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I never looked at reviews the
same way again.

Have you had a similar
experience?

(Raise your hand)

Many of your prospects
have...



of renters have purchased a product,
service, or signed a lease based on a

very high overall online star rating (4.5+
stars), only to find out the
quality was actually poor.

50.3%



of those renters stated they would
never use reviews the same again.

75.9%



12.3% more now assume all good
ratings are gamified by the company

of those renters stated they would
never use reviews the same again.

75.9%



So what happens
when people go to
make their biggest
purchase decision?
(AKA Rent)



Do you want to rely
on just the stars?



64.8%
spend more time
reading reviews
for apartments



At face value, this
community is doing well.



Just click twice and
you see lowest
scoring reviews



Or just do an
AI Search

What is it like living at The Park at Stonehaven in Stone Mountain, GA?

ChatGPT can make mistakes. Check important info.

Ask Anything+

Here are some of the positives people tend to mention, plus what the property offers:
Amenities: The complex has a decent set of amenities. Things like a swimming pool, a fitness center, a clubhouse,
guest parking, patios/balconies, wood-burning fireplaces in select units, faux hardwood flooring, dishwasher, etc.
Variety of unit types: They offer studio, one-, two-, and three-bedroom apartments.
Washer & dryer connections: That’s in-unit or easy connection, which is nice.
Pet friendly: Cats and dogs are allowed.
Location perks: It’s in Dekalb County, near Covington Highway, which gives reasonable access to shopping / dining.
Also easy access to freeways etc.

Here’s a breakdown of what living at The Park at Stonehaven in Stone Mountain, GA is like - the good, the bad, and
what to watch out for. If you want more on a specific aspect (safety, commute, neighbors, etc.), I can dig in more.

✅  What’s good / Attractive

⚠️  Challenges / Complaints / What people warn about

theparkatstoneh...    +1

theparkatstoneh...    +1

theparkatstoneh...    +1
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theparkatstoneh...    +1



ChatGPT can make mistakes. Check important info.

Ask Anything+

There are quite a few recurring issues raised by current / past residents. These are things you’ll want to consider and
potentially inspect well or ask questions about.

Pest problems: Roaches seem to be a very common complaint. Some residents say the infestation is frequent and
that pest control efforts are inadequate.
Mold / dampness: Some people reported mold issues, even soon after moving in.
Maintenance concerns: Multiple reviews mention delays, lack of follow-through on service requests, and
sometimes unresponsive or rude management.
Cleanliness / Condition: Others report problems with cleanliness, hygiene, smells (urine, etc.), pest 

      residue, etc.
Security / Safety: Some reviewers express concern over crime, vandalism, theft (e.g., car parts stolen), loud
neighbors, etc.

⚠️  Challenges / Complaints / What people warn about

Apartmenthome...   +2

Apartmenthome...   +1

Apartments.com...   +2

Apartments.com...   +1

Apartmenthome... +2

Renter’s are Getting
The Full Picture



ChatGPT can make mistakes. Check important info.

Ask Anything+

Renter’s are Getting
Recommendations



Would You Still Feel Proud
of that 4.7 Google Rating?



This is not just research for prospects. 
It is actively part of their decision.



A small amount of the wrong
information can kill you

This is not just research for prospects. 
It is actively part of their decision.



Common Sense Check



For two pest reviews out of 100+ reviews

Level of Concern

It’s a
Concern

78% It’s a Deal
Breaker

39%
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Reputation Tax to a 4.9 Star Rating





Reputation Tax to a 4.9 Star Rating
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Star Ratings
are DEAD

RIP



Okay, they still matter,
but the content of your
reviews matters MORE

Mr. Star Rating



Published Mar 28, 2024, 07:30am EDT







This requires urgency.
This is reality now.



Yes, I have
used them

No, I have not
considered
using them

Yes, I have
considered

using AI tools,
but I haven’t yet

No, I am not
familiar with AI
tools like those

mentioned 36.0%

28.6%

20.7%

14.6%

The Adoption of AI in Apartment Search



x
x

They are not looking
for reasons to lease.

They are actively
hunting for red flags to
disqualify a property. 

Primarily motivated
by avoiding negative

outcomes.

Renters are Skeptics



Most 
Useful Pieces of
Information 
from AI

Identifying ‘red flags’ I
might have missed.44.0% 

Neighborhood and local
area information.37.9% 

Direct comparisons
between multiple
properties.

32.8% 



“Does this 
property 

struggle with x?”

34.8 - 42%
“What is the

neighborhood
and walkability?

27.7%
“Summarize
 the positive 
and negative

reviews...”

48.7%
“What are the
most common
complaints?”

41.8%

Most Common Prompts in AI Searches



Skepticism in Generation Z

The Rise of Skepticism

3.7x higher

The rate of 
“informed skepticism” 
among Gen Z is

than that of earlier
generations.

42% lower

The Initial Trust 
Score for new brands
among Gen Z is

compared to
millennials.



Reframe
Cross-department

ownership, not
single-team

responsibility

The Solution
Make ORM more Operational



Reframe
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single-team

responsibility

Use review 
data to identify

high-impact
business threats

Prioritize

The Solution
Make ORM more Operational



Reframe
Cross-department

ownership, not
single-team

responsibility

Use review 
data to identify

high-impact
business threats

Prioritize
Route to the right

department, 
resolve the issue,

then respond

Act First

The Solution
Make ORM more Operational
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Purpose: See what’s actually being said

AI sees what your
star rating hides. 

Action Framework (free)

Run a free audit on any
property.
Surface trends. 
Categorize what's being
said. 



2

Purpose: Decide who needs to know.

Get the right
people in the room

Action Framework (free)

The pattern decides
who's in the room.
Operations. Facilities.
Regional. Asset. Training.
Revenue. Marketing



3

Purpose: Clarity on what's recurring

Beyond the Stars:
The Prompt

Action Framework (free)

Scan the code.
Paste into your preferred AI.
Replace the property name &
address.



What can you
do when you
get home next
week?



DE-EMPHASIZE STAR SCORES
Action Framework: Paid Platform

Dashboard
View



DE-EMPHASIZE STAR SCORES
Action Framework: Paid Platform

Stop incentivizing
ratings

Dashboard
View



DE-EMPHASIZE STAR SCORES

Stop incentivizing
ratings

Dashboard
View

Action Framework: Paid Platform

Focus on
content quality



Track negative
patterns

Action Framework: Paid Platform
ANALYZE KEYWORDS & THEMES



Track negative
patterns

Categorize by
actionability

Action Framework: Paid Platform
ANALYZE KEYWORDS & THEMES



Track negative
patterns

Categorize by
actionability

Route to
appropriate teams

Action Framework: Paid Platform
ANALYZE KEYWORDS & THEMES



Onsite Team 
Reviews route here when they mention:

Parking Noise
complaints

Pet policy
violations

Pest control



Onsite Team 
Reviews route here when they mention:

Parking Noise
complaints

Pet policy
violations

Pest control

The daily stuff is what residents
actually remember



Maintenance
Reviews route here when they mention:

HVAC/plumbing
repairs

Appliance issues Work order
delays

Hallway/common
area cleanliness



Maintenance
Reviews route here when they mention:

HVAC/plumbing
repairs

Appliance issues Work order
delays

Hallway/common
area cleanliness

Maintenance issues lose renewals and kill new leasesThe work order IS the review.



Asset Management
Reviews route here when they mention:

Capital improvement
needs (worn carpets,
outdated amenities)

Soundproofing
issues or major
system failures

Lease-break
requests due to
dissatisfaction

Pricing concerns
(too high vs

market)



Asset Management
Reviews route here when they mention:

Capital improvement
needs (worn carpets,
outdated amenities)

Soundproofing
issues or major
system failures

Lease-break
requests due to
dissatisfaction

Pricing concerns
(too high vs

market)

Ignore these and you're paying twice:
in turnover and in capital



Revenue Management
Reviews route here when they mention:

Renewal pricing
complaints

Rent increase
concerns

Value
perception

issues



Revenue Management
Reviews route here when they mention:

Renewal pricing
complaints

Rent increase
concerns

Value
perception

issues

Pricing complaints = money left on table
or lost residents



Training
Reviews route here when they mention:

Office
communication

failures

Poor tour
experience

Unresponsive
leasing team

Unclear move-in
process



Training
Reviews route here when they mention:

Office
communication

failures

Poor tour
experience

Unresponsive
leasing team

Unclear move-in
process

Skills missed in training show up in reviews



Marketing
Reviews route here when they mention:

Pricing
advertised

doesn't match
actual rates

Photos/website
don't reflect

current
property

Amenities listed
but don't exist

or aren't
available

Outdated
information

online

Contact info
not working



Marketing
Reviews route here when they mention:

Pricing
advertised

doesn't match
actual rates

Photos/website
don't reflect

current
property

Amenities listed
but don't exist

or aren't
available

Outdated
information

online

Contact info
not working

Broken trust closes doors before
they fully open.



Involve the right
people/things

How do we prioritize differently?



Involve the right
people/things

Focus on
retention

How do we prioritize differently?



Involve the right
people/things

Focus on
retention

Act First,
Respond Second

How do we prioritize differently?



Cleanliness

Smoking Policy/
Enforcement

Financial
Clarity

Maintenance
Service

Landscaping/
Grounds

Customer
Service

Packages/
Mail

Unit
Condition

Move-in
Quality

Pest
Management

Interior
Lighting

Maintenance
Cleanliness

Pet
Waste

Amenity 
Condition

Security

Maintenance
Timeliness

Trash

Communication

Exterior
lighting

Parking

Internet

Noise Most Important

Important

Inconsequential

How do we prioritize differently?



Pests Security Pet Waste
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Do Prospects care if you feel like you
“can’t control” performance?



1 Review patterns
reveal the actual
problems

Why Cross-Department ORM?



2 Cross-department
issues need cross-
department
solutions

Why Cross-Department ORM?



Week 1-2

Export 6 months reviews
Paid platform or AI analysis for
themes
Present findings to department
heads + team

Audit & Baseline

The Solution
Make ORM more Operational



Week 3-4

Process Design
Define routing rules
Set response deadlines
and cadences
Train onsite team

The Solution
Make ORM more Operational

Week 1-2

Export 6 months reviews
Paid platform or AI analysis for
themes
Present findings to department
heads + team

Audit & Baseline



Month 2

Configure dashboards
Integrate tech tools
Launch pilot communities

The Solution
Make ORM more Operational

Platform Setup



Month 3

Scale & Optimize
Roll out portfolio-wide
Track impact metrics
Fine-tune routing
based on department
feedback

The Solution
Make ORM more Operational

Month 2

Configure dashboards
Integrate tech tools
Launch pilot communities

Platform Setup



Why Did you Come Here?



Why Did you Come Here?

Apartment INNOVATION Marketing Conference





Thank you!

ll t it
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