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RentandRetain.com or call 1-888-273-8246.
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Try it. If nothing changes, nothing changes.
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So we’ve pretty much all been on social 
for years now. And you and your bosses 
probably fall into one of three camps; 
Social doesn’t work, Social is only for 
resident retention, Social could work…but 
it’s too time consuming!

Here at Apartminty, we fall into a fourth 
category.  Social definitely works and we 
can prove it, but it works better when you 
have the right strategy.  Showing is better 
than telling, right? We’re going to show you 
a couple of examples of what we post and 
why we think it works for us.  Also, we’ll 
share an app or too that will make all of the 
things a bit easier.  This quarter we’ll focus 
on Instagram, but in upcoming issues we’ll 
tackle Pinterest and Periscope.

So let's talk about strategy first before we 
get started. You have to decide what is the 
actual goal of your marketing. What are 
you trying to accomplish? Is it getting new 
residents/new traffic? Is it trying to cross-
market with local businesses? Maybe you 
really do just want to focus on resident 
retention. Define one or two of these so 
you will know how to measure the results 
of your efforts. 

We’re starting with Instagram because 
in our opinion this channel is completely 
underused or abused.  First let’s define 
what Instagram should not be…it’s not a 

billboard for your property.  Don’t flood 
your feed with 4,000 photos of your model 
unit.  It’s a visual storytelling tool and you 
need to think about the different ways that 
your prospects will view it.  They will see 
you one of two things either your individual 
photos OR your profile as a whole.  

Set yourself up for easier success
Make sure you use the 150 characters you 
are given to write your bio and explain 
exactly who and what you are. 
• Luxury Apartment High-rise in the   
 heart of downtown San Francisco
Or 
• Apartment community with the highest  
 rated resident satisfaction located in the  
 established community of Winter Park  
Or 

• Photos from the POV of the leasing   
 team at the best student apartment   
 community in Tallahassee.
 Be sure to include your community’s   
 location!! You have no idea how    
 many apartment community    
 bios don’t have their city listed    
 in their bio!!!     

Finally try not to send people   
just the homepage of the website. Ideally 
you are sending them to a landing page 
that you will later be able to track that 
traffic to that landing page and know 

APPROACH!!

A NEW YEAR,
A NEW

SOCIAL
By Holli Beckman
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it came specifically from Insta. Alternatively try 
sending it to your community’s blog.

Now, what to post. There are some guiding 
principles here.  First, think about your color story.  
This doesn’t mean that you have to always have 
one color in the photo.  It does help with your 
brand story and with profile consistency if you use 
the same tones, or maybe even just the same filter.   

Next think about trying to communicate who you 
are via the 12 photos that show on the screen in 
your profile view.  If someone is looking at any of 
these 12 photos, they should be able to understand 
exactly who and what you are.  So, take the time 
to brainstorm with your team about the different 
categories that would tell your story.  

• Staff pics-Wore matching outfits today?   
 #Twinning!
• Neighborhood shots {nearby parks,    
 playgrounds, night time shots}
• Neighborhood businesses products {near the   
 best ice cream shop in town? Or the breakfast   
 dinner with killer pancakes? Food shots always   
 win…and so do promoting another business!}
• Apartment products-cool small appliances,   
 convertible furniture, etc.
• Community pets-If you’re pet friendly
• Community events {Both specific to your   

 apartment community and the city at large   
 {Resident events or weekend farmers markets   
 or an awesome sunset over the pool}
• Shots of your actual community or business.   
 YES, you are allowed to use common area   
 or model shots but it should be 1 out of 12 or   
 2 out of every 12 photos. 
• BONUS: Hyperlapse easy maintenance fixes. 

You can of course include other categories of 
your choosing. If you want to include motivational 
quotes or funny memes, that’s okay.  Just 
remember to limit that to one of every 12 photos 
in a sequence.  

If you plan out which of these categories works 
best for your community, you can spend a couple 
hours going out on a photo safari.  Then you can 
have content planned out for weeks!  We use 
VSCOcam to edit our photos and plan out how they 
will look in our actual feed.  

Other content ideas? Incentivize your maintenance 
team…they probably see more cool stuff than you 
realize.  OR you could even do a takeover where a 
staff member of your choosing shows their day via 
3-5 photos. Announce that this will be happening 
at the beginning of the day. You could also do this 
with a resident if you really trusted them!

Captions. Don’t be afraid of writing a longer 
caption.  Insta totally allows for this.  It’s really nice 
to give those folks who are seeing your photos 
some context of what was happening that inspired 
the photo.  Tell the story about the resident Yappy 
Hour you hosted in conjunction with the local 
humane society and how your community is pet 
friendly.  Or tell them how the clubroom is perfectly 
positioned to catch killer sunsets every evening.  A 
picture is worth a thousand words, but it makes a 
whole lot more sense with a 25-word caption!  Also, 
if you are promoting an upcoming event, tell folks 
to click the temporary link in your bio.  {Then of 
course remember to put the proper link in your bio 
to the page that will give them info.}

Finally, don’t feel pressure to post your pictures 
immediately! Have all the team members upload 
their pics to one shared folder in Dropbox. You 
can go back and choose the best photos and then 
edit accordingly. Again, plan out your content 
ahead of time and go slow. You can start out just 

continued on next page
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posting one or two photos a day until you 
feel comfortable upping the amount of 
content you produce! Finally, have fun…
and don’t take yourself too seriously! 

Good apps to use
VSCOcam
WordSwag
Afterlight
Hyperlapse
Regrann

Bit.ly {for creating shortlinks}

We’d love to see what you’re up to! 
You can find us @Apartminty and @
Apartmentalist.

Need more Instagram tips? 
Check out blog.Apartminty.com/
apartment-marketing

Holli Beckman began her multifaceted property management career 
after graduating from Southeastern University where she majored in 
Communications. Holli empowers her marketing team to continually 
evolve and develop new strategies, generating marketing and advertising 
campaigns for over 10,000 units in Washington, DC. Her marketing team 
was recently awarded Best Marketing Program by MHN Magazine.

Paper Coupons are OUT. 
Digitial Coupons Are IN!

According to studies, most people will not redeem 

a paper coupon but digital coupon use is grow-

ing faster than expected. Check out the stats from 

Statista below:

DIGITAL & MOBILE COUPONS VALUES 

74.1m Projected number of U.S. smartphone mobile coupon users 
 by 2015  

126.9m Projected number of digital coupon users in the U.S. by 2016 

55% Percentage of internet users in the U.S. who use digital coupons.

Keep track of what coupons are redeemed and do more coupons like 

that in the future.

As seen on the Internet, November 1, 2015. 

www.statista.com/topics/1156/coupon-market-trends-in-the-united-states/
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It is relatively simple to personalize everything 
you give to prospects and residents. Go to 
www.Google.com and search for templates to 
personalize whatever item you wish. We found 
templates for:

• Water bottles
• Candy bars and candy wrappers
• Soda pop
• Gum
• Personalize balloons, address labels for  
 new residents
• Dog collars and other dog items

Go to https://buy.shareacoke.com/coke.html 
and get your own personalized Coke bottle 
for $5 each plus shipping.  See how Kate Good 
personalized the Coke for her team member 
and posted it on Facebook in the picture 
above!  Totally cute and a nice way to give a 
shout out to a valued employee.

Personalize a chalk board or white board   
and welcome residents, prospects, prospect 
dogs & cats, your boss :-).

-Personalize M&Ms at www.mymms.com.
-Personalize Hershey Kisses & choose the foil 
cover at http://www.hersheys.com/kisses/
experience/send-a-kiss.aspx.
-Personalize your Jones Soda: www.jonessoda.
com/code/standard.php?cook=t
-Static clings (from MIchaels, the grocery store, 
the Dollar Store, etc.) stick well on windows, 
doors, drinking glasses, wine bottles, shower 
mirrors in the model -- test 'em out!

m
arketing

Rent & Retain's Ideas 
For Personalization

6 Surefire Steps To 
Be More Valuable

1. Cut costs.

2. Implement new ideas.

3. Show the impact of ideas 
in a measured form.

4. Chart progress from one 
year to the next.

5. Show how you have saved 
the company money.

6. Show how you brought in 
more money.
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Personalization is all the rage in 
online marketing. Buy one product 
at Amazon, and suddenly, five more 
products you might be interested 
in are introduced to you. Watch a 
movie on Netflix and the next time 
you log in you’ll find specific titles to 
watch, based on past behavior. Visit 
Stitch Fix, provide some information 
on preferences, body type, etc., 
and five items of clothing will be 
delivered to your door every month- 
selected just for you.

People love personalization 
because it is all about them, and 
it makes them feel special and 
unique.

What is a savvy merchandiser to do 
with this knowledge? After all, on site 
visits are a bit different than online.  
It’s simple. Look for ways to make 
their visit all about them. 

I saw a sign 
in front of a 
bridal shop 
the other day 
and thought, 
“How cool – a 
personalized 
welcome.”  
Easy and 
awesome – a 
big, “We’re 

happy 
you’re here”, 
designed just 
for them. 

Every day, we 
make appointments, 
and often know 
when people are coming 
to see our community. What a 
great opportunity to deliver a little 
“awesome-sauce” and personalize 
community messaging by simply 
writing client names on a chalkboard 
or easel, then placing it in your 
entryway, either outside, or right 
inside your door, to the right. 
(You will remember from previous 
columns that the client will first look 
to the right when entering.)  What 
better to find than their name and a 
friendly community welcome?

The best merchandising is created 
when elements are kept simple and 
effective. Your client has likely visited 
a number of different communities 
before yours and may have been 
treated with indifference and apathy.  
What will happen when they get 
to yours and see a personalized 
welcome on the door? That is 
effective merchandising.

By Lori Snider, 
The Merchandising Marketer 

Make It Personal 
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ng
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Lori Snider is an expert in sales, service experience 
delivery and visual marketing methods. She currently 
heads up recruiting and team development at 
RedPeak a local and innovative Denver company, 
and is a frequent presenter at national apartment 
conferences. Lori is regularly sought  after for her 
keen insight regarding sales and marketing trends. 
Her enthusiasm, sales skills and imaginative problem 
solving abilities are contagious, and her creative 
capabilities can take a company from average to exceptional. 
Contact her at 303.517.2006, lori@lorisnider.com, www.lorisnider.com.

Renewal Incentives

Okay If I Answer That?

Was how one salesperson put it when the phone 
started ringing while she was helping a customer.

The customer said, “Okay.”

So... note how she did this.... 

1) she led the customer with an Okay statement (you 
are more inclined to respond with Okay)

2) asked permission.  That way the customer can’t really get too 
mad that you took the call, since he gave you permission.

Renewal (and leasing) incentives work best 

when you give a valuable product. The trick is 

to buy products significantly below retail price 

or give something that doesn't cost you a lot of 

money but has a perceived value to it. This way 

renters get the perception of a new X but you 

bought it in bulk so it wasn't the full price.

What can you offer residents and prospects 

that doesn't cost a lot of money but has a good 

perceived value?  

• Free clubhouse rental?

• Free use of your corporate apartment for  
 two nights?

• VIP parking for a month?

• Pass for a friend for the fitness center or  
 pool?
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Cold nose, cold toes, and the brisk north 

wind still blows - cold weather can 

make it difficult to lure our hibernating 

residents out of their homes, so we have 

to offer socialization activities that will 

not only be warm and comfortable, but 

also more attractive than the blanket 

on their couch.  At Rent & Retain we 

often suggest classes to engage your 

resident base, but we also know that 

doing the same old thing time after time 

isn’t exciting, so we’d like to offer you 

some new class suggestions – 12 of them!  

You can choose a few from this list and 

sprinkle them in to your events calendar, 

or you can take one per month and have 

a whole year of interesting educational 

offerings.  Whichever you choose, you 

can’t go wrong – Rent & Retain knows 

creativity and ideas, but YOU know your 

residents!

1. SUIT UP! 
I just went shopping for my first really 

nice suit this last year and it was one 

of the most miserable experiences of 

my life because I had NO idea what I 

was even looking for or what would 

look good on me.  All in all, it took me 

four and a half months to finally find 

something, and when I began telling 

people about the trouble I’d had, I 

was shocked at how many people had 

the same problems that I did finding 

professional clothes that made them look 

good.  How great is an idea to bring 
in a style consultant and allow 
your residents to come and learn 
not only the new trends for the 
season, but also what shapes and cuts 

and colors of fabric look the best on 

them?!

B
e 
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GET 
CLASSY 
IN THE 
NEW 
YEAR!
By Heather Blume



www.rentandretain.com    11 © 2016 Rent & Retain Systems, Inc. Winter 2016

2. LIFE HACKS
It seems in this world that, for every annoying 

task, someone has a trick on how to do it better.  

Either gather ideas from your residents or check 

out sites like Lifehacker.com for great everyday 

“hacks” to make life just a little bit better.  Put 

together enough for an hour long event so that 

you can demonstrate them to the people who 

attend, and do a class dedicated to a particular 

topic like “Camping Hacks” or “Small Space 

Organization Hacks” or even just the ever popular 

“Household Hacks.”

3. APARTMENT/SMALL SPACE/CONTAINER 
GARDENING OR SWAPS AND STARTERS
Container and balcony gardening is an 
ever growing trend in apartment living 

so it only makes sense to embrace it and teach 

our residents how to manage their little victory 

gardens even better!  You could also host a 

session where people could bring in plant starts 

that they want to swap with other people so that 

everyone gets starters for different plants.  It’s 

expensive to buy those little buggers, so this 

keeps not only their stomachs full, but also their 

wallets.

4. GREEN URBAN ART/ REVERSE 
GRAFFITI CLASS
Are you in an arts friendly area?  Some of the 

coolest art out there right now is what we call 

Green Urban Art – art made from what occurs 

naturally in the environment.  The most common 

use of this is seen in the reductive drawings 

in the subway tunnels in New York where the 

artists remove layer upon layer of grime to 

create shadows and lines in the dirt that builds 

up naturally.  Some call it reverse graffiti, others 

call it “selective cleaning,” but most people agree 

that it looks pretty interesting.  If you have the 

contacts to bring in someone to teach a 
class on reverse graffiti, or even on the 

popular art of Urban Chalk Drawing, 
you’re in for a great time!  If you have the chalk 

drawing done during one of the summer months, 

you can use your own parking lot and sidewalk 

art to generate new leasing traffic, and when 

it’s time to clean up, it’s as simple as pressure 

washing.

5. TIME MANAGEMENT
I’ve never met anyone who has enough hours in 

their day.  The busier we get, the more we have 

to do.  Classes on time management are 

usually well attended because it’s a universally 

identifiable subject.

6. MASSAGE TRAINING
Bringing in a local massage therapist for your 

residents during tax week is a nice touch, but 

teaching them how to work out their 
own knots keeps them happy for much longer 

than a single week.  

7. TEA/COFFEE/WINE TASTING
There’s something fun about being an 
expert on snobby topics.  Watching people who 

know “a thing or two” about wines or coffees or 

teas always incites a bit a jealousy in even the 

best of us.  Bringing in a tasting expert is a fun 

experience for your residents, and you could 

choose from tea, coffee, wine, or anything else 

your resident base might develop a taste for.  

8. INTERIOR DESIGN FOR SMALL SPACES
Got a weird nook on one of your floor plans?  

You’re not alone – one of the biggest hurdles that 

a lot of sales people have is overcoming a weird 

physical structure in their apartments.  Offering 
an interior design class focused on how 
to make the most of small spaces isn’t 
just a great idea for your residents, but 
also for your sales staff.  The more they 

know what can be done with a space or an odd 

continued on next page
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a potential resident!

9. RADICAL HOME ECONOMICS
Fermenting, Brewing, Baking, Knitting, 

Canning…Some valuable information 

has skipped a generation!  Members of 

Gen Y have gravitated towards what 

is called “Radical Home Ec,” an 
embracing of the old school 
arts of home management.  
Because many members of Gen Y have 

developed an interest in these home 

arts after their own grandparents have 

passed on without passing along the 

knowledge, they’ve been learning from 

books and how to videos on You Tube, 

but there are some things that are so 

much easier to learn and understand in 

person when questions can be asked 

directly.  Find folks in your area who 

have mastery of these arts (Home 

brewing beer is super trendy right now) 

and invite them to come in and share!

10. DINNER FOR ONE?
Do you house a lot of students or folks 

who are on their own for the first time?  

Holding a class for your residents about 

how to cook meals for one person 

that don’t involve a microwave, how to 

separate laundry and not shrink things, 

or even how to sew on a button or 

mend a tear in clothing could be a huge 

success!  I’m a fan of the title, but if you 

are in a state where the Fair Housing 

laws include marital status, please 

think of a different way to promote this 

session.  

11. PETS COURSE
When I was in college, I was on the 

programming council for the dormitory 

that I lived in.  Inevitably, despite a 

clearly written out pet policy, every year 

some student would attempt to hide a 

kitten in their closet…unsuccessfully.  To 

make sure that everyone understood 

that pet policies and to inspire people 

to look at a different kind of pet, we 

put on a program called “Pets in the 
Penthouse” where we took the 
top floor lobby and invited one 
of the local pet shops to bring in 
any pet that would be allowed 
under the guidelines that were 
in place.  The shop owner talked 

about each pet and also discussed 

things like feeding and basic care as 

well as how long the life expectancy for 

each one was.  Not only was the event a 

huge success, but people were inspired 

to explore other pet options than 

smuggling in a cat.  If your property has 

a non standard pet policy – you don’t 

take cats or dogs, but caged animals 

are fine – this sort of a class could be a 

great way for your residents to find a 

new furry, scaly, or feathered friend!

 

12. URBAN EXPLORATION – 
HOLE IN THE WALL TOUR
What do you really know about the 

area around you?  It always seems 

that the real locals know the best 

places – those hole in the wall types 

of locations that are a well guarded 

secret! Hyper-locality is hot right 
now, and offering a tour of true 
information about the area your 

community resides in is not only a fun 

way to spend a Saturday afternoon, but 

a useful source of information for your 

residents as well.
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For quite a few years now we’ve been 

told that we need to build for and market 

to the Millennial generation. Many have 

jumped on the bandwagon and are 

building nothing but smaller apartments 

(to try to keep absolute rents down while 

still meeting the rent per square foot 

investors are seeking) in urban locations 

with marketing/advertising campaigns 

geared mainly towards those between 

18 and 34 (one of the definitions of the 

Millennial generation).  

If this is your current strategy, stop 

for a moment and take a look at your 

submarkets and the demographics within 

as you might be missing out on and 

ignoring a huge opportunity.  Although, 

according to numerous sources, 

Millennials will surpass Baby Boomers 

this year as the largest cohort, Boomers 

still make up close to the same percent 

of the population as Millennials (and 

we forgotten X’ers are only a couple 

of percentage points behind).  And, 

guess what?  Boomers (and X’ers), in 

general, are more established and so 

have the income to afford the higher rent 

apartments.

Millennials may remain renters for a 

while because after having watched the 

housing bust they may still be cautious 

about buying, or may not yet be at an 

income level that allows for it.  Boomers 

(and X’ers), on the other hand, are 

making the conscious choice to give up 

home ownership for what they view as a 

more “free” lifestyle of renting. The influx 

of Boomers to the Multifamily Market has 

begun.  When you add their numbers to 

Gen X’ers who choose to rent, you have 

a substantial amount of income available 

to support the rental market.

Some statistics from a current lease up 

that is 2/3 leased support this movement.  

This community is 360 units with an 

average apartment size of over 1000 sq 

ft and average rents closing in on $2700 

in a suburban town center location.

• 77% have been leased by those 35 or  

 older (66% 40 or older)

• 37%  have sold homes to move to the  

 community

• 57% have annual household incomes  

 of $125,000 or higher

• 21% are retired.

m
arketing

By Karen Kossow

IT’S A

OR IS IT? 

continued on next page
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The good news is that all of the varied 

generations are looking for some of the 

same things:  convenient, often walkable 

location, amenities/social opportunities, 

up-scale design, technology that simplifies 

their lives, pet-friendliness and more.  

From a product standpoint, the 

differentiator is the size of apartments 

being sought.  The older generations 

are downsizing, and to them, even an 

apartment that is 1500 sq ft is small.  If you 

are located in a submarket that supports 

multiple generations, pay a lot of attention 

to your mix, and your rental rates.  Have 

the larger apartments for those who want 

and can afford them, and look to see that 

if by doing so, you can keep some of the 

smaller apartments at more affordable 

rates than you might otherwise have been 

able to. Remember…. those Millennials will 

increase their household size (and income) 

at some point and also need those larger 

apartments if they choose to remain 

renters.

Where you may see greater differentiation 

is with the programs and services you 

offer, how you present your marketing, 

and in the direction some of your 

customer service efforts may need to go.  

From a marketing perspective, you’ll 

need to make sure that you are really 

using a mix of media that will appeal to 

all the applicable generations; but don’t 

think that digital formats preferred by the 

younger set won’t work for the Boomers, 

you may just need to modify how you are 

using them. 

Facebook advertising works well across 

the board.  In looking at Google Analytics, 

Facebook is consistently a top 10 driver 

of traffic to our websites regardless of the 

differing resident demographics.  Run a 

couple of different campaigns adjusting 

graphics, messaging and targeting 

information to ensure that you’re reaching 

all of the different demographic groups 

that make up your resident profile (or that 

you’d like to you’d like to attract to your 

community).  There are some additional 

cool ways that you can use Facebook 

advertising. You can put your prospect 

database into the Facebook advertising 

platform allowing you to re-market to 

these customers with Facebook ads.  You 

can also put your resident database in 

and work within the platform to market 

to Facebook users who are “like” your 

residents.  Facebook advertising is 

relatively inexpensive, so play around with 

it some to find out what works best.

Real Estate driven sites are also showing 

a great deal of promise and/or results 

across demographics in many markets.  

Zillow has done a great job of building 

their urban multifamily footprint and 

bringing the Millennial renter into their 

site.   We’re also seeing results from older 

demographics in more suburban locations 

where people are selling homes to 

transition to the renter lifestyle.  One can 

assume that this may be due in part to the 

fact that Zillow started out on the home 

side and so this demographic is already 

familiar with using the site.

Video use is key among all demographics.  

In addition to giving a broader view 

than a photo of what your community is 

about, if you shoot resident events and 

include testimonials you add lifestyle 

which is such a large part of apartment 

living today.  We know that our customers 

are using review sites; letting them hear 

what your residents have to say can have 

such a positive impact to your marketing 
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efforts.  Numerous sources demonstrate that video 

content is shared at higher levels than other types 

of content on social media sites.  And…. people 

do search YouTube for apartments.  Recently 

one of our properties shared with me that one a 

couple in their 70’s who had recently rented at the 

community found them initially on YouTube….  It 

was the only site that their children had taught 

them to use for search.

You should all be doing it anyway (FHA guidelines), 

but make sure that across your marketing 

campaign you’re representing multiple age groups.  

Find that fine line between “horsey” font size, and 

“too small for old eyes to read” font size for your 

marketing materials and digital presence.

Review sites have been a part of our world for a 

while now, but they too, are now a “source” used 

by varied demographics.  People are searching Yelp 

for apartment communities, and if you maximize 

your listings on this site by using their business 

listing program, you can drive qualified traffic 

and rentals to your websites.  Using this program 

provides you with the opportunity to put a larger 

call to action button on the listing which you can 

link to whatever you would like.  You get access to 

reporting that gives you great insight as to who 

is searching on Yelp.  We’re seeing good results 

among the different demographics already and 

are just about to dip our toes into their paid search 

program.

We could “talk” forever about some of the newer/

different forms of advertising out there as we’re 

seeing changes somewhat frequently.  The above 

are a great place to start and are showing some 

solid results.  

Marketing encompasses so much more than 

advertising.  To maximize your multi-generational 

marketing, you need to make sure that you’re 

adequately touching all areas related to marketing.

From a programs standpoint, you’re going to want 

to make sure to “activate” your property as much 

as possible.  The Millennials may enjoy it, but are 

probably not going to be home enough to take part 

in much.  The Boomers and X’ers will appreciate 

the opportunity to have things to do close to 

home.  Make sure to have as many partnerships for 

services as possible (maid service, auto-detailing, 

etc) as well as suggestions for apps (I’m a fan of 

Instacart) that will make your residents’ lives easier.  

They’ve worked hard for their money and have 

probably also worked hard to maintain a home.  

They have disposable income and aren’t afraid to 

spend it if it makes life more enjoyable for them.

Adjust your customer service focus to understand 

that many of these renters have NEVER rented 

an apartment before as it wasn’t “what you did” 

when they were younger.  As a result, they are 

uncomfortable with much of the process and may 

need more “hand holding” than those who have 

rented at some point.  This is a great opportunity 

as if you gain the trust of the more mature 

demographics at this point in the process, they’re 

probably not likely to move any time soon.

Put away that bandwagon… Multifamily today is 

a Boomer, X’er, Millennial (and soon Gen Z will be 

sneaking in there) World and your marketing needs 

to speak to all of them!

Vice President of Marketing for Community Realty Company, Karen Kossow currently 
oversees marketing for Community Realty Company, Inc. in the Washington, DC market. 
In this role she is working to modernize the company and to position it to grow through 
acquisition, development and third party management. In addition to being responsible 
for implementing new marketing programs, Karen has implemented an online training 
program, and is in the midst of overseeing the process of selecting and implementing 
new property management software. Karen is one of the best and brightest in our 
business and has been a friend of Rent & Retain since it's inception.
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in Your

Have you ever mailed a package during the Christmas season? Have you ever 
shopped a Black Friday sale? Have you ever purchased children’s clothing during 
the obligatory back to school rush? Much like many of us, the answer to one or all 
of these questions is undoubtedly, yes. But…what’s the common denominator? 
With certainty, the likely answer is poor customer service. 

Does customer service come at a price? Yes! The price is immeasurable and it is 
comprised of many factors including: customer loyalty, ratings and reviews, word 
of mouth referrals, and overall how your customers view your organization in the 
market place. So, the real question is, why aren’t we more customer driven and 
focused? If customers are what makes our world turn and allows the lights to get 
turned on daily, why aren’t we putting them on a pedestal? Simply put, there’s a lack 
of identity between customers and service providers. 

Breaking that monotonous cycle will propel your organization to the next level. 
Striving to be better will manifests itself into all areas of the work flow cycles in 
our business. Providing good customer service for the right reasons (as opposed 
to being forced to because you’ve got to meet service level expectations before 
quarterly reviews) becomes infectious and will surge through your teams like wild 
fire! 

What’s the key to customer service success? Simply put; know your customer and 
be happy to serve them. We are in the service industry. What could be a better ode 
to service than getting to be an integral part of finding someone a new home? 

Short, sweet and to the point, here’s a MUST-DO checklist of how to successfully 
achieve solid customer service. 

1. Identify your customer’s needs
2. Listen. Carefully.
3. Put some motion behind your action items. 
4. Not only meet their expectations, but exceed them. 
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by Ryan Perez and Courtney Gordan
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5. Keep a genuine smile on your  
 face. 
6. Do it with love in your heart, or  
 don’t do it at all! 

If you felt that each time you walked 
into a department store, restaurant, gas 
station or apartment community that 
you were being served by a person that 
truly had the love of service in their 
heart that it would influence your buying 
decision? Give some consideration to 
the notion that you may not always be 
the best product in your market, or offer 
A+ level amenities, but you still have the 
opportunity to be better, stronger and 
more likely to attract and retain quality 
customers. Customer service will set you 
apart, miles away from your competition. 

This is why Allstate, Nordstroms, BMW, 
UPS, QuikTrip and Starbucks are known 
as “service giants”. Their main priority 
is their customers and the relationships 
they build with their customers. A 
friendly wave, a smile, learning a name 
go a long way. 

Customers love Personalization, they will 
gladly pay more for it – Prospects and 
Residents are more likely to sign a new 
lease or renew if they feel they have built 
a relationship with the on-site staff.  If 
they feel like they are a part of the team/
family and not just a rent payer, they 
are more likely to stay with the people 
that like having them around.  Get to 
know your residents, their children, 
where they work.  Listening actively and 
being genuinely interested helps you 
to remember discussions.  I recently 
went to a restaurant and had a great 
conversation with the waitress.  When 
I asked her name she asked for mine 
and used it the remainder of the meal.  
Two weeks later, I went back to that 
restaurant and to my pleasant surprise 
she remembered me and welcomed 

me back. How awesome would it be if I 
had a landlord that bumped into me on 
property and said “Hi Courtney, how are 
you? How is the new job coming along? 
Don’t you have a birthday coming up?” 
Wouldn’t you feel like “WOW! They really 
know me!”

People will pay for service. Upon 
moving to Atlanta in 2004, I needed 
auto insurance and began vetting all 
options and rates. After many calls, and 
varying rates I chose Allstate. Was it 
the cheapest? Not by far. But they took 
time with me, answered my questions 
and made me feel valued—even before 
I was a customer. Hands down, I chose 
to pay a higher rate because I liked the 
service they gave me. 11 years later, I’m 
still an Allstate customer and if I call the 
local office, not only do they know my 
name but they know my voice and ask 
about my kids. Imagine what this level 
of customer service would do for our 
industry? How would this impact your 
organization? 

There are few things customers talk 
about more than a pleasant surprise. 
One of the most lasting (and talked 
about) customer experiences is a 
pleasant surprise: reciprocity, especially 
when it’s unexpected, Is a very powerful 
force.  Think about ways you can 
surprise your residents with an email, a 
text message just to say “we appreciate 
you as a resident.”  Asking for work 
order when rent is paid.  Or seeing a 
broken screen and fixing it without the 
resident every having to call. Not only to 
meet service levels, but because it’s the 
right thing to do. Because it’s important 
to your customer. Because people are 
passionate about where they chose to 
live and to raise their families. 

I think one of the mistakes a lot of the 
property teams make is they lease a lot 

by Ryan Perez and Courtney Gordan

continued on next page
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Ryan Perez is the Vice President of Marketing for Landmark Apartment Trust. The 

Tampa based firm consists of approximately 30,000 units with 84 communities. Perez 

is responsible for all advertising, marketing, social media, online reputation man-

agement and the operational based growth of each asset as it correlates to overall 

visibility and exposure. In addition to overseeing all marketing platforms, Ryan works 

closely with the operations analytics department to maximize property performance 

by monitoring, tracking and analyzing performance data portfolio wide.

Courtney Gordon is the SVP of Operations in the Mid-Atlantic Region. Courtney has 

over 14 experience in Multifamily and Commercial Property Management, Acquisition 

and Renovations.  Before joining Landmark Apartment Trust, Courtney was President 

of Rapid-Ready, Inc., a renovations and apartment turnover service provider, where 

he was primarily responsible for the growth and long-term direction of the company.  

Prior to Rapid-Ready, Courtney was a Regional Property Manager with Fairfield Resi-

dential in the Mid-Atlantic Region where he managed over 500 million in multifamily 

and commercial assets. With Fairfield Residential he was also heavily involved in acqui-

sitions and repositioning projects for disposition.  Courtney received a B.S. in Business 

Operations, Management from University of Washington.
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of apartments to prospects and then 
wait for them to call to provide a service 
within the companies commitment…
but then it’s too late. Customers are 
already looking for great service before 
they need it, and a lot of customers are 
actually making buying decisions based 
on the level of service that properties 
can provide. Keep in mind service is 
more than completing work orders 
with 24 hours. Customers aren’t just 
renting an apartment, they’re buying 
an experience. Many property staff fail 
to establish the customer service levels 
necessary to support their residents 
next buying decision (the renewal), and 
that’s crucial. I recommend that you 
plan ahead and manage any customer 
service issues preemptively. Customers 
like to know before they rent what kind 
of help will be there for them, and the 
properties that have quality support and 
high service levels for their customers 
are the ones that will rise above their 
competitors. When you don’t have a lot 
of money in your budget, you want to 
defray any costs that you could possibly 
defray. But in this case... you want to 
look at customer service as a strategic 
advantage to help sell the product to 

new prospects and renewing residents 
because service is truly a differentiator.  

When your budget supports your service 
levels and your staff embraces that 
service from within, your customer will 
feel it and a brand loyalty begins; this 
will in turn leave your competitors in the 
dust.   

Having Service in Your Heart is not an 
expensive initiative but it IS an infectious 
one.

Have An R&R 
Success Story?
Do you have a Rent & Retain success 
story?  An idea you saw here, a day 
from our calendar that inspired an 
event for you, something great you 
gained from one of our articles – 
whatever it is, we want to hear it! 

Email your R&R Success Story to 
Chelsea@RentandRetain.com with 
the subject line, “I’m A Rent & Retain 
Success Story!” We like to know what's 
working!
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leasingStudies have shown the more you follow 

up, the more you're apt to make the sale.  

Always, always ask for permission to 

follow up, as well as for the best method 

to follow up (phone, text, email, etc.).

If you make an appointment with a 

prospect, follow up and confirm the 

appointment.  It is perfectly acceptable 

to follow up on the morning of the 

appointment as a reminder.  "Hi Joe!  I'm 

looking forward to seeing you today 

at 1 p.m.  Our first stop will be the 

2BR overlooking the pool I mentioned 

yesterday.  I've included directions to our 

community.  See you at 1 p.m."

What do you do if you've done 

everything "right" by following up, seen 

interest from the prospect, sent back up 

information to the prospect and she still 

hasn't gotten back to you?  People get 

busy.  There are a zillion different reasons 

(including analysis paralysis) to not hear 

back from someone. The trick is staying 

in contact without being annoying.  Keep 

an arsenal of moving tips/ neighborhood 

tips/ coupons, etc. that you can that are 

valuable to the prospect and an easy 

way to stay in touch.  Very few people 

are going to get mad at you for sending 

a $3 off coupon to the local Starbucks... 

or buy-one, get-one sandwich at the 

local deli... (all deals you can work out 

with local businesses).  See page 6 for  

statistics on digital coupons -- they do 

work!

As an offshoot -- test sending your 

follow up messages at different times of 

day to see if you get a better response 

during a certain time.  For instance, 

studies show most people will read an 

email sent at the beginning of the work 

day (9 a.m.) but not at lunch time (12 

noon - 2 p.m.).  See what times work 

best for you in getting a reply.

Stay in the game.  Keep following up.  

Stay positive and you'll close more sales.

Make Your Follow Up Memorable
To help your community (and you) stand out, make 

your follow up interesting or fun or useful.  Include mov-

ing tips, places to get free moving boxes or discounted 

trucks, or even something inexpensive like a lollipop.  

Oriental.com has a jillion items to help with this.  We 

made these pop-holders for 10 cents each.

Follow 
Up Tips
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RETHINKING
YOUR YEARLY EVALS
In a lot of respects it doesn't 
make sense to review your 
performance (or a team 
member's performance) only 
once a year.

A new trend is doing quarterly 
evaluations.  If your company 
doesn't do quarterly evals, 
perhaps do one on yourself.
Reviewing where you are and 
where you are going four times 
a year will really help direct 
where you end up. 

Here’s a step-by-step method to 
help you swap the yearly check-
up in favor of a process that 
allows you to better connect 
with your staff:

1. Once a quarter, meet with every 
single staff member on your team, one 
–on-one.

2. Before this meeting, both you and 
the staff member come up with three 
goals for the coming quarter.

3. Meet and discuss any problems, 
concerns, training needs, etc.

4. Look at the goals side by side and 
explain why you each have chosen 
those items to work on.

5. Refine those goals by setting 
concrete numbers to them. When 
do you want the goal completed by? 
What percentage of a change are 
you looking for in things like aged 
delinquency or closing ratio? Be 
specific with your goals and you’re 
more likely to achieve them.

6. Looking back is always valuable too.  
What worked, what didn't, what can be 
tweaked?



www.rentandretain.com    21 © 2016 Rent & Retain Systems, Inc. Winter 2016

leasing

Sales Mistakes That Are Easily 
Avoided
1)  Focusing the conversation on you, not the prospect or the prospect’s   

 needs.

2)  Most of the talking is done by...YOU... not the prospect. Get to know what  

 she wants by letting her do most of the talking.

3)  Selling the “thing.” Sell more than just the thing — the apartment. Focus   

 on selling  a home, which involves a comfortable place to relax, a functional,  

 smart way of living, etc.  Imagine the apartment enveloped in the warmth   

 and cozy feelings of chocolate chip cookies. Wouldn’t you rather live in   

 a place where you picture warmth and coziness vs. a sterile apartment?

Great Question To Find Out What The 
Prospect Is Thinking
“Is ‘I don’t know’ closer to a no, or a yes?”
This is a good way to find out where you stand on making 

the sale, and it’s not intimidating to the prospect.  You can 

also ask "What" is it they don't know?  "Was it something I 

didn't explain well or could help you with the answer?"

Ask your three top leasing consultants to write 

down their sales pitches word for word.  Next ask 

for the three questions he/she hears the most.

 

Develop your new ad based on the hot points and 

questions the leasing consultants cover the most.

Also ask residents via your Facebook page why they 

like living at your community.  Feedback is crucial to 

creating ads that attract residents because of what 

is specifically terrific about your community.

Looking for New Ad Copy?

3
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Don’t you wish that more of your residents complained?  Seriously???  The most 
important thing that we can do to help with resident retention is to encourage our 
residents to let us know when something is wrong so that we can make it right!  
We have to find ways to encourage our residents to give us feedback and let us 
know when they are unhappy.  It’s the only way that we can correct problems and 
resolve issues for our valued customers.  

Residents generally decide whether to renew their leases within the first two 
to four weeks of their initial move-in.  That move-in experience is imprinted on 
their minds and “colors” the way they perceive the customer service they are 
experiencing.  Shortfalls in responding to service issues or lack of attention to 
complaints about a resident’s neighbors can further erode the good will that you’re 
trying to build between the community team and your customers.

A study done by the White House Office of Consumer Affairs determined that only 
4% of customers that are unhappy with a product or a service will complain about 
it.  Of the 96% that don’t complain, 91% will decide not to do business with you 
again.  And of those disappointed customers that don’t complain, 68% leave you 
because someone on your team treated them as if they didn’t care about them.

However, if a resident is unhappy and does complain – you have a HUGE 
opportunity to convert that person into one of your biggest fans.  Research has 
determined that if you resolve a customer’s complaint quickly and fairly, they will 
do business with you again 70% of the time.  And – those residents will report a 
higher level of satisfaction with their apartments and your community than the 
residents who experienced no problems!
So our mission should be two-fold.  We should strive to meet or exceed our 
residents’ expectations.  But, if we fall short, we have to work hard to recover fast 
and resolve our residents’ issues as quickly and as fairly as possible.  As you plan 
your resident move-ins and lease renewal strategies in the year ahead, there are 
nine steps that you can take to keep your residents happy and resident retention 
percentages high:

Don’t You Wish 
More Residents 
Complained?
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By Alexandra S. Jackiw, CPM®, CAPS
President – Milhaus Management, LLC, 
Indianapolis, IN
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1. Respond quickly to resident inquiries. No one likes to wait – especially   
 residents. Whether it’s via phone or e-mail, make sure you are communicating  
 with residents in a timely way. Return phone calls the same day.     
 Studies have shown that customers expect an e-mail response within   
 six hours. Additionally, make sure that the information you are sharing   
 is complete and accurate.

2. Follow up, even when you don’t have an answer.  Residents want to   
 know that you’re staying on top of their problem, whatever it    
 is. Remember, 68% of your residents that leave you will do so because   
 they perceive you don’t care.  If a part is on order, say so, and provide   
 an estimate of how long the wait might be. Error on the side of caution.    
 It’s better to over-estimate the time a resident must wait rather than   
 underestimate it.  

retentio
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Alex Jackiw is a respected industry speaker and has presented programs 
to industry trade groups throughout the United States.  She is a licensed 
real estate broker in Indiana and holds the Certified Property Manager 
(CPM®) designation through IREM and the Certified Apartment Portfolio 
Supervisor (CAPS) designation through NAA.  Jackiw received the 
National Apartment Association Education Institute Apartment Career 
and Education (ACE) Award in 2011 in recognition of her commitment 
to training industry professionals.  She was named by Real Estate Forum 
to the list of 2012 Women of Influence in the real estate industry and 
was honored by IREM as one of the “Women Changing the World of Real 
Estate Management”  and is currently on tour with the Apartment All 
Stars.

Well... that seems obvious, doesn’t it?

But when was the last time you really 
evaluated your service response times 
and if the work was done satisfactorily in 
one shot?

Dell Computer found their satisfaction 
rate went up dramatically, and they had 
two MILLION fewer calls in a quarter, 
when they spent MORE time on the 
phone with customers.  The old method 
was to try to handle their customer 
service calls faster.  According to Michael 
Dell, by handling the calls faster, they 

were solving most, but not all, of the 
customers’ complaints.  By spending 
MORE time on the first phone call, 
it dramatically reduced the need for 
customers to call in again.  Thus, two 
million fewer calls, and a satisfaction rate 
that shot up.

Re-evaluate what you are doing.  If your 
service tech spends five more minutes 
in each apartment, checking for leaks, 
clogged disposals, holes in the walls, etc. 
will that save them time later on during a 
turn or fixing damage done from a huge 
leak?

More Time On 
Phone Increases 
Satisfaction Rate
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Ben Franklin is oft quoted as saying, 
“Well done is better than well said.”  
Every day on site we have hundreds of 
interactions with other people. For most 
of us, they’re pleasant enough, polite 
enough, and pass through the memories 
of those involved quite quickly because 
there’s nothing overly remarkable about 
them. Companies that understand 
“touchpoint service” are the companies 
that get people talking…and coming 
back!

Try this activity with your team:
1. As your team to brainstorm a list  
 of all of the customer interactions  
 that they might have in a day.    
 Everything from taking a rent   
 check, to answering a phone call,  
 to fixing a maintenance issue   
 is fair game.
2. Ask your team members to pick  
 the top few interactions from   
 that sheet and discuss with you   
 how those scenes usually play   
 out. Feel free to ask your team   
 to use role play if it’s something   
 they’re comfortable with.  
3. Analyze that interaction – are   
 there any moments in the   
 exchange that could be coopted  
 to make a better experience?     

 Make a list of them with your   
 team.
4. From that list, ask each team   
 member to pick a different   
 interaction and a way to make   
 it stronger, and for the next week,  
 focus on that interaction.

Below are two great examples of ways 
to make common interactions stronger 
from other industries outside residential 
property management (Use these to 
get the creative juices flowing for your 
team): 

• “Be Well”- When a customer   
 finishes an interaction with their  
 local Walgreens, their staff,   
 instead of saying goodbye, says   
 “Be Well!” carrying their ad   
 tagline through the conversation  
 and giving a positive wish at the  
 same time.
• Cookies and Water – When a   
 customer checks into their   
 hotel at Embassy Suites,    
 they are greeted by a couple   
 of cookies, and some bottled   
 water.  After a long day of travel,  
 it’s a small piece of comfort that  
 makes their stay even better.
What would work for you?
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Reach the Next Level 
in Customer Service

Touchpoint Service
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 SUN MON TUES WED THUR FRI SAT 
New  Year's 

Day

First Foot Day

Global Family Day
 

World Peace Day

Get To Know Your 
Customers Day

Humanitarian Day

Strawberry  Ice 
Cream Day

Hat Day

Nat'l   Blondie 
Brownie Day

Best   
Communication 

Day

Data Innovation 
Day

War on Poverty 
Day

Bubble Bath Day

Nat'l  English 
Toffee Day

Joy Germ Day

Nat'l Puzzle Day

Corn Chip Day

Free Thinkers Day

Curmudgeons Day

Fun at Work Day

Cream Puff Day

Fruitcake Toss 
Day

Nat'l  Motivation 
& Inspiration Day

Science Fiction 
Day

Balloon Ascension 
Day

Apricot Day

Static  Electricity 
Day

Nothing Day

Fig Newton Day

Int'l Hot and Spicy 
Food Day

Appreciate A 
Dragon Day

Nat'l Pie Day

Handwriting Day

Women's Healthy 
Weight Day

Seed Swap 
Day

Inane 
Answering 

Message Day

Croissant Day

Nat'l  Chocolate 
Covered Cherry 

Day

Drinking Straw 
Day

Fruitcake Toss 
Day

Cut  Energy Costs 
Day

Bittersweet 
Chocolate Day

Maintenance 
Worker Day

Save the Eagles 
Day

Local Quilt Shop 
Day

Nat'l  Compliment 
Day

Belly Laugh Day
Peanut Butter Day

Kid Inventor's Day

Hot Buttered Rum 
Day

Ditch New Year's 
Resloutions Day

Backward Day
Inspire Heart 
With Art Day

Spaghetti Day

World Braille Day

Trivia Day

Vitamin C Day 

Hypnotisim Day

Milk Day

Learn Your  Name 
in Morse Code Day

Clean Off Your 
Desk Day

Martin  Luther 
King Day 

Winnie  The Pooh 
Day

Thesaurus Day

Twinkie Day

Irish Coffee Day

Opposite Day

Bubble Wrap 
Appreciation Day

A Room of One's 
Own Day

Whipped  Cream 
Day

National Bird Day

Wear Teal For Fun 
Day

Marzipan Day

Pharmacist Day

Poetry at Work Day

Write Three Things 
To Change

Shortbread Day

Three King's Day

Bean Day

Apple Tree Day

Cuddle Up Day

Tempura Day

Programmer's Day

Bobbleheads Day

Old Rock Day

Save Water In The 
Shower Day

Rubber Duckie Day

Make  Your Dream 
Come True Day

Peach Melba Day

Skeptics Day

Cheese Lover's Day

Penguin 
Awareness Day

Camcorder Day

Disc Jockey Day

Nat'l Hugging Day

Squirrel 
Appreciation Day

Granola Bar Day

Cupcake Day

Int'l Kite Day

Dress Up Your Pet 
Day

Hot Pastrami 
Sandwich Day

One New Goal Day

Holocaust 
Memorial Day

National Geographic 
Day

Chocolate Cake Day

Blueberry  Pancake 
Day

Data Privacy Day

Thank Your Service 
Team Day

Nat'l Popcorn Day

Tin Can Day

Day of Service

Clean Out Your 
Desk Day

Nat'l  Peanut Brittle 
Day

Spouses Day

Share Candy Day

Contagious Service 
Day

Get Organized Month
Nat'l Bath Safety Month
Birth Defect Awareness 
Month
Cervical Health 
Awareness  Month
Learn to Ski and 
Snowboard Month
Nat'l Hot Tea Month
Nat'l Braille Literacy 
Month
Nat'l Mentoring Month
Nat'l Soup Month
Nat'l Volunteer Blood 

Donor Month
Oatmeal Month
Walk Your Dog Month
Weight Loss Awareness 
Month Month
Nat'l Mentoring Month
Nat'l Codependancy 
Awareness Month
Stalking Awareness Month
Slavery and Human 
Trafficking Prevention 
Month
Nat'l Blood Donor Month
Nat'l Soup Month

Nat'l Slow Cooking Month
Nat'l Creativity Month
Brainteaser Month
Celebration of Life Month

Weeks: 
1-7 New Year's Resolution 
Week
1-7 Celebration of Life 
Week
4-10 Folic Acid Awareness 
Week
8-14 Universal Letter 
Writing Week
11-17 Vocation Awareness 
Week

17-23 Nat'l Fresh 
Squeezed Juice Week 
18-24 Nat'l Activity 
Professionals Week
19-23 No Name Calling 
Week
25-31 World Leprosy 
Week
25-13 Clean Out Your 
Inbox Week
26-30 Tax Identity Theft 
Week

24

29 30
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FEBRUARY
 SUN MON TUES WED THUR FRI SAT 

6

7 8 9 10

14 17 20

21 22 23 24

28 29

11

4

12

5

18 19

26 27

16

13

31 2

25

15

Avocado and Banana Month

Bake for Family Fun Month

Beans Month

Expect Success Month

Grapefruit Month

Library Lovers Month

Love The Bus Month

Care About Your Indoor Air Month

Mend A Broken Heart Now Month

Parent Leadership Month

Time Management Month

Pull Your Sofa Off The Wall Month

Relationship Wellness Month

Responsible Pet Owners Month

Go Girl! Spunky Old Broads Month

Sweet Potato Month

Heart Month

Black History Month

Canned Food Drive Month

Creative Romance Month

Cherry Month

Children’s Dental Health Month

Weddings Month

International Boost Self-Esteem 

Month

International Expect Success Month

Bird Feeding Month

Caffeine Addiction Awareness 

Month

Hot Breakfast Month

Single and Searching Month

Plant the Seeds of Greatness Month

Potato Lover’s Month

Return Shopping Carts to the 

Supermarket Month

Spiritual Teachers Month

Wise Health Care Consumer Month

Clean Out Your 
Computer Day

Opera Day

Kite Flying Day

Chinese New Year

Hippo Day

Nat'l  Gum Drop Day

Singles Awareness 
Day

 

World Thinking 
Day

Cook a Sweet 
Potato Day

Be Humble Day

Margarita Day

Freedom Day

Baked Alaska Day

Change Your 
Password Day

Decorating with 
Candy Day

Mardi Gras

Stop Bullying Day

Bagels and Lox Day

Read  In The Bathtub 
Day

Toothache Day

Innovation Day

Do a Grouch a 
Favor Day

Almond Day

Be Kind Day

Banana Bread Day

Dog Biscuit Day

Play Tennis Day

Curling Is Cool Day

Tootisie Roll Day

Groundhog Day

Crepe Day

Marmot Day

Hedgehog Day

Dr. Seuss Day

Nutella Day

Weather Person's 
Day

Wear Red Day

Chocolate Fodue 
Day

Ash Wednesday

Safer Internet Day

Umbrella Day

Unplug Night -- No 
Cell Phones Or TV

Make A Friend Day

White Shirt Day

Satisfied 
Staying Single Day

Peppermint 
Patty Day

Random  Acts of 
Kindness

My Way Day

World  Human 
Spirit Day

Chocolate Mint 
Day

Listen To Your 
Partner Day

Eat Oreos Day

Clam  Chowder 
Day

Chili Day

Chocolate  
Covered Nuts Day

For Pete's Sake Day

Tell a Fairy Tale Day

Personal Chef Day

Nat'l Pistachio Day

Plum Pudding Day

Darwin Day

Lost Penny Day

Paul Bunyan Day

Carrot Cake Day

The  Day The Music 
Died

Elmo's Birthday

Learn Something 
New Day

Homemade Soup 
Day

Thank a Mailman 
Day

World Cancer Day

Stuffed Mushroom 
Day

Battery Day

Drink Wine Day

Pluto Day

Milkshake Day

Ice Cream for 
Breakfast Day

Frozen Yogurt 
Day

Lame Duck Day

Tortellini Day

World Radio Day

Madly In Love with 
Me Day

Fortune Cookie 
Day

Love Your Pet Day

Cherry Pie Day

Handcuff Day

Clean Out A Closet 
Day

Strawberry Day

Kahlua Day

Polar Bear Day

Insomnia 
Awareness Day

Tortilla Chip Day

Inconvenience 
Yourself Day

World Bartender's 
Day

Send a Card to A 
Friend Day

Ballet Day

Fettucine  Alfredo  
Day

Valentine's Day
Ferris Wheel Day

Nat'l Organ Donor 
Day 

Quirkyalone Day
Cream Filled 

Chocolates Day

Stickie Bun Day

Mother Language 
Day

World Information 
Architecture Day

Floral Design Day

Chocolate Souffle Day

Nat'l Tooth Fairy Day

Sleep Late Day

President's Day 

HOLIDAY

Leap Day

Rare Disease Day

Bachelors' Day

Go To Bed Early Day
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MARCH
 SUN MON TUES  WED  THUR  FRI  SAT 

6 7 8 9 10 11

1413 15 16 18

21 22

29

23

30 31

24 25 26

12

19

20

421 53

17

27 28

Pig Day

Peanut Butter Day

Unique Names Day

Plan a Solo 

Vacation Day

Go To The LIbrary 

Day

Proofreading Day

Peanut Cluster Day

Int'l Women's Day

Check Email 4x Only 
Today

Ides Of March
Buzzards Day

True 
Confessions Day

World Consumer 
Rights Day

As  Young As You 
Feel Day

Int'l Goof-Off Day

World Water Day

Lemon Chiffon 
Cake Day

Nat'l Mom & Pop 
Business  Owner's 

Day
 

Smoke and Mirrors 
Day

Dr. Seuss' B-Day

NEA's Read Across 
America Day

Banana Cream Pie 
Day

Old Stuff Day

Get Over It Day

Drink  A 
Milkshake Day

Nap Day

Panic Day

Freedom of 
Information Day

Everything You Do 
is Right Day

Appreciate  Your 
Lips Day

Nat'l Puppy Day

Near Miss Day

Melba Toast Day

Eat More PopTarts 
Day

Walk In The Park 
Day

Doctor's Day

Pencil Day

Manatee 
Appreciation Day

Cheese Doodle 
Day

Hula-Hoop 
patented 1963

Absinthe Day

Pound Cake Day
Grammar Day

Scrapbooking Day
Dress in Blue Day

Toy Soldier Day

Cold Cuts Day

Nat'l Anthem Day

Ear Care Day

iHOP Day

Mulled Wine Day

Int'l Day  of 
Awesomeness

Mario Day

Pack Lunch Day

Blueberry   
Popover Day

Oatmeal Nut
Waffles Day

Johnny 
Appleseed Day

World Plumbing 
Day

Middle Name Pride 
Day

St. Patrick's Day

Submarine Day

Campfire Girls Day

Corned Beef and 
Cabbage Day

Let's Laugh Day
Clients Day

Nat'l  Chocolate 
Caramel Day

Incredible Kids 
Day

Poultry Day
Corndog Day

Tuberculosis Day

Nat'l Chocolate  
Covered Raisins 

Day

Drive A New Way 
To Work Day

Make Up Your Own 
Holiday Day

Nougat Day
 

Spinach Day

The Girl Scouts 
of America were 

founded, 1912

Plant a Flower Day

Baked Scallops Day

Lacy   Oatmeal 
Cookie Day

Awkward 
Moments Day

Forgive  Mom & 
Dad Day

Biodiesel Day

Tolkien Reading 
Day

International  
Waffle Day

Pecan Day

Bunsen Burner Day

Eiffel Tower Day

Back  Up Your Files 
Day

Crayola Crayon 
Day

Irish Month
Music in Our Schools Month
Craft Month
Frozen Food Month
Nutrition Month
Peanut Month
Colon Rectal Cancer Awareness Month
Bell Pepper Month
Broccoli Month
Child Life Month
Deaf History Month
Leeks Month
International Ideas Month
Athletic Training Month
Cheerleading Safety Month

White Chocolate 
Cheesecake Day
Namesake Day 

Dentist's Day
Nat'l Frozen  Food 

Day
Oreo Cookie Day

Be Heard Day

Cereal Day

Sock Monkey Day

Nat'l  Crown Roast 
of Pork Day

Open an Umbrella 
Indoors Day

Check Your 
Batteries Day

Coconut Torte Day

Potato Chip Day

Pi Day

Napping Day

Ask A ? Day

Moth-er Day

Quilting Day
Won't You Be My 

Neighbor Day
First Day of Spring

Ravioli Day
Proposal Day

Storytelling Day

Nat'l  Common 
Courtesy Day

Down Syndrome 
Day

French Bread Day
Corn Day

Single Parent's Day

Quirky Country  
Music Song Titles Day

Paella Day

Read A New Book Day

Black Forest Cake 
Day

Something On  A 
Stick Day

Weed Appreciation 
Day

Chronic Fatigue Syndrome 
Awareness Month
Clean Up Your IRS Act 
Month
Eye Donor Month
Frozen Food Month
Multiple Sclerosis 
Awareness Month
Kidney Month
March Into Literacy Month
Social Work Month
Save Your Vision Month
Spiritual Wellness Month
Youth Art Month
Umbrella Month
Peanut Month
Noodle Month

Poetry Month
Ethics Awareness Month
Help Someone See Month
Listening Awareness 
Month
Collision Awareness Month
Kite Month
Optimism Month
On-Hold Month
Poison Prevention 
Awareness Month
Women’s History Month
Poetry Month
Red Cross Month
Social Workers Month

Easter
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DAYS       
 & DAYS
of fun leasing, team building, 
Facebook & resident retention 
activities
Fast, easy and inexpensive ways to lease apartments, 
motivate residents, excite prospects and allow YOU 
to have fun at work. 

JANUARY
National Get Organized Month: An awesome 

way to spend a winter weekend morning is 

CLEANING out closets!  In the bestselling book 

on organizing called The Life-Changing Magic 

of Tidying Up: The Japanese Art of Decluttering 

and Organizing by Marie Kondo, her main tip is to 

touch everything you own and if you don't love 

it or if it doesn't bring you "joy" then ditch it. If 

your Aunt Harriet gave you a really ugly sweater, 

keep the memory of Aunt Harriet being thoughtful 

and remembering you with a gift -- but ditch the 

sweater. Just because you are ditching the sweater 

doesn't mean you are ditching Aunt Harriet.

Ask Goodwill to set up a truck at your community 

for residents to donate right then and there. Hire 

a shredding service (Goodwill also offers one 

in our town) to allow residents to shred private 

documents.

National Walk Your Dog Month: Roger Caras 

once said, “Dogs are not our whole life, but they 

make our lives whole.” Furry family members all 

over the world are celebrated for their joyful spirit 

and unrelenting 

connection 

they provide. 

Celebrate 

National Walk 

Your Dog Month 

by encouraging 

your community to 

attend a dog social - visiting 

the nearest dog park and socializing with other 

owners as your dogs walk on leashes! If your 

community does not allow pets, bring the party 

by inviting a local shelter to bring their dogs and 

leashes. Residents can walk the dogs around the 

neighborhood and enjoy the companionship of 

“man’s best friend.”  Consider buying leashes or 

foldable waterbowls to pass out as give aways.  Or 

if you want to do something really neat, check out 

what www.pupmenities.com/  has to offer.  (It’s an 

adorable doggie kit at a fairly inexpensive price.)

National Fresh Squeezed Juice Week 
(Jan. 17-23): Looking to bring the spirit of 

New Year Resolutions and healthy living to your 

community? Partner with a local juice shop during 
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National Fresh 

Squeezed Juice 

Week and equip 

your residents 

with healthy, 

mineral-rich 

beverages! 

Create a quick 

checklist of juice 

ingredients: 

cucumber, kale, apple, ginger, lemon, pineapple, 

and carrot are popular choices. Hand out the poll 

a week beforehand, asking your community to 

submit their ultimate juice recipe. Choose the most 

unique recipe and feature it during your juice party 

or on your Facebook page!

New Year’s Day (Jan. 1): It is officially 
2016, and motivation is riding high! 
Resolutions, dreams, and wishes are at the 

forefront of everyone’s mind - it’s time to start 

fresh! Celebrate by hosting a “Post New Year Party” 

with sparkling cider and a group discussion about 

your community’s year ahead. Allow residents to 

ask questions, address concerns and brainstorm 

ideas to consider for implementation! Retain your 

apartment community’s residents by answering 

questions and receiving concerns with compassion. 

Many residents have small inquiries that will 

completely transform their satisfaction if you 

provide an open mind and a listening ear.

Jan 3  Drinking Straw Day
Strawsome! Did you know that a man named 

Mervin Stone patented drinking straws in 1888?  

Before Mervin came up with his invention people 

used rye grass as straws.  

"Draw Straws" for leasing promotions or renewal 

gifts.  Draw straws to see who comes in an hour 

late tomorrow.  Draw straws on who gets to run out 

for pizza (treated by your boss).

Build a tower with straws!  Residents can build 

towers individually or as a group.  Encourage 

them to use the wrappers as décor and to build 

it as creatively as possible.  The hidden talents of 

your residents may surprise you! Post pictures on 

Facebook.

 

Google "drinking straw games" and you'll be 

amazed at what comes up: blowing air through 

straws to move balls, creating straw mazes, Martha 

Stewart even has a tutorial on how to make flowers 

from straws (we "pinned" it on Pinterest.com/

RentandRetain).

Jan 4 Vitamin C Day
We all need vitamin C to fight illness; pirates and 

sea voyagers need it to avoid scurvy, so help 

everyone stay healthy by handing out oranges or 

grapefruit at the gate. Another nice gesture would 

be filling a large bowl to the brim with oranges 

or grapefruit and attach a note that says, “Happy 

Vitamin C day.  Help yourself”. A healthy resident is 

a happy resident.

National Bird Day (Jan. 5):  
Consider using 

the birds that your 

company has as part 

of an online marketing 

campaign – “Only the 

happiest roost here!”  

“We have the best 

nests!” “Flock to FGH 

Apartments!”

Jan 7 Save Water In The Shower Day
•  Brush your teeth and shave in the shower   

 instead of doing it separately

•  Don’t waste the cold water that comes out   

 before the hot- save it in a bucket and use it to   

 water your plants or use it for your pet’s water   

 dish.
continue next page
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•  Use less soap- less soap equals less time   

 needed to rinse; which means you’ll use less   

 water

• Install low flow shower heads

Take shorter showers. One way to cut down on 

water use is to turn off the shower after soaping 

up, and then turn it back on to rinse. A four-minute 

shower uses approximately 20 to 40 gallons of 

water.

Jan 10 Maintenance Worker Appreciation 
Day
Buy lunch for your team today!

Jan 19 Popcorn Day
 Make Popcorn day party day!  There is certainly no 

shortage of popcorn flavor ideas these days.  Invite 

residence to come into the office for a free bag 

of popcorn.  Offer powdered flavorings like ranch, 

jalapeño, cheddar or French onion.  Your residents 

can mix and match to their heart’s content at your 

unique and creative popcorn bar.

For kids: Make popcorn balls.  Kinda corny, but still 

fun!

Jan 26 Contagious Customer Service Day
Referrals are great and rewards are even better.  On 

this day hold a drawing that includes the names 

of residents that have referred people to your 

community. The grand prize could be a $100.00 

gift card or a friendly gift basket...whatever would 

motivate your residents. 

Order smiley face lollipops and hand them out 

at the gate as your residents leave for their days 

activities.  Be sure to smile and wish them a great 

day!  Oriental.com has them.

FEBRUARY
Expect Success Month: The first month of the 

year tends to focus on resolutions and pursuing 

our greatest ambitions, so for Expect Success 

Month it’s a perfect time to redefine your goals! 

Create a “How Will You Expect Success?” banner 

for residents to share their stories, as well as open 

house visitors. Hosting a meeting in February with 

your team and ask them to share their “expecting 

success story.” Find ways to directly impact every 

employee’s wish to support their goals this month! 

Transform “expect success” to “achieve success” all 

month long!

National Love the Bus Month: Does your 

community have a local transit system? Buses are 

the ultimate economical form of transportation, 

resulting in a reduction of millions of cars on the 

road. Reach out to your local transit center and try 

to negotiate a free trip pass for your apartment 

community, along with a city map 

with every route offered. 

As the economy 

grows and changes, 

staying educated on 

affordable options 

can make life much 

easier, and this 

particular option 

could even help reduce 

headaches when it comes 

to parking spaces!

National Jell-O Week (Feb. 8-14): 
Did you know that the jiggly, wiggly humble Jell-O 

turns 171 this year? In 1845, the very first idea for 

flavored gelatin was created! Whether you enjoy 

it in a pie, a fruit salad, or on its own, everyone 

has experienced the one of a kind product. Find 

your favorite vintage Jell-O recipe to share with 

residents (or on Facebook), asking for their family 

Jell-O recipes in return. Share photos of Jell-O 
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through the years on social media sites, along with 

family stories from your community!  Host a Jell-O 

Off, inviting residents to bring in any dish made 

with Jell-O (except, perhaps, Jell-O Shots!) and find 

the best use for Jell-O in your community!

Canned Food Drive Month
What better way to honor National Canned Food 

Month than to hold a canned food drive!  Hold a 

collection at the beginning of this month through 

the end of the month and then donate the items to 

your local food pantry.  Some of their favorite items 

to receive are:  

Canned soups

Canned meats

Canned corn

Boxed Macaroni and Cheese

Rice

Noodles

Powdered Milk

Cereals

Canned juices 

Canned fruit

Your canned food drive need not end at food.  Feel 

free to encourage residents to give paper items as 

well.  Toilet paper, paper towels and paper napkins 

are also appreciated.

National Dr. Seuss Day (Feb. 2): Almost 

everyone has read a Dr. Seuss book; colorful, zany, 

unique, and memorable are just a few words to 

describe his one of a kind style! Celebrate National 

Dr. Seuss Day with “kid-friendly story time” in 

your lobby or main area in the community; inviting 

children and their parents to hear classic Dr. Seuss 

stories that are timeless. Use vanilla pudding with 

green food dye and Nilla wafers to serve the “green 

eggs” as a special treat.  Or, create an artistic style 

handout of the “Green Eggs and Ham” recipe for 

residents to share in their kitchens at home! 

National Thank a Mailman Day (Feb. 4): 
Since at least 1883, mail carriers 

have been pounding the 

pavement to deliver our 

most precious packages 

and letters to doorsteps 

and mailboxes all over 

the world! Gather your 

team and create a “Thank 

You!” poster, complete with 

messages of gratitude and envelope 

art, to hang near your apartment community’s 

mailboxes. Encourage residents to add their 

messages of thankfulness to the poster, and 

celebrate National Thank a Mailman Day with 

joy! The smile on their face when they see the 

messages will be more than worth it!  Consider 

running a special for the week for members of the 

US Postal Service, waiving fees or deposits.

Feb 13 Fortune Cookie Day
You can custom order fortune cookies with a 

personalized message.  Send them to each resident 

in your community.  Be creative with your note.  

Say things like:

“Thank you for making (your community name) 

your home”

“(Your community name) appreciates you”

“Have a beautiful day”

“Smile and the world will smile with you”

www.fancyfortunecookies.com/

www.customfortunecookies.net 

www.myluckyfortune.com/

Be sure you always include your logo and contact 

information on the fortune.  Order extras to share 

with potential residents.
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National Random Acts of Kindness Day 
(Feb. 17): Shortly after Valentine’s Day, love may 

still be on everyone’s mind. Include the spirit of the 

holiday during National Random Acts of Kindness 

Day; leave a heart or love-themed notebook for 

residents to fill out with their favorite random 

acts of kindness. Any story works, whether they 

received the kindness or gave it out. Create small 

finger loops of pink and white ribbon to remind 

residents to provide random acts of kindness every 

chance they have! Or post ideas all day long on 

your Social Media pages for small random acts like 

paying for someone’s coffee, or baking cookies for 

a neighbor, or buying a meal for a homeless person.  

There are tons of great ideas you can find on  

www.randomactsofkindness.org/ 

Feb 23 Tootsie Roll Day
What a great day to hand out 

Tootsie Rolls! Hand them 

out at the gate, hand them 

out at the office or hand 

them out door to door.  

Oriental.com has quite a few 

crafts kids can make to hold 

Tootsie Pops (spiders, Valentines, 

superheroes and more!).

We made these pops with felt capes (or use 

cardstock or fabric), googlie eyes and stickers.

Feb 14 Valentine's Day
Compile a list of “last minute gift ideas” or local 
businesses that will deliver a gift should someone 
accidentally forget about this holiday. Publish 
this list in your newsletter. You may just save a 
relationship!

In your January newsletter promote a “Valentine’s 
Couple’s Night Out”, where for a few hours your 
community will provide childcare so the adults 
can indulge in a few hours of much needed alone 
time. Have residents RSVP if they would like to take 
advantage of this very special offer. You can charge 
a nominal fee to cover expenses. Organize some 
simple games for the children, cookie decorating, 
or show a Valentine’s movie for entertainment. 

If organizing a “Valentine’s Couple’s Night Out” 
isn’t your cup of tea then publish a list of romantic 
movies parents can watch after the kids go to bed.

Throw a quick Valentine's Day Party.  Invite 
everyone.  Have a cookie-decorating contest.  
Order large heart shaped cookies; provide candy 
decorations and colored frosting. Take a digital 
picture of the cookie for judging.   

Buy some red streamers and have a “wrap them up 

in love” contest. 
Let the children 
wrap their parents 
or friends up in 
a red-streamer-
wrapping of love.  
Whoever finishes 
first wins.

Hold a cookie 
walk. 
1. Buy large 
decorated 
Valentine's Day 
cookies for prizes.
2. Cut out giant 
heart shapes and 
tape them on the 
ground.  
3. Label each heart with a number and in a basket 
or hat place the corresponding numbers. You will 
draw the winning number from the hat or basket.
4. While you play the music, have the children walk 
around from heart to heart.  The goal is to be on a 
heart when the music stops.  Draw a number. The 
child standing on that number wins one of the large 
decorated cookies.
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MARCH
National Noodle Month: 
Invite residents to “Use Their 

Noodles” and host a noodle 

based dinner where they 

invite friends who don’t live 

at the community.  Spaghetti 

dinners are one of the 

cheapest dinners that you can 

put on, so it makes sense and cents 

to incorporate this kind of idea in to your outreach 

marketing.  Additionally, hosting a “Nothing but 

Noodles” food drive this month where you collect 

could be a fun way to help your local community 

foodbanks. 

National Red Cross Month: When there are 

disasters, at home or abroad, the Red Cross is 

there to help get people back on their feet.  But 

your local Red Cross does so 

much more to help build 

and maintain healthy 

communities.  During 

this month, you’ll 

find an uptick in the 

amount of CPR and 

First Aid courses 

offered, so why not reach 

out to your local affiliate 

and offer to host a class at your 

community.  Some affiliates have their own training 

centers, but in smaller metro areas, they might 

not, so you could be doing something great for 

your apartment community and the surrounding 

community at large.  Additionally, this is a great 

month to host a drive for non-food items like 

toothpaste, toilet paper, tooth brushes, shampoo, 

conditioner, etc.  If you’re working in a high end 

luxury community and you have a residents who 

travel for business often, encourage them to bring 

back the unused small toiletries from hotels that 

they stay at.  If the local RC isn’t accepting them 

at the time you collect them, it’s a sure bet that 

your local homeless shelter or domestic violence 

shelter will be.

National Girl Scouts Week 
(Mar. 8-15): The Girl Scouts first began 

on March 12, 1912 with a mission to provide 

leadership to young girls across the nation. 

Today, almost 3 million Americans are proud 

Girl Scouts working to encourage strong, educated 

young women to achieve their dreams! Find your 

nearest Girl Scout troop and host a party to inform 

your community about the organization. As the 

volunteers and girls speak, invite residents to ask 

questions and learn more! Don’t forget the Girl 

Scout cookie refreshments!  You could also offer up 

your meeting spaces as a place for them to have 

their regular meetings if the troop doesn’t already 

have one.  Consider, since the proceeds go to a 

great cause and it would definitely make you stand 

out from other communities that prospects may 

visit, buying Girl Scout cookies for this week to put 

out instead of your regular treats.  

Awkward Moments Day (Mar. 18): 
An absolutely HILARIOUS team meeting or team 

email thread (or private Facebook page) would 

be for team members to post their strangest 

encounter with a resident or prospect (keep 

everything anonymous).  See what types of 

Lessons Learned you can glean from these.  Or 

share some of your stories with team members and 

use them as Teachable Moments. Your service team 

will have some REALLY good ones.

Won't You Be My Neighbor Day? 
(Mar. 20):
This screams HUMAN DIRECTIONAL with a Won't 

You Be My Neighbor sign!



34    www.rentandretain.com © 2016 Rent & Retain Systems, Inc.Winter 2016

MARCH MEANS...
Planning Ahead for Tax Time
Tax Time is always a super time to give residents a 
positive experience.  Have IRS forms and booklets on 
hand for residents (go to IRS.gov and they’ll mail you 
booklets OR the Post Office and Library will have 
them).  Also, it’s smart to have Certified Mail slips 
and Return Receipt postcards from the Post Office 
for residents too.  Go to USPS.com to order these 
free supplies.

Pizza Break For Tax Payers
Work out a deal with a local food delivery joint, or 
pizza place, to give discounts to residents as they 
stay up late to finish their returns.

Or.... have snacks in your Club House for residents to 
drop by... Red Bulls, Cokes, chocolate, granola/Power 
Bars, etc. are great pick me ups if it’s going to be a 
late night and residents need caffeine.

American Chocolate Week (Mar. 15-21):  The ways you 

can incorporate chocolate into making someone’s day sweeter 

are countless, but here are a few ideas:  With each tour this 

week, give a gift of chocolate – Make sure it’s high quality, like 

truffles, or Godiva bars. You can also switch your coffee for the 

week to a chocolate blend or offer chocolate flavored creamer 

for residents.  Advertise your community as a place where the 

“Service is sweet, but never melts away!” Or even just host a 

Chocolicious Party for your residents and break out a chocolate 

fountain!  Rival makes a decent small fountain that runs less 

than $40 on Amazon and is reusable multiple times.

Two Ways To Deal With An Angry Resident
Say, “Mr. Jones, I’m very sorry this has happened.” 

Or “Mrs. Smythe, this must be very frustrating. Let’s see what I can do to fix this.”

Need An Activity 
For Your Next Team 
Meeting?

Go through the R&R calendars (in 
the centerfold) and have a contest 
for teams of two to develop a 
Leasing, Marketing and Resident 
Retention activity based on the 
crazy holidays.

Compile all of the ideas (or go 
around the room and share the 
best idea from each team) and give 
the completed list to everyone in 
attendance.

Follow up the next meeting, 
sharing the results and reactions 
from residents/prospects after 
implementing the ideas.

The calendars are copyrighted, but 
for just this instance for a one-
time use it’s AOK to make copies 
of them. Group rates are $49/ 
property for the year.
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For the last month, I’ve been in a pretty 
deep problem. I followed my usual method 
of just sitting down and the keyboard and 
trying to let things simply, “flow,” but it 
seemed like someone or something had 
plopped the Hoover Dam right down 
across my creativity river.  For a content 
creator, such as myself, that’s a pretty 
serious problem.  So, I really decided to 
focus in on it, or as the current business 
jargon would put it, “Drill Down!”  I’ve read 
at least 6 books in the last 4 weeks about 
writer’s block and frequented sites with 
exercises to relie the ailment every single 
day.  Getting rid of this block pretty much 
consumed my mind for the last month.

The other day, it hit me.  After a few 
days of realizing I was really depressed 
about this lack of creation, I finally had 
an epiphany.  Of course I couldn’t create 
anything – I was so focused on the fact 
that I couldn’t do it, I was consumed.

I know you’ve been there.

Maybe it was with budgets this season?  
Or a particularly challenging problem 

employee?  Maybe it’s professional life 
intruding on personal or vice versa?  
Maybe you’re fighting burnout?  

When you’re doing a daily drown in 
the negativity river, you’re going to be 
swimming around with a lot of residue on 
you – a residue that you can’t ever totally 
wipe away.  It starts to infect everything 
and everyone you come into contact with.  
That resident who used to be “eccentric” 
and “quirky” is now the most annoying 
person on the planet and you want to taze 
them every time they dare to darken your 
doorstep.  Or the cute competitive leasing 
agents you used to enjoy managing now 
seem to always be bickering about petty 
things that didn’t matter.

It’s about your perspective.  It’s time 
to step back and disconnect from the 
problem that is consuming you.  Shift 
your focus.  I promise, that problem isn’t 
going anywhere if you take a few hours to 
look at something else, but you might be 
heading to insanity-ville if you don’t give 
yourself a break.

Give Yourself A 
Break Sometimes. 
All it takes is a little 
distance.

Resolve

By Heather Blume

to Self Care
reso

lutio
ns
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Try this: Stand up.  Walk away from your desk.  Go 
visit your team and ask them about the problems 
they’re having.  Spend about an hour mentoring 
them and helping them.  When humans do 
something altruistic, it has a revitalizing effect on 
the human psyche, allowing you to go back and 
look at your problem from an additional distance.  
It’s been proven time and time again that fresh 
eyes on a problem often see overlooked solutions 
or creative fixes. If you’ve been neck deep in it 

for more than three days, your eyes aren’t fresh 
anymore.  It’s time to take a break.

You’d be surprised how useful a non singular focus 
can really be when you’re wallowing in a single 
worry.  Who knows – you might just produce 
something awesome on the other side of your 
troubles.

• MIT’s Sloan School of Management
 ocw.mit.edu/courses/sloan-school-   
 of-management/
• U.S. Small Business Administration    
 Training Network
 www.sba.gov/tools/sba-learning-   
 center/search/training
• Vid eoLectures.Net for Business - 
 videolectures.net/Top/Business/
• Book Boon -videolectures.net/Top/   
 Business/
• Harvard Law School – 
 today.law.harvard.edu/
• Stanford Law School - 
 itunes.stanford.edu/
• Open Yale Courses - 
 oyc.yale.edu/english
• MIT Writing & Humanistic Studies - 
 ocw.mit.edu/courses/comparative-   
 media-studies-writing/
• Purdue’s Online Writing Lab –  owl.   
 english.purdue.edu/
• BBC Languages – 
 www.bbc.co.uk/languages/

• American Sign Language Browser    
 commtechlab.msu.edu/sites/aslweb/ 
• Learn10 – learn10.com
• Radio Lingua Network
 radiolingua.com/shows/other-languages/
• OpenLearn - open.edu/openlearn/
• YouTube Education - youtube.com/   
 education?lg=EN&b=400
• iTunes Education - apple.com/education/  
 ipad/itunes-u/
• TED Talks – ted.com
• TedEd Lessons – ed.ted.com 
• Scribd Books - scribd.com/
• BookYards - bookyards.com/en/welcome#.  
 VeaNGPlViko
• iBerry – iberry.com
• OpenCourseWare Consortium -     
 oeconsortium.org/
• Khan Academy - khanacademy.org/
• Peer 2 Peer University – p2pu.org/en
• Coursera – coursera.org

A LIST OF FREE ONLINE LEARNING RESOURCES

Whether your company offers a robust training department or you’re on your own for professional devel-
opment, Rent & Retain wants to help you grow this year!  Below is a list of free places on line that have 
educational offerings that, while they aren’t directly related to residential property management, can still 
teach you skills that can make a big difference in your career.

Resolve TO Grow
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There’s nothing more satisfying than 
instant gratification.  Americans, in 
general, do not have long attention 
spans.  Patience isn’t only a virtue – it’s 
a rare commodity. In a world where 
a customer can go to Amazon, click 
on any random product, and have it 
delivered to their door the very next day 
(and in many markets, THE SAME DAY!), 
it is no wonder that customers want 
what they want when they want it.  

Residents are much the same, and in no 
area more than service requests in their 
home. The annoyance of unfinished or 
untouched service requests is one of 
the biggest reasons that residents fail to 
renew at the end of their lease.  A good 
maintenance team isn’t considered a 
“perk” by most residents, but rather a 
base level expectation.

Look through the stack of work orders 
that are currently sitting in your service 
team’s inbox. How many of those 
requests are small 5 or 10 minute jobs?  
Count up things like resetting garbage 
disposals, running toilets, putting a 
tray back in a dishwasher, changing 
lightbulbs with unique fixtures, resetting 
a GF outlet, setting a thermostat, 
outlets that “don’t work” because the 
resident doesn’t know to flip a switch, 
resetting the ice maker, etc.  While 
important, these little jobs can inhibit 
the productive flow of a work day.  

The good news is that they don’t have 
to!

QR codes, those little pixilated squares 

that you read with your phone, are 
incredibly useful for this application.  
They can be used to produce a message 
on the reader device, and, among 
other things, they can be visual links to 
website URLS.  

Imagine that when a resident moves in, 
they are given a sheet of paper with a 
list of QR codes on it that are labeled as 
such:
• The garbage disposal isn’t working.
• How do I shut off the water?
• One of the breakers flipped? 
 Can I flip it back?
• The tray came out of the dishwasher.
• The toilet is running but there isn’t  
 any water leaking from it.
• The bedroom outlet isn’t working.
• The GF switch outlet isn’t working.
• The thermostat isn’t working.

And so on.  For each issue, there is a 
unique QR code that, when scanned, 
will open up a YouTube video on that 
resident’s phone, featuring someone 
from your service team walking them 
through the steps of fixing small simple 
projects. The videos are friendly and 
helpful in tone, and no more than 30 
seconds long. They should feel organic, 
meaning that you could easily create 
them with a cell phone camera. A more 
organic feel to them will help your 
resident feel less like they’re watching 
their property management staff tell 
them what to do and more like they’re 
getting advice from a good friend. 
People are more likely to click the QR 
code than to remember or type in a 
more complicated URL. You’ll also need 

Resolve
TO Empower
HOW QR CODES CAN 
CREATE HIGHER RESIDENT 
SATISFACTION!

By Heather Blume
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to provide some quality recommendations for QR 
reader apps for the Apple, Android, Windows, and, 
yes, even Blackberry platforms, and make teaching 
that resident how the QR system works part of the 
move in process. It may seem like more work at the 
outset, but it can save the property team hours of 
work throughout the term of this resident’s lease.

There are quite a benefits to pursuing this idea, 
even though it takes a little bit of work.  For 
starters, it reducing the number of “nuisance” 
work orders, which helps boost the service team’s 
productivity.  Second, it allows the resident to do 
the first line of work in their home without having 
to contact the office, and shows them the best 
practices and exactly how to do it.  This helps the 
resident not only possibly get their problem fixed 
right away, but also you’re potentially developing 
a high sense of “ownership” for that renter.  Sure, 
they don’t own the apartment, but when a person 
fixes something, there is a sense of pride that 
attaches to that action. They tend to remember 
their successes fondly, and you’ve now given them 
a tool that creates more fond memories for them 
in that home.  Third, in the case of an emergency 
situation, the property has now given them a quick 
reference tool for how to shut off the gas, water, 
electricity, etc. so that the damage to the asset 
can be minimized.  At 2am on Saturday night when 
water is pouring out of the bottom of a sink, the 
amount of savings from a resident knowing how 
to turn off the water shut off valve versus waiting 
for the on call tech to arrive can have a direct and 
major impact on a that property’s bottom line 

NOI.  Also consider that while there are a lot of 
DIY tutorials on YouTube, these will be specific 
to the apartments, appliances, and quirks of your 
property.

Next, without directly advertising, the property/
company SEO has been raised online by using real 
content creation.  Additionally, YouTube is the 
second most used search engine, and is 
quickly becoming the top search spot 
for members of Gen Y.  Setting up a channel 
for the property and posting these kinds of DIY 
videos can draw a lot of attention, particularly if 
they are funny videos.  Tag the videos properly and 
they will show up in search results not just for your 
residents, but for other potential future residents as 
well.

For advice on setting up a YouTube channel for 
your property, please see Lisa Trosien’s 
article in the Spring 2015 edition of Rent 
& Retain on page 6.  Lisa's article is also 
on page 80 of our new ebook, Wall To 
Wall Multifamily Tips.

Whether you use small high end stickers of codes 
on the appliance or location itself or you give a 
printed “Quick Fix” table to residents at move 
in, empower your residents this year, and reap 
the benefits of being not just a landlord, but a 
satisfaction facilitator!

Ever feel like you can’t quite make the most of your day?  It’s easy to blame lower productivity 
on someone’s work ethic, but research indicates that the fault more likely is hard wired in to our 
brains.  A 2014 study by the Draugiem Group used a productivity tracking app called DeskTime 
to attempt to discern what behaviors the most productive employees had in common.  Their 
findings came as a surprise to many.

Hours at work don’t actually equal productivity.  The Draugiem Group discovered that the top 
10% of productive employees were not the ones who put in the extra hours, or even those who 
worked for 8 hours a day.  The trick, it seems, is that they took regular breaks.  On average, the 
best break schedule was to work for 52 minutes and then take a break for 17 minutes. 

What those employees did during their 17 minute breaks was perhaps the most interesting 
part of the study.  The most productive members of the team were those who spent their time 
completely away from the computer -not on social media, not on email, but actually interacting 
with the people around them or taking a few moments to rejuvenate their brains by reading a 
book.

Fast Company suggests that to get the most out of your daily breaks you schedule breaks in to 
your calendar, set a timer to tell you when to take those breaks, make to-do lists that reflect 
honestly the time that you have available in your day, and prioritize your tasks.

www.fastcompany.com/3035605/how-to-be-a-success-at-everything/the-exact-amount-of-
time-you-should-work-every-day 

FOCUS ON PRODUCTIVITY

Resolve
Do MoreTO

Each minute is a little thing, and 

yet, with respect to our personal 

productivity, to manage the 

minute is the secret of success.

Joseph B. Wirthlin

By Heather Blume

Social Media Ambassador
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The Vue Beachwood (in Ohio) had a 
deal for a future resident.  Their ad 
said: Would you be willing to tweet, 
blog and share Instagram photos of 
your sweet new crib in exchange for 
six months' free rent? 

The Vue, offered a prospective 
resident the chance to live rent-free in 
a top-floor poolside unit in exchange 
for acting as its live-in social media 
ambassador.

The ambassador is expected to "Bring 
to life socially what life is like at The 
Vue," and "Be a cheerleader for The 

Vue," with daily tweets, three to five 
Instagram images a week, and at least 
one blog post per week. He or she is 
also encouraged to attend The Vue's 
social events and activities.

In exchange, the social media 
ambassador will get six months' free 
rent in an apartment that normally 
rents for about $1,700 a month.

What do you think of this?  We love it!

ind
ustry trend

s

Anna Graham: We use (and have for 
the past 3 years) Package Log. My 
240 unit community is a mixture of 
students and conventional so we get 
hit in Aug/Sep/Jan/Feb with textbooks 
and the of course the holiday rush. We 
log packages and let the program do 
the work. They notify the residents and 
do all of the tracking for us. Takes less 
than 5 minutes to log and our residents 
love it. www.logware.com/packagelog/
overview/

Alisha Walker LaPorte: We have an 
iPad loaded with a software called 
notifi and we scan the package labels 
as they arrive. The app then logs the 

package and sends a text or email 
to the resident to let them know it's 
been received. They will continue to 
get a notification every day until they 
pick the package up and sign it out. 
Packages now fly off the shelf rather 
than sit and sit and sit. www.notifii.
com/ (530) 451-6789.

Courtney Moreno: CallMax offers a new 
product called the Package App for 
just $50 per month. I have 384 units 
and I've found it quite helpful at my 
community. callmax.us/services/max-
office/

Package 
Acceptance: 
Apps and Websites 
That Help

Social Media Ambassador
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Among the newest amenities for 
residents is a Dog Washing Station 
(or area) at your community.  Many of 
us don't have the space for it.  But if 
you like the idea, ask your local Petco 
if they have a Self Serve Dog Wash. 
For just $10, they supply the shampoo, 
conditioner, towels and aprons.  The 
tub height is designed for your 
ergonomic comfort and the tubs hold 
pint-size to super-size pups.

Call your local Petco or visit 
unleashedby.petco.com/pet_wash.aspx 
for details.

Petco also offers space for Pet Parties 
if your residents are interested in 
Partying Like An Animal!

RUB-A-DUB-DUB
THERE'S A DOG IN THE TUB

American Kennel Club's list 
of 2014's top ten breeds are 
as follows:

1. Labrador Retriever

2. German Shepherd Dog

3. Golden Retriever

4. Bulldog

5. Beagle

6. Yorkshire Terrier

7. Poodle

8. Boxer

9. French Bulldog

10. Rottweiler
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S’more Boxes
Made two 4 feet by 5 inches boxes
Untreated wood brought at Lowe’s; Lowe’s will 
cut the wood (about $20)
Lava rocks- brought at Lowe’s, one bag is more 
than enough for two boxes ($5.00)
Paint or spray paint ($3.00)
Sternos (Sam’s Club)

S’mores
Brought enough to make about 150 s’mores 
(everything was brought at Walmart)
Marshmallows
Graham crackers
Hershey’s Milk Chocolate
Peppermint Patties
Reese’s Cups
Hershey’s Cookies and Crème
The candies were all snack size. Everything cost 
approx. $90

Hot Chocolate
Found a recipe online to our liking and just 
put everything in a crock pot
Of course, we had to add whip cream 
Approx. $20 

b
est p

racticesPreston Grove Apartments-Savannah,GA 
America First Property Mgmt
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Great coupon for resident retention!

ABOVE: Camden Town Square's Resident 
Retention Breakfast On The Go!

Camden Town Square uses 
these before and after pictures 
VERY effectively to show rent 
dollars at work.

Take Photos With Residents 
At your next resident event (maybe 
your holiday party or Superbowl 
Party?), take as many pictures with 
as many residents as you can.  Then, 
when you have a renewal letter to 
send, include a copy of the picture 
with the letter and add, "We make a 
great team!" or "Our community just 
wouldn't be the same without you!"
Try it! Talk about personalization! 
Woohoo!

Police Officers Get To Know Residents
In Charlotte, Police Officers come to the 
apartment community and read to kids. 
Rindy Kirkman, the Property Manager, 
wanted to make sure the young kids and 
teens kept themselves busy during summer 
break, so she and Lt. Thornton started 
the program four years ago.
Rindy Kirkman, property manager, 
Woodstone Apartments in Charlotte.

As seen on the Internet, September 1, 2015.
www.wbtv.com/story/29805498/blog-apartment-
manager-changes-lives-of-residents
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Camden Town Square uses 

Instagram to help remind 

residents about air-filter 

change day.

Camden Town Square supported 

Red Nose Day. Money raised 

during the Red Nose Day 

campaign goes to the Red Nose 

Day Fund, which then distributes 

grants to charities that benefit 

children and young people in 

the US and some of the poorest 

communities in the world. Red 

Nose Day is paired with Comic 

Relief.

Camden Town Square

JACKIE'S IDEAS

Birthday cards to residents 

We hand write birthday cards to residents on their 
birthday. I usually have a staff member write out 
the entire month's birthdays in the beginning of the 
month and on the envelope of the card we write 
the day the person's birthday is with their name. 
We've had many residents come in to thank us for 
remembering their birthday and giving them a card. 
In fact, I had one resident come in and say that was 
the only birthday card he received on his birthday. 
It was very touching to know you made a difference 
in someone's life.

Package Delivery Day. 

For resident retention efforts 
we take a day out accepts 
packages on the resident's 
behalf so they are always 
having to come to our office 
to get the package. Instead, we send  
our staff out to deliver the packages  
to the residents. They love it!

-Jackie Schwirian

Preston Grove's Valentine's Balloons

The Reserve's 
Valentine's 
Prospect Gift
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• Mail service (charge a bit extra for stamps  
 and/or mail trips to the Post Office).

• Notary service.

• Concierge service- schedule, reserve, gift  
 wrap, flowers, etc.

• Tanning bed (charge for time).

• In-home pet sit for out of town residents.

• Out of town resident plant watering   
 service.

• Movie rentals.

• One stop holiday shop- take orders and   
 buy and sell in the office (make profit).

• Community store- stock $1 items.

• Moving planning service- set up utility,   
 change address, set up truck etc. $20.00.

• We could lump some or most of this   
 items into package deals for a small fee   
 monthly.
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Lease Apartments 
To Seniors

I had an Open House for a senior 
community lease up. We used “Winter 
Blast” as our theme.  The overall 
marketing slogan we used was “Baby 
It’s Warm Inside” so the Winter Blast 
accentuated that slogan.  We hung 
snowflakes throughout the building, 
along with our holiday decorations. 
On the leasing table we had a box 
filled with ‘snow’ and snowballs. The 
cool part is that the prospects picked 
a snowball and it had their special 
inside. I rolled Styrofoam balls in glitter 
and cut a small slit in each of them. I 
inserted a slip of paper in the slit with 
a dollar amount for their special. The 
hardest part of the whole thing was 
finding the slit in the snowball!!  It 
was a new twist on the ‘Pop your own 
special.’  It was a lot of fun and we 
rented ten apartments to seniors over 
55 in the middle of winter! (Do you 

know how tough it is to rent to seniors 
in the middle of a Michigan winter?!!!) 
How cool is that?!!

I just finished this lease up---50 apps 
from Seniors in the middle of winter 
in Michigan in 9 weeks. Not bad. The 
owners are happy.

There are lots of uses for 
“snowballs”
As far as the ‘snowballs,’ I thought 
of some other fun things to do with 
styrofoam. How about heart shapes 
with the special inside. “Steal my heart 
and get a great deal!”  Shamrocks and 
the pot of gold. I am sure we could 
come up with something for every 
holiday! It’s about having fun at work 
and doing things just a little off the 
wall!

-Gerry Hunt

ONE MANAGER'S IDEAS FOR ANCILLARY INCOME

more Income >>
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Here are some quick tips to  
make it happen
1. CHOOSE A COMPLIMENTARY 
BUSINESS... NOT A COMPETING 
BUSINESS.
Carefully consider what local business 
would help drive customers to you.. or help 
you keep your current resident base happy 
because of discounts, proximity or some 
other value.  Make a list of five businesses 
that would appreciate a relationship... and 
list those in order of who would drive the 
most traffic to you.  The best businesses 
to approach are the ones you or your 
residents have some affiliation with.

2. MAKE A MAP OF BUSINESSES IN  
YOUR AREA
Make a map of businesses in your area.  
And ask residents as you see them of 
the two local businesses they frequent.  
florists, dress shops, jewelers, tanning 
salons, photographers, hair salons, car 
washes, realtors, website designers, 
publicists, printers, newspapers, 

magazines, radio shows, TV shows, direct 
mail companies, sign companies, bakeries, 
taxi services and car dealers. 

3. MAKE A LIST OF "WHAT'S IN IT FOR 
ME?" AND "WHAT'S IN IT FOR THEM"
Make it as easy as possible for the other 
business to jump on board and say YES.  
Think through costs, responsibilities on 
both sides and put a time limit on the 
partnership and time to review/regoup.

4. MAKE IT WIN-WIN-WIN
Gift certificates, discounts, free stuff, co-
marketing flyers, etc. are some things you 
can offer.  You want it to be a Win for you, 
Win for the other business and a Win for 
the residents.  A good idea is to promise 
the company your business -- so asking 
them to provide pizzas for your next team 
meeting, dropping off your personal dry 
cleaning there, etc.

The new year is a great time to review new partnerships. Time to 
team up with local businesses to promote you both!

NETWORKING & OUTREACH

• Have a toner recycle center- we  
 take them and keep the money.   
 (See if this works for you).

• Old Cell phone drop off-   
 $25.00 each  
 (or donate to Goodwill).

• Increase late fees from set to 10%  
 of market rent.

• Prospects that have mortgage-  
 charge a mortgage verification fee  
 of $25.00.

• Property pet audit! Pet fee’s add up.

• Rent out the model to resident   

 with  qualified guest for one night  
 $45.00.

• Sell advertising space to residents  
 in a newsletter.

• Change our admin fee’s to a scoring  
 system based on credit and rental.

• Community cook book.

• Westin Hotel idea- beds? Maybe  
 bath robes with our Community’s  
 Name on them.

• Custom resurface kitchen or   
 bath  counter- we pay $75/ we can  
 charge $150.

• Baby Proof Apartments for a fee.

• What ideas do you have to add to  
 the list?

Start a contest like this at our company 
-- this could add thousands of dollars 
to your bottom line and you’ll look like 
a superstar.

(And please share the contest results -- 
or your ideas -- with us so you can help 
other managers, too!)

Ideas from: Rachel Sypho
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AIM (Advertising Incentives  
& Marketing)*
1-866-541-9090
info@AIMcruise.com • www.AIMcruise.com
 

AIM Cruise Incentives is the #1 provider of Cruise 

Incentives to the multihousing industry. AIM's Cruise 

Incentive program is helping property managers gain 

that competitive edge throughout the country to 

increase leases and retain more  residents, while reducing 

concession and turnover costs.  Management companies 

turn to AIM to offer residents a 5 Day/4 Night Luxury 

Cruise Vacation for Two, to Mexico, the Bahamas or to 

Western adventures.

All cruises are booked on luxury super-liner cruise ships.  

These packages are loaded with all the great amenities 

like a 4A stateroom, gourmet meals and snacks, 24-hour 

complimentary room service, a wide range of nightly 

entertainment, including Las Vegas style shows, dozens 

of visit and shop!

Certificates can be purchased from $139 - $169 per 

certificate, based upon quantity.  With a value up to $1798, 

residents will get excited about the cruise offer, and your 

property can get the edge over other properties!  It's also 

a great incentive for lease ups and referrals!  Regional 

Manager, Terry Ragland, said, "We have had great success 

with AIM's cruise promotion, 17 leases in one week. The 

colorful and eye-catching marketing materials made a 

real impact in the leasing process."

AIM provides FREE full color marketing materials for 

each participating property, including Large and Small 

Countertop Displays, Cruise Flyers, Be-Back Cards for 

prospective residents, Renewal Door Hangers, Posters, 

Flower Leis, and Digital Photos. AIM's reputation for  

exceptional customer service is backed by no booking 

fees, transfer fees, or extension fees for your residents 

and "Integrity with Results!"

AIM is a long term member of the NAA and National 

Suppliers Council (NSC), and is an approved vendor with 

Compliance Depot.  For more information, and to receive 

a free marketing kit, call or email us today, and remember 

to ask for the "Rent and Retain Special."

Two Great Resources
Continuing Education and Resources for the Professional

The rules in selling in multifamily 

have changed. And they change 

every year. Customers are smarter 

now and many of our old methods 

no longer work. In this 260-page 

handbook on selling, Mindy 

Williams and her panel of experts 

take their 20+ years of sales & 

customer experience and show 

you the sales ideas, methods and 

techniques used by top multifamily 

marketing experts across the 

county.

This electronic book is a 

compilation from proven sales and 

resident retention professionals 

who reveal hundreds of techniques 

that are crucial for successfully 

increasing your occupancy, mainly 

from the past 2 years of Rent & 

Retain.

This is a FANTASTIC gift for your 

team members. A hefty portion of 

the profit will go to NAAEI (The 

National Apartment Association’s 

Education Institute).

NEW E-BOOK! ONLY $9.95 
with code RENT50 at www.RentandRetain.com
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Subscribe to Rent & Retain
• A One Year Subscription ($79) Includes:
 FOUR hard copy issues, 40 pages each plus   
 monthly BONUS issues via email
• Pages devoted to Leasing, Marketing, and   
 Retention/Service
• At least one back issue
• We absolutely guarantee you'll see a difference  
 or your money back

Each issue includes strategies like:
• Monthly calendars with 200+ holidays for leasing  
 and resident retention "excuses" to build a sense  
 of community
• Marketing On A Tight Budget
• Increasing Ancillary Income
• Streamlining Maintenance Service (one idea in   
 a past issue saved $5,000+ for one community 
 in water leaks)
• Industry Trends & Social Media

• How To Appear   
 To Give Personalized  
 Service To Residents  
 With Little Effort On  
 Your Part
• Motivating Team   
 Members
• What Other Industries  
 Are Doing To   
 Compete In Highly  
 Competitive Markets
• An Implementation Guide for VPs and Regionals  
 to help managers USE the ideas.
• 7 books for sale on our website.

We'll show you how to improve, expand and solidify 
your leasing and retention programs. You'll learn 
how to FIND and KEEP new residents.

Property Management books are available on our 
website at www.RentandRetain.com.

To order call or visit us online at:
1-888-2RETAIN (1-888-273-8246) • 619-437-6633
info@rentandretain.com •  www.rentandretain.com

facebook.com/RentandRetain

twitter.com/RentandRetain

Magazine and Books

GIANT Group discounts 
available! $49 per site 
for the year. Email us.

100% NO RISK GUARANTEE!  Invest in yourself and your team members today.
Designed with the busy property manager in mind, the ideas are fast, easy, and inexpensive to implement.  Our tips are a great jumpstart 
when you need a fast sales or service idea.  The system works for you if you work the system — or your money back.
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