M
MERCURY

Tenant Relations in Facility
Management

14 - 18 Feb 2027
Istanbul (Turkey)




Dubai - UAE: +971 4 450 £697

N Istanbul - Tiirkiye: +90 539599 1206
A A Amman - Jordan: +962 79 712 3347

MERCURY

Tenant Relations in Facility Management

Ref.: 16265 1013179 Date: 14 - 18 Feb 2027 Location: Istanbul (Turkey) Fees: 4900 Euro

Introduction:

Effective tenant relations are fundamental to the success of any facility management operation. This
Tenant Relations in Facility Management course provides in-depth knowledge and practical
strategies to build, manage, and maintain strong relationships between facility managers and
tenants. Participants will explore best practices in communication, conflict resolution, service
delivery, and tenant satisfaction.

The Tenant Relations in Facility Management training course covers legal responsibilities, service-
level agreements, feedback systems, and strategic engagement techniques. Facility managers often
face challenges in balancing operational needs with tenant expectations. It effectively bridges the
communication and service gap between tenants and facility managers.

Learners will explore best practices with professional tools and behavioral insights to enhance the
tenant experience. This Tenant Relations in Facility Management program is highly relevant for
organizations aiming to optimize property value through superior tenant engagement. It emphasizes
both technical and soft skills necessary for long-term facility performance.

Targeted Groups:

This Tenant Relations in Facility Management training targets professionals seeking specialized
knowledge and skills:

e Facility management professionals in residential or commercial settings.
e Property managers are seeking better tenant engagement strategies.

e Operations supervisors manage leased real estate assets.

¢ Real estate administrators are responsible for service delivery.

¢ Maintenance team leaders are coordinating with tenants.

¢ Engineers working in building and facility operations.

e Customer service staff handle tenant inquiries and complaints.

e Leasing professionals are aiming to improve retention.

e Building supervisors and estate caretakers.

e Facility coordinators support tenant satisfaction initiatives.

Targeted Competencies:

Participants will gain the following competencies during the Tenant Relations in Facility Management
program:

Effective tenant communication and negotiation.
Service delivery planning and execution.

Conflict de-escalation and resolution.

Tenant experience and satisfaction tracking.
Cross-functional collaboration and leadership.
Emotional intelligence in professional interactions.
Legal and compliance awareness in tenant dealings.
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e Strategic thinking in tenant relationship management.

Course Objectives:

Participants will achieve the following objectives by completing the Tenant Relations in Facility
Management course:

Understand key concepts in professional tenant relations.
Recognize the impact of communication on tenant satisfaction.
Identify common tenant concerns and respond appropriately.
Apply structured techniques to resolve tenant disputes.
Develop tenant service policies and engagement protocols.
Evaluate and improve service delivery performance.

Create feedback and reporting systems for tenant issues.
Enhance emotional intelligence in high-pressure tenant scenarios.
Coordinate effectively between internal teams and tenants.
Demonstrate leadership in tenant interaction settings.

Analyze case studies and real-world tenant service failures.
Practice transparency in addressing tenant requests.

Ensure legal and ethical compliance in all tenant engagements.
Optimize operational outcomes through service excellence.
Build long-term tenant relationships that add property value.
Implement proactive systems for anticipating tenant needs.

Course Content:

Unit 1: Foundations of Tenant Relations in Facility Management:

Define the role of facility management in tenant service.

Identify the types of tenants: commercial, residential, and institutional.
Explain the value of tenant engagement in property performance.
Discuss the cost implications of poor tenant relations.

Outline the expectations that tenants commonly have from FM providers.
Explore the impact of digital platforms on tenant communications.
Differentiate between proactive and reactive service approaches.
Introduce ethical and regulatory considerations.

Understand how tenant satisfaction affects lease renewals.

Unit 2: Communication, Transparency, and Service Protocols:

Establish communication standards for facility teams.

Explore verbal, written, and digital communication best practices.
Create a tenant information and communication plan.

Integrate digital tools like help desks and tenant portals.

Ensure transparency in service requests and response timelines.
Draft SLAs Service Level Agreements and tenant charters.

Train staff on empathetic communication and tone.

Monitor and audit communication quality.

Clarify roles and escalation processes in tenant service.
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Unit 3: Conflict Resolution and Dispute Handling:

¢ |dentify causes of tenant dissatisfaction and complaints.

e Use structured models to resolve service-related conflicts.

e Apply assertiveness without confrontation.

e De-escalate emotionally charged situations calmly.

e Train team members in complaint handling and resolution skills.
e Record and follow up on dispute outcomes.

e Explore mediation techniques for recurring tenant issues.

e Establish a centralized complaint management process.

e Evaluate service breakdowns through case analysis.

Unit 4: Enhancing the Tenant Experience:

e Design and implement a tenant satisfaction survey.

e Analyze survey data to identify areas for improvement.

e Create programs that go beyond basic service provision.

e Improve tenant engagement through value-added services.
e Build relationships with key tenant stakeholders.

e Promote community-building within multi-tenant facilities.
e Recognize cultural sensitivity in tenant interactions.

¢ Link tenant experience to facility branding and reputation.
¢ Align tenant satisfaction with long-term asset strategy.

Unit 5: Legal, Ethical, and Strategic Perspectives:

e Understand landlord-tenant legal frameworks and obligations.

e Interpret key contractual clauses related to tenant responsibilities.
¢ Manage confidentiality and data privacy in tenant records.

e Uphold ethical standards in service practices.

¢ Recognize the role of documentation in legal protection.

e Prepare for audits and inspections concerning tenant issues.

¢ Develop strategic tenant relationship management plans.

¢ Align tenant services with organizational goals.

e Measure ROI on tenant satisfaction initiatives.

Final Insights & Key Takeaways:

Building sustainable tenant relations is a strategic asset in modern facility management. This course
empowers participants to manage tenant needs effectively while enhancing property value. By
combining communication, legal awareness, and service planning, participants gain a competitive
advantage. Effective tenant engagement drives long-term success and operational excellence.
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