FETCHLINE CONSULTANCY - FREE OPERATIONS PLAYBOOK

The Same-Day
Response System.

Answer every resident message the same day — with the team and tools
you already have. Live in 5 business days. No new software. No new hires.

87% 53% $3,900

of renters expect a reply within 24 of tenants name poor fully loaded cost of a single
hours — miss it and the lease communication as a top complaint turnover — the price of every
moves elsewhere about their manager renewal lost to silence

Answered in 2 min

INBOUND - UNIT 4B - 6:42 PM YOUR TEAM - 6:44 PM

"Hi — our dishwasher stopped mid-cycle and "Hi Dana, we got it — please shut the valve

there's water pooling under it. Can someone - under the sink if you can. A tech is booked for

take a look?" tomorrow, 9-11 AM. You'll get a confirmation
tonight."

INSIDE - 4 TOOLS, READY TO USE TODAY

The Standard The 4 Lanes 8 Templates The Launch
A written response SLA your 2-second triage for every Copy-paste replies for 90% A 5-day plan + the 5
team can recite inbound message of messages numbers to track
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Slow replies are quietly costing you renewals

In 2026, responsiveness outranks amenities in renewal decisions. Residents don't leave over the gym —
they leave over the message that sat unanswered for three days.

76-87% 43% #1 myth

of renters expect a reply within 24 of rental owners expect same-day Managers blame "life changes" for
hours; 27% expect one within a few responses — slow replies lose move-outs. Renters cite slow
hours management contracts too maintenance & poor communication

Each turnover runs $2,500-$3,900 in make-ready, vacancy, and leasing

B renewals = S12K-S19K costs. If faster communication saves just five renewals a year, that's five

figures back — before counting staff hours, reviews, and owner goodwill.

The core insight: residents don't demand instant resolution — they demand instant acknowledgment and a credible
timeline. Split the two clocks and same-day becomes easy:

CLOCK 1 — ACKNOWLEDGE CLOCK 2 — RESOLVE
How fast the resident hears "we got it, here's what How fast the issue is actually fixed. A committed timeline
happens next, here's when you'll hear from us." This clock you beat buys days of goodwill to do the work properly.

you can always win — in minutes.

Yourresponse standard

Adopt as-is or tighten. Print it. Everyone on the team should be able to recite it.

MESSAGE TYPE ACKNOWLEDGE IN REAL ANSWER BY RESOLVE / NEXT STEP

Emergency — leak, no heat/AC, 15 min 1 hour Dispatch same day
safety, lockout

Prospect or renewal inquiry 15 min 1 hour Tour / offer same day
Urgent maintenance — appliance, 1 biz hour Same day Scheduled in 24-48 hrs
plumbing

Routine maintenance 1 biz hour Same day Scheduled in 3-5 days
Billing, lease & disputes 1 biz hour Same day Closed in 2 biz days,

owner hamed

Everything else Same day Next biz day As committed

THE SAME-DAY RESPONSE SYSTEM FETCHLINE CONSULTANCY - 02



One inbox, four lanes

Slow responses come from scatter, not laziness. Funnel every channel to one intake point (your PM
software inbox, a shared email, or text line — update voicemails and signatures to point there). Then sort
every message in under two seconds:

B RED H BLUE B GREEN
Emergencies: active leaks, Urgent but not dangerous: Money & lease: billing, Everything else: amenity
no heat/AC in extreme appliance down, plumbing ledger questions, renewals, questions, general info,
weather, safety, security, trouble, access problems notices, disputes feedback, packages
lockouts

On-call person — call the Maintenance coord. — Property manager — answer Sweep owner — batch-
resident, dispatch, then log it acknowledge + schedule a or commit to a date, same day answer in the daily sweep

window today

Seen = acknowledged. If you read a message, you send the acknowledgment before moving on.

THE ONE RULE Two sentences, thirty seconds, no exceptions. Everything else in this playbook can flex — this
rule cannot.

The 30-minute daily rhythm

Two short sweeps hold the whole system together. Put them on the calendar of the inbox owner — with a
named backup.

Morning sweep 15 MIN Midday check 2 MIN Afternoon sweep 15 MIN

= Triage overnight messages into the m Scan for new RED / ORANGE only = Answer or acknowledge everything
four lanes = No emergency sits longer than 15 from today

® Send every acknowledgment minutes ® Check the commitment log —

® Dispatch anything RED or ORANGE tomorrow's promises get a name

The commitment log: every "you'll hear from us by Thursday" goes into a 4-column list — resident, topic, promised date,
owner. The afternoon sweep checks it. A missed promise undoes everything this system builds; the log makes missing one
nearly impossible. When volume grows, this entire design automates cleanly — instant acknowledgments 24/7, RED items
routed to the on-call phone at 2 a.m., follow-ups and renewal outreach firing on their own. Automation doesn't replace the
standard; it makes it unbreakable in turnover season.

PITFALL — ROBOTIC REPLIES PITFALL — ONE BOTTLENECK PITFALL — FAST TALK, NO FIXES
Always name the specific topic they The rhythm needs an owner and a Watch "open > 48 hrs." Speed without
raised in the first line. Ten extra backup from day one. Cross-train in the resolution eventually burns worse than
seconds, completely different feel. Day 3 huddle. silence.
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The template library — copy, paste, send

Eight replies that cover ~90% of inbound messages. Load them into your PM software as saved replies.
Swap the [BRACKETS]; the highlighted line is the committed time — that's where trust is built.

TPL-01 EVERY MESSAGE - THE WORKHORSE

Universal acknowledgment

Hi [FIRST NAME], thanks for reaching out — we received your
message about [TOPIC].

Here's what happens next: [NEXT STEP].

You'll hear back from us by [TIME/DAY]. If anything changes
before then, we'll let you know.

TPL-03 ORANGE LANE - WORK CONFIRMED

Maintenance scheduled

Hi [FIRST NAME], your request about [ISSUE] is confirmed.
Tech visit: [DAY, DATE], between [WINDOW]. You [do/don't]

need to be home.

If the time doesn't work, reply here and we'll rebook within 24
hours.

TPL-05 90 DAYS BEFORE LEASE END

Renewal outreach

Hi [FIRST NAME], your lease comes up on [DATE] and we'd
love to keep you at [PROPERTY].

Before your options arrive by [DATEI: is there anything in your
home we should fix? Tell us now — renewing residents go to
the front of the maintenance line.

TPL-07 BLUE LANE - DE-ESCALATION

Complaint first response

Hi [FIRST NAME], thank you for telling us — I'm sorry this has
been your experience, and | want it sorted properly.

| own this issue. First step: [CONCRETE STEP]. You'll have an
update from me by [TIME/DAY] — even if it's only progress.
Direct line: [PHONE].

TPL-02 RED LANE - SEND WHILE DISPATCHING

Emergency response

Hi [FIRST NAME], we've marked this as an emergency and
[TECH NAME] is being dispatched now.

Expected arrival: [TIME WINDOW]. Please [SAFETY STEP].

I'll confirm once the tech is en route. If anything changes, call
or text: [PHONE].

TPL-04 AFTER EVERY REPAIR - RENEWAL BUILDER

Maintenance follow-up

Hi [FIRST NAME], closing the loop on the [ISSUE] repair
completed on [DATE].

Is everything working the way it should? A simple yes is perfect
— and if anything's still off, reply here and we'll get someone
back out, no new request needed.

TPL-06 BLUE LANE - SAME-DAY REPLY

Renewal inquiry response

Hi [FIRST NAME], great to hear from you — your renewal
details are attached. Rate: [RATE]. Terms: [OPTIONS]. Good
through [DATE].

Happy to walk through it today or tomorrow. And if anything
about the home has been bugging you, tell me now so we can
fix it before you decide.

TPL-08 15-MINUTE CLOCK - LEASING

Prospect inquiry

Hi [FIRST NAME], thanks for your interest in [UNIT]! Quick
details: [RENT, BEDS/BATHS, DATE].

| can show it as soon as [EARLIEST SLOT] — or pick any time:
[LINK]. Want me to hold a time for you today?

1. Acknowledge the specific thing they raised - 2. Name the next step and its owner - 3. Commit to a

THE PATTERN

time — then beat it. A promise you beat is worth more than a fast fix delivered in silence.

THE SAME-DAY RESPONSE SYSTEM
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Live in five days

60-90 focused minutes a day from one owner. By Friday, the system is running and measured.

DAY 1 One front door. Pick the single intake channel; point voicemails, signatures, and portal messaging to it. Name
the inbox owner + backup.

DAY 2 Adopt the standard. Take the SLA from page 2 (edit if needed), print the four lanes, load all 8 templates as
saved replies.

DAY 3 20-minute huddle. Walk the team through the lanes and the "seen = acknowledged" rule. Assign lane owners.
Create the commitment log.

DAY 4 Run it for real. Full daily rhythm, timed. Fix friction — missing template? unclear lane? Add it.

DAY 5 Measure. Second live day. Set up the scorecard below and book a recurring 15-minute Friday review.

Five numbers, every Friday

FIRST RESPONSE SAME-DAY ANSWERS COMMITMENTS KEPT OPEN > 48 HRS RENEWAL RATE
(MEDIAN)

<1lhr 90%+ 100% -0 70%+

Message received - Substantive reply the The trust metric — no From the commitment Top-quartile; national
first acknowledgment day it arrived promise missed log, trending down avg is 55-57%

WHEN YOU'RE READY TO MAKE IT UNBREAKABLE

We'll automate this entire system — and you risk nothing.

Run the playbook manually and it works. But the standard strains exactly when it matters most: nights, weekends,
turnover season, staff PTO. Fetchline wires this system into the tools you already use — every message
acknowledged in under 60 seconds, 24/7, in your voice, emergencies routed to the on-call phone, renewal outreach
and the commitment log running themselves, a live scorecard your owners can see.

01 - WE BUILD 02 — YOU WATCH 03 — YOU DECIDE

A 30-day pilot on your portfolio. We Response times and the scorecard, Not convinced at day 30? You owe
carry all costs — you pay nothing up live. The numbers tell the story. nothing and keep everything in this
front. playbook.

[EMAIL] - [PHONE] - [WEBSITE] Book your pilot call =»
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