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Mindy Williams Editor’s Note:  If you had a small fish on your hook, would you let it go and ask it to come back to your line when it had become big and fat? The answer is NO!  That’s the analogy Toni Blake poses to apartment property managers who are facing the prospect of potential renters looking for apartment homes more than the usual 30 days in advance.  In fact, Toni’s newest study shows that the average number of future residents looking more than 30 days in advance is between 62% to 68%!  These are numbers from Toni’s own research!  Three years ago her study showed that only between 32% and 38% of the total traffic was looking outside the 30 day window, so times have changed!  To keep your fish on the hook, Toni has created the “Future Resident Club.”  Toni believes if you have a plan of action, and something to actually give the resident to get them to come back, your Future Residents will return home to your community.  The plan is simple to implement with minimal costs.

Toni’s Future Resident Club
In today’s high occupancy markets we are paying for traffic even though we have nothing to lease right away.  Our research shows as much as 65% of the traffic is looking more than 30 days in advance.  If we operate with only a 30-day window, we are missing more than half of our current traffic.  Can we afford to ineffectively assist these future residents?  
Most management executives today would find this totally unacceptable.  Properties traditionally use a waiting list, but just how effective is our priority waiting list?  How many times have the people on the list found another place to live while waiting?  Do our customers see the waiting list as a REAL opportunity to live at our property?
We have created a program that helps you build a lasting relationship with your future resident, as well as to create a sense of urgency for them to decide to call your community home no matter when they need to move.  The Future Resident Club is designed to give you an added option to sell.  When you don’t have an actual apartment to lease, sell a membership to the Future Resident Club.  It’s one more way to meet the needs of the 90’s customer in a demanding market  

Program Outline
First you will need to decide what services and amenities will be included in your Future Resident Club (FRC) package.  Some communities have keyed access to their facilities and amenities, and other communities don’t have amenities at all, so take into account what you have to offer and how future residents can have access to what you want to give them.  Remember when you are outlining your club program that the most important part of the program is to help clinch your Future Resident’s decision to move to your community.  Your job is to help make their lives easier by taking care of all of the important details involved with moving and to stimulate interest in your community.  By offering them the exciting FRC option and assisting them with the details involved with moving, you are doing just that.  Along these same lines, many people find the pre-approved application a real relief.  

Here are services you may consider as options to your program:
1. Pre-approved Application.
2. New Resident Information Packet with Pre-approved Application
3. Priority Status on Waiting List.
4. Invitation to all Social Activities.
5. Complimentary Community Newsletter Subscription.
6. “Keys to the Community” card with permission to use the amenities.

Design Stamp
Once you have decided on the services your program will offer, create a set procedure for leasing to Future Resident Club Members.  This could include a stamp to document which guest cards and applications are being handled with your FRC program.  When a resident informs you they are looking more than 30 days in advance, I would automatically stamp the guest card and begin your FRC presentation.  The most important difference between your standard presentation and the FRC is the unavailability of a specific apartment to lease.  If you have some availability for the time frame, however, you may still want to include the resident in your FRC.
The stamp is the first sign to the Future Resident of your program.  When they inform you that they are looking for an apartment in the next 120 days, you can say, “Fantastic!  We have a special program designed exclusively for people just like you.  It’s called the Future Resident Club.  We offer (state your package) to help make it easy to choose _____________ apartments as your new home.  Does this program sound like something you’d like to hear more about?”  When your customer says “yes” you say “Great!” and pull out your FRC stamp and stamp their guest card.

Here’s the pitch:
“We are so glad you came by today to see our community.  We have designed a special program for organized people just like you who are looking in advance.  I can put you on our priority waiting list or you can join our Future Resident Club and take preferred status on the list.  If you will simply decide on our community as your new home today we can show you around and introduce you to our staff.  All we need to do is fill out the FRC application; once you are approved you will be eligible for the next available apartment on a preferred status and you are personally invited to enjoy the privileges and distinction of a resident.”

FRC Presentation
The presentation for your FRC should include a staff introduction and complete tour of the property and models.  Qualify the customer’s specific wants and needs, and reinforce how you can meet those needs with your variety of floor plans and services provided by your community.  The program should be risk-free!  If you cannot find them the perfect apartment by their desired move-in date, their deposit is completely refundable.  Remember that the FRC is designed for the Future Resident meaning that, most likely, you will not have an apartment to show them.   The FRC sells the prospect on your community and shows that you are the right community for them.  During your presentation, come right out and say this to your Future Resident, “Ms./Mr. ________ is this the right community for you?”  And you can continue to use all of your regular closing techniques.  The truth is most people will chose the communities they like and then wait to follow up themselves to see what’s available.  As the professional, I believe we should take that responsibility away from them.  Taking charge for the resident is the main reason why you will have great success with this program.  People like being taken care of and, if done correctly, the FRC program can make them feel very special.  Remember to be consistent!  If you offer the FRC to one person you must remember to offer it to everyone.

Card & Follow Up
It’s very important to work the application and complete a response to the Future Resident with a card within 48 hours of leaving your community.  The follow up system you put in place for the FRC will be the relationship building part of the program.  I suggest you have at least one piece of mail per month going to them.  A newsletter with a personalized note is perfect. 
For added punch, you might even include a section for them in your newsletter!  Report on Future Resident Club members who found their new apartment homes.  This will not only encourage them, they will look forward to having their names appear in the announcements!  People love to see their names in print.  Who knows-- they might even request extra copies of the newsletter to send home to mama!  
If you have a birthday card program it would be a great idea to go ahead and include them in the program. If their birthday comes up, you can send them a special card.  Keep in contact with them by using some of the “Suggested Notes” ideas.

Guidelines
Turn the page for the guidelines I recommend you follow as well as artwork to use for your own FRC cards.  Good luck!

Welcome
(your company’s name)
Future Resident Club

Membership Privileges
Congratulations on your decision to join an exclusive group of special residents, our Future Residents.  Because we understand the many details involved in moving begins with finding the perfect community, we reward your decision to choose early with our Future Resident Club privileges which include:
•Preliminary Approval of Your Application.
•Preferred Status on Our Priority Waiting List.
•Complimentary Subscription to Our Community Newsletter.
•V.I.P. Invitation to All Social Activities.
•Specified Uses of Our Recreational Facilities.
We hope you will enjoy the distinction and 
privileges of a Future Resident at our community.

Suggested Notes To Send To FRC Members
1.  Application Approval/ Congratulations/ Welcome Letter/ “Keys to the Community.”
2.  Newsletter.
3.  Crossmarketing. Introduce them to local businesses in the area.  Include coupons for the Future Resident to try them out.
4.  Updates on notices.  Keeping them informed will be a large part of your obligation to them.
5.  Birthday Card.

Implementing Your Future Resident Club is Very Simple
Program Information Card
This card should serve as a leasing tool for the consultants to give to prospective Future Resident Club members.  It should outline your program and privileges package so they can take it with them for reference.  I recommend you print these on a nice card stock paper and if possible develop a consistent program company wide.  Put your company name and logo on the program information card.  Feel free to use the artwork on this page.

FRC Sticker
The FRC sticker is used to seal envelopes and correspondence with your Future Resident Club members.  The sticker is of you FRC logo.  Check with a local printer for costs.  You can buy inexpensive stickers for about 5 cents each.

Resident Packet
1. The Moving Guide.
The Post Office has a book called “The Moving Guide” available to you at no charge.  It has a moving checklist, 15% off Budget Truck Rental, cleaning and packing tips with coupons, moving tips from MCI, plus a $20 housewarming gift and much, much more.  If they Post Office says they don’t have them, insist they look.  They are often attached to the change-of-address forms.
2. BrochuresFor everything which will help ease the move-in hassle.  Brochures or information for renter’s insurance, U-Haul or Van lines, banks, day care centers, local schools, beauty parlors, whatever! A map of your neighborhood in relation to the grocery store, post office, library and other points of interest is also extremely helpful.  As around to see if local restaurants, movie rental store, and dry cleaners will put welcome coupons in your packet.  
You can also include an application, floor plans, an amenity sheet and a map of the property.  Make sure something says how happy you are to have them there!

Future Resident Club Notecards
I recommended you print up notecards to be used for follow up and for communication with your FRC members.  Model the outside of the card like our example.  Have one set of cards printed on the inside with the copy written on the bottom card to the right.
Good Luck!

Congratulations!  
Your membership to the Future Resident Club has been approved.  The rewards of membership are now yours to enjoy.  Enclosed is your membership card and detailed information on the membership 
privileges program

Reprinted from Rent & Retain, Summer Blues Busters, 1996.
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Toni Blake is a nationally recognized expert in customer service, sales and marketing. She travels to over 60 cities annually speaking to thousands of management professionals each year. Toni is known for her innovative concepts and is an industry trendsetter. She has been involved with Multifamily Housing since 1979 and currently resides in Greeley, Colorado. For more information contact her office toll free 866-889-6600 or 1-970-378-6784. www.TotallyToni.com
