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“We can tell you more about them than their mother” Volume 16 Issue 12

Communicate Confidently

Foreclosures, homelessness, no job. You heae tiverds ever
day. But these words are not abstractions, theyhardaces of th
people you serve as tenant managers, agencyatdffwners.

Distance negates responsibility, someone said, Bou can’
escape responsibility because you are right theseird and day
out, managing your property, and having to telleapkrate famil
that in order to get housing, they will have to dleir name to th
waiting list that’s two years long.

Here are a few tips on ways to communicate irsqre and i
writing with tenants, staff, owners and the publitiese are diffi
cult times for everyone, most especially for thege need she
ter...and hope.

This is your opportunity to deliver enormous e®®of patienc
empathy, and compassion, for no one knows the wamdy suffer
ing others carry. Every person we meet deservegaspect. W
are all in this together...and together we wilkéue.

Respond with Empathy

Listen Deeply

Listening with your whole being and giving totakeattion, say

clearly “I think you are special.” Listening is &tghat | give you

now. To listen without resistance and be willingo®influenced b

what we hear is a great gift. Perhaps the gregiftstre can give i

a lifetime. To show you're listening:

1. LOOK directly into people’s eyes as you listen @peak. Try t
really “see” the person’s eyes as you talk. Foea connectio
try to identify the person’s eye color (not to remnteer it or to sa
it), but just to create a deeper connection. (Ban't stare.)

2. LIFT your eyebrows, offer a friendly welcomingck. Let you
face (and your words) say, “I'm happy to see you.”

3. LEAN your upper body slightly forward from theaist if you're
seated. Sitting equalizes. To say “Let’s sit dowrd dalk” is
smart.

4. TAKE NOTES when you must remember the infornmatitThe
faintest ink is stronger than the best memory."i§€ge proverb.
Deliberately repeat what the person says and takesrof thei
requests. Let the person know WHAT you are writMiHY you
are writing (your motive), and HOW you will use tirdorma-
tion.

Complaints

Complaints are requests. We complain and get amdrgn w
don’t get what we want or something happens tohas we don’
want. Expectations create suffering: Be careful twau promis
people. If you can't deliver as promised, convey ttuth immedi
ately. “Bad news is better than no news.” We cgosido reality if
we know it.

Respond First to Feelings, then to facts
A person who complains wants to hear first, noapology, but
genuine statement of compassion: Not I'm sorry l.agwrong, wi

Merry Christmas
Happy, Prosperous New Year

Dear Clients and Friends,

This year we are once again truly grateful for ary&f abundance bo
from hard work and close relationships. How syitf it is to kno
that Orca serves some of the most professionalesimidal landlord
and property managers in this industry. Ethica word that, | a
proud to say has value for my clients. A virtuatth hear discuss
and highlighted at many organizational meetingsvirfue | see glow
ing in your faces, woven in your expressions andvecsations —
quality that exudes from your presence becauseginates and bur
at the core of your being.

When so many in government and private enterpssetive word et
ics loosely and for selfish personal gain, | githartks that Orca r
mains steadfast to serving those with a consciodsvéth the visio
of a better life not just for self but for the grelagood of mankind.

We, the Orca Pod are grateful for you - your fassiliand the profe
sional contributions you make that uplift this wbrlRight does ma
might and | am proud of each and every one of y§@u have en
riched our lives beyond description. | am profdyngtateful for th
gift of

Many Blessings This Holy Season,
Rebekah and John Near
The Orca Pod

Our officewill be closed on:
December 24th close at 3:00PM
December 25th and
December 26th close at 3:00pm
January 1st, 2010

FOR SALE

Real Estate—Land and Homes
Lake Chelan, Washington
Dan Folsom
Real Estate Broker (& Rebekah’s Brother)
509-682-2371
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Goofed), “but “I'm sorry YOU...suffered.” “I'm soyr you
had to wait.” “I'm sorry you had that understandinghis
must be said with a sincere voice. If you havepolaegize,
here are nine words that can change the world: Samy, |
made a mistake. Please forgive me.” When you s#ga!
forgive me,” you get the other person involved auysitua
tion and the burden is not on you alone.

To Say No: Try “Yes...if..."” (permission with conditions
“Yes, | will consider renting to you, if you canrgkme a lis
of references.”

Write Excellent E-M ail

Subject Line

Write it like a newspaper headline. Write it affgru know

what you have said in the body. Include enougbrinétion

to make retrieval easier later. Write a fresh nag kever
time you reply, often including key words from thgginal
subject line.

1. Write to ONE reader (never write to groups). tReg is
private act. We read as individuals, one persaa tahe.
Therefore, you are always writing to only one par
even if 1,000 people read it. Never write, “Deandiets.”
Better: “Dear Tenant.” Not “Dear Friends,” but “Dr
Friend.” To send e-mail to a team, word it as iftivg to
one team member. You can say: “I'm sending thigao
and other members of the team.” Think of each d-
you would a love letter: would you write “many oby’
or “all of you?” | hope not. Make the reader fepésial,
important.

. Put “YOU” in sentence one. To connect immediateth
that individual reader, include the word “you” oyotr”
in the first sentence of everything you write:

¢ “Thank you for...” “Thanks for your...”

¢ “l have a favor to ask you.” “I could really u
your advice.”

¢ “You asked me when the apartment would
ready.”

¢ “Your ad on the Internet caught my eye.”

¢ “In this report, you will find...”

Note: This is a friendly you, not a “blaming” yois an:

“What's wrong with you? You are an idiot.” Can yoam-

pliment the reader? To the basic message, “Remeyier|

report is due Friday” add an honest, sincere cangoit: “I

always look forward to reading what you've writteithis

communicates respect, builds relations.

3. Get your message out within the first 3 sententell
the reader right away what you want him to KNOW
aware of, understand), or to DO (response you
action). Busy readers want to know quickly what
want or what this is all about in the first 2 ors8n-
tences. Use the rest of the e-mail or attachmenes]
plain, elaborate, justify, prove, or give benefifa en-
courage action, state the benefits first: TO befof@
(benefits or reasons before action): “To get rishye]
part of each paycheck.” “To lose weight, eat sm
portions.” “To get the best seats, arrive early.”
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Businesses Must Provide Victims and
Law Enforcement with Transaction Records Relat-

ing to Identity Theft

The Fair Credit Reporting Act (FCRA) spells oights for victims of iden
tity theft, as well as responsibilities for busises. Identity theft victims a
entitled to ask businesses for a copy of transagtcords — such as ap
cations for credit — relating to the theft of thigientity.

Indeed, victims can authorize law enforcemefiterfs to get the records
ask that the business send a copy of the recordstlgito a law enforceme
officer. The businesses covered by the law mustigeocopies of these r
cords, free of charge, within 30 days of receivimg request for them in wri
ing. This means that the law enforcement official® ask for these recor
in writing may get them from your business witheusubpoena, as long
they have the victim’s authorization.

The Federal Trade Commission (FTC), the natim@ssumer protecti
agency, enforces the FCRA including this requiretnesich is known a
Section 609(e). Here is some additional informatiorhelp your busine
comply with this provision of the law:

Q. Who must comply with Section 609(e) of the FCRA?

A. The law applies to a business that has provideditciggoods, or servic
to, accepted payment from, or otherwise entered &@ttransaction wit
someone who is believed to have fraudulently usedher person’s identif
cation. For example, if your business opened aptelhe account in the vi
tim’s name or extended credit to someone misugiagvictim’s identity, yo
may be required to provide the records relatinthétransaction to the ide
tity theft victim or the law enforcement officertamy on that victim’s behalf,
Q. What documents must my business provide?

A. Your business must provide applications and busirteensactions r
cords, maintained either by your business or byterentity on your behal
that support any transaction alleged to be a redulientity theft. Record
like invoices, credit applications, or account etaénts may help victi
document the fraudulent transaction and providdéulsidence about t
identity thief.

Q. What are the procedures for requesting these rageri

A. Requests for documents must be submitted in writfayr business m
specify an address to receive these requests. Yauask the victim to pr
vide relevant information, like the transactionedat account number, if th
know it. You also can require that victims provideproof of identity, like
government-issued ID card, the same type of inftomathe identity thie
used to open the account, or the type of informatiou are currently r
qguesting from applicants; and 2. a police repodt @@mpleted affidavit. Vic
tims can use the FTC’s ID Theft Affidavit, availabat ftc.gov/idtheft, o
another affidavit you accept.

Q. Is it ever appropriate not to provide documents?

A. You can refuse to provide the records if you deteenin good faith th
either you cannot verify the true identity of thergon asking for the inform
tion or the request for the information is basedaamisrepresentation or t
information requested is Internet navigational datasimilar informatio
about a person’s visit to a website or online servi

Your business may not deny disclosure of theserdscbased on the fina
cial privacy provisions of the Gramm-Leach-BlileyctA(see Subtitle A
Title V of Public Law 106-102). Nevertheless, yoayrrefuse to disclo
them if state or another federal law prohibits flaum doing so.

Q. Are there recordkeeping requirements of Section(é&®9

A. Section 609(e) does not require any new recordkgeprocedures f
your business.
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