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Why your clients WON’T LEAVE.



Don’t let your ‘BIG BUT’ get in the way…



Common ‘Big Buts…’

• But my owners are too tight with money

• But the other agents down the road are much 

cheaper…our clients will leave and go to them.

• But my owners have been with me too long…they’d 

get angry and leave.

• But we’ll damage the business if  we did that!

• But the other agents don’t charge those fees!

• But my property manager will never allow it!





The TOP THREE reasons why your 
clients will not leave! 

1. Value their peace of  mind more- if  they already have a 
solution, they will rather pay a bit more and stay.

2. Rather stay who they are familiar with, and know.

3. They soon forget about the increases- it becomes their 
‘new normal’.

As long as they have no reason to leave FIRST.



Make sure you’re monitoring each 
month…

1. Total property numbers.

2. Total fee income (less GST).

3. Total fee income per property.

4. Average rent.

5. Average management fee.



Categorise Your Owners



Categorise Your Owners
Category 1- DO NOT fee increase these type current clients!

1. Owners that have been clients less than 12 months.

2. Owners that are still locked into a fixed term 
management agreement.

3. Owners that have been purchased in the last 12 months 
in a rent roll sale.

4. Owners that have reason to be upset at the moment.

5. Owners that have a property becoming vacant, or is 
vacant.



Categorise Your Owners

Category 2- Single/Double property owners.

Category 3- Multiple property owners.



What fees to increase



What fees to increase

• Management Fee and Leasing Fee - more the market than 

mindset that determines management fee.

• The stronger your points of  difference, the more you can 

charge.

• It’s more your mindset than market that will determine 

how well you succeed with other fees.



What fees to increase

• Maximise your Management Fees

• Add and increase a couple other owner fees.

What’s the equivalent of  one weeks rent? 

Then aim to add that $ amount per year/per property or 

overall about a 20% increase to owner annual fees per 

property.



Owner Fees to Consider



Main Owner Fees to consider

• Leasing Fee

• Internet Marketing Fee

• Professional Photography Fee

• Video-Walk Through Fee

• Lease Renewal Fee

• Routine Inspection Fee

• Ingoing Inspection Fee

• Final/Bond Inspection Fee

• Monthly Admin Fee

• Annual Statement Fee

• Tribunal Attendance Fee

• Account/Tenancy set up fee



Other Owner Fees

• Insurance Claim Processing Fee

• Payment Disbursement Fee

• Special Payment Fee

• Repairs and Maintenance Fee

• Renovation Fee

• Rent Increase Fee

• Outside Normal Duties Fee



The notification letter/email



The notification letter/email
• Keep it brief.

• Get the header subject right.

• Use a justification paragraph.

• Have a clear effective date.

• List your fee changes - be transparent and clear.

• Refer to agreement to be returned.

• Invite queries/questions.

• The person with best relationship to have name on letter.



Tools to include with your letter/email



Tools to include with your letter/email

• Multipage ‘Services Schedule’- with absolutely 

everything you do for your fees.

• Management agreement or addendum – send an 

agreement- needed or not?











Your fee maximisation campaign



Your fee maximisation campaign- post

What to send to your owners:

1. Cover Letter - One page - must be brief!

2. Services Summary - justify what you do!

3. New Management Agreement

4. Return Envelope - Stamped/Self  Addressed or a Reply 

Paid Envelope.



Your fee maximisation campaign- email

What to send to your owners:

1. Cover Letter – text in email.

2. Services Summary - justify what you do! (attachment to 

email).

3. New Management Agreement- with electronic signature, 

set for a weekly reminder (or a letter only if  your 

management agreement allows).



Giving advanced notice



Giving advanced notice

• You must be careful when letting people know in 

advance of  your fee change notice.

• ONLY Multiple Property Owners with 3 properties 

or more need advance notice of  your letter/email, 

BUT NO ONE ELSE!

• This includes salespeople in the office- they will 

have an opinion about you raising your fees-

usually it will be negative!



Dealing with the response



Dealing with the response
• Expect around 10% of  phone calls.

• The person with the best relationship takes the response/calls.

• Be sure you know you’re worth it!

• Know not all calls are objections.

• Be ready to justify your fee changes.

• Use words like ’Mr. Smith, we've had to increase our fees 
because of  the ever increasing costs of  business expenses 
and also the changes to legislation. You are really important to 
us Mr. Smith, and we hope you can also see why we've needed 
to do it.”



Dealing with the response

Know your good from bad clients upfront!

Be ready to negotiate with your good clients -

Use words like“Mr. Smith, we've had to increase our fees 
because of  the ever increasing costs of  business 
expenses and also the changes to legislation. You are 
really important to us Mr. Smith, with that in mind, what do 
you suggest would be fair to both of  us?”



Dealing with the response

With your bad clients hold your ground -

Use words like “Mr. Smith, we've had to increase our fees 
because of  the ever increasing costs of  business 
expenses and also the changes to legislation. Could you 
please let me know what you decide to do.”



Dealing with the response

•Let your clients nominate the fee adjustments 

when you negotiate.

•Get the signed management quickly.

•Don’t go right backwards with your fees.

•Be ready for some surprises.



Tips to making it work



Tips to making it work

Planning Makes Perfect

•Ensure your letters accurately spell out who gets 

what fee additions/increases - double check it for 

accuracy, and also get it checked by a third party.

•Have a spreadsheet that lists each landlord, and 

what increase/addition in fees they will get.



Tips to making it work

•Merge your spreadsheet fee information 

straight to your letter and agreement to save 

having to manually prepare this information.

•Accuracy is essential on all documents!

•Multiple landlords - letter, phone call or visit -

you decide!



Tips to making it work

•Never give landlords a choice! 

•Always follow up ‘stragglers’ within 7 days by 
phone (keep following them up).

• They may have forgotten.

• They have placed it into the ‘do later’ pile, and 
may be ‘too busy’ to return your paperwork.

• They may have genuine concerns, and be ‘fishing 
elsewhere’!



Tips to making it work

•Ensure all system records are changed when 

your paperwork is returned - no charging 

extra without a signed agreement!

•Know that the ‘hard-core’ fee orientated 

landlords (usually the bad ones) may leave!

•Be wary of  multiple landlords!





Get in contact with us-

Darren Hunter- darren@inspiredgrowthtraining.com
+61 403 379 924

Deniz Yusuf- deniz@inspiredgrowthtraining.com
+61 416 218 522

mailto:darren@inspiredgrowthtraining.com
mailto:deniz@inspiredgrowthtraining.com


Questions…and thank you!




