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“We have been very much delighted with services provided to us by J Turner. The systems are easy to set
up, use, and interpret. The outcome reports are great for improving the training of staff. As a public
company, we have an independent board of directors who are interested in staying abreast with the
business. We have twice used the reports at Board meetings as information tools to help them better
understand our business, and let the Board know that we are dialed in to providing good customer
service, get real time feedback from prospects and customers, and take quick action where we need to
do so. J Turner is a great partner.”

- Craig L. Cardwel, President, Allen & O'Hara Education Services

“The comparison and interpretation of data between multiple sites on the J Turner reports allows for
efficient analysis of resident feedback. The data is represented in an easy to understand graph and saves
us significant time gathering raw data.”

- John lannuzzo, Vice President Operations, Campus Living Villages

“The data and reports provided by J Turner Research greatly enhance our managers’ ability to respond to
our potential customers and exceed the expectations of current residents. As providers of housing for
university students, it is important to know and understand the ever-evolving market. J Turner helps us
get to know our customers.”

- Brad Shaw, Vice Corporate Director of Residence Life and Student Personnel
Development, Allen & O'Hara Education Services
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Student Housing Residents Survey Proposal 2007

Introduction

The objective of this proposal is to establish an ongoing survey program that tracks the
satisfaction level and loyalty of prospects and current residents.

The Client is required to provide email addresses along with name of prospect/resident, name of
community and leasing agent for prospects. In summary the program has three surveys:

1. Prospects Survey (On-going) - This is an on-going survey and these surveys gauge the
reaction of prospects regarding the leasing agent, the property and the competition along
with the tour of the community.

2. Move-in Survey (Fall) ¢ This is an online survey of residents. The questions cover the
satisfaction level of the different aspects of the move in experience for residents. The
aspects covered are the staff, the apartment and the helpfulness of the Resident Advisor
(RA).

3. Lease Renewal (Spring) ¢ This is a survey conducted in Spring and the questions cover the

satisfaction levels regarding maintenance, amenities, grounds and staff along with their
likelihood to renew their lease and refer friends to the community.

A detailed description of these services is provided on the next page.
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Description of Services

Prospect surveys

PulseTracker J Turner provides online surveys for prospects that visit a property through a service we

call PulseTrackerThis is an on-going survey and these surveys gauge the reaction of prospects regarding
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value, how the property looked, what attracted them to the property, which other properties they are

considering and other vital information only prospects can tell you.

The PulseTrackeprospect report provides the following to the client:

- QuickPulse provides next day anonymous feedback to management and leasing staffs when
prospects complete an online survey.

- Marketing Source ¢ this is a part of the QuickPulsereport that indicates which media sources
are working most effectively to generate interest from prospects.

- Online Link - offers real time prospect information for each property, each leasing agent, and as
a company aggregate.
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Move in Survey

An online survey will be conducted of residents in September after the beginning of the school year. The
questions will cover the satisfaction level of the move in experience for residents along with their first
impressions of the community. The move in experience is rated on three aspects namely the staff, the
apartment and the helpfulness of the RA. In addition to the move in experience the residents are also
asked about the reasons for choosing the apartment and the community. The residents are also asked
for the type of activities and programs they would be most likely to attend in the coming year.

Lease RenewalSurvey
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The questions will cover the satisfaction levels regarding maintenance, amenities, grounds and staff. The

survey will also inquire about the quality of living conditions and seek to identify an aspect that declined
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likelihood to renew their lease and refer friends to the community.

A written report will be provided for the Move in and the Lease Renewal survey. All Survey questions can
be customized with any additional concerns management might desire to inquire about.

Cost

The cost is $90 per month per community.
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Sample Reports
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Pulse

Name of PropertyThe Oaks at the University of Texas
Date of Response/26/07 6:44 PM

Leasing AgentAmy Smith

LRLREL LR LR Ll L L L R LN

Source of Referral and Attraction

Source of Referral: Flyer on or around campus
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*

AR SR AN EEEEEEAEEE AN EEEEEENEEANEESENESANSEANNESENSSANSESEEESEESSAEEESEESSEESEEEEsassssssssassssssmsamnns®

The Leasing Professional

Entry greeting (warm and inviting) —————— Agree

Concern about well being p Strongly Agree
Addressed questions and concerns ————» Agree
Comfort level » Disagree

8.07 (Turner Average)

m_

Poor (0) Average Great (10)
6.88(Prospect Average)

Physical Marketability

Liked condition of model/unit » Strongly Agree
Liked condition of grounds and landscape — Strongly Agree

7.37 (Turner Average)

#—

Poor (0) AIRrEEE Griat (10)

10.00(Prospect Average)

J TURNER RESEARCH ¢%
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Value Perception

| will definitely lease here » Strongly Agree
| will refer someone to the community ———  Strongly Agree

8.35 (Turner Average)

m_

Poor (0) Average Great.(10)

10.00(Prospect Average)

1 3SydQa tNBaSyidlaAaAz2y 2F GKS O2YYdzyAde
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Tour Rating 7

Turner Average 7.56

Is there an amenity that we do n ot have that would interest you?
Not really, | thought everything seemed really great!

What was your overal | opinion of our community?

| think that the community seems very inviting but the Plaza offers a better value for money so at this

time | am inclined towards that.

J TURNER RESEARCH % n
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Current Resident Move-In Survey

Sample
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Summary of average ratings of different aspects ¢ Tabular Form

Residents were asked to rate various aspects of the community on a scale of 1 to 10, with 10 being the

best. Below is the summary of the ratings of each aspect.

(Listed from highest rated to lowest rated)

Subject Compan
Aspect Property Averr; ey
Average Rating 9

Time it took to check in 7.53 7.66
Organization of check-in process 7.06 7.62
Helpfulness of your RA 6.88 7.54
Questions about .retnt / furniture payments 6.38 754
were handled efficiently

Responswe.ness by staff to resolve any issues or 6.33 6.77
concerns with your apartment

Overall condition of your apartment 6.28 6.71
Professionalism of management staff 6.22 7.53
Cleanliness of your apartment 6.17 6.42
Condition of your furniture 3.60 7.08

The second column has the average rating of the subject property followed by a comparison of all

Properties studied for the same question.

J TURNER RESEARCH
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Summary of average ratings of different aspects ¢ Graphical Form

(Listed from highest to lowest)

Time it took to check in
Organizationof check-in process

Helpfulness of your RA

Questions aboutrent / fumiture payments were
handled efficiently

Responsiveness by staff to resolve any issues or
concems with your apartment

Overall condition of your apartment
Professionalism of management staff

Cleanliness of your apartment

Condition of your furniture
0 2 4 6 8
J TURNER RESEARCH ¢%
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Survey Results

What is your classification?

Freshman
Sophomore
Junior
Senior
Graduate

Mot Applicable

0% 10% 20% 30% 40% 50%

How did you hear about the property?
(Check all that apply)

Friend 39%
Flyersaround campus or around town
Admissions

Internet/Website

Other

Orientation

School newspaper

Mailer

0% 20% 40% 60%

J TURNER RESEARCH g%
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What was the primary reason(s) you leased your apartment?
(Check all that apply)

High Speed Internet included
Cable

Private bathroom

Private bedroom

50%

Size of apartment
Individual lease
Other (please specify)
Price

Fully furnished

60%

Other Reasons:

-/ t2asS (2 OFYLWzZA>X LI NBydGa RARYQlH glyld YS RNROD
- Close to school

- Getting married and just starting at University of Houston after being at Community College

- Just because it is on campus

- Location

- Oncampus

What was the main reason(s) you leased at this community?
(Check all that apply)

On Campus 94%
Friends live here 22%
0On bus route or shuttle 22%

Reputation _- 11%

The model o 11%

Other | 118

Office Staff 6%
Resident Activities | 0%
Pool or Hot Tub | 0%

0% 20% 40% 60% B0% 100%

J TURNER RESEARCH ¢%
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Satisfaction levels with various aspects of the community

Residents were asked to rate various aspects of the community on a scale of 1 to 10 with 10 being the
most satisfactory and 1 being the least satisfactory.

Organization of check-in process

10 | I 17%
9 | - 11%
8 | i 28%
7 | 17%
6 | 0%
5 _— 6%
4 | 0%
3 6%
2 6%
1 6%
M/A . 6%
0% 10% 20% 30%
Average Rating: 7.06
Company Average: 7.62
Time it took to check in
10 | i i 22% !L
9 | | 28%
B | [ 11%
7 11%
6 | 0%
5 __ 119%
4 | 0%
3 | 0%
2 6%
1 6%
M/A E 6%
0% 10% 20% 30%
Average Rating: 7.53
Company Average: 7.66
J TURNER RESEARCH ¢%
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Cleanliness of your apartment

10 | ' ' 28%
9 | 1}"34
8 | 0%
7 0%
6 | 0%
4 1}':1
3 | 0%
2 r 17%
1 6%
NfA | 0%
0% 10% 20% 30%
Average Rating: 6.17
Company Average: 6.42
Professionalism of management staff
10
g 17%
8 17%
7
6
5 17%
4
3
2
1
N/A
0% 10% 20%

Average Rating: 6.22
Company Average: 7.53

JTURNER RESEARCH ¢%
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Questions about rent / furniture payments were handled efficiently

10 ! 17%
9 6%
8 6%
7 - 1%
[
5 6%
4 6%
3 11%
2 6%
1 | 0%
MIA 11%
0% 10% 20%

Average Rating: 6.38
Company Average: 7.54

Responsiveness by staff to resolve any issues or concerns with your apartment

-

a0 WS

Ml

Average Rating: 6.33
Company Average: 6.77

J TURNER RESEARCH ¢%
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Condition of your furniture

=
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0% 0% 20% 30% 40% 50% 60% 70% B80%

Average Rating: 3.60
Company Average: 7.08

Overall condition of your apartment

10

9

B 22%

7

6

5

4 17%

3

2

1
NiA

20% 30%
Average Rating: 6.28
Company Average: 6.71
J TURNER RESEARCH g%
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Helpfulness of your RA

10 28
9 | 0%
8 11%
T 11%
5 11%
4 6%
3 6%
2 | 0%
1 6%
MNiA 11%
0% 10% 20%

Average Rating: 6.88
Company Average: 7.54

Would you refer your friends and family to the community?

Company Average for “Yes”: 80%

J TURNER RESEARCH ¢%
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What suggestions do you have to enhance or improve our move-in process next year?

- Allow tenants to move in starting the Friday before school starts rather than just Saturday and Sunday.

- BeY2NB NBalLlRyair@dS G2 @2dz2NJ O2YYdzyAieQa SYSNHSyOe YIAy
move-ins make sure that the carpet is dry before door is closed so a rancid smell does not linger. | have been
in this apartment for about 5 months now and | still have some linger of the smell and that is totally
unacceptable. One last thing the price is completely and utterly RIDICULOUS.

-/ £SFYSNI OFN1WISGa YR o0SGGSNI adrTFFd ¢KS YIFyFr3aSNI Aa DSNE
move my dresser within the hour of notifying me. They need a set policy of how to handle move-in's - not just
however they want.

- Everything at move-in was satisfactory, except for the accumulation of trash at the dumpsters.

-l am satisfied with this years process ,the only thing in my case was that the apartment was not ready when |
moved in, so make sure that you only give the 'ready to move in' apartments next year.

- LiQa G22 O2adfte F2N) 0KS ljdzZr f AG@ LINR OA RStRadwaysenk Y & (| f §
will have a landline and everyone in the campus can talk for free. *provide bed frames at least. AND MORE
LIGHTS IN DRAWING ROOM (NECESSARY)

- Friendlier front desk staff, everyone just seems like their pissed off all the time.
- None. Move-in was easy.

- There was no real process laid out before you about when your rent would be due (I moved in on the first of
the month and luckily found a checkbook)or other papers they made me sign that day, when | could have
done that when | signed the lease. It was very confusing and sometimes the staff seemed like they were
guessing.

What types of programs and activities would you be most likely to attend if offered in our community
this year?

- Anything with free food. | like the 'pay rent early enter prize drawing'
- block party something with getting to know other residents

- Cambridge Oaks needs a gym, they built a pool, we need a gym, with some treadmills, bikes, weights, | am not
saying build another recreation center, but have some common workout machines where people can workout
and not go all the way to rec. center.

- Can't think of any.
- Movie nights in the lounge

- Ones where some discussion of how this community could possibly improve and give residents time to discus
problems with the head manager without as much hassle as there is.

- sports and cultural events, you can invite a guest speaker to speak on the issues related to youth

- Yoga & meditation sessions will be very useful to manage stress and improves overall health

J TURNER RESEARCH g%
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Current Resident Lease Renewa

Sample
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Summary of average ratings of different aspects ¢ Tabular Form

Residents were asked to rate various aspects of the community on a scale of 1 to 10, with 10 being the

best. Below is the summary of the ratings of each aspect.

(Listed from highest rated to lowest rated)

endeavors

Aspect Community P'ark Company
Average Rating Average
| am satisfied with the condition of my 9.04 552
room/apartment
Maintenance requests are completed in a timely 3.08 567
manner
The terms of my contract or lease are clear 7.88 7.15
My Community/Resident Assistant meets my 788 454
needs.
The Communlty/Re5|dent Assistant staff provides 7 69 495
a valuable service.
My questions are answered/concerns addressed
7.50 6.02

when | approach staff members
I know my Community/Resident Assistant. 7.50 3.44
The quality of programs/activities offered by the

. 7.31 5.81
community meets my needs
The variety of programs/activities offered by the

. 7.12 5.77
community meets my needs
Living here is a good value for the money 6.15 6.04
My building is quiet when | need it to be 5.38 5.37
Living here has enhanced my academic skills and 538 443

The second column has the average rating of the subject property followed by a comparison of all

properties studied for the same question.

J TURNER RESEARCH ¢%
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Summary of average ratings of different aspects ¢ Graphical Form

(Listed from highest rated to lowest rated)

lam satisfied with the condition of my
room/apartment

I [
©
o
=

Maintenance requestsare completed in a
timely manner

®
o
o

My Community/Resident Assistant meets
my needs.

N
o)
)

N
o
%

The terms of my contract or lease are clear

The Community/Resident Assistant staff

providesa valuable service. 7.69

Iknow my Community/Resident Assistant.

My questions are answered/concerns
addressed when | approach staff members

~
(O]
o

The quality of programs/activities offered
by the community meets my needs

~

31

The variety of programs/activities offered
by the community meets my needs

N
i
~

Living here is a good value for the money 6.15

Living here has enhanced my academic
skills and endeavors

i
w
oo

My building is quiet when | needit to be

o
N
N
)]
(o]

10
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Summary of average ratings of different amenities

(Listed from highest to lowest)

— “verage Rating ‘Average.
Cable 9.29 7.45
Internet 8.39 5.78
Meeting Space 7.32 6.28
Computer Center 7.12 5.41
Phone 6.73 6.07
Sports Courts 6.11 6.27
Pool areas 5.71 6.47
Shuttle/bus 5.36 6.48
Fitness 4.69 5.37
Tanning 4.50 5.73
Cable | | | | | 9.29
Internet | | | | 8.39
Meeting Space | | | | 7.32
Computer Center | | | | 7.12
Phone 6.73
Sports Courts 6.11
Poolareas
Shuttle/bus
Fitness
Tanning
0 2 4 6 8 10
J TURNER RESEARCH ¢%
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Demographics

What is your classification?

Freshman 86%
Sophomore
Junior
Senior
Graduate

Post Graduate

0% 20% 40% 60% 80% 100%

Longevity (In semesters)

1 Semester 31%

2 Semesters 69%

3 Semesters 0%

4 Semesters 0%

5 Semesters 0%

6 Semesters 0%
7 or more Semesters 0%

0% 20% 40% 60% 80%
Gender
B Male

B Female
57%

Average Age: 18.92 years

J TURNER RESEARCH ¢%
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Satisfaction levels with various aspects of the community

Residents were asked to rate various aspects of the community from Strongly Agree to Strongly Disagree.

The responses were averaged after assigning a numerical rating indicated below:

Strongly Agree A 10
Agree A 7.5

Neutral A 5

Disagree A 2.5
Strongly Disagree A 0

My building is quiet when | need it to be

Strongly Agree 15%
Agree 31%
Neutral 15%
Disagree 31%
Strongly Disagree %
0% 10% 20% 30% 40%

Average Rating: 5.38
Company Average: 5.37

Living here has enhanced my academic skills and endeavors

Strongly Agree %
Agree 23%
Neutral 46%
Disagree - 23%
Strongly Disagree - 0%

0% 10% 20% 30%  40% 50%

Average Rating: 5.38
Company Average: 4.43

J TURNER RESEARCH ¢%
Marketing Research for the Apartment Industry



Student Housing Residents Survey Proposal

2007

My questions are answered/concerns addressed when | approach staff members

Strongly Agree 38%
Agree 38%
Neutral 8%

Disagree [N 15%

Strongly Disagree | 0%

0% 10% 20% 30% 40% 50%

Average Rating: 7.50
Company Average: 6.02

| am satisfied with the condition of my room/apartment

Strongly Agree 62%
Agree 38%

Neutral | 0%
Disagree 0%

Strongly Disagree | 0%

0% 20% 40% 60% 80%

Average Rating: 9.04
Company Average: 5.52

J TURNER RESEARCH ¢%
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Maintenance requests are completed in a timely manner

Strongly Agree 31%

Agree 62%

Neutral 8%
Disagree 0%

Strongly Disagree | 0%

0% 20% 40% 60% 80%
Average Rating: 8.08
Company Average: 5.67
The terms of my contract or lease are clear
Strongly Agree 31%
Agree 62%
Neutral 0%
Disagree [ 8%
Strongly Disagree 0%
0% 20% 40% 60% 80%

Average Rating: 7.88
Company Average: 7.15

J TURNER RESEARCH ¢%
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Living here is a good value for the money

Strongly Agree
Agree

Neutral
Disagree

Strongly Disagree

0% 10% 20% 30% 40% 50% 60%

Average Rating: 6.15
Company Average: 6.04

The quality of programs/activities offered by the community meets my needs

Strongly Agree 5%

Agree 62%

Neutral 23%
Disagree 0%

Strongly Disagree 0%

0% 20% 40% 60% 80%

Average Rating: 7.31
Company Average: 5.81

J TURNER RESEARCH ¢%
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The variety of programs/activities offered by the community meets my needs

Strongly Agree
Agree

Neutral
Disagree

Strongly Disagree

The Community/Resident Assistant staff provides a valuable service

Strongly Agree
Agree

Neutral
Disagree

Strongly Disagree

15%
62%
15%
- 8%
0%
0% 20% 40% 60% 80%
Average Rating: 7.12
Company Average: 5.77
31%
54%

8%
B 3%

0%

0% 10% 20% 30% 40% 50% 60%

Average Rating: 7.69
Company Average: 4.95

J TURNER RESEARCH ¢%
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I know my Community/Resident Assistant

Strongly Agree
Agree

Neutral

8%

Disagree

Strongly Disagree 8%

46%

0% 10% 20% 30% 40%

Average Rating: 7.50
Company Average: 3.44

My Community/Resident Assistant meets my needs

Strongly Agree
Agree

Neutral
Disagree

Strongly Disagree

38%

38%

50%

0% 10% 20% 30% 40%

Average Rating: 7.88
Company Average: 4.54

50%

J TURNER RESEARCH ¢%
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Satisfaction levels with various amenities at the community

Residents were asked to rate various amenities at the community from Outstanding (5) to Poor (1).

The responses were averaged after assigning a numerical rating indicated below:

Cable

Internet

Outstanding (5) A 10
4A 75

3A 5

2A 25

Poor(1)A O

Outstanding (5) r 71%
4 29%
3 0%
2 | 0%
Poor (1) 0%
N/A | 0%
0% 20% 40% 60% 80%

Average Rating: 9.29
Company Average: 7.45

Outstanding (5) 57%

Poor (1) 0%
N/A | 0%

0% 10% 20% 30% 40% 50% 60%

Average Rating: 8.39
Company Average: 5.78

J TURNER RESEARCH ¢%
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Fitness

Outstanding (5)

Poor (1)
N/A

439

0% 10% 20% 30% 40% 50%

Average Rating: 4.69
Company Average: 5.37

Shuttle/bus

Outstanding (5)

Poor (1)
N/A

46%

0% 10% 20% 30% 40% 50%

Average Rating: 5.36
Company Average: 6.48

Phone

Outstanding (5)

Poor (1)
N/A

0% 10% 20% 30% 40%

Average Rating: 6.73
Company Average: 6.07

J TURNER RESEARCH g%
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Pool Areas

Outstanding (5)

Poor (1)
N/A

50%

0% 10% 20% 30% 40% 50% 60%

Average Rating: 5.71
Company Average: 6.47

Sports Courts

Outstanding (5)

Poor (1)
N/A

0% 10% 20% 30% 40%

Average Rating: 6.11
Company Average: 6.27

Computer Center

Outstanding (5)

Poor (1)
N/A

0% 10% 20% 30% 40%

Average Rating: 7.12
Company Average: 5.41

J TURNER RESEARCH ¢%
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Tanning

Outstanding (5)

Poor (1)
N/A

64%

0% 20% 40% 60% 80%

Average Rating: 4.50
Company Average: 5.73

Meeting Space

Outstanding (5)

4 50%
3
2
Poor(1) | 0%
N/A | 0%

0% 10% 20% 30% 40% 50% 60%

Average Rating: 7.32
Company Average: 6.28

J TURNER RESEARCH ¢%
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Student Housing Residents Survey Proposal 2007

During your stay at the property has the quality of living gone up, down or been just about the same?

Stayed The Same 77%

Gone Up 15%

Gone Down 8%

0% 20% 40% 60% 80% 100%
Company Average for “Gone Up”: 13%

If | were to assign a grade to my living here | would give the grade of:

A 38%

B 62%
C [ 0%

D | 0%

F | 0%

0% 10% 20% 30% 40% 50% 60% 70%

Company Average for “A”:17%

| am planning to return and sign a new lease

No
15%

~—Yes
85%

Company Average for “Yes”: 46%
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Student Housing Residents Survey Proposal 2007

Comments on Lease Renewal
Verbatim Comments:

- Already did
- Butldid not get to live where | wanted to live | had no other choice.

- Moving out to another property.

If | were talking to a friend about living here | would say
Verbatim Comments:

- Bring another microwave and ditch the one in the room
- Bring another refrigerator

- Bring earplugs

- Comfortable to live in

- Community Park

- Freaking awesome

- LYY @GSNE O2YT2NllngihSmdihpiRe. TSSE tA1S LQY fAQA
- It can be loud at times when you're trying to study

- The best dorm on campus

- The people are really friendly

- The staff is friendly and helpful

- This place is awesome. Really nice rooms.

- Very close to all of my classes.

- You get your own bathroom!

Comments/suggestions that would help management better meet your needs

Verbatim Comments:

- Ithink the ULP assigning room staff is rude and not there help make u happy for your living areas. But do
what is easiest for them to make room for incoming students. But other than that ULP is great

- Keep the building in good shape and don't let it lessen in quality...and fix all of the kinks...
- Management has been great. Everything seems to be running smoothly.
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