ON-SITE Shop Report


Property Name: 
Management Company Name: 
Address: 
City : 
State: 
ZIP: 
Phone Number: 
E-mail: 
E-mail Consultant: 
Date: 
Phone Consultant: 
Date: 
On-Site Consultant: 
Date: 
Weather on day of visit: 
Traffic in the office (check):

 FORMCHECKBOX 
 None     FORMCHECKBOX 
 Light     FORMCHECKBOX 
 Moderate     FORMCHECKBOX 
 Heavy

Shopper’s Name: 
Dress: 
Employment: 
Reason for moving: 
Apartment size Requested: 
Date apartment needed: 
Pets: NO





Number of occupants: 
E-MAIL CONTACT (if requested)

Date & Time 1st e-mail sent: 
Date & Time e-mail was replied to: 
Name of consultant responding: 
Reply was (check):
 FORMCHECKBOX 
 Automated

 FORMCHECKBOX 
 Personal

 FORMCHECKBOX 
 Phone

IF NO REPLY to 1st E-MAIL

Date & Time 2nd e-mail sent: 
Date & Time e-mail was replied to: 
Name of consultant responding: 
Reply was (check):
 FORMCHECKBOX 
 Automated

 FORMCHECKBOX 
 Personal

 FORMCHECKBOX 
 Phone

COMMENTS:

     
_________________________________________
IMPORTANT NOTE
Once e-mail has been replied to, or two e-mails have received no response, proceed to the Telephone Contact assignment.

Make sure to forward/attach all e-mails from the shopper and the property in order to submit a complete report.
_________________________________________

TELEPHONE CONTACT
Leasing Consultant: 
Answered on how many rings:       FORMTEXT 

     


Date: 
	
	
	Points

Possible
	Points

Given

	1.
	Did the consultant answer using the community’s name?
	(1)
	

	2.
	Did the consultant identify his/her name in the greeting?
	(1)
	

	3.
	Did the consultant ask for your name?
	(1)
	

	4.
	Was the consultant enthusiastic?
	(1)
	

	5.
	Did the consultant use your name at least once?
	(1)
	

	6.
	Did the consultant ask any of the following questions:
	
	

	
	a. When you would need the apartment?
	(1)
	

	
	b. What size apartment you needed?
	(1)
	

	
	c. How many people would be living in the apartment?
	(1)
	

	
	d. What features you were looking for?
	(1)
	

	
	e. Your reason for moving?
	(1)
	

	
	f. If you had any pets?
	(1)
	

	7.
	Did the consultant ask how you heard of the community AND exactly which guide book or website you used? (No partial points!)
	(2)
	


Comments on Source Questioning (required):

	8.
	Did the consultant avoid quoting prices before describing the apartment?
	(1)
	

	9.
	If the price was disclosed, did the consultant emphasize value?
	(1)
	

	10.
	Were the benefits and features of the apartment discussed?
	(1)
	

	11.
	Did the consultant sell the neighborhood and location?
	(1)
	

	12.
	Was information about community features/amenities offered?
	(1)
	

	13.
	Did the consultant attempt to make an appointment?
	(1)
	

	
	If so, what attempt was made?
	
	

	14.
	Did the consultant provide accurate directions to the community?
	(1)
	

	15.
	Did the consultant thank you for calling?
	(1)
	

	16.
	Did the consultant ask for your phone number or e-mail address?
	(1)
	

	
	If so, which one?
	
	

	17.
	Did the leasing consultant create a sense of urgency?
	(1)
	

	18.
	Based on your conversation would you keep the appointment?
	(2)
	


* If NO apartments were available, did the consultant:

a. Refer you to the property website?



 FORMDROPDOWN 


b. Refer you to a neighboring community?


 FORMDROPDOWN 


c. Sell some of the features of the referred property?

 FORMDROPDOWN 

Telephone/E-mail Contact Overall Comments:


Total Telephone Contact Points Possible:

25




Total Telephone Contact Points Obtained:

ON-SITE TOUR

Leasing Consultant: 
Date: 
	
	GREETING/INTRODUCTION
	Points

Possible
	Points

Given

	19.
	Was the community easy to find, using directions from the consultant and/or the directions in the ad?
	(1)
	

	20.
	Were the community’s signs visible and readable?
	(1)
	

	21.
	Was the community neat and pleasing?
	(1)
	

	22.
	Once at the leasing office, did the consultant:
	
	

	
	a. Introduce him/herself? 
	(1)
	

	
	b. Ask for your name?
	(1)
	

	
	c. Offer you a seat?
	(1)
	

	23.
	If the consultant was on the phone or with another guest, did he/she acknowledge your presence?
	(1)
	

	24.
	Did the consultant attempt to build a rapport with you?
	(1)
	

	25.
	Was the consultant dressed professionally?
	(1)
	

	26.
	Did the community have a guest card to fill out?
	
	 FORMDROPDOWN 


	27.
	If so, did the consultant fill it out for you?
	
	 FORMDROPDOWN 


	28.
	Did the consultant ask how you heard of the community AND exactly which guide book or website you used? (No partial points!)
	(3)
	


Comments on Source Questioning (required):


	29.
	Were your general and specific needs identified? (i.e. preferred floor level, social activities, etc.)
	
	 FORMDROPDOWN 


	30.
	Did the consultant ask you:
	
	

	
	a. What size apartment you needed?
	(1)
	

	
	b. How many occupants there would be?
	(1)
	

	
	c. If you had any pets?
	(1)
	

	
	d. Your price range?
	(1)
	

	
	e. What specifically you were looking for in an apartment?
	(1)
	

	
	f. When you would need the apartment?
	(1)
	

	
	g. Your reason for moving?
	(1)
	

	
	h. If you worked in the area?
	(1)
	

	31.
	Did the consultant ask if you had visited any other communities in the area and what you liked/disliked about them?
	(1)
	


Greeting/Introduction Comments:

	
	TOUR
	
	

	32.
	Did the consultant seem eager to take you on the tour?
	(2)
	

	33.
	Did the consultant offer to show you a model or vacant apartment? (If nothing was available to show, award FULL points for questions 33, 35 through 43 and comment on Tour Comments)
	(2)
	

	34.
	If consultant did not offer to show you a model or vacant apartment, were you shown one after you asked?
	
	 FORMDROPDOWN 


	35.
	Did the consultant point out the community’s features on the way to the model/vacant apartment?
	(2)
	

	36.
	Did the consultant show an apartment in the appropriate size? (If not, please comment on Tour Comments)
	(1)
	

	37.
	Did the consultant point out the features of the model/vacant apartment?
	(2)
	

	38.
	Was the model/vacant apartment clean and attractive?
	(2)
	

	39.
	Did the consultant help you mentally place furniture in the apartment?
	(2)
	

	40.
	Did the consultant take control of the tour?
	(2)
	

	41.
	a. Did the consultant respond positively to any objections you offered?
	(3)
	

	
	b. How? 
	
	

	42.
	Were you made to feel comfortable and relaxed enough to look around?
	(2)
	

	43.
	Did the consultant build a sense of urgency and attempt to sell you on the apartment?
	(3)
	


Tour Comments:

* If NO apartments were available, did the consultant:


a. Show you floor plans and review them?




 FORMDROPDOWN 


b. Present the features and benefits of this community and its apartments?
 FORMDROPDOWN 


c. Refer you to another community?





 FORMDROPDOWN 

	
	CLOSING
	
	

	44.
	Were you invited back to the leasing office after the tour?
	(2)
	

	45.
	Did the consultant determine your acceptance of the rental amount?
	(2)
	

	46.
	Did the consultant sell the value of the property and the apartment if you objected to the rental amount?
	(3)
	

	47.
	Were you asked to fill out an application?
	(2)
	

	48.
	Did the consultant explain the application fee?
	(2)
	

	49.
	Were you asked to put down a deposit?
	(2)
	

	50.
	Did the consultant create a sense of urgency in renting the apartment?
	(3)
	

	51.
	Did the consultant try to offer you a discount using another advertiser’s ad/special offer? (For example: Application Fee waiver from Apartment Guide, or $100 off with For Rent ad, etc.)
	(-5)
	

	52.
	If the apartment you requested was not available, were you offered a spot on a waiting list? (If N/A award full points)
	(1)
	

	53.
	Did the consultant respond to all your objections for not renting at this time?
	(4)
	

	54.
	How strongly did the consultant try to close the sale?
	(4)
	

	55.
	What type of closing technique did the consultant employ?
	
	

	

	56.
	Did the consultant try to sell any benefits of the management company?
	
	 FORMDROPDOWN 


	57.
	Did the consultant try to close on your interest more than once?
	(2)
	     

	58.
	Did the consultant try to solicit feedback on why you wouldn’t lease?
	(2)
	     

	59.
	Did the consultant offer to give you a brochure or any other literature?
	(2)
	     

	
	What were you given? 
	
	


Closing Comments:

Total On-Site Tour Points Possible:


75





Total On-Site Tour Points Obtained:


SUMMARY COMMENTS:

Based on the consultant and the community, would you lease at this community? Why or why not?


What did you enjoy the most?


What did you enjoy the least?


General Comments (please make sure to include the Leasing Consultant’s strongest skill)


	Telephone Contact Points Obtained
	
	Telephone Contact Points Possible
	25

	On-Site Tour Points Obtained
	
	On-Site Tour Points Possible
	75

	TOTAL Points Obtained
	
	TOTAL Points Possible
	100
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