
Resident Bliss:  Perfect your relationship IQ 
 
Developing a high relationship IQ for your property management team doesn’t have to be 
dependent on personalities or quick tricks. Your resident relations can and should be based 
on a proven framework that supports your long-term business plan. But what if you don’t 
have that framework already built and your resident relationships are stagnant?  
  
 

 

Jeanne Bliss, a consultant on customer-centric leadership and the role of the Chief Customer Officer, 
offers five competencies that you can implement quickly to unite your team under one program 
geared to raise your relationship IQ and transform your residents’ experience. These steps are best 
practices for all sizes of operations. 
  
The first step resides at the corporate strategy level. Here, you must establish a top-down philosophy 
that defines residents as assets. The philosophy is instilled throughout the property management 
company, and behaviors are measured against benchmarks that are attached to rewards for good 
performance. 
  
The second step builds on the customers-as-assets philosophy. It aligns business strategy and 
operational performance with life enhancements for residents. Each decision—vendors, calendars, 
capital improvements and maintenance, etc.—emerges out of the core philosophy. Just as financial 
investors decide what to do with their money, you decide what to do with your resources to protect 
and grow your resident assets. 
  
Knowing what your residents want is key to good decision making, so—as the third step—build lines of 
communication that allow your community members to give you feedback in every instance at every 
stage of their life with you. Listen to them and follow through with actions that indicate you got the 
message. Celebrating your successes and acknowledging and correcting your mistakes are signs you 
are a good listener. 
  
The fourth step is testing your own models so you know, before residents or applicants tell you, if your 
systems work. Your relationship begins well before they move in. Test your online presence, your 
phone persona, and your in-person experience through mystery shoppers and external trials to make 
sure all systems meet your operational standards and align with your philosophy. One bad experience 
could be a person’s only experience. 
  
The fifth step is to get complete corporate buy-in to elevating and maintaining a high relationship IQ. 
Leadership must have a face and a voice. Sending memos and emails is not leadership; visiting, 
rewarding and periodically sharing in the trench work is leadership. Make sure frontline workers know 
when to elevate problems, and empower them to handle things in accordance with their level of 
responsibility. If you have property managers who can do no more than give a sympathetic ear, you 
have a problem. Drive authority down to the lowest level possible and train staff on exercising those 
powers. Retrain before punishing when there are errors. 
  
Building and implementing a relationship-competency framework embeds accountability and 
enthusiasm at every level of your property management hierarchy. Attaching to it a compensation 
system that rewards adherence and excellence can put you at the top of the multiunit residential 
industry and build long-term resident retention. 
  
In our next blog post, take a quiz to see how you score on your resident-relations IQ. 
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