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Creating a great tenant experience that builds loyalty and helps with retention is
always important, but essential in today’s economic climate. Yet, measuring tenant

satisfaction is tricky and often requires a three-pronged attempt:

formal

measurement through surveys, informal face-to-face interaction, and proactive,

scheduled tenant meetings.

In this article, we’'ll explore the key ways you can utilize tenant meetings to get
informed, improve satisfaction, and preserve income.

Preparing for a Tenant Meeting

Regularly scheduled meetings with
tenants are critical to not only keeping
current tenants happy, but gaining
valuable planning insights that will put
you out ahead of the curve when the
market recovers. How can you make a
five or ten vyear plan for capital
improvements and deferred
maintenance if you're not aware of your
tenants’ priorities?

Preparing for a tenant meeting is like
preparing for a job interview! The
biggest mistake you can make is lack of
preparation because you believe you've
got the job in the bag. Go in armed and
ready to ask the right probing questions
and answer the hard, unexpected ones.

A Proactive Approach

1. Identify key tenant contacts at
various levels of the organization.

Identify key tenant contacts and align
them to the appropriate property
management personnel. For example,
your tenant coordinator/administrator
should meet with their tenant
counterpart, while a property manager
or senior property manager should meet
with their counterpart.

2. Schedule meetings with each tenant
on a reasonable, periodic basis.

Depending on the size and nature of the
tenant this may be monthly, quarterly, or
annually. If this seems overwhelming to
maintain, do it in conjunction with your
annual budgeting process to ensure it
gets completed.

3. Document, document, document!

The more you “connect” the scheduling,
service request and tenant records, the
more valuable this will become over
time. Arm yourself with notes from
previous meetings, service histories, and
accounting information (such as lease
statements and documentation of
billable service, as well as information
about upcoming changes in the
property, ownership, etc. — This is a
communication exercise.

Use tenant meetings as an
opportunity to showcase your
service. Point out any services
that might have been extended at
no cost and as a courtesy beyond
the scope of the lease.









