
THE COMMERCIAL REAL ESTATE

BEST PRACTICES

TOOLKIT
5 CHECKLISTS, SCRIPTS AND TEMPLATES FOR

BETTER CONVERSATIONS AND MORE DEALS



Apto’s Best Practices Library details proven strategies for running a 
successful commercial real estate brokerage—and how technology 
can help. We set out to tell brokers exactly how to use Apto to 
put specific tactics into action, but whether or not you use our 
technology, there’s plenty of valuable information.

And to make it even easier, we’ve distilled some of those 
strategies into easy-to-use templates, tips and checklists that 
any broker can use.

Get more at apto.com/learn

http://www.apto.com/best-practices


Talk to Any Prospect 

Turn Common Objections into Meetings

Prepare for that First Meeting

Do Property Tours Right

Tell a Compelling Market Story

4

7

9

11

14

Table of Contents



4

Talk to Any Prospect With This List 
of Conversation Starters

Finding new contacts and building relationships is the 

lifeblood of a commercial real estate broker, so it makes 

sense that you should have a dedicated approach to 

this area of business. You need to know exactly who is 

in your client pool, and more importantly, what to say 

to engage them.

To capture a prospect’s attention, you need to be 

interesting, relevant and timely. Top-performing 

brokers have a list of potential conversation starters on 

hand for their prospecting efforts, which can generally 
be broken down into a few categories.
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News and Topics That Affect 
Commercial Real Estate

ECONOMY

LEGISLATION / POLICY

MARKET EVENTS

WORKPLACE TRENDS

MARKET TRENDS

MARKET DISRUPTION

Debt cycles

Lending practices

Interest rates

Jobs

Economic development

Zoning changes

Tax changes

New development

New competitor

Competitor activity

Infrastructure changes that 
may impact traffic count, 
accessibility, etc.

Comparable sales

Comparable rents

Big employer moving in/out

Mass closings/layoffs

Pricing

Rents

Vacancies

Velocity

Volume

Demographic shifts

Mixed-use  
spaces

Workplace efficiency 
studies
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What to Say to Prospects
To get more specific, here are some examples of ways to approach prospects 
with these topics. If you have a good database and know the players involved, 
you can contact them with concrete information that’s relevant to them.

NEW MARKET INFORMATION INVESTMENT & PROPERTY 
MANAGEMENT STRATEGIES

DEVELOPMENTS IN THE CITY OR ENVIRONMENT

There’s a new listing announced in your 
market, providing an opportunity for 
someone to invest. 

A rent survey of comparable properties is 
released. This provides new transparency 
into comparable rents and gives a landlord 
the opportunity to increase their income.

A property was recently sold or leased. 
This provides new insight into comparable 
properties and can inform the potential 
value of a specific property. Maybe it’s a 
good time to sell!

Single family home sales may be increasing 
or decreasing in any given market, which 
could affect demand for apartments, retail 
space and office buildings. It could be an 
opportunity to expand or sell. 

If one client has success in reinvesting 
into lower maintenance properties or 
refinancing, you could pass on that story  
to a prospect in a similar situation. 

Take a look at market performance and 
trends to see if there’s an advantage to 
changing investment strategy. You can 
take your intel and provide new options  
to a prospect. 

Bring up the topic of tax deferments on 
new investments, which gives some the 
opportunity to invest with minimal penalty.

If a prospect is struggling with vacancies, 
present ideas on reducing income losses 
from those vacancies.

The local government has created new low-income rent programs, which can affect surrounding 
rent and value.

New infrastructure or construction is happening in your city—perhaps a new public transportation 
line that runs through downtown to the suburbs. This affects vacancy, rental rates and demand, 
and has significant implications for a client’s future income. 

Nationwide layoffs in a particular sector mean a change in occupancy and rents, with future 
income implications for your prospect. 
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Turn Common Objections into Meetings 
with These Scripts

I already have offers. Your fees are too high. I’m going to 
wait for the market.

Sound familiar? When you’re talking to a prospect and trying 

to establish a relationship, there are a number of common 

excuses you’ll hear for why they don’t need you.

Not every prospect needs what you’re offering, or more 
likely, you’re not demonstrating the value they need to see. 

Most objections are really nothing more than a request for 

more information, or a need to have greater confidence in 
you or your organization. 

Always start with an affirmation of their position, but don’t 
be afraid to be direct in your inquiries and show off the 
expertise and value you’ve added in similar situations. 

Here are some common objections and the follow-up 

questions you need to ask.
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What to Say to a Common Objection

INVESTMENT SALES

Objection
I already have several offers.

LANDLORD 
REPRESENTATION

Objection
We have in-house landlord 
services that takes care of that.

 » What was the property appraised at?

 » Where have the offers come in at?

 » It’s important to obtain several opinions of value.  
How many appraisals have you received?

 » Were you given a list of comparables used to determine 
the value of their property? If not I can show you a few.

 » What type of marketing did you use? I can show you our 
strategy and vast network.

 » We often work alongside internal teams, and have helped 
large and small companies in similar situations. Does your 
team know the value of their current tenants and spaces 
in achieving maximum cash flow?

 » How has your team branded the property, and are they 
aware of its place in the local submarket?

 » How does your team attract new tenants?

TENANT 
REPRESENTATION

Objection
I can represent myself.

 » How do you go about finding the spaces that meet  
your criteria?

 » How are you informing yourself on the city codes  
and regulations that may affect your ability to operate 
your business?

 » How do you ensure you are paying fair market rent? 

 » How have you handled right of first refusal, termination 
options and renewal options in past leases?

There are many other common objections, but the lines of questioning above can be adapted  
to similar situations.
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A Checklist to Prepare for that  
First Meeting

Once your prospecting efforts pay off, you’ve hopefully 
got a few meetings on the calendar. The purpose of 

the first meeting is to build momentum. It’s all about 
discovery: find out where your prospect is in the 
process and what their needs are, what opportunities 

may exist, demonstrate your knowledge of the market 

and establish next steps to keep momentum going. 

Most importantly, listen.

Use this checklist to make sure you’re prepared. 
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A Checklist for Your Initial Meeting 
with a Prospect

DO YOUR RESEARCH

GET THEM TALKING

ESTABLISH CREDIBILITY

 " Find out what’s going on in the market.

 " Discern the details of your prospect’s property.

 " Understand your prospect’s financial or professional position.

 " Note any problems they’re struggling with.

 " Prepare any relevant materials, such as comps or an 
appraisal, if appropriate.

 " Ask about their current frustrations.

 " Find out what they’re excited about.

 " Go beyond business needs to talk about common 
interests and hobbies.

 " Use technology to demonstrate your knowledge of current 
market conditions and their options.

 " Show them potential matches in your database.

 " Talk about similar deals you’ve done in the past.

SCHEDULE A  
FOLLOW-UP MEETING

 " Find or create a reason to schedule  
another meeting.

 " Look for opportunities to send them something of value, 
whether it’s a BOV or an employee commute map.

 " Spend time reviewing your notes after the meeting and 
build a custom pitch based on the need analysis.

 " Create tasks and activities to make sure you deliver. 
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Property Tours Done Right

When researching a new property, you need to go there  

in person, walk the grounds and document what you see.  

This can help you tell a cohesive story about the property 

and surrounding neighborhood.

Ask yourself these questions as you stroll the property. 
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Questions to Ask When Touring  
a Property

PROPERTY CONDITION

 » How is the parking, the walk to the building, the entry way, the 
elevators, the bathrooms? 

 » Can you envision the daily experience and translate that for 
your tenant, prospective tenants or buyers?

SPACE CONDITION

 » Are the spaces move-in ready or do they need tenant 
improvements? 

 » Is there adequate lighting? 

 » Do the property specs such as column spacing and clear heights 
actually match what’s recorded in your property record?

TENANCY

 » Are the tenants in the rent roll actually in the space stated?

?

?

?
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?

?

NEIGHBORHOOD CONDITION

 » What’s it like to walk the sidewalks around the property? 

 » Is it noisy, peaceful, exciting, quiet? 

 » Are there any unsightly neighbors or NIMBYs that may turn 
tenants or your client off? 

 » Is there major construction going on that may have an effect on 
the property for an extended period of time? 

 » What will be the final outcome of that construction?

VISIBILITY AND ACCESS

 » Can you see the cars entering and leaving the property? 

 » Are there accessibility issues that prohibit or deter  
a visit from potential customers? 

 » Can large trucks easily come and go without  
Steve McQueen-like maneuvering? 

 » How prominent is signage, and how well can it be seen from 
major roadways?
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How to Tell the Market Story

When it comes to client presentations, certain types of 

market data are standard fare. What’s not standard is how 

you use and display that information. The key is to use 

relevant macro-level statistics as well as micro statistics that 

offer insight beyond what your client can read online or in 
the newspaper.  

You need data to determine if there is sufficient population 
to support a store, for example, or to analyze the specific 
makeup of that population to see if they fit your target 
profile. In office, hospitality and multifamily, surrounding 
demographics can also be used to determine what types of 

rents or prices you can demand.

You’re trying to determine if the market exists, if there’s one 

forming or if you need to alter your approach and reset 

client expectations. Regardless, you have the opportunity 

to add value by thinking through the market data in a way 

that exhausts the approaches you might suggest your client 

take. Here’s what you need to do that.



THE COMMERCIAL REAL ESTATE BEST PRACTICE TOOLKIT 15

The Presentation Data You Need, 
And Where to Find It

DEMOGRAPHICS

Data

 » Age

 » Average income levels 

 » Education

 » Consumer spending 
habits

 » Race/ethnicity

Sources

REGIS Online 

Up-to-date demographic maps and reports, with customizable 
radius rings with drive time, drive distance and the 
demographics of each. 

Esri 

This software connects people with maps, data and apps 
through geographic information systems (GIS). The Business 
Analyst Online tool in particular gives you demographics, 
consumer spending, tapestry segmentation, market 
potential and more.

PRIZM 

From Nielsen, this source combines demographic, consumer 
behavior and geographic data.

https://www.sitesusa.com/rol_main.html
http://www.esri.com/
https://segmentationsolutions.nielsen.com/mybestsegments/Default.jsp?ID=70
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MARKET ECONOMICS

Data

 » Pricing

 » Rental rates

 » Vacancy rates

 » Interest rates

Sources

Yardi Matrix

Apartment market intelligence at both micro  
and macro levels.

AdvancedREI

Investment software for financial analysis, financial 
scenarios, social sharing and marketing.

Real Capital Analytics

Data and analytics firm whose proprietary research  
is focused on the investment market for commercial  
real estate.

Trepp

Information, analytics and technology for the global CMBS 
(commercial mortgage-backed securities), commercial real 
estate and banking industries. 

https://www.yardimatrix.com/
https://advancedrei.com/
https://www.rcanalytics.com/Default.aspx?SessionState=-1
https://www.trepp.com/
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AMENITIES, RETAIL AND SUBMARKET CHARACTERISTICS

Data

 » Consumer spending 
habits

 » Recreational activities

 » Retail locations

Sources

Buxton

Customer analytics to identify customers, where they live 
and which ones are the most valuable.

Forum Analytics

Modeling and mapping software that provides analytics and 
forecasting for commercial real estate.

AggData

A data company with a range of options for accessing  
that data. Get updated industry lists, for example, or the 
whole database. Provides quality data for a wide range of 
industries and services.

Maponics

Geospatial and demographic information with a range of 
boundary data and services.

Neighborhood Scout

Data for residential real estate, which can help inform 
commercial needs as well. Get everything from crime rates 
to school ratings to lifestyle attributes.  

Trade Area Systems 

Specializes in retail site selection and provides a whole host 
of data to help brokers.

https://www.buxtonco.com/
http://www.forumanalytics.com/
https://www.aggdata.com/
http://www.maponics.com/
https://www.neighborhoodscout.com/
http://www.tradeareasystems.com/
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LAND USE GENERAL PLAN AND ZONING 

Data

 » Building mix

 » Ratio of residents  
to businesses

 » Open space

 » Square footage of  
retail space

 » New developments

Sources

Esri ArcGIS

Location-based solutions for all segments of the real estate 
business, such as map-based content management and 
investment analysis. 

MapInfo

Location data and business insight for the retail industry. 
Create, analyze and share business info that adds context 
and precision to data.

Carto

This open platform helps you discover and predict the key 
insights underlying location data. 

Municipality GIS and associated data – 
Cities and Counties 

Search for local maps and information by city or county. 

http://www.esri.com/software/arcgis
http://www.pitneybowes.com/us/location-intelligence.html?products-tab
https://carto.com/
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For more tips and insights for commercial real estate 
brokers, read our blog at apto.com/blog.

To learn how Apto can help you manage the full cycle of 
your deals, request a demo at apto.com/demo.


