
“Maintaining POSITIVE
Customer Relationships”
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WHO IS THIS GUY?
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86,400
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THE 86,400 QUESTION
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SEPTEMBER 17TH - YOU & KEN

7,200
Seconds!
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DIFFERENTIATE YOURSELF

“DON’T become another ME-TOO community!”

Ken Corbin

© 2020  Ken Corbin    www.callkencorbin.com



4 STAGES OF GROWTH
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FLEXIBILITY

“If You Always Do What You Always 

Did … You’ll Always Get What You 

Always Got!”
Albert  Einstein
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COMMUNITY MANAGEMENT
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1. We WILL come out of this

2. EVERYONE needs a place to call HOME 

3. YOU live at the CENTER of making that happen
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Things 

To Know



“This is not the beginning, nor is this the  
end, but likely the end of the beginning.”  

Winston Churchill
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It’s always darkest just before dawn



I’M SCARED!
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• We Need To Make
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We Need To Make

Keep you, your family and your customers safe in 

these turbulent times.



• We Need To Make
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We Need To Make

Keep your community moving forward … with 

intelligent marketing, messaging and the strategies 

to do the majority of it all virtually … much of this in 

the cloud



• We Need To Make
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We Need To Make

Make sure when this turns around (and it will) that 

you’ve done all the right things to come out of this 

quickly.
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4 KEY AREAS TO WORK ON

1. Messaging 

2. Your Mindset

3. Technology & Training

4. Communication
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DEVELOP RESIDENT COMFORT
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TWO IMPORTANT THINGS
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DEVELOP RESIDENT COMFORT
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MEASURES YOU’RE TAKING
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CONTACT INFORMATION
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RESIDENT COMMUNICATION
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RESIDENT RECOMMENDATIONS
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DEVELOPING TRUST
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These will be the communities your potential 

customers will lease their spaces from.



CUSTOMERS & RESIDENTS
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Layoffs & Furloughs

They’re Scared

Be Prepared To Help



NATIONAL LENDER INFORMATION 
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LOCAL LENDERS & UTILITIES
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GOVERNMENT RESOURCES
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CONVERSION RATIOS
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HOW DO I COMPARE?
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FREE Practice Listening Tests



TIME MANAGEMENT
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“REALLY” USING VIDEO
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PARTNER IN YOUR COMMUNITY
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CULTIVATE RELATIONSHIPS
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LEARN VIDEO E-MAIL
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SAMPLE VIDE0 E-MAIL SITES
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THE
3 WAYS
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RENT
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SPEND
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INCREASE MARGINS 
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THE SLOW DEATH OF MFD HOUSING 
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THE “10,000” DROP
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TODAY’S “KEY” TO SUCCESS
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DON’T 

GROW 

OLD!



WHO’S THE BEST AND WHY?
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mul·ti·task
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Communication Skills
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AND ALL THE WHILE … SMILE
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MOST PLEASING 5 LETTER WORD

e
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M i
LS



REQUIRE

TALENT!© 2020  Ken Corbin    www.callkencorbin.com
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Enthusiasm

Being On Time

Honesty

Work Ethic

Flexible

Body Language

Resourceful

Humble

Empathy

Doing Extra



LISTEN

© 2020  Ken Corbin    www.callkencorbin.com



© 2020  Ken Corbin    www.callkencorbin.com



1962 RETAIL REVOLUTION
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1962 RETAIL REVOLUTION

Garden City, MI Roseville, MN Rogers, AR
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ORIGINAL GRAND OPENING AD’S
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THE “439” GROUP - #392

Brown Shoe
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THE “439” GROUP - #72

N L Industries
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THE “439” GROUP - #224

Zenith
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FORTUNE 500 LONGEVITY

1955 74 Years

1965 43 Years

1990 20 Years

2016 14 Years

2020 10 Years
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GONE SINCE 2018
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What Do They Have In Common?
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DEFINITION OF SUCCESS?

“Success is finding out what’s 
wrong with your community 
before your competitors do” 

Ken Corbin
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1988 - 170,000 Employees

85% Worlds Photo Paper

1991 – Just 3 Years Later



1976 SILENT GIANTS
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Steve Sasson Steve Jobs

Steve Wozniak

Ronald Wayne



WHAT AM I?
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1908 - 1940
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352 vs 583 Man-Hours

Reduction of 40%

6% Interest – 15 Years

1929 - $12 Million Sales

1934 - $11 Million Losses

1940 – Last Home Sold



MODERN HOME LEGACY
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YEARS

NEXT
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331 MILLION
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8 Seconds           11 Seconds             
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BABY BOOMERS

Born 1946 - 1964
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22.3% Population

“ME” not “WE” Generation

Good Work Ethic

Self Assured

Technology      Desktop

Social Media   Facebook

Communication   Cell Phone



GENERATION X

Born 1965 - 1980
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19% Population

Independent

Geeks

Flexible Work Hours

Technology      Laptop

Social Media   Facebook & YouTube 

Communication  Cell Phone



MILLENNIALS

Born 1981 - 1995
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24.3% Population

Social Minded

Job Jumpers

51.7% of 2016 Election

Technology      Tablet

Social Media   YouTube & Instagram 

Communication   E-Mail   



GENERATION Z

1996 And Later
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22.1% Population

Cord Cutters

Eco Friendly

#1 Generation in 2028

Technology      Smart Phone      

Social Media   Snapchat & Tik Tok

Communication   Texting



4% Greatest Generation (< 1946)

12%  Generation Z (after 1996)

26%  Baby Boomers (1946-1964)

28%  Generation X (1965-1980)

30%  Millennials (1981-1995)
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FIRST TIME HOMEBUYERS
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“Over the next 10 years,  Millennials 
(aged 28 to 38) will make up 22.3% of 
the population … BUT, 42% of the NEW 
HOME buyers in the US.”    .



MILLENNIAL’S
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Will DISRUPT the market over the next 5 years

2-4 x’s more likely homebuyer than ANY age group

DEDICATED to their COMMUNICATION devices

98% search ON-LINE for information on housing

2x’s as likely to use DEVICES vs Baby Boomers



GEN Z
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Over 50% are SAVING for a home

Are “likely” to ask for $$ help from parents

GOAL is to OWN a home by age 30

Start a family as a HOMEOWNER vs renter

BOTTOM LINE
Technology plays a CENTRAL role in THEIR housing decision



X, Z & MILLENNIAL COMMUNICATION    
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FORBES 10 YEAR TREND
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60’s million 

Growth         % 



GENERATING “MORE” RESIDENTS
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Current Residents

Visited Your Community

In Your Data Base

Reached Via Marketing

Unknown But Looking



SOCIAL MEDIA MAGIC
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LARGEST US NEWSPAPERS
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2.3 Million

2.1 Million
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2.45 BILLION
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2.1 BILLION



GROWING FAST!
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800 Million            350 Million         315 Million
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AUTOMATE YOUR POSTS
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FACEBOOK LIVE 
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FACEBOOK – THE BOTTOM LINE 
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•Add PICS

•Use VIDEO

•Facts “TELL”

•Stories “SELL!”



INSTAGRAM STORIES 
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CHILDREN & PETS 
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THE NEXT 10 YEARS    
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Gasoline Engine

20,000 Parts

1yr to 5yr Warranty

Electric Engine

20 Parts

Lifetime Warranty

Only Replaced By Dealers

Drive Up – Have Coffee

Drive Away in 1 Hour



THE NEXT 10 YEARS    

© 2020  Ken Corbin    www.callkencorbin.com



THE NEXT 10 YEARS    
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90% Will NEVER Get A Drivers License

Will NEVER Own A Car

Children Born In 2020



AUTONOMOUS CAR REVOLUTION    
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AUTONOMOUS CAR REVOLUTION    
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TODAY
1.2 Million DIE Driving Each Year

1 Accident per 60,000 Miles Driven

10 YEARS FROM NOW
1 Accident per 6 Million Miles Driven

Save 1 Million Lives Each Year



THE NEXT 10 YEARS    
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QUIT Law School

IBM Watson’s 90% Accurate

Human’s 70%

50% Fewer Attorneys



THE NEXT 10 YEARS    
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IBM’s New Super-Computers

Increase Cancer Diagnosis By 50%

By 2030, Smarter Than Human Surgeon’s
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NANO ROBOT TECHNOLOGY    
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NOT TOMORROW, BUT TODAY!     
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Solar Panels Store 

MORE Than Used

Sell Power BACK To Grid

Re-Sold to High-Use Firms



WELCOME TO TOMORROW    
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… it actually started a few years ago



YOU’RE THE CAPTAIN!
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IT’S THE LITTLE THINGS
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THE DRIVE BY
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“AWE” FACTOR – OMG!
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THINK LEFT … THEN THINK RIGHT
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THE INFORMATION CENTER 
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MENTORS

“Make Doing Business With You EASY!”
Mike Reed
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THE “HOME” TEAM!     
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HAPPY RESIDENTS
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CHILDREN SAFE ZONE
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NAME TAGS
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SENSE-ABLE COMMUNICATION
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I’M SCARED!
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EMOTIONAL TRIGGERS
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WHY PEOPLE CHOOSE A COMMUNITY 
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POSITIVES – COMMUNITY
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• Initial Impression / Curb Appeal

• Exterior Display of Office & Homes 

• Manager Took Their Time – Didn’t Rush

• Treated the Family Well

• Explained the Process

• Truly Cared



POSITIVES – COMMUNITY / HOMES
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• Clean

• Lots are well maintained 

• Staff was friendly

• Fit Their Budget



NEGATIVES – BEFORE & AFTER
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DIDN’T BUY / RENT - COMPANY

• Didn’t Seem Interested 

• Rushed Thru 

• Never Followed Up

AFTER BUYING / RENTING – COMPANY

• Poor Service / Communication

• Didn’t Follow Up



LISTEN TO YOUR CUSTOMER!
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“Get closer than ever 
to your customers.  So 
close, that you can tell 
them what they really 
want before they 
realize it themselves!”

Steve Jobs, Apple



DO WE REALLY LISTEN?
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THE SCHOOL BUS TEST
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You’re Driving The Bus



THE SCHOOL BUS TRIP
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HOW OLD IS THE BUS DRIVER? 
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THE SCHOOL BUS TEST
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You’re Driving The Bus



MAKE SURE THEY REMEMBER YOU
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•It’s NOT your potential residents 

job to remember you.  

•It’s YOUR obligation & YOUR

responsibility to make sure they 

NEVER have the chance to forget 

YOU!



MAKE SURE THEY REMEMBER YOU
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•1  Wear a NAME TAG

•2  ALWAYS use their names

•3  Send a PERSONAL E-Mail

•4  Send a PERSONAL USPO note

•5  Do a FOLLOW-UP call

•6  Sent a FOLLOW-UP text



TEXT MESSAGE - OPT OUT NOTICE

“XXXX Company is confirming 
request to send a message, reply 
YES to allow.  Reply HELP for 
help.  Msg & data rates may 
apply.  Reply STOP to cancel.”
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“I” AM THE COMPANY
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TELL

THE COMPANY

STORY!



GET INVOLVED!
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LOCAL ORGANIZATIONS
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MISSION STATEMENT
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THE GREETING
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SHAKING HANDS
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EMOTIONS, FEELINGS & TRUST
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NO MATTER HOW HARD YOU TRY
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TRUE OR FALSE?

“The Customer is ALWAYS Right!”

Henry Selfridge, Sr – Selfridges Of London

John Wanamaker – Marketing Pioneer

Marshall Field – Marshall Field Company
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THE CUSTOMER / RESIDENT 

IS NOT ALWAYS RIGHT

“Sometimes The Best Deal You Make           
Is The One That You Don’t!” Ken Corbin
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WHEN TO FIRE A POTENTIAL RESIDENT

REMEMBER … The lower the control, 

the higher the grief!
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What WE Want
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What RESIDENTS Want?
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Let’s Take A Peek!
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WHAT 2020 RESIDENTS “WANT”
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Happy Lifestyle



WORD-OF-THE-DAY
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Ken Corbin Speaker
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SELLING THE AMERICAN DREAM
OF HOME OWNERSHIP
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$359                               

Download



WMA WEBINAR

© 2020  Ken Corbin    www.callkencorbin.com



GROWING YOURS BUSINESS!
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$159



WMA WEBINAR
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