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I DROPPED BY a few apartment
communities several weeks ago. I simply
walked into each leasing office and asked 
for a brochure. 

What I saw and what I experienced surprised
me. Each property was different but, sadly, all
provided the same, pathetic service.

• Property 1: Handprints all over the entry
door glass; resident packages tossed into the corner
next to the door; poorly dressed leasing associates;
no interest in me; its “brochure” was photocopied
pages of floor plans that were barely legible.

• Property 2: Took more than five minutes for
someone to acknowledge me; was handed brochure by 
a leasing professional who said “thank you” and then
walked back to her office.

• Property 3: Leasing professional was having a rather loud

discussion with a resident and had no one to assist me.
I left.
• Property 4: Stained clubroom carpeting; 
greasy plate of cookies out on table with fruit flies
buzzing around; leasing professional dressed more
like someone from an escort service than 
a professional salesperson (and she smelled like

cigarette smoke).
• Property 5: Door locked; no signage

with hours of operation; no one there to
assist me.

After the fifth property, I was so discouraged
I simply went home. What a sad state of

affairs in these particular communities. If you had
me visit your sites unannounced, what would I see?

Source: Lisa Trosien, www.apartmentmarketingblog.com

Failing a Mystery Shop

From Trash to Treasure

TIRED OF THE SAME OLD
RESIDENT ACTIVITIES? Try
“Trash to Treasure.” It’s like a giant
garage or yard sale, but everything is free.

Here’s how it works: Pick a day when
residents can bring items that they no
longer use or want. These items must be 

in good condition;
for example, if 
a resident brings 
an appliance 
or something 
electronic, 
it must actually
work. The next
day, everyone
comes back and 
is allowed to select
an item and bring
it home. The
activity keeps used
items out of land-

fills, provides a social resident activity and
is green-friendly in the process. Whatever 
is left behind can be donated to a charita-
ble organization.
Source: www.RogersPark.com

How Green Are Your Residents?
MORE THAN HALF of 249 apartment executives surveyed nationwide by 
J Turner Research in August said “green” is important at their apartment community.

Q: How important do you feel living in a green multifamily housing community 
is for residents?

A: 1. Somewhat Important ..........................................................................48%
2. Neutral .................................................................................................33%
3. Very Important ....................................................................................10%
4. Not Important ........................................................................................6%
5. Not at all Important ..............................................................................3%

IN AN ATTEMPT to appear more “exclusive,” one
Chicago-area apartment community only gave tours to
those who had made appointments. I visited anyway and
was turned away because I didn’t have an appointment.
However, at that time of refusal, no other prospects were
waiting for tours and all leasing professionals were free.
But, they wouldn’t show me around without an appoint-
ment. So, I asked to make an appointment. What did the
leasing person tell me? That I’d have to call to make an
appointment!

Source: Lisa Trosien, www.apartmentmarketingblog.com

Appointment–Only? Hah!
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