 

Gather, store and manage your sales leads. Don’t practice a catch & release policy when it comes to traffic. Great Guest Cards  = Great Leads = Great Follow up = LEASES

________________________________________________________________

Intimate Marketing – Getting your mail opened

Creating a Marketing ‘Fun Box’ -Brochure Art!

Let’s face it; when you open your mail each day, you separate it into two piles. The “A” pile or the ‘keeper’ pile and the “B” pile which immediately goes into the trash, the shredder or the recycle bin. How can you make sure that mail you send gets into the “A” pile and not the “B” pile? Simple…..memory association.

What is a memory association?  … Turn your “doodle” into a “Boodle” of Leases!

People think in pictures not words. If I say to you “red Corvette” - do you see the words or the car in your mind’s eye? I like to give people memory associations while I talk to them. Do you have any idea how many communities there are in your city? Do you want to be remembered and not forgotten? Research shows the greatest way to get someone to remember something is through an association to something they already know. Here is a great way to put that research to work for you.

Picture Association: If we discuss the beautiful trees on the property – I might either draw a tree or have tree stickers ready to use. Especially if the trees are old oaks preserved by the city and the property was developed around them. 

Color Association:  Greenview – green markers, Lakes or ponds – blue. If I mentioned the flowers around our sign I might color use that color around my logo on the front of the brochure.

Location Association: Shopping mall, corner or near a city landmark. This should be written in as a reminder to the customer. 

Purchase fun scissors, stamps, stickers and markers to add personal “ART” to your brochures, floor plans and marketing materials. The best time to work on your follow up for a customer is while you are on the phone with the customer. Have your fun box near your phone so your “doodle marks” make your marketing STAND OUT in the crowd of mail in their mailbox. Personal notes are opened 100% faster than any business mail – make it personal and make it get opened!

________________________________________________________________

KNOW your Marketing Material

Search your office and Inventory ALL Your Marketing Tools

Brochures, floor plans, prepared fax marketing, site map, business cards, stationary, post cards, marketing cards for follow up, birthday cards, specialty advertising items with property logo – i.e. pens, cozies, coffee mugs and logo water bottles are all part of your marketing arsenal.

________________________________________________________________

ON YOUR MARK – GET SET – GO …MARKETING!!!

What other kind of business send follow up?

Veterinarian, Dentist, Retail Stores, Auto Repair, Insurance

Follow up Supplies

· Acrylic Follow up organizer, Great American Business Products

· Guest cards

· Markers

· Stamps

· Follow up cards – see SMMonline.com, Apartmentcards.com and Great American Business Products

· Stationery

· Post cards

· Digital camera / Portable camera

· Prepared marketing fax pages

· Your ad from Homestore.com

Toni’s Rules for Follow Up – Cut this out and put it somewhere so you can see it!

· Every call gets a guest card – I would rather throw away the card then the call.

· Every customer is data entered into the guest card section of the computer

Key data: Name, Address, Phone, Email, When do you plan to move? When do you plan to decide? In the Oriental Trading Catalog order the mini surfboards – look at the Cowabunga contest in your Journal, Section Four

· 95% of sales happen after the fifth attempt – design your five attempts. 

· Different types of follow- up – phone, email, fax, letter & email. Rotate different cards into your set of five.

· “Thanks for Popping In” card from Sales & Marketing Magic – visit www.smmonline.com or call 800 363-7384 and ask for Item #280 (50

cards) I like to enclose a bag of microwave popcorn! 

· “Bee Back” Card from Sales & Marketing Magic – visit www.smmonline.com or call 800 363-7384 and ask for Item #212 (50 cards) or #213 (100 cards).  This clever card will grab your prospective resident’s attention by offering a dollar discount of your choosing for their first month’s rent if they’ll “bee-back within 72 hours.”  One company in California attaches Bit-O-Honey candies to each card before mailing.  This card can be mailed the day the prospect visits your community, or can be handed to them personally before they leave.

Reminder…

Moving can be such a headache!

 I have this wonderful packet of helpful information. 

Let me grab an envelope and address one to you right now!
1.) First Step -- Send Help!

I would like to recommend your first follow up be an information service to your customer. Either moving information from Homestore.com for the email customer or sending the Movers Guide from the post office by snail mail. Send help!! People love help and hate sales. The Bible says if you give, you will receive. I believe that to be a spiritual principal. If you give help – you will receive more leases. Study what help you can offer – find creative ways and make your first follow-up a helpful hint or guide to assist the customer. Try adding colorful post it notes with short messages. People don’t always want to read a whole letter.

2.) Second Step – Prepare the next three contacts – DO ALL 3 NOW!

One of the benefits of writing three cards at once is making sure you do not repeat yourself and seeing a clear message going out to the customer. This helps you to control the flow of information and clarity of the message.

· Stamp the first card - #1 contact and place it in the mail.

This may be your “send help” card. Even if you sent them to helpful locations on the Web – put your ‘Send Help’ in the mail. People love to get personal mail, so make it personal. Hand write the address, and place stickers or stamps on the outside with a note.

· Write out the second and third card – these are your Contact #2 & #3 and postdate them 8 – 10 days apart. Write the date in the top right hand corner for where the stamp can cover your mark, and place them in your follow up section marked 1 – 31 for the appropriate date for it to be mailed.

· Take the fourth follow up card – making sure each card is unique and different, and attach it to the guest card filing it 8-10 days past the card three. Once you come to the date with the guest card with the attached follow up #3 you will want to call the customer. The call will qualify as contact #3 and the card becomes contact #4.

· I suggest contact five is also a personal call to invite the customer to revisit the community. 

Prepare your follow up card statement in advance

Life is short and time moves very fast. It is important to be spontaneous – but also grammatically correct. Never allow your fast-paced schedule to influence the quality of your statements. You do not want to misspell a word or send someone a card with an incomplete sentence. It is a good idea to create some index cards with generic statements that can be personalized by adding names and “their story” to make it more effective. These suggestion cards can be placed at the front of your follow up box and used as a reference. 

Three ingredients for great follow up statements:

1. Give a compliment

2. State your purpose

3. Ask for action

Compliment

Begin with a compliment. Please love to know they are memorable and important. If you can make a statement about something said or done during their visit it is a compliment that you remembered the incident or detail of their visit. 

“It was nice to meet you. You two are such a nice couple.”

“I’m glad you came by, I enjoyed showing you our community.”

“I think you would love living here at our community. I hope you are thinking about us – because we are still thinking about you.”

Purpose

State the reason for the letter. People are in a hurry, so try and be quick and to the point in the first two sentences. Be confident – let them know you want them to make a decision to live in your community. Let them know you want to hear back from them and are interested in their decision.

“I wanted to send you this extra information and remind you to call if you have any questions.”

“I hope you are still considering our community for your new home. We wanted to remind you about all the things you loved about our community”

Ask for Action

Always ask for action. This should be the last thought you leave with them. Be sure to include your name, office hours and phone number at the end of each note. Encourage them to visit your Website and offer additional decision-making information.

“I would love to show you and your family another look at our community – please give me a call.”

“I am so excited about helping you find the right new home for your family. I want you to feel free to call me with any questions or concerns.”

Finish What You Start!

