
THE TOP CUSTOMER SERVICE 
SKILLS YOU NEED IN

2021
COMMUNICATION

Good communication skills are the 
key to all customer service. Being 

willing to listen more and speak 
less, we’ve all heard this before but 
how many of us actually put it into 

practice? EMPATHY

Try putting yourself in the clients shoes, 
and see if you would handle a situation 
differently. The definition of empathy 
is: ‘the ability to understand and share 

the feelings of others’. This goes for 
not only your landlord but also your 

tenants, trying to see things from their 
perspective will help you resolve a lot of 

disputes and conflict.
SELF CONTROL AND 

CONFIDENCE

By exerting self control and not reacting 
emotionally every time you feel under 
attack, you take back your power, this 
in turn gives you confidence. Instead 

of reacting, give yourself time to think 
about the situation. This will give you the 

confidence to act professionally under 
any pressure or situation. 
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DELIVER ON YOUR PROMISE

Be careful what you promise, because 
you need to make sure you deliver on it. 

Nothing will ruin a clients trust more quickly 
than a promise not being met or broken. 

In property management this is more 
important than a lot of other businesses, 

because Landlord’s and tenant’s come with a 
lot of baggage. 

TAKING RESPONSIBILITY

Ok, we all do make mistakes, we are 
human and there is no such thing as 

perfection. Once you accept that, you 
end the fear of making a mistake. If you 
do make a mistake the important thing 

is to own it and provide a solution to 
fix it. This is the best customer service 
outcome in any undesirable situation.

FOLLOW UP

If a client is waiting for confirmation a 
maintenance item has been fixed, let them 
know and close the loop. Think about the 

situations in your business where your 
clients are going to want to know the 
outcome to certain situations, like has 

the rent arrears been fixed, is the tenant 
sticking to the payment plan in place, and 
communicate, follow up and close it off.


