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Whooo Hooo!! Wha’happened? 
What was that? Would you 

believe “that” was Rick Wiener and 
our Denver leasing agents, assistant 
community managers, and community 
managers celebrating a moment of 
success during sales training on January 
25th?!

Throughout January members of the 
MAXX management team travelled 
to Florida, Las Vegas, and Denver to 
offer a different and progressive view 
on sales and sales management. As you 
will read in this edition of The MAXX 
Voice, our regional and community 
teams worked with John Klymshyn, 
well known and regarded teacher, 
coach, and philosopher on all matters 
relating to sales and corresponding 
management practices. John is an 
amazing raconteur and leads sales 
training programs for some of the 
largest national sales organizations in 
the U.S. Our objective was to open the 
door to progressive sales techniques 
and raise our awareness of how our 
customers think and would prefer to 
engage.

Sales is the second oldest profession, 
and, was essential for the oldest 
profession to become a profession. 
Why the focus on sales if we lease 
apartments? That is a great question. 
Since about 2004, the multifamily 
industry stopped leasing apartments 
and began selling. The “drive-by” 
resident lead is an urban myth. Since 
2004, virtually 100% of all resident 
leads have been sourced through the 
Internet. Most leads result in an email 
or phone call, answered by a call-center, 
which then result in the generation of a 

“guest card” delivered to a community 
to respond to. A showing—or tour—is 
the result of a leasing agent or customer 
representative reaching out via a phone 
call and convincing the prospect to 
come by for a tour. The convincing is 
selling, and the initial contact begins 
a sales process. For close to 15 years, 
leaders in the multifamily space have 
introduced sales techniques and 

2017 Award Winners 7
with SatisFacts

If you wish to win a man over to your ideas, 
first make him your friend."

–Abraham Lincoln

"The 'drive-by' resident 
lead is an urban myth.”
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related management practices to 
respond to this changing dynamic.

Last June, we introduced the 
Anyone Home call-center service, 
and now all of our leads are 
represented by guest cards. This 
required the adoption of new 
procedures on how to handle guest 
cards. In November, we introduced 
the Anyone Home CRM (Customer 
Relationship Management) system 
to manage customer interactions 
and manage sales related tasks. We 
effectively assaulted the left side of 
the brain—the side associated with 
scientific and analytical thought—
for our customer facing, community 
based associates. 

The sales training in January was 
an opportunity to close down the 
left side of the brain and open up 
the right side—the side of intuition, 
insight, and creativity—in order 
to recognize that sales requires 
understanding your customer 
and establishing an emotional 
connection. Not jumping to a 
quick close, but advancing the 

conversation to a mutually shared 
agreement. Connect—said as a 
whisper because it is a fragile idea, 
almost ethereal. 

To succeed in sales, both sides 
of the brain must act in concert. 
Emotional IQ is as critical as 
Business IQ. Once you crack the EQ 
code on the right side, the tools and 
skills used by the left side come into 

greater relief. Engage customers in 
the currency they choose, make 
that critical emotional connection, 
apply the tools and skills made 
available, and it becomes magic 
time! A sale is made, a lease is 

agreed upon, commissions are 
earned, and rent becomes revenue. 
That, my friends, is Whooo Hooo!!

What we do is important; providing 
a quality residential experience for 
our customers is a noble mission. 
Current propensity-to-rent levels 
are the highest in the modern era, 
with 37% of all households renting. 
In some regions that figure is closer 
to 50%. An individual’s self-identity 
is linked to two primary factors—
what they do, and where/how they 
live. When we extend our hand to 
greet a new customer, they have 
self-identity on their mind. What 
should our handshake represent? 
It is our service proposition and 
social contract that we will be a 
good steward of their self-esteem.

Feel the right side of your brain 
getting warm? Welcome to sales.

Be well and be safe,

continued from page 1

"What we do is 
important; providing 
a quality residential 
experience for our 

customers is a noble 
mission.”

"To succeed in sales, both sides of 
the brain must act in concert...Once 
you crack the EQ code on the right 

side, the tools and skills used by the 
left side come into greater relief.”
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Consider The Experience You're Offering

You build brand loyalty by giving your customers the 
feeling that they are important to you. There are many 
levels to this—from using language they'll connect 
with, to treating them like they matter on social media. 
Engaging with who they are apart from a hand with 
a wallet will build customer loyalty.

Satisfy The Need To Connect

Almost 90% of social media messages are unanswered 
by brands who send four times as many posts as 
replies. MAXX has developed a social media strategy 
with SatisFacts and Respage posting tools for exactly 
this purpose! Make sure to always listen carefully to 
what people are saying and respond authentically in 
a timely manner.   

Be Genuine

An authentic relationship matters more than 
an emotional connection in creating customer 
satisfaction. Strategies that are most effective have, 
at their foundation, a commitment to creating a 
genuine human connection and authentic relationship. 
Once that's in place, and trust and rapport are the 
framework, you are more likely to succeed.

Learn To Listen

To emotionally connect we must listen. Listening 
sends a strong message that tells customers that 
this relationship will be more about their needs than 
ours. That builds trust. In addition, when we listen, 
customers tell us what they need—in their words. We 
can then use their language, and in doing so we convey 
that we listened, we heard, and we are responding.

Always Make It Personal

We want people to get excited about our product, and 
that can’t happen without establishing an emotional 
connection. That means treating every touchpoint 
with customers like a face-to-face conversation. 
What information would you share? How would 
you talk about our products? Would you be smiling? 
Consumers have a lot of choices. It's your job to give 
them a reason to care.

Create Strategies Around Moments Of Truth 

Teddy Roosevelt said, "People don't care how much 
you know until they know how much you care." 
Everyone has moments of truth around which to 
build strategies that build trust and the emotional 
connection with customers. The moments of truth are 
little slivers of experience in which a prospect decides 
whether or not to do business with you or to share 
you with their network.

 

Humanize 

Brand experience is more emotional than cognitive. 
This starts on the front end with marketing messages 
(e.g., relating to the customer's "pain") and continues 
into the long-term relationship through appreciation 
and even up-selling by leveraging quality customer 
data. The key is to "humanize" our message through 
products and services that solve problems.

Emotional 
Connections

Source: Forbes

Today, businesses have to take a different approach 
to reaching and keeping their customers. With all 
the "noise" out there, we need to make emotional 
connections in the simplest ways possible.

 
Keep these notes in mind when trying to establish and 
maintain emotional connections with your prospects 
and residents!

"Consumers have a lot of 
choices...It's your job to give them 

a reason to care.”
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SALES TRAINING 2018
WITH JOHN KLYMSHYN

In January, our sales and community manager teams went through training with renowned author, speaker, and 
sales coach, John Klymshyn. The training focused on Sales and Sales Management, with the programs linked to 
John's best-selling books: How To Sell Without Being a Jerk and The Ultimate Sales Managers’ Guide. The training 
sessions opened pathways to emotional intelligence and self-awareness, providing powerful insights to connecting 
with our customers and enhancing the sales experience.

Leasing is Moving The Conversation Forward
The sales training offered ideas, techniques, and specific activities to increase our teams’ confidence, professionalism, 

and results. Selling is about our leasing teams and their future sales goals. It is ensuring all customers walk away 
with a positive impression of our properties, people, and company. One of the keys of effective selling is to truly 
connect with our customers by talking less and listening more; put the ego aside, eliminate the word "I" and ask 
open-ended, "Million Dollar" questions designed to ignite conversation that will lead to an agreement to lease 
with MAXX. Customers need to "feel good about making the positive decision to move the converstaion forward 
with us today."

Three Pillars of Professional Selling

1 IMAGINATION
Paint a picture and let prospects articulate the value of  
what they see.

2 ORGANIZATION
Stay organized with suspects, prospects, and customers and 
our goal results for each. Ask open-ended questions and take 
control of conversations. Avoid yes/no questions as these ask 
permission instead of leading conversations in the desired 
direction.

3 DISCIPLINE
Stay dedicated to the goal of keeping the conversation moving 
every day!
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The manager training focused on helping our management teams strengthen their leadership skills as well as 
tune-in to the unique needs of each of their team members. As a sales manager, the goal should always be to 
reach higher and go deeper. Great managers inspire their teams to do the same!

Sales Management Is Leading, Managing, and Inspiring

Attributes Of Inspiring Leaders

A PEOPLE are high-touch, revenue creating, and know 
they are rock stars!

B PEOPLE are "right as rain," always make their 
numbers, reliable, and have no drama, but they may 
require some extra time. Focus on solid performance 
and don't ignore them; these employees are the future 
leaders of the company!

C PEOPLE need extra time and extra coaching, though 
attitude can't be taught. Be open to how these people 
can simply be in motion.

Use the power of FOCUS: 
Follow One Course Until Successful!

WARM TRUTHFUL

DRIVEN
CREATIVE

NURTURING

THOUGHTFUL
PASSIONATE

COURAGEOUS

RESILIENT

Discovering what motivates a team is the key to successful leadership. People follow leaders who they believe 
have their best interests in mind, and leaders must constantly be evaluating each team member's unique drive 
to help them grow and improve.

John describes sales teams in a three-tiered system of A, B, and C people. Intuitive managers will know which 
tier their teams fall into, and how to work with them for ultimate success personally and for the company. 

People can usually only focus on three to five tasks in a day. Planning for the following 
day is an essential strategy that can categorize what tasks are urgent and need to be done 
NOW, what tasks are immediate and can be done by the end of the day, and what tasks are 
necessary and can be done by the end of the week. Keep in mind, a great coach knows the 
playing field and the plays better than anyone else, but they allow the team to play. Everyone 
needs leadership, but no one should need to be told what to do every minute of the day. Plan 
for each day, and set goals for what you want your teams to FOCUS on in the next 30 days!

The Three-Tiered Sales Team
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Pesto Spaghetti

• 4 tbsp extra virgin olive oil
• 2 tbsp unsalted butter, melted
• 4oz cherry tomatoes
• 3 cloves garlic
• 3 thyme sprigs
• Salt & fresh ground black pepper
• 6oz dry spaghetti
• 2 medium zucchini, ends 

trimmed & peeled
• 2 4oz boneless salmon fillets
• 1/4 cup basil pesto
• Freshly grated parmesan

• Preheat oven to 375°. In a shallow 
baking dish, combine 2 tbsp oil, 
butter, tomatoes, garlic, and 
thyme and roast for 15 minutes. 
Remove from oven and sprinkle 
with salt and pepper. Set aside. 

• In a large pot of salted boiling 
water, cook pasta al dente. 
Add zucchini and cook for an 
additional 30 seconds. Drain and 
set aside.

• In a skillet over medium-high 
heat, add remaining 2 tbsp oil. 
Season salmon with salt and 
pepper. Sear until fillets lift up 
easily; 2-3 minutes each side. 
Transfer skillet to oven and roast 
until each fillet has just cooked 
through, 7-8 minutes. 

• Toss pesto with pasta and zucchini 
in large mixing bowl until well 
coated. Top with salmon fillets, 
roasted tomatoes, and parmesan.

Directions:

What You’ll Need:

Hooked On A Smartphone?

Can you imagine life without your smartphone? For some of us, it’s the first 
thing we reach for in the morning and the last thing we put down at night. 
 
At-our-fingertips technology is incredible and useful. But could you be 
too attached for your own good? It’s worth considering—particularly if 
compulsive phone use is affecting your life and relationships in a negative way. 
 

Some people need to stay connected for work or family situations. But that’s 
not true for all of us all the time—be honest answering the seven questions 
below. You may gain some insights into whether you’re distracted for the worse.  
 

Did you answer “yes” more than you’d like? If so, you may be wondering 
how to move forward in a healthier way. It’s about finding what works for 
you. Here are a few practical tips to try:

 
Wean gradually. If you constantly check your phone, try a progressive plan. 
The first day, you might look every 20 minutes. The next day, make it a half 
hour, then hourly and so forth.

 
Set a timer. For example, give yourself a limit for browsing social media apps 
or playing a game. 

 
Move your phone out of sight.  Pledge that you’ll disconnect at specific 
times. While driving is an obvious one, other good options are: at mealtimes, 
when parenting or spending time with friends and family, and during your 
bedtime routine.

Smart technology is marvelous, but it can lead 
to compulsive use.

Source: UnitedHealthcare

1. Do I automatically—and without necessity—check my phone?
 
2. Do I often have a tough time getting things done because I’m on my phone? 

3. Do my phone habits cut into time I could use for sleep, exercise, and other 
healthier or rewarding activities? 

4. Do my friends and family comment on—or complain about—how much 
I’m on my phone or other devices?

5. Do I get up at night to check my phone?

6. Do I sometimes hide how much I use my phone?

7. Would I feel irritable or anxious if I had to cut back on using it?

7 Questions To Ask

Striking A Better Balance
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2017 SatisFacts Award Winners

ARIZONA

Last year, MAXX rolled out the SatisFacts Resident Survey program, which sends 
an email survey to all new move-ins and residents with completed work orders 
weekly. Survey results are posted to ApartmentRatings.com and allow us to receive 
measurable feedback as well as boost our online ratings and recommendations. In 
MAXX's first year of using the program, we are thrilled to report that more than 50% 
of our portfolio earned an award-winning Insite or Annual score in 2017! The award 
guidelines as set by SatisFacts required a score of 4.0 or higher and a minimum of 
25 completed surveys for each.

In addition to the property awards, MAXX Properties won the National Company 
Award in 2017 with an overall score of 4.08!

Congratulations to the 2017 National Satisfaction Award Winners!

COLORADO FLORIDA

NEVADA

NEW YORK
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Acquired in October of 2016, Mission 
Meadowbrook was the perfect 

opportunity for MAXX to re-enter the Salt 
Lake City, UT market. The outdated property 
was immediately recognized for its potential, 
and in the Spring of 2017 amenity and 
apartment renovations commenced. After 
extensive deliberation, the team decided 
on the new name Eight20 Apartments, and 
in the fall of 2017 a new logo, marketing, 
and signage were all put into production.  
 
The public unveiling is scheduled for Spring 
2018!

EIGHT20 APARTMENTS
THE NEW MISSION MEADOWBROOK

FROM OLD

TO NEW


