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Discussion about the latest ancillary income opportunities is at every industry tradeshow and in most industry publications.  The on-site teams have earned the trust of their customers because they understand the customers’ needs and listen to their concerns.  Who knows better about what products and services should be offered and how they are best delivered?

Here are some FAQs about ancillary income programs coming from on-site teams: 

Q. What is ancillary income and why should we introduce it at our apartment community?

· Ancillary income is revenue from sources other than basic rent. Examples include laundry machine revenue, cable or Internet access and renters' insurance. These extras can be separated from the lease rate and offered cafeteria style or bundled together as rent.

· There are definitely benefits to customers receiving products and services they want from people they trust. Satisfied customers feel they are in control and are being given choices.

Q. Should every apartment community bring on an ancillary income program?

· Every ancillary income opportunity should be evaluated carefully. Include a survey of your customers asking what they want and under what conditions (example: customers enjoy high- speed Internet access, but might not want to pay for it).

· Front line service team members should ask these questions: 

· Will this bring more qualified leads to the community? 

· Will it give us the competitive advantage to gain more leases? 

· Will this have an impact on our ability to provide quality service?  

Q. Sounds like if the company does its homework, ancillary programs are a good idea?

· No matter how good the product or service can be for the community, the frontline team are going to have to sell it over and over again.  Ongoing training must be an integral part of the whole process. 

· What happens when things go wrong. Are representatives available to solve problems? If they aren't, you are going to take the heat.

Q. What if these decisions are made without my input? How should I approach my supervisor to share my concerns?

· Bring your concerns forward in a factual and positive manner. Be prepared to cite examples and specifics. Remember that you play a critical role in the optimum success of any ancillary income offering.
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