
Welcome  
You got an apartment review. 

Now what? 
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Questions? Chat with us on twitter! 
@therentersvoice     

#rentersvoice 
 
 Fol low us on Facebook! 

Facebook.com/RentersVoice 
 
 



•  Quick Facts 
•  Customer Service 

Importance 
•  Evaluation Process 
•  Learning and Sharing 

Topics 



•  Over 50% of the world’s population 
is under the age of 30 

•  Gen Y and Z do not care for email 
•  90% of consumers trust peer 

recommendations 
•  Gen Y’ers leave reviews for other 

consumers, not companies 

Quick Facts 



Thought  #1  
Customer Service 



CUSTOMER SERVICE 
Always, always focus on great 

and reviews wil l come 



BUT… 
What if our customer service isn’t so great? 



•  Prepare for the good and bad 
•  Don’t be a corporate zombie 
•  Create honest and thoughtful 

engagement 
•  Take ownership 
•  Learn 

Quick Tips 



Thought  #2  
Evaluation Process 



Scenario 1 
ASSESS THE MESSAGE 

POSITIVE 

Do you want to respond? 

NO 
Too bad…you have to 

YES 
Good decision! 



POSITIVE 

Can you add value? 

NO YES 

Thank the person Respond in kind, 
share, and engage 



Scenario 2 
ASSESS THE MESSAGE 

NEGATIVE 

Evaluate the purpose. 
Unhappy customer? 

NO YES 



Let it stand  
and monitor 

Trying to be a 
funny guy? 

Dedicated  
Complainer? 

NO 

Are the facts 
correct? 

Unhappy customer? 

NO 

YES 



Let it stand  
and monitor 

Problem being fixed? 

Are the facts correct? 

YES 

Dedicated Complainer? 

Explain how the issue 
is being corrected 

YES 

NO YES 



Take reasonable action to correct 
the issue and let the customer know 

action has been taken 

Dedicated  
Complainer? 

YES/NO 

Are the facts 
correct? 

Unhappy customer? 

YES 



Gently correct 
the facts 

Dedicated  
Complainer? 

YES/NO 

Are the facts 
correct? 

Unhappy customer? 

NO 

Follow up with more 
info if warranted 







•  Assess the message first. 
•  If it is positive, can you add value? 
•  If it is negative, is the customer 

unhappy? 
•  Are the facts correct? 
•  Is the customer a dedicated 

complainer? 
•  Are you able to fix the problem? 

Summary of Questions 



Thought  #3  
Listening, Learning and Sharing 



If  I listen, I can learn to... 
• Influence customer perception 
• Build relationships with customers 
• Diffuse situations with timeliness 
• Personalize marketing campaigns 
• Improve customer service 



Don’t be Vulnerable 
Avoid the exploitation of  

your vulnerabilities with open  
and honest communication. 

 
Always look for improvement. 



Sharing is Caring 
This is a team effort. You are 
accountable to your peers, 
residents, and prospects.  

 
Listen. Learn. Share.  



Takeaways 
•  Reviews are your reputation 
•  Think about and discuss 

your customer experience 
•  Discuss evaluation process 
•  Reviews are a growth 

opportunity 



Questions? 

@therentersvoice    #rentersvoice 

 



Don’t forget to like and fol low us! 
 

         @therentersvoice 
       Facebook.com/RentersVoice 

     
 
 



How your competitors are using  
your apartment reviews 
 
Thursday, April 25 
1:00 PM – 1:30 PM CDT 

Upcoming Webinar 
 

Register at epmsonline.com	
  



rentersvoice.com 
info@rentersvoice.com 
epmsonline.com 
 

Thank you! Want to learn more? 


