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A few announcements before we get

started...

RENTAL HOUSING

ASS0O0CIATION




Today’s Conference Presentation
Available Here
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Lunch Time Prize

Lunch is in Hall 4, southeast side of the trade
show floor. There will be $10K in prizes given
away!




—

Snon |
I -4 I - : :
- if L '.'._II:_ _;‘F l||.’-:|,-,r ﬂf

WIN $500!
* Visit Each Booth

i stnerAs As you visit the trade show floor,
Sowkrspacs remember to get your signature

* Turn your card into RHA

booth by 3:15pm card filled out. Turn it in at

Yoscol Signature

Two Winners Drawn at 3:15pm

Closing Ceremonios registration by 3:15 PM to be

Enter your name & contact info below for the

i entered to win two $500 Cash

Prize Presentations, and more!

Marme:

el Prizes at the 3:30 closing
ceremonies, also in Hall 4.




RHA P.A.C.
Fundraising
Giveaway

 Donate $25+ to the RHA PAC
for a chance to win $500!

—* Winner announced at 3:30
— Closing Ceremonies.

RENTAL HOUSING

Rental Housing

Association of Utah

P.A.C.

“Every man owes a part of his time to the business in
which he is engaged. No man has the moral right to
withhold his support for an organization that is striving to
improve condition within his sphere”
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The RHA P.A.C. Funds Efforts That:
Monitor legislative and regulatory issues at Help elect and maintain officials who are
the local, state, and federal level. supportive of property rights.

Support balanced laws and suggest Build relatu::ns.hlps w—flth other
. : ; stakeholders, including local
alternatives to ineffective ones.

governments and advocacy groups.




Thank you to our class Sponsors!
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Communication
Catastrophes

WORST

LEADERSHIP

INSTITUTE

ASSOCIATION



We strive for our student’s
phones calls to be used for
tralning purposes...

LEADERS HIP
INETITUTE



LEADERSHIP
INSTITUTE




Setting the
Expectations>

Get ready to...
e Embrace the Awkward
e No Judging, Just Learning
e Don't take it too Seriously
e Have Fun!

LEADERS HIP
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Start with this QUESTION:
Have you been a WORST communicator?

WWWWW
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Another QUESTION:
Do you know a WORST communicator?

WWWWW
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Statistical




Reasons for Workplace Failure

Other
14%

Sociable - 15 Workplace Communication CO MMmun |Cat | on

Statistics You Need to Know. 2025 86%




Pumble - Workplace Communication
Statistics in 2026

Other

Reasons for increased
overall stress levels.

Communication
82%
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Communication
Course |
Curriculump> sections

1.Methods of Communication
2.Escalation!
a.largets
b.Tone, Words,
Documentation, Bias
3.Survival

LEADERS HIP
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Methods of
Communication>

WWWWW
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Customer Complaints @ channel

In Person

Social Media

Phone

None

Other

Convince&Convert - 92 Percent of Customers 0% 10% 20% 30% 40% 50% 60%

Will Call You Out on Your Poor Customer
Service

WORST

LEABERSHIP
INSTITUTE



In Person_ . .
Complaint Clinic

The Physical Barrier

(Desk Fortress)

Non-Verbal Shutdowns
(The Slow Blink)

The “Gaslight”
Greeting

Phrases to Incite
(Not Invite)

Never stand up when a
resident enters the office.
Maintain maximum desk-

width distance.

When they describe a
ceiling leak, blink slowly and
say nothing for five
seconds. It implies their
problem is boring.

Always start with: "That's
funny, nobody else has
complained about that."

"It's just policy."
"Il look Into that."

If possible, keep a large
computer monitor between
your eyes and theirs.

Look at your watch every 30
seconds. If you don't wear a
watch, look at your wrist

anyway.

Even if the entire building is

currently on fire, imply that

they are the unique, solitary
source of the problem.

"What do you want me to do about
it?"




SO

ocla
Public

The Aggressive
Clapback

M

The “Delete & Block”
Defense

al Séaectacle
management

The Bot-Fail Defense

Public Shaming

If a resident posts a photo of
a broken elevator on your
Facebook page, do not
apologize. Instead, question
their physical fitness.

If you see a negative review
on Google, simply delete it.
If they post again, block
them.

Use automated replies that
have nothing to do with the
complaint.

This creates a "Strategic
Fog" so dense that the
resident eventually just
throws their phone away.

Respond to a 1-star review by

leaking the resident's late payment

history or their embarrassing
laundry habits.

WORST

LEADERSHIF
INGTITUTE



E i

The Strategic
Disconnect

The “Munch &
Mumble”

al Disasters
& Text

The Midnight Textual
Terror

The "K." Wall

If a resident begins to
provide a list of legitimate
concerns, wait for them to

reach the most critical point
and then simply hang up
mid-sentence. If they call
back, act confused and
blame the "Regional Office’s
terrible Wi-Fi."

Always take complaint calls
during your lunch break.
Ensure the resident can

hear every crunch of your
chips. If they ask you to
repeat yourself, speak with
your mouth full to maximize
the "Apathetic Manager"
aesthetic.

Timing Is everything. A text
about a minor parking
violation is best delivered at
2:13 AM. This utilizes
"Urgency Bias"—if their
phone buzzes at 2 AM,
they’ll assume the building
IS on fire.

No matter how long or detailed the
resident's text is, your response
should only ever be one of three

things: "K.", "Check the portal.", or

a thumbs-up emoii.

WORST

LEADERSHIF
INGTITUTE



Tactics

Invisible Edition
e The “Silence is Consent” Policy
e The “Don't Ask, Don't Fix"

e Rebranding the Surprise Move-Out

LEADERS HIP
INETITUTE



Role Play>

Communication Response

RST

EEEEEEEEEE
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Escalation>

RST

EEEEEEEEEE
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Actual Issue
10%

Perceived Injustice
15%

Lack of Response
30%

Sources of Resident
Conflict

Tone & Words
45%

nnnnnnnn
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The “Info Vacuum”

Meet Your far
The Prospect -

The "Surprise Fee"

Reveal

Egcalatlon 101

The Gut-Feeling
Vetting

When showing a unit,
answer every question
with a question.

Walit until they are holding
the pen to sign the lease
before mentioning the

"Hallway Usage Surcharge."

Don't look at credit
scores; look at their
shoes. Use your
unfiltered, unconscious
bias to decide if they "fit
the vibe."




M et Your Target:
e Resident - Escalation 201

The Recurring Nuisance
e The “Lease Weaponization” Strategy
e Selective Communication
e The “Silent Saboteor” Trap

Al
N

WGRST



Vieet Your lar
Th Vendor - Es alatlon 301

_ The Disposable Fixer
‘Il The"Contract Carousel".
] ° The"Strategic Liquidity” (Not Paying)
' e The “Last Minute Panic” Call

Al
N

WGRST
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ponize Yoyr
Tone

& Word Choice

j Tone is Your Weapon:
== Use "Universal Quantifiers" like "You ALWAYS"
&8  or "You NEVER."
e Sarcastic Quips: Perfect for tenant texts.
e | egal Jargon: Use incorrectly to intimidate.
e Aggressive Documentation: Note only their
faults.




Wea
Bias

The "Key Fob" Profile

The "Grocery Bag"
Audit

ponize Your

Selective Empathy

The "Vibe" Guardrail

If a prospect’s key fob has
more than three rewards
cards on it, assume they are
"Budget-Conscious"
(Professor-speak for "will
complain about a 10% rent
hike").

If a resident carries in
generic brand groceries,
treat their maintenance

requests as "Optional

Suggestions." However, if
they carry a high-end
organic tote, respond with
Immediate, fawning panic.
This creates a beautiful
hierarchy of resentment
within the building.

Only de-escalate with
residents who share your
hobbies. If they like the

same sports team, they get

a new HVAC. If they don't,
they get an email about
"Thermal Resilience
Training."

If anyone asks why you’re ignoring
a protected class, simply state: "It's
not a violation; it's a vibe check."




Escalation Formula

Ego + Target (Tone + Words + Bias)

Escalation =
Common Sense

EEEEEEEEEE
TTTTTTTTT



Total Meltdown

|| I q
Phase 1 Phase 2 Phase 3 Phase 4
The Sarcastic The “Invisible” The Heated The Certified
Email Response. Work Order. Office Legal Letter.
(The Catalyst) (Strategic Showdown. (Success!)

Neglect) (Zero Listening)
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Are YOU?

1. Aresident sends a 4:45 PM email on a Friday complaining about a leaky
faucet. You:
e A) Acknowledge the email and schedule a repair for Monday morning. (0
points)
e B) Ignore it until Tuesday to teach them about "Internal Resilience." (5
points)
e C) Reply All to the entire building, mocking their "obsessive need for dry
floors." (10 points)
e D) Text them at 2 AM on Sunday asking if the "indoor pool" is finist

yet. (15 points) \‘

INSTITUTE



Are YOU?

2. When documenting a heated interaction with a difficult tenant, you:
e A) Record the date, time, and objective facts of the conversation. (0
points)
e B) Write "Resident was annoying" on a sticky note and lose it
immediately. (5 points)
e C) Type an email to your regional manager titled "The Lunatic in 4B is at
it again.” (10 points)
e D) Keep a secret "Burn Book" in the office with sketches of the resid~~*
as a villain. (15 points)

LEADERS HIP
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Are YOU?

3. A prospect who "doesn't look like a fit" (based purely on your gut feeling)
asks for an application. You:
e A) Provide the same information and application you give everyone else.
(O points)
e B) Tell them the printer is "conveniently" broken for the next three
weeks. (5 points)
e C) Hand them the application but mention the "haunting" in that specific
unit. (10 points)
e D) Quote a security deposit that is exactly triple the standard rate.
points - Bonus Liability!) \\

INSTITUTE




Are YOU?

4. Your primary method of "Conflict De-escalation" is:
e A) Active listening, empathy, and finding a mutual solution. (0 points)
e B) Staring blankly until they feel uncomfortable and leave. (5 points)
e C) Interrupting them mid-sentence to remind them that you "own the
keys." (10 points)
e D) Threatening an "Unscheduled Eviction" because they used a "tone"
you didn't like. (15 points)

LEADERS HIP
INETITUTE



Are YOU?

5. You discover you've accidentally violated a Fair Housing regulation. You:

e A) Consult with legal counsel and take immediate corrective action. (0
points)

e B) Delete the evidence and hope for a "Strategic Fog" to roll in. (5 points)

e C) Blame the newest leasing intern in a company-wide memo. (10
points)

e D) Rebrand the violation as a "Bold Experimental Diversity Initiative." (15
points)

LEADERS HIP
INETITUTE



What is your Liability Level?

0 - 15 Points: Disappointingly Competent
You are dangerously close to being a "Good Leader." Your adherence to "Best Practices" and "Fair Housing" is
frankly exhausting. Please report to the Chancellor’s office for immediate re-education.

16 - 45 Points: The Accidental Arsonist
You have the instincts of a disaster, but you lack the follow-through. You're causing friction, but you aren't quite at
the "HUD Summons" level yet. Buy the manual. You're halfway to greatness.

46 - 65 Points: The Strategic Hazard
Now we're talking! You are a master of passive-aggression and poorly timed texts. Your documentation is a
goldmine for plaintiff attorneys. You are the reason "Legal Compliance" seminars exist.

66+ Points: HUD Hall of Famer
Congratulations! You aren't just a liability; you are a structural threat to the entire Utah rental market. Your legacy

will be a multi-million dollar settlement and a permanent spot in the "Before" section of every training video in the
country.



The Vision of Chaos

"By embracing the WORST ways to
communicate, you ensure that your legacy
will be remembered... primarily by HUD.”

EEEEEEEEEE
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Survival>
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WHY talk about the
WORST?

Build Trust & Creates Promotes learning

Credibility psychological safety and resilience

. . Reflects a growth
Normalizes mistakes. J

Shows authenticity. mindset.
Encourages Fosters open Provides valuable

. communication. lessons.
cooperation. Develops creative

Models accountabillity. .
problem-solving.




-||D-|he Communication

WORST Habits BEST Habits

 Reactive Defense: Viewing every
tenant question as an attack on
your personal honor.

e Strategic Fog: Using vague
jargon to hide the fact that you
lost the work order.

e The Email Ambush: CC'ing the
entire regional office to shame a
single leasing agent.

e Intentional Clarity: Providing dates,

times, and clear expectations without
the snark.

e Active Listening: Actually hearing the
resident instead of just waliting for your
turn to shout.

e Documented Empathy: Showing you
care, but ensuring it's written down so
HUD doesn't come knocking.




Scenario

Maintenance
Complaint

Standard Leader

Acknowledge & Set
Timeline

WORST Leader

Deflect Blame to "Supply
Chain"

uuuuuuuuuu



Scenario

Lease Violation

Standard Leader

Clear, Factual Written
Notice

WORST Leader

Passive-Aggressive 11 PM
Text

uuuuuuuuuu



Scenario

Prospect Inquiry

Standard Leader

Consistent Information

WORST Leader

"Gut Feeling"” Vetting
Process

uuuuuuuuuu



Scenario

Conflict De-
escalation

Standard Leader

Active Listening & Empathy

WORST Leader

Interrupting & Threatening

uuuuuuuuuu



Navigating a Toxic
Communication>

Survival Techniques
e Embrace your armor
e Under the radar
e Support Squad
e Document i

e Escape Plan D

LEADERS HIP
INETITUTE



| survived a conference that should have been a book...

The

JORST

EVER

A Hilariously Horrible Satirical Guide
to Become an Awful Leader
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