7\’

TSN

ALY,

N AN




IT'S ALL ABOUT THE “
USTOMER EXPERIENCE

< For property managers,
providing a good customer

experience may no longer be
enough to convince renters
to keep coming back. Today’s
market requires property So it’s no surprise

AV‘V Y managers to dish out nothing that resident
‘L?//v\VL}A//gA\AV//\\:/‘ short of an AMMAZINE  retention goes
A /A\VA%A\V/A\VA%A-\% customer experience.  hand-in-hand with
A\YA/NA\YA/NA\S the experience a
yA\VAVAVA\VAVA% property manager
A\YVAY/NA\YA/NA\ provides. Ask
%AVA\V%VVA;/AV%T%‘A\% yourself, how happy
y/Av;VAA/AV}AV/iVAA%A‘% are your renters
"AVAV/A\VAVAVA\VA with your property
yAVAVAVAVAVAV management style?
A\VAY/NAYA/NAN
Y/ NRAVY/NAYY
A\VA/NAYA/NA:
yA\VAVAVA\VAVAV Test your knowledge with this Customer
AYVA/NAVA// XA Experience Checklist and find out how
AV NA\VA/NA\YY/
ANVAY/NANYA/NAN
A/ NA\YA/NA\YY,
AVN/NRAYN/NA
N NAYA/NAYA/ I
A/ NAVE/NAT S

your service stacks up.



You may think you know what renters want but it’s possible /" Exp e ri e " ce

you're missing the mark. Renters from across the
country were surveyed in search of the best and worst
experiences they've had with property managers.
Here are the top three reasons for both good
and bad customer interactions.
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Customer Interactions

The problem was resolved quickly

The person who helped me was nice

The problem was resolved in one interaction
— no passing around to multiple people

No matter what the issue, it’s pretty standard what customers want:
Pleasant property managers who address
requests quickly and efficiently.



Offering a stellar customer Yuur cu stomers ) @

experience should be one 0

of your main drivers. When from the Start 4 @@
you treat renters right, they 0] @
love doing business with ¢ Renters are less @ @
you and become promoters likelyto leaveyou . —~'©
through something called 1 R @ '
L OVALTY ‘ @ They are more ]-;rc ¢ IO
ECONOMICS.” kel o oy Y JPGk
: additional services QRE
@ They become advocates 3 @©@
for your business _(OIOIC

0“ the ﬂlp SI[IB, if a renter has expressed

dissatisfaction with your service, there’s still hope:

95% of complaining customers would do business again with a property
manager if they resolved the complaint instantly.

So remember, it’s IIBVEI' t00 Iate to get back on track by offering

an impressive experience to your renters in the future.



SOLIDEEY Vour Customer

Experience Strategy

This next item requires considerable planning.
However, a customer experience strategy is
Important— and should be long-lasting—
so focus on these three building blocks.
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Put yourself out there by
setting expectations that
your customers can count on. One way is through your
brand. Make sure you're being realistic about what you
offer and what you plan to provide.

DELiVER DELiGMT

Honor promises you make to your

customers. Delivering in the ways you said Build upon these positive

you would builds trust with your renters. interactions over time, and

Earn even more trust points by doing it your renters will start to feel

with 2 great attitude. connected to your company.

It’s this type of connection that
leaves renters excited to trust
you with their business for the
next leasing cycle.



to get it done

VA VA
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AVLV/VAVLV/VATL\'/
\4\7%va/\7Avav/\7j Keep an eye on referral

rate, renewal percentage, or

Measurement & Metncs ‘ satisfaction rate. You'll be much

more likely to reach your goal if
%7%VA\'/A7%VAVA7 you chart your progress.
YA NAVA/NAY:

Always put your renters first. You can do

CHStﬂmer care ’ this by gathering feedback through regular

surveys and advisory groups.
A\VAYNAYA/NAN
WAVLV/VATLV
Your modern renters rely heavily on technology so you
should offer convenient options for payment processing,
Smart Software @ [ plos for pymentrocessing
maintenance requests, and mobile communication
/X A\\/aVA/A\\/4 through an all-in-one software solution.
, v \ A
%VA\//A\V%VAVN
\ N LD VSA
7 /‘\7éVA /‘\7sz1 Invest in the people at the frontlines of resident

Staff Apprematm“ ‘ retention. Those representing your property

management business should have ample

\4\7 Ava/\7A‘ o training and development options so they can
AVLV/\7AVL\/ AVLV continue to succeed.
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In the property management world, resident retention
isn’t always at the top of the to-do list. But if you're
seeing a trend of disgruntled renters or
declining renewal rates, it's wise to start
evaluating your own practices.

Mark off these checklist items so you and your
property management team can provide top-notch
customer experiences and

watch those retention
rates soar!

For more on how smart software hoosts resident retention and caters
to your renters’ needs, visit Www.appfolio.com.

@ppfolio

Property Manager



