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BLUE RIDGE

COMPANIES




PRODUCT KNOWLEDGE WORKBOOK
INTRODUCTION

Becoming totally familiar with your community is critical to your success as a BRC site associate.  And, while all apartment communities have basically the same features - apartment homes, amenities, leasing office, clubhouse, surrounding resources and so on – every community is unique in some way.  In order to lease apartments, refer residents to surrounding resources, answer questions, make financial decisions, and just “get around,” you’ll want to be very knowledgeable about your community.  

WORKBOOK GOAL AND OBJECTIVES
The goal of this workbook is to  familiarize yourself with your community, including the apartments, amenities, and physical layout, and to help your organize information about the community and surrounding resources so that you can successfully represent the community to residents, prospects, vendors and other business associates.

Specifically, after completing this workbook, you will be able to:

1. Explain and describe to others the physical layout of the community and easily locate and access all of the community’s features and characteristics.

2.  Discuss the qualities of each type of apartment home in the community, including layout, price, location, features and benefits.

3. Complete a survey of the area surrounding your community and be able to refer prospects and residents to local and area resources.

4. Develop an understanding of your community’s competition and be able to contrast the strengths of your community with those of your competitors.
GETTING TO KNOW THE COMPETITION
For this section, you’ll need the following items:

· Five copies of each of the BRC Shopping Report

· Email

· Phone

· In person

· Latest edition of The Apartment Guide, Apartment Finder or other publication

· Internet
· City or area map

· Pen and note paper

Getting Started:
Identify five of your own community’s competitive communities.  Competitors are typically those communities in the surrounding area, which are targeting the same resident profile as your own, and which are comparable in terms of rental rates and community features.  You may want to ask your Property Manager for suggestions as to which communities are truly competitors and review the most recent Market Survey.

Note the name, address, website and phone number of each community on the shopping report forms.

“Shop” is a term used in the industry to describe a process in which we (or a person from an outside contracted agency) pretend to be a prospect and interact with an associate from a community to observe and experience the associate’s business behaviors, practices, and sales techniques.  The “shop” enables us to get information about how our competitors do business.  Since it is a customary practice within BRC to “shop” our own associates we are also able to obtain information about how our own associates interact with prospects.

“Shops” are done by the internet, telephone and in person.
A. Conducting an Email “Shop”
The email shop helps us learn how our own and our competitors’ associates interact with a prospect on-line.  This is important, since many leads and contact with our customers is electronic.
For this section of the Product Knowledge workbook, you’ll first have an opportunity to conduct Email shops with five of your community’s competitors.  In addition to gaining some insights about your competitors, the Email shops also acquaints you with the standard form used by BRC for Email shops conducted on our own associates.  To conduct the Email shops, follow these steps.  You’ll be shopped on a regular basis, typically once a quarter.  The results of your own shops will be shared with you, so that you’ll be able to enhance your job performance.
1. Thoroughly review the “Email” section of the BRC shopping report taking   

note of the key performance areas which are covered.  Use this form to record the results of your own Email shops.

2. If you do not wish to use your own personal Email address, you can open a free G Mail account for this exercise.

3. Through the competitors’ websites, send an inquiry about their apartment homes. 

4. After each Email, complete the Email shopping report and note what took place during the electronic interaction.  Be sure to answer honestly.

5. Be prepared to review your completed Email reports with your Mentor and/or property manager.

B. Conducting a Telephone “Shop”
The telephone shop helps us learn how our own and our competitors’ associates interact with prospects by phone.  .  You will be shopped on a routine basis, typically once a quarter.  The results of your own shops will be shared with you so that you’ll be able to enhance your job performance.

In this section you’ll have an opportunity to conduct telephone shops with five of your community’s competitors.  In addition to gaining some insights about your competitors, the telephone shops also acquaint you with the standard form used by BRC for telephone shops conducted on our own associates.  Later in the workbook, you’ll also have an opportunity to conduct on-site shops with your competitors.  To conduct the telephone shops, follow these steps.  You’ll be asked to share your results with your leasing mentor.

1.  Thoroughly review the “Telephone” section of the BRC shopping report taking   

note of the key performance areas which are covered.  Use this form to record the results of your own telephone shops.

2.  Due to so many businesses now having Caller ID, dial *67 on your phone prior to placing a call.  Now, pretend you are looking for an apartment to rent.  Call each community and ask questions about the community, just as if you were really looking for an apartment home.  If the associate who answers the phone asks you specific questions, be yourself.  It’s also okay to “make up” answers, if you prefer. If you make an appointment to visit it is important to use your real name, since the majority of communities will require picture identification, when you visit.
3.  After each call, complete the “Telephone” shopping report and note what took place during the telephone interaction.  Be sure to answer honestly.

4.  Compare the questions you were asked to those items we ask on our guest card (name, address, when the apartment is needed, number of people who will occupy the apartment, pets, etc.).  Did the community’s associate ask you these same qualifying questions?

5.  Be prepared to review your completed “Telephone” report with your Mentor and/or property manager.
C.  Conducting the On-Site Visit 
The on-site shop enables us to learn how our own and our competitors’ associates apply sales skills to lease apartments. You’ll now have an opportunity to conduct an on-site shop at each of the communities on which you conducted the Email and telephone shop.  You’ll record the results of your visit using the “On-Site” BRC shopping report.  To conduct each on-site shop, follow these steps.  

1.  Start with any of the five communities you shopped on line and on the telephone.  Drive to the community, taking particular note of the cleanliness of the community and leasing office, landscaping, signage, and the overall appearance and “curb appeal” of the community.  You might want to drive around the community to get a real “feel” of the place. 

2.  Park your car at the leasing office.  Were guest spaces indicated and available?

3.  Visit the community’s leasing office as a prospect.  Be yourself.  Pretend you are actually looking for an apartment and that you’re considering living at this community.  If asked, don’t give BRC as your employer – use your last employer or make up one.  Take the lead on the interaction from the leasing associate or the person who greets you.  In other words, don’t necessarily make it difficult for the person, but don’t make it too easy either.  Remember they most likely will ask for picture identification, so use your real name and address.
4.  Be sure you ask to see a model and a vacant.  Take careful note of the “merchandising” of the community.  Was the model or vacant apartment clean and ready for move-in?


5.  If the leasing associate tries to “close” by asking for a deposit, say that you have an appointment to see another community and that you will call.  Don’t give yourself away.

6.  After you leave, drive some place where you can be unobserved and complete the “On-Site” shopping report.  Be sure to be as accurate as possible.  Then proceed to the next community.

7.  When you’ve visited all five communities, return to your own community. 
You will be provided a recent copy of your community’s market survey.  This is one method used by BRC to conveniently record aspects of competitive communities.  Property managers and leasing associates should routinely “shop” their competitors and complete this form to assist us in formulating long and short-term marketing plans and for planning enhancements to our communities, thereby ensuring our competitive posture in each of BRC’s target markets.

Review your community’s “Market Survey” form for the five communities you shopped and see if the information is accurate.  Be prepared to share and discuss your results with your Property Manager and/or Mentor.
GETTING TO KNOW THE SURROUNDING RESOURCES

This is a fun way to familiarize yourself with the many resources available in the area surrounding your own community.  Knowing what is available and how to get there will help you “sell” your own community and provide residents and prospects with information they’ll need for every day living.

To complete this section, you’ll need the following items:

· Local area map

· Property Questionnaire (located in this workbook)

Getting to know the area surrounding your community is an on-going process – things change, new schools and shopping areas are built, and roads change.  It’s important that you stay current with changes in your area and that you think ahead about and plan for how these changes may impact your residents and your community’s business goals.  Follow these steps to familiarize yourself with the local resources.
1.  Review the Property Questionnaire which details the type of information you’ll want to obtain as you tour the surrounding areas.

2.  Plan a full day for exploring the area.  Locate shopping areas (groceries, clothing stores, dry cleaners, pet supplies, etc.).  Also, locate the restaurants nearby and stop in and pick up menus, if possible.  Also locate banks and a post office.

3.  Identify sources of entertainment near your community – parks, public libraries, movie theatres, museums, zoos, etc.  If someone asked where to go water skiing, could you provide directions?

4.  Locate the public and private schools for each grade (elementary, middle/junior high, high school).  If you call the schools, many will provide brochures and other information about enrollment and curricula.  Also locate nearby daycare facilities.

5.  Research local transportation options.  You should become familiar with the public bus route and the closest stop to your community.    Where do school buses pick up in your community?  Where is your community with respect to the closest airport and train station?

6. Collect as much information as you can from each place you visit.  You can use this information later to add to or create a “Community Resource Book” for your own community.  Remember, your goal is to have enough information to be able to respond to any question a prospect or resident may have about surrounding resources.
7.  Knowing your area is important in order for you to get directions to your community to those that are not familiar with your area.  

8.  Complete the entire Property Questionnaire.  Some of the items on the questionnaire review what you have already learned about your own community and your competitors.  The completed Property Questionnaire can be a valuable reference tool for you on a day-to-day basis.

SUMMARY

Completing the Product Knowledge workbook is critical to your immediate success as a new associate.  You’ve now learned quite a bit about your own community, some of your competitors and the local resources available around your community.  Through the Market Survey and BPRM Shopping Report, you have also been introduced to some of the tools we use for assessing the effectiveness of our own associates and for making decisions about how we can maintain a competitive edge in our target markets.
Review the results of your work with your Leasing Mentor and with your Property Manager.  To prepare, make notes of any specific questions you may have regarding your community, competitors, or the local resources.

You can use the various tools and forms you have completed, as part of your leasing notebook this can be used as a day-to-day resource. 

Property Questionnaire:

Prepared By: _____________________________________________________________

Date Prepared: ___________________________________________________________
Product Knowledge:

	Community Name:

	Address:

	County:

	Phone Number: 

	Fax Number:

	Email:

	Property website:

	Legal entity name:

	Tax ID number for Property:


	Office Hours:  

	

	

	


Remember seasonal hours

· Get copy of site employee contact list for leasing notebook.
Unit Type Breakdown:
	Unit Type
	# of units
	Sq. Ft.
	Rent
	Floorplan Name

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	


Accessible units will be listed in one site under amenities it will note disability access.
Models:

	Unit Type
	Sq. Ft.
	Rent
	Floorplan Name

	
	
	
	

	
	
	
	

	
	
	
	


Does your community offer a Guest Suite:  Yes________
 
No_____________

If yes; print Guest suite addendum and rules to place in your leasing notebook.

	Unit Type
	Nightly rent:
	Apt #:
	Floorplan Name

	
	
	
	


Does your property offer storage or garages:  Yes__________
No____________

	Storage Size:
	Monthly rent:
	Comments:

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	


These items are listed as rentable items in one site.
What is included in rent?

· Corporate units:  Print current corporate pricing worksheet.

· All Inclusive does your property offer?  Yes______
No_______

· If yes:  Print current all inclusive pricing worksheet.

What is property’s required Application fee, reservation/Administrative fee and/or security deposit?

	

	

	

	


· Print and review a copy of Rental Qualifying Criteria and place in leasing notebook.

· Print and review a copy of lease and all move-in paperwork and place in leasing notebook.

· Develop a 50 reason why a prospect should lease at your community- Design into a marketing piece and place in your leasing notebook.  Are there any unique features of your apartments that are unique to your competitors?
	Inter-Community Transfer Policy:

	

	Fee:$ 


	Returned Check Policy: 

	

	Fee: $


	Late fee and policy:

	

	

	Court Filing date and procedures

	

	


	Laundry Room:  Do you own or rent equipment?  

	Whom do you contact for repairs or refunds? 

	What is cost of Washer use?                                        Capacity:

	What is cost of Dryer use?                                           Time of cycle:


	What is policy on window coverings?

	

	What is your community pet policy?

	

	

	What are the fees, rent and/or deposit?

	

	

	Where are pet stations located?

	Where is per park located?

	Where are residents permitted to walk their pets?

	


Construction

	Year Built:

	Total Number of units:

	Type of Construction:


Is your property phased?  Yes______________
No_____________

	Note phase differences:

	

	

	

	

	

	


	Total Number of Buildings:


	Total Acres:


	Any Special Zoning regulations:

	


· Place a community site map and building numbering layout in leasing notebook.

	Number of Parking Spaces:

	What is your communities parking policy?

	

	Fire Insurance:

	
Are there fire walls?

	
Where is the nearest hydrant?

	
What is the construction between units?

	
Is building sprinklers?

	
Smoke Alarm policy?

	
C.O. detector requirements?

	Renters Insurance:

	Do you have a referral vendor?

	

	What type locks on patio and front door?


	Location of Fire Extinguishers

	

	

	


	Type of Fire Alarms or Sprinkler system:

	

	

	


· On floorplan sheets:

· Note cable, phone and data port locations
· Window Sizes and door sizes
· Estimated room and closet dimension

· Location of smoke detectors

Utilities

	Who provides power?

	Contact Number and website?


	Who provides water?

	Contact number and website?


	Who provides cable?

	Contact number and website?

	Satellite dish policy? 

	Copy of FCC Restrictions from NAA/NMHC/ASHA form demonstrating allowable placement.



Maintenance

· Get a copy of emergency vendor list for leasing notebook.
	Do you offer pest control services?  

	If yes what is schedule?

	What is free of charge?

	What is additional charge?

	
Fleas:

	
Bed Bugs:

	Who is provider? 


   Contact number:


	Emergency number for maintenance?

	What is a maintenance emergency?

	

	

	

	

	

	

	


Appliances

	Refrigerator:

	
Size:

	
Energy rating:

	
Features:


	Oven:

	
Size:

	
Energy rating:

	
Features:

	


	Dishwasher:

	            Size:

	
Energy rating:

	
Features:


	Microwave:

	            Size:

	
Energy rating:

	
Features:


	Washer and Dryer: Connections:__________ Included:__________ 

	Rental amount:                                       Supplier:

	            Size:

	
Energy rating:

	
Features:


	Disposal:

	
Reset Button:


	Air Conditioning:  

	BTU’s:                                             Compressor Size:

	Type of Heat:                                  Brand:

	Energy savings rating:


	Water Heater:  

	# of Gallons:

	Energy Rating:


	Intrusion Alarms:

	
How to use?

	
Monitored and Unmonitored?

	
Glass Shatter sensors on first Floor?


	Lock Change policy?

	

	Lock Out policy?

	

	

	


	Breaker Boxes where are they located per floor plan:

	Unit type: 


           Location:

	Unit type:                                           Location:

	Unit type:                                           Location:

	Unit type:                                           Location:

	Unit type:                                           Location:

	Unit type:                                           Location:


	Water Shut-off valves where are they located per floor plan:

	Unit type: 


           Location:

	Unit type:                                           Location:

	Unit type:                                           Location:

	Unit type:                                           Location:

	Unit type:                                           Location:

	Unit type:                                           Location:


	Does your community have any other green initiatives; such as water or energy conservation features:

	

	

	Bike storage and/or bike rack locations?

	


Surrounding Area
Emergencies:
	Nearest Hospital?

	Nearest urgent care facility?

	Nearest Police station?

	Nearest Fire Station?


Numbers for police, fire and medic?

	Emergency:

	Non emergency:


	School district:

	Address:

	Phone:

	Website:


	Elementary:

	Address:

	Phone:

	Website:


	Middle School:

	Address:

	Phone:

	Website:


	High School:

	Address:

	Phone:

	Website:


	Community Colleges:

	Address:

	Phone:

	Website:


	Other Colleges or Universities?

	Address:

	Phone:

	Website:

	

	Private Schools?

	Address:

	Phone:

	Website:

	List 3 child care centers:

	Name:

	Address:

	Directions:

	Phone:

	Website:

	Name:

	Address:

	Directions:

	Phone:

	Website:

	Name:

	Address:

	Directions:

	Phone:

	Website:


	School bus stop location:

	


	Public transportation details:

	

	


	Major Airport in city:

	


	Name of Airport Shuttle:

	Contact number:                                  Website:


	Name of taxi services:

	Name:




Contact Number:

	Name:




Contact Number:


	Supermarket:

	Address:

	Directions:

	Phone:

	Website:


	Shopping:

	Address:

	Directions:

	Phone:

	Website:

	Post Office:

	Address:

	Directions:

	Phone:

	Website:


	Self Storage:

	Address:

	Directions:

	Phone:

	Website:


	Banks:

	Name:

	Address:

	Directions:

	Phone:

	Website:

	Name:

	Address:

	Directions:

	Phone:

	Website:


	Nearest place to get money orders:


	Movie Theater:

	Address:

	Directions:

	Phone:

	Website:


	Public Park:

	Address:

	Directions:

	Phone:

	Website:


	Recreation center or YMCA:

	Address:

	Directions:

	Phone:

	Website:


	Public Golf Course:

	Address:

	Directions:

	Phone:

	Website:


	Public Library:

	Address:

	Directions:

	Phone:

	Website:


	Cultural and other attractions in your area:  

	

	

	


Government offices
	Drivers licenses

	Address:

	Directions:

	Phone:

	Website:


	Vehicle Registration/ Tag Office

	Address:

	Directions:

	Phone:

	Website:


	Social Security

	Address:

	Directions:

	Phone:

	Website:


	Voters Registration:        What is your district?

	Address:

	Directions:

	Phone:

	Website:

	Where do your residents vote?

	Name of Senator?

	Name of House of Representative?

	Name of Local city council member?


