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Executive Summary

In today’s hyper-competitive multifamily landscape, a property's online reputation is one of its
most valuable assets. However, as the digital landscape has matured and prospective renters
have become more discerning, it is clear that a single star rating provides an incomplete and
potentially misleading picture of a property's true market appeal.

This reality raises a fundamental question for every operator: is all feedback created as equal
as the review sites and ILS’s calculate them to be? Is a 1-star review complaining about a
temporarily closed pool as damaging as a 1-star review detailing a persistent pest problem? Is
a 5-star review praising the landscaping as impactful as one that highlights exceptional, life-
saving service from the maintenance team? Intuitively, the answer is no. But intuition is not a
strategy.

To answer these critical questions with statistical certainty, we undertook this comprehensive
national study of over 1,000 U.S. apartment residents. The primary objective was to move
beyond the stars and decode the complex psychology of the modern renter—to map their
priorities, understand their non-negotiables, and quantify the true impact of specific review
topics on their leasing decisions.

This report reveals the definitive findings of that study, establishing an undeniable hierarchy
of renter concerns. It proves that certain high-severity issues related to health, safety, and
financial integrity carry a disproportionate power. These issues create a powerful "Veto
Effect" that can nullify a high star rating and impose a crippling "Reputation Tax" that destroys
leasing and/or renter retention potential.

These insights provide more than just data; they offer a new strategic framework through
which to view and manage online reputation. By understanding what renters truly care about
and how those priorities influence their decisions, property owners and operators can move
beyond the limitations of trying to improve a simple score and focus their resources on
improving the onsite issues that have the greatest impact on both resident satisfaction and
financial performance.

Many multifamily management companies’ online reputation strategies have recently been
focused on pumping their review sites with 5-star reviews. They try to drown out any
negative feedback with tons of positive ones, leveraging the simplistic nature of many review
sites’ star rating calculations. In our opinion, some management companies use vendors or
strategies that do this artificially and illegally, but, most importantly, prospects can see right
through it, making it paramount that companies stay focused on what matters: resident
satisfaction.
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Survey Demographics

A PROFILE OF THE MODERN RENTER

To understand the priorities shaping the modern rental market, this report is based on a
comprehensive survey of 1,032 U.S. residents. Critically, 100% of respondents confirmed
they are currently renting an apartment, ensuring our findings are grounded exclusively in
the real-world experiences and perspectives of today's renters. The diversity of this
respondent base in terms of age and income provides a robust and credible foundation for
the insights that follow.

The survey captured a wide and representative sample of renters across all adult life stages.
While younger renters in the 18-24 and 25-34 age brackets constitute a significant portion of
the market, the survey is notable for its strong representation of older renters, with nearly
40% of respondents being 55 years of age or older.

Distribution of Respondent Age Groups

10% 15%
Percentage

This balance is vital. It ensures that the report’s findings are not skewed by the priorities of a
single generation but reflect the comprehensive viewpoint of the entire adult renter lifecycle
from the expectations of first-time renters to the non-negotiable needs of established, long-
term residents.
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Household Income

Representation Across the Economic Spectrum

The survey reflects the economic diversity of the U.S. rental market, with substantial
participation from renters across all household income levels. A significant majority of
respondents (over 60%) report household incomes under $75,000, providing a clear window
into the priorities of the core rental market.

Distribution of Respondent Household Income

Under $25,000
$25,000 - $49,999
$50,000 - $74,999
$75,000 - $99,999

$100,000 - $199,999

$200,000+

Prefer not to say 2.4%

0% 5% 10% 15% 20% 25% 30% 35%
Percentage

This broad economic representation confirms that the insights on renter priorities—especially
concerning issues of financial clarity, value, and basic living conditions—are grounded in the
reality of the vast majority of U.S. renters, not just those in the luxury segment.

This robust and diverse demographic base provides a credible foundation for the key findings
detailed in this report, offering a true snapshot of the modern American renter.

Are You Currently Renting?

Yes

0% 20% 40% 60% 80% 100%
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Key Findings

DECODING THE MODERN RENTER'S DECISION

Our comprehensive survey of over 1,000 U.S. apartment residents reveals a nuanced and
complex decision-making process where online reputation is critical. However, the data
makes it clear that a simple star rating is an incomplete measure of a property’s true
perceived quality. The specific content of reviews holds disproportionate power, creating a
clear hierarchy of concerns that dictates renter choice.

Not All Concerns Are Created Equal: A Clear Hierarchy of Renter
Priorities Emerges.

Renters do not view all aspects of the rental experience with the same level of importance.
The data reveals a distinct pecking order of concerns, with foundational needs for health and
safety massively outweighing lifestyle perks. A property’s reputation is defined by its
performance on these top-tier issues.

e The Apex Threats: Health and Safety Reign Supreme. Our proprietary “Threat Score”
analysis, which combines stated importance, deal-breaker status, and top-of-mind
concern, proves that not all issues carry the same weight. Pests (Threat Score: 2311.9)
and Security (1784.9) are apex threats, with their psychological impact dwarfing
operational areas like Amenities (126.9).

e The "Say-Do Gap” Reveals Instinct Overrules Intention. Even when renters state a
specific priority, their gut reactions tell a different story. In a forced-choice scenario, even
among renters who rated Financial Clarity as their top priority, a clear majority (53%) still
found a pest review more concerning than a hidden fee review, proving that primal
concerns about living conditions have a powerful, often subconscious, veto power.

 Priorities Evolve from Attraction to Retention. The hierarchy of concerns is not static; it
shifts throughout the resident lifecycle. While Move-In Quality is a critical "attraction"
factor for new residents, the importance of Financial Clarity and ongoing Customer
Service grows over time, becoming key "retention" drivers. A simple star rating cannot
distinguish between a property that is good at attracting new residents and one that is
good at keeping them.
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Key Findings Continued

The Veto Effect: How High-Severity Issues Invalidate Star Ratings.

A high overall star rating can create a dangerous illusion of a strong reputation. Our research
shows that a single, recurring high-severity issue mentioned in review content can completely
nullify the positive impact of a high rating, acting as a deal-breaker that marketing and other
positive reviews cannot overcome.

« The Unforgiving Renter: Deal-Breakers are Non-Negotiable. A high star rating does not
guarantee consideration. Over a third of renters (35.8%) are "unforgiving," stating they
would not reconsider a property with a deal-breaker issue, regardless of how high its
overall rating is. This tendency to be unforgiving increases significantly with age and
income.

« The “Reputation Tax” Quantifies the Damage. The impact of negative review content can
be measured. For example, recurring mentions of "hidden fees" at a 4.7-star property
impose a 2.31-point Reputation Tax on a renter's likelihood to lease (on a 5-point scale).
This tax effectively erases the value of the high rating, showing that certain issues are not
just negatives—they are liabilities.

* Red Flag Sensitivity is High. It doesn't take a flood of negative comments to trigger a
renter's alarm bells. Our data shows that nearly 40% of all renters view just two pest-
related reviews (out of 100+) as a definitive red flag. This demonstrates the
disproportionate weight of high-severity topics and the limited ability of positive reviews
to dilute their impact.

Nearly 40% of all
renters view just two
pest-related reviews
as a massive deterrent
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Key Findings Continued

The Content is the Compass: Navigating the New Renter Landscape.

To truly understand and manage online reputation, operators must look beyond the star
rating and analyze the underlying content. Renters are not a monolith; they are a collection of
distinct personas and mindsets, and the review content they seek—and the Al tools they use
to find it—is evolving rapidly.

* Renter Psychology is Not Monolithic. Prospective renters read reviews with different
goals. The market is largely split between "Skeptics" (45.1%), who are actively hunting for
red flags to disqualify a property, and the "Contented" (54.9%), who are less sensitive to
minor issues. A successful reputation strategy must reassure the former while satisfying
the latter, a task a single star rating cannot accomplish.

» Different Personas Have Different Priorities. The "average renter" does not exist. A
property's reputation is perceived differently by a “Pragmatic Professional,” for whom
Internet/Cable is a top-3 concern, than by a “Settled Resident,” who is far more focused
on Noise. Understanding which issues matter most to a target demographic is impossible
without analyzing review content.

« Alis Reshaping the Search, Prioritizing Content. The future of the apartment search is
here, and it is powered by Al. Over half of all renters (51.6%) have already used or
considered using Al tools to summarize reviews and guide their search. In this new
paradigm, the specific keywords and sentiment within review content—the very data that
Al models analyze—will become more influential than the star rating itself.

51.6%

of all renters have
already used or

considered using Al
tools to summarize
reviews and guide
their search
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Beyond the Star Rating

UNCOVERING THE HIERARCHY OF RENTER PRIORITIES

For the modern renter, online reviews are an indispensable tool in the apartment search.
While a property's overall star rating provides a quick snapshot of sentiment, it is often tied to
historical performance, resulting in a lack of clarity about the complexities of the current
resident experience. This study shows renters do not weigh all feedback equally. There is a
clear and predictable hierarchy of concerns, with a small number of high-stakes issues
holding the power to define a property's reputation and dictate a prospect's final decision.

Top 3 Most Important Categories (Biggest Concerns)
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Top 3 Least Important Categories (Lowest Concerns)
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This hierarchy is predicated on a set
of fundamental, non-negotiable
requirements. A comprehensive

analysis of a property's online
reputation, therefore, begins with
understanding how it performs in
these core factors.
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Renters instinctively categorize their needs, separating lifestyle perks from core living
standards. At the top of this pyramid are "Apex Threats"—issues so fundamental to a
resident's well-being that their mere mention can eclipse all other positive aspects of a
property. These are not matters of preference; they are matters of health, safety, and security.

To quantify the true psychological weight of each concern, we developed the “Threat Score,” a
metric that multiplies a topic's average importance rating with the percentage of renters who
consider it a "deal-breaker" and the percentage who name it a top-three priority. The results
are stark. Foundational issues like Pests (Threat Score: 2311.9) and Security (1784.9)
emerge as the most potent threats to a property's reputation, dwarfing the impact of factors
like Amenity Condition/Availability (126.9).

The Renter “Threat-O-Gram”: A Multi-factor View of Concern

Amenity Condition/Availability

Pests 2500 Trash
2000
Security ’ General Cleanliness
1500
. . . \ 1000
Financial Clarity Communication
' \500. |
: 0 .

Noise ' S e ' Maintenance Service
Move-in Quality ' . Packages
Maintenance Timeliness Parking

Unit Condition Customer Service

The Threat Score quantifies the true risk of a renter concern. It's calculated by multiplying a
topic's Average Importance, its "Deal-Breaker" Percentage, and its "Top Priority" Percentage.

This method ensures that only issues that renters consider highly important, non-negotiable,
and a top-of-mind priority will rank as a major threat to a property's reputation.

This data provides mathematical proof that not all 1-star reviews are the same. A negative review
centered on pests carries over 18 times the reputational threat of one focused on amenity quality.

This hierarchy is so powerful that it operates on an instinctual level, often causing renters to react in
ways that contradict even their own stated priorities.
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The “Say-Do Gap”: Instinct Overrules Stated Priorities

What renters say is most important to them does not always align with what drives their

decisions in a direct comparison. This "Say-Do Gap" reveals that when faced with a choice,
renters’ instinctual risk assessment often overrides their conscious priorities, especially when
primal concerns like health and safety are involved.

Category

Average Importance of Rental Factors (1-5 Scale)

Pests 4.58
General Cleanliness 4.55
Security 4.55
Financial Clarity 4.54
Move-in Quality 4.51
Unit Condition 4.49
Maintenance Service 4.40
Customer Service 4.39
Packages 4.37
Communication 4.34
Maintenance Cleanliness 4.34
Maintenance Timeliness 4.29
Trash 4.28
Noise 4.25
Exterior Lighting 414
Interior Lighting 410
Parking 4.10
Pet Waste Kok}
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Smoking Policy/Enforcement 3.86
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To test this, we analyzed a subgroup of 745 renters who rated Financial Clarity as "Extremely
Important” (a 5/5 score). We then presented them with a forced choice between two negative
review scenarios: one about persistent pests and one about hidden fees. Logically, this
financially-focused group should have been more concerned by the hidden fees. However, a
clear majority (53.0%) still chose the pest review as the more alarming issue.

Stated Importance vs Behavioral Choice

@ General Population @ Renters Rating Financial Clarity 5/5

53.20%
46.80%
(]

Reviews mention, "We've seen roaches Reviews mention, "They kept adding random
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*To see other category comparisons, please see the appendix on page 24

This powerful finding demonstrates that certain topics trigger a deeper, more visceral level of
concern that a simple star rating cannot capture. Even when a renter is actively looking for
financial red flags, their gut reaction to a threat to their physical environment is stronger. This
proves that a reputation score must be content-aware to accurately assess the real-world
impact of reviews.
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From Attraction to Retention: How Priorities Evolve Over Time

The hierarchy of renter priorities is not static; it shifts throughout the resident lifecycle. The
factors that are most critical to attracting a new resident are not always the same ones that
ensure their long-term satisfaction and retention. Understanding this evolution is key to
managing both leasing velocity and renewal rates.

Our analysis shows that while the importance of Move-In Quality is high for new residents, it
remains relatively stable over time. In contrast, the importance of ongoing operational factors
like Unit Condition and, most notably, Financial Clarity, increases significantly as tenancy
length grows. For residents of more than five years, Financial Clarity’s importance score rises
by 0.16 points compared to new residents, making it a critical retention factor.

The Evolution of Renter Priorities Over Time

@ Move-In Quality @ Unit Condition @ Customer Service @ Financial Clarity

Average Importance Score

4.6
—9
" —
D 44
4.2
Less than 6 months 1-2 3-5 more than
6 months to1year years years 5 years

Length of Tenancy

A property could therefore excel at "attraction" factors— garnering positive reviews about
clean move-ins—while failing on "retention" factors like fair billing and unit condition. This
leads to a cycle of high turnover, a critical business flaw that would be completely invisible in
a simple, monolithic star rating.

In conclusion, the data unequivocally shows that the content of a review is far more telling of
a property’s resident satisfaction/loyalty than its star value. We have established a clear
hierarchy of "Apex Threats," demonstrated that these threats trigger instinctual reactions that
override even stated priorities, and shown that this hierarchy evolves from attracting a
resident to retaining them. Relying on a single star rating is a one-dimensional approach to a
multi-dimensional challenge.

Now that we understand what renters care about most, we must examine how these powerful
concerns impact their leasing decisions. The following section will explore the "Veto Effect,"
quantifying how a single high-severity issue mentioned in reviews can completely invalidate a
high star rating and cause a prospect to walk away.
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The Veto Effect

WHY A HIGH STAR RATING IS NOT ENOUGH

A high overall star rating is often viewed as the ultimate goal in reputation management—a
shield that protects a property from the occasional negative comment. However, our research
reveals this shield is far more fragile than assumed. As seen in our previously published
Internet Adventure studies, prospective renters are not taking the star ratings at face value
and desire to understand the drivers of both positive and negative ratings. The presence of
specific, high-severity issues in review content creates a powerful "Veto Effect," where even
a small number of targeted complaints can completely nullify the positive influence of a high
rating and eliminate a property from a prospect's consideration set.

This Veto Effect is not a fringe phenomenon; it is a predictable reaction from a significant
portion of the renter market. For many prospects, the absence of major red flags is more
important than the presence of numerous positive but less critical comments.

The Unforgiving Renter: Deal-Breakers Are Non-Negotiable

For a large and valuable segment of the rental market, there is no trade-off for fundamental
flaws. A high star rating cannot compensate for a review that mentions one of their core deal-
breakers. We define these prospects as "unforgiving"—renters who state they would not
reconsider a property with a deal-breaker issue, regardless of how high its overall rating is.

Across the entire surveyed population, over one-third of renters (35.8%) fall into this
"unforgiving" category. This resolute stance is even more pronounced among the most
desirable renter demographics. The likelihood of being unforgiving increases significantly with
both age and income, culminating in segments like 35-44 year-olds in the $200,000+ income
bracket, where 100% of respondents are unforgiving. For these key market segments, a high
star rating is largely irrelevant if a deal-breaker is present.

35.8%

of renters state they would not
reconsider a property with a
deal-breaker issue, regardless

of how high its overall rating is.
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The “Forgiveness Factor”: Percentage of Unforgiving Renters by Age and Income
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This finding demonstrates the absolute limits of a high star rating. It proves that for a crucial
portion of the market, reputation is not an average; it is a pass/fail test. This necessitates a
content-aware approach that drives onsite performance in the onsite areas that trigger this
unforgiving mindset.

Higher income and
older renters are

significantly less likely
to be swayed by a high
star rating alone.
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The “Reputation Tax”: Quantifying the Damage of Negative Content

The Veto Effect is not just a concept; its financial and operational impact can be quantified.
We developed the “Reputation Tax” to measure the precise negative impact of specific review
topics. This metric calculates the drop in a renter's "Likelihood to Lease" (on a 1-5 scale)
when a high-rated property has a recurring flaw mentioned in its reviews. The results show
that certain issues don't just lower a score—they erase its value.

For example, when renters were presented with a hypothetical 4.7-star property with
recurring complaints about "hidden fees," their average Likelihood to Lease plummeted from
a perfect 5.0 to just 2.69. This represents a staggering Reputation Tax of 2.31 points, a
penalty so severe it renders the high star rating meaningless. The tax for a pest-related issue
at a 4.5-star property was similarly devastating, at 2.18 points.

Reputation Tax: -2.18 points Reputation Tax: -2.31 points
B L
Perfect Score (No negative reviews)
4.5
4.0
3.5

Average Likelihood-to-lease Score (1-5)

Pests (at 4.5 Stars) Hidden Fees (at 4.7 Stars)

The Reputation Tax provides a clear, quantitative justification for a content-aware reputation
score. It proves that high-severity issues are not merely negatives; they are liabilities that
actively destroy the appeal built by a high volume of positive reviews. A simple star average,
by its very nature, cannot account for this disproportionate damage.
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High Sensitivity: A Red Flag Is Triggered by a Whisper, Not a Shout

The Veto Effect does not require a deluge of negative reviews to activate. A renter's alarm
bells can be triggered by a very small number of high-severity complaints, confirming that the
content of a few reviews can easily outweigh the volume of many.

Our data shows that renter sensitivity to Apex Threats is extremely high. When asked how
they would react to a property with over 100 reviews but just two that mention pests, nearly
40% of all renters (39.2%) immediately considered it a definitive "red flag." This number
climbs even higher for more risk-averse demographics, such as the 55-64 age group, where
over half (51.1%) see it as an immediate deal-breaker.

Level of Concern for 2 Pest Reviews (out of 100+ reviews ) by Age Group

@ Definitely a concern/red flag @ Potentially a concern, I'd investigate further

@ Not a major concern, likely isolated @ Not a concern at all

3% 7% 5% 4% 1% 2%
100%
80%
>
& 60%
c
o
5 40%
[
20%
0%
18-24 25-34 35-44 45-54 55-64 65+
Age Group

This demonstrates that for the most damaging topics, dilution is not a viable strategy. A
property cannot simply drown two pest reviews in a sea of 5-star comments about the
friendly staff. For a significant portion of prospects, those two reviews are all that matter.

In conclusion, the Veto Effect is a powerful and quantifiable force in the modern rental
landscape. For a large and growing segment of the market, a high star rating is a fragile and
unreliable indicator of a property's appeal. They are unforgiving of fundamental flaws, and a
small number of reviews mentioning high-severity issues can impose a crippling Reputation
Tax that erases any positive momentum.

Understanding what renters care about (the Hierarchy of Priorities) and how it impacts their
decisions (the Veto Effect) establishes the irrefutable case that review content is paramount.
The final piece of the puzzle is to understand who these renters are. The next section will
synthesize these findings to explore the distinct psychological profiles and data-driven
personas that make up the rental market, solidifying the need for a flexible, content-aware
approach to reputation management.
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The Content is the Compass

NAVIGATING A SEGMENTED RENTER LANDSCAPE

The evidence is clear: what renters care about most and how they react to negative

information makes review content the single most important component of online reputation.

A star rating, often calculated close to a straight average, is overly simplistic; today’s rental
market is not a monolith but a complex tapestry of distinct personas, mindsets, and search
behaviors. To successfully navigate this landscape, operators must use review content as a
compass to understand and appeal to the specific renter segments they wish to attract.

The era of a "one-size-fits-all" reputation strategy is over. The modern approach requires a
deep understanding of renter psychology and the recognition that technology is
fundamentally reshaping the apartment search process.

Renter Psychology is Not Monolithic: Appealing to Skeptics and the
Contented

Prospective renters do not read reviews with the same intent or mindset. Our analysis reveals

two dominant psychological profiles, each requiring a different reputational approach. By

plotting each renter based on their "Fear Score" (humber of deal-breakers) and "Hope Score

(number of positive motivators), we identified:

* The Skeptic (45.1% of renters): With high fear and low hope, this large group is primarily

motivated by avoiding negative outcomes. They are not looking for reasons to lease; they

are actively hunting for red flags to disqualify a property.

* The Contented (54.9% of renters): With low fear and low hope, this group is less

engaged with reviews, has fewer strong opinions, and is likely easier to please with basic

competence and the absence of major disasters.
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The Renter Psychological Matrix
Average Hope vs Fear by Age

18-24 25-34 @ 35-44 45-54 55-64 65+
3.00

2.95

2.90 ()

2.85

Average Hope Score (# of Positive Motivators)

2.80
5 6 7 8 9 10

Average Fear Score (# of Deal Breakers)

The existence of these distinct profiles proves that a successful online reputation must
perform a dual function: it must contain compelling positive stories to attract the Contented,
but more importantly, it must provide credible evidence of competence and a lack of critical
flaws to reassure the Skeptic. A single star rating is incapable of serving both purposes, as it
fails to separately highlight the "deal-breaker" content that repels Skeptics. Perhaps most
notably, all age segments have more fears than hopes, showcasing that the ability of a

property to avoid negative feedback is far more important than its ability to generate positive

reviews.

All age segments have more
fears than hopes, showcasing
that the ability of a property to

avoid negative feedback is far
more important than its ability to
generate positive reviews.
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Different Personas, Different Priorities: The "Average Renter" Is a Myth

Just as their psychological profiles differ, so do renters' practical priorities. The concept of
the "average renter" is a dangerous myth that leads to generic marketing and operational
strategies. Our data allows us to move beyond simple demographics to create data-driven
personas, each with a unique and actionable set of concerns.

Based on a combination of age, income, tenancy length, and search status, we identified
three distinct groups within our respondent base:

* The Settled Resident: This group represents the stable, long-term core of a community.
Typically older and with a longer tenancy, their priorities shift toward quiet enjoyment and
the ongoing quality of life.

+ The Pragmatic Professional: This career-focused, higher-income persona is defined by
their reliance on a functional and connected home environment. They are established in
their careers and expect a high level of competence from property management.

« The Young Searcher: Actively in the market for a new apartment, this younger persona is
highly focused on the upfront value proposition and initial experience. They are
scrutinizing every detail of the lease, the unit condition, and the service they expect to
receive.

For example, the “Pragmatic Professional” persona places Internet/Cable as their #3 most
important concern (28%), a reflection of their reliance on connectivity for their livelihood. In
stark contrast, the “Settled Resident” persona is far more concerned with Noise, which ranks
as their #3 priority (27%). This divergence highlights a critical operational trade-off:
soundproofing between units may be a key retention tool for Settled Residents, while for
Pragmatic Professionals, investing in high-speed internet infrastructure is a more powerful
draw. A property's reputation is perceived entirely differently through the lens of each
persona.

The differences between these groups can be subtler, especially with Apex Threats. For
example, Financial Clarity is the #2 issue for Young Searchers (38%), who are scrutinizing a
new lease, but falls to #4 for the other groups who are already under contract. In contrast,
Pests is a foundational concern, ranking in the top two for every single persona.

While a single, aggregate reputation score provides a valuable top-level benchmark, it lacks
the granularity required for targeted strategy. A modern approach to reputation analysis must
be flexible, enabling managers to assess performance through the lens of specific resident
personas they aim to attract and retain. An aggregate score might be buoyed by positive
feedback on Customer Service from Young Searchers, for instance, while completely masking
rising frustration about Noise or Parking among the core, long-term Settled Resident base.
Without this persona-based view, a property manager might celebrate a good overall score,
unaware that their most stable residents are becoming flight risks. Analyzing the qualitative
content within reviews is the only way to verify that a property is addressing the distinct
priorities of its target resident base.
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Rental Issue

Top Priorities by Renter Persona (Percentage)

Communication
Financial Clarity
Customer Service
Move-in Quality
Exterior Lighting
Interior Lighting
Noise

Security
Internet/Cable
Landscaping & Grounds
Packages

Unit Condition
Parking

Trash

Smoking Policy/Enforcement

General Cleanliness

Pet Waste

Pests

Amenity Condition/Availability

Maintenance Timeliness

Maintenance Service

Maintenance Cleanliness

0%

@ Pragmatic Professional

@ Settled Resident

@ Young Searcher

5.03%

417%
3.77%
4.97%
5.83%
3.77%
4.75%
3.33%

3.33%
2% 4% 6%
Percentage of Mentions as "Most Important"

8%

8.93%

9.43%

10.06%

10%

12.50%

11.95%
12.99%

14.01%
13.33%

12% 14%
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Al is Reshaping the Search, Making Content King

The future of the apartment search is being reshaped by artificial intelligence, and this
technological shift places review content squarely at the center of the decision-making
process. Renters are increasingly turning to Al tools to do the heavy lifting of sifting through
hundreds of reviews.

Our survey reveals that this is not a distant trend—it is happening now. Over half of all renters
(51.6%) have already used or have considered using Al tools like ChatGPT to summarize
reviews, identify recurring themes, and guide their search. As this behavior becomes
standard, the specific keywords, phrases, and sentiment within review content—the very
data that Al models analyze—will become exponentially more influential than the star rating
itself. A property’s reputation will be defined not by its average score, but by the summary an
Al provides to a prospective renter.

Adoption of Al Tools for Apartment Searching

No, | am not familiar with Al
tools like those mentioned

No, | have not considered using
them

Yes, | have considered using
them, but haven’t yet

Yes, | have used them

This trend reinforces the urgent need for a content-aware reputation metric. J Turner
Research’s ORA score of the future will be built on the same principles as the tools renters are
using, capable of understanding and weighting the nuanced topics within reviews to reflect a
property's true strengths and weaknesses.

The simple star rating, while familiar, is an inadequate and often misleading metric for the
complexity of today’s rental market and for determining true resident satisfaction/loyalty. Our
research has proven that renters have a distinct hierarchy of needs, are prone to a powerful
Veto Effect when those needs are not met, and represent a collection of diverse personas
with unique priorities. In a world where Al-powered search is becoming the norm, a reputation
score that cannot look beyond the stars to understand the substance of review content is a
tool built for yesterday's market. A modern reputation assessment must be content-aware,
psychologically informed, and technologically aligned with the modern renter.
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Conclusion

THE INEVITABLE SHIFT FROM STARS TO SUBSTANCE

The era of the simple star rating as a reliable proxy for reputation is over. While easy to track,
this single metric creates operational blind spots and masks capital risk. Our comprehensive
research paints an undeniable picture of a new rental landscape where the substance of what
is said in reviews is far more influential than the summary score. The modern renter’s
decision-making process is a complex, multi-dimensional calculation that a one-dimensional
score cannot capture.

We have established a clear and predictable Hierarchy of Renter Priorities, where
foundational needs for health and safety are paramount. These Apex Threats, like Pests and
Security, carry a psychological weight that can be up to 18 times more powerful than lifestyle
factors like amenities.

We have quantified the Veto Effect, proving that for a large and lucrative segment of the
market—particularly older, higher-income renters—a high star rating is fragile. It can be
completely invalidated by a small number of reviews mentioning deal-breaker issues,
imposing a Reputation Tax that erases a property's appeal and halts leasing momentum.

Finally, we have shown that the market is not a monolith but a collection of distinct personas
and psychological profiles. In a world where over half of renters are already using Al to
dissect review content, a property’s reputation is no longer its average score; it is the
summary of its strengths and weaknesses as defined by a machine.

Relying on a simple star rating is like navigating a modern city with an ancient map. It fails to
show the real-time hazards, the optimal routes for different travelers, or the underlying
infrastructure that reflects true success. To thrive, operators must shift their focus from
chasing stars to mastering the operational strategies that truly drive renter decisions.
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Recommendations for Multifamily Executives

The data in this report presents not just a challenge to outdated models, but a clear, strategic
roadmap for action. To build a resilient reputation that attracts and retains high-value
residents, leadership should focus on the following four areas:

Prioritize Operations Around the Apex Threats. Operational excellence is not about fixing
everything at once; it's about fixing the right things first. The data provides a definitive guide
to what matters most to residents.

o Action: Conduct a portfolio-wide audit to identify and aggressively mitigate any exposure
to Apex Threat issues like Pests, Security, Financial Clarity, and Noise. A single Pest
review is more damaging to your reputation than a dozen complaints about the gym. Align
budget, training, and preventative maintenance resources accordingly.

Audit for Your Veto Factors, Not Just Your Score. A 4.5-star property with a recurring
maintenance quality issue is at higher risk than a 4.2-star property with none. You must
understand which specific, high-severity issues are creating a Veto Effect for your properties
and acting as a drag on leasing.

» Action: Move beyond tracking sentiment by averaging star ratings. Implement a process
to systematically analyze 1- and 2-star review content to identify recurring themes. These
themes are your property-specific Veto Factors. Addressing them directly is the fastest
way to de-risk your reputation and improve closing ratios with unforgiving prospects.

Manage Reputation by Persona, Not Just by Property. The "average renter" is a myth. A
successful reputation strategy speaks directly to the unique priorities of a target
demographic.

o Action: Define the key renter personas your portfolio aims to attract (e.g., Pragmatic
Professional, Young Searcher, Settled Resident). Use content analysis to understand how
your properties perform on the issues that matter most to that specific group. Tailor
marketing messaging and operational improvements to align with their priorities.

Adopt a Content-Aware Measurement Framework. The tools used to measure reputation
must evolve to match the sophistication of the modern renter and the technology they use. A
simple average cannot distinguish between an attraction problem and a retention problem,
nor can it quantify the risk of a Reputation Tax.

e Action: Demand a more intelligent and insightful way to measure online reputation. Your
primary KPI should be a metric that understands the hierarchy of renter needs, weights
issues based on their proven impact, and provides a true assessment of a property's
strengths and weaknesses. Focusing on just your Google star rating is overly simplistic
and will not correlate to financial forecasting as well as a more detailed approach.

The future of reputation management belongs to those who look beyond the stars and find
meaning in the words. By embracing a content-centric approach, multifamily leaders can build
more resilient operations, mitigate risk, and forge a stronger, more profitable connection with
the residents they serve.
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Appendix of
Further Analysis
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Review Concern Scenario Comparisons

Respondents were asked to choose which of two negative review scenarios would concern
them more. The pairings were determined using both a frequency and impact analysis to
force respondents to choose between two categories with similar anticipated influence. The
results of these forced-choice comparisons were as follows:

Maintenance Speed vs. Customer Service

70%
60%
50%
40%
30%
20% 33.14%
10%

0%

66.86%

Reviews mention, "It takes weeks to get a simple maintenance Reviews mention, "The front office staff are
request resolved, even for things like a leaky faucet." consistently rude and never seem to want to help."

Maintenance Speed vs. Customer Service --- The more concerning issue was clearly “It
takes weeks to get a simple maintenance request resolved, even for things like a leaky
faucet.”, chosen by 66.9% of respondents (690 people). This was chosen over “The front
office staff are consistently rude and never seem to want to help.”, which was selected by
33.1% of respondents (342 people).

Pests vs. Financial Clarity

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

0%

53.20%

46.80%

Reviews mention, "We've seen roaches multiple times, Reviews mention, "They kept adding random charges to
and management hasn't been able to fix the problem." my bill and didn't provide a clear breakdown."

Pests vs. Financial Clarity --- The more concerning issue was clearly 'We've seen roaches
multiple times, and management hasn't been able to fix the problem., chosen by 53.2% of
respondents (549 people). This was chosen over 'They kept adding random charges to my
bill and didn't provide a clear breakdown.', which was selected by 46.8% of respondents (483

people).
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Noise vs. Amenity Condition/Availability

80%
60%
40%
20%
22.67%
0%
Reviews mention, "You can hear every conversation and Reviews mention, "The gym equipment is always
footsteps from the neighbors above and next door." broken, and the pool is often closed for 'maintenance'."

Noise vs. Amenity Condition/Availability --- The more concerning issue was clearly “You can
hear every conversation and footsteps from the neighbors above and next door.”, chosen by
77.3% of respondents (798 people). This was chosen over “The gym equipment is always

broken, and the pool is often closed for 'maintenance'.”, which was selected by 22.7% of
respondents (234 people).

Packages vs. Move-in Quality

60%
50%
40%
30%
20% 40.02%
10%

0%

Reviews mention, "Packages are routinely stolen from the Reviews mention, "When we moved in, the apartment
mailroom, and the lockers are always full." was dirty and had stains on the carpet.”

Packages vs. Move-in Quality --- The more concerning issue was clearly “Packages are
routinely stolen from the mailroom, and the lockers are always full.”, chosen by 60.0% of
respondents (619 people). This was chosen over 'When we moved in, the apartment was dirty
and had stains on the carpet.”, which was selected by 40.0% of respondents (413 people).
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Trash vs. Exterior Lighting

60%
50%
40%
30% 59.01%
20% 40.99%
10%
0%

Reviews mention, "The dumpster is always Reviews mention, "The parking lot is'pitch black at
overflowing, making the whole area smell terrible." night, and | don't feel safe walking to my car."

Trash vs. Exterior Lighting --- The more concerning issue was clearly “The dumpster is
always overflowing, making the whole area smell terrible.”, chosen by 59.0% of respondents
(609 people). This was chosen over “The parking lot is pitch black at night, and | don't feel
safe walking to my car.”, which was selected by 41.0% of respondents (423 people).

Internet & Cable vs. Maintenance Cleanliness

70%
60%
50%
40%
30% 61.05%
20% 38.95%
10%

0%

Reviews mention, "The Wi-Fi here is constantly cutting out, Reviews mention, "Maintenance fixed the leak but left
making it impossible to work from home." mud all over my bathroom floor."

Internet & Cable vs. Maintenance Cleanliness --- The more concerning issue was clearly
“The Wi-Fi here is constantly cutting out, making it impossible to work from home.”, chosen
by 61.1% of respondents (630 people). This was chosen over “Maintenance fixed the leak but
left mud all over my bathroom floor.”, which was selected by 39.0% of respondents (402

people).

... Why Star Ratings Are No Longer Enough: A Data-Driven Case for Content Analysis 27



Security vs. Condition of the Unit

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

0%

Reviews mention, "The security gates are always Reviews mention, "The appliances are ancient, and the whole
broken, and anyone can just drive right in." apartment looks like it hasn't been updated since the 90s."

Security vs. Condition of the Unit --- The more concerning issue was clearly “The security
gates are always broken, and anyone can just drive right in.”, chosen by 51.9% of respondents
(536 people). This was chosen over “The appliances are ancient, and the whole apartment
looks like it hasn't been updated since the 90s.”, which was selected by 48.1% of respondents
(496 people).

Maintenance Service vs. Smoking Policies/Enforcement

70%
60%
50%
40%
30%
20% 34.01%
10%

0%

Reviews mention, "Even after multiple attempts by Reviews mention, "The hallways reek of smoke, even
maintenance, the AC unit still doesn't cool properly." though this is supposed to be a non-smoking building."

Maintenance Service vs. Smoking Policies/Enforcement --- The more concerning issue was
clearly “Even after multiple attempts by maintenance, the AC unit still doesn't cool properly.”,
chosen by 66.0% of respondents (681 people). This was chosen over “The hallways reek of
smoke, even though this is supposed to be a non-smoking building.”, which was selected by
34.0% of respondents (351 people).
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Landscaping & Grounds vs. Interior Lighting

80%
60%
40%
20%
26.45%
0%
Reviews mention, "The grounds are unkempt, with trash Reviews mention, "There isn't enough lighting inside the
everywhere and broken lights in the common areas." apartment itself, it always feels dim."

Landscaping & Grounds vs. Interior Lighting --- The more concerning issue was clearly “The
grounds are unkempt, with trash everywhere and broken lights in the common areas.”,
chosen by 73.6% of respondents (759 people). This was chosen over “There isn't enough
lighting inside the apartment itself, it always feels dim.”, which was selected by 26.5% of
respondents (273 people).

Pet Waste vs. Parking

60%
50%
40%
30% 53.97%
20%
10%

0%

Reviews mention, "There's dog poop all over the Reviews mention, "Finding parking is a nightmare; there
grass, and no one ever cleans it up." are never any open spots near my building."

Pet Waste vs. Parking --- The more concerning issue was “There's dog poop all over the
grass, and no one ever cleans it up.”, chosen by 54.0% of respondents (557 people). This was
chosen over “Finding parking is a nightmare; there are never any open spots near my
building.”, which was selected by 46.0% of respondents (475 people).
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Communication vs. Cleanliness

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

0%

51.36% 48.64%

Reviews mention, "When | try to reach the office, | never Reviews mention, "The laundry room is always dirty, and half
get a call back or a clear answer." the machines are broken."

Communication vs. Cleanliness --- The more concerning issue was “When | try to reach the
office, | never get a call back or a clear answer.”, chosen by 51.4% of respondents (530
people). This was chosen over “The laundry room is always dirty, and half the machines are
broken.”, which was selected by 48.6% of respondents (502 people).

Factor Thresholds for Concern

Respondents were asked to select how much 2 complaints (out of 100+ total reviews) about
focus issues would impact their overall view of a property. The results were as follows:

40%
30%
20% 39.24% 39.24%
10% 18.02%
3.49%
0% I
Definitely a concern/red flag Potentially a concern, I'd Not a major concern, Not a concern at all

investigate further likely isolated

Threshold Pests --- Pests clearly stood out as a highly problematic area. Leading the way was
“Definitely a concern/red flag”, chosen by 39.2% of respondents (405 people). This was tied with
“Potentially a concern, I'd investigate further”, indicating that at least 3 out of 4 renters see two Pest
reviews as concerning.
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50%

40%
30%
48.54%
20%
31.40%

0,
10% 15.99% 4.07%

0% I

Potentially a concern, I'd Not a major concern, Definitely a concern/red flag Not a concern at all

investigate further likely isolated

Threshold Customer Service--- Respondents were more skeptical of a small number of complaints
about Customer Service. “Potentially a concern, I'd investigate further”, was the top choice, selected
by 48.5% of respondents (501 people). Only 15.99% of respondents (165 people) indicated it was
“Definitely a concern/red flag.”

40%
30%
20%
° 38.37% 37.80%
10%
0%
Not a major concern, Potentially a concern, I'd Definitely a concern/red flag Not a concern at all
likely isolated investigate further

Threshold Amenity Condition/Availability--- Respondents were willing to look the other way on a
small number of comments related to amenities. Over half of respondents (50.09%) saw two
complaints about Amenity Condition/Availability as either “Not a concern at all” or “Not a major
concern, likely isolated.”

60%
50%
40%

30%

52.23%

20%

10%
0%

3.59%

27.03%
17.15%
|

Potentially a concern, I'd Definitely a concern/red flag Not a major concern, Not a concern at all
investigate further likely isolated

Threshold Cleanliness --- Likes Pests, Cleanliness’ reflection on a resident’s physical safety makes it a
highly sensitive issue. 79.26% of respondents (818 people) indicated that two cleanliness complaints
were either “Potentially a concern, I'd investigate further” or “Definitely a concern/red flag.”
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Importance of Factors per Age Demographic

Analysis reveals that the 65+ age group places a higher average importance on negative
factors (4.43) compared to the 18-24 age group (4.13). This suggests older generations may
be less forgiving of operational failures. Furthermore, the 18-24 age group exhibits a higher
standard deviation (0.26) in their factor valuations. This indicates greater variability in their
responses, with a strong emphasis on specific concerns like Security and Pests, while
demonstrating a more relaxed approach to other factors.

Heatmap of Factor Importance by Age Group
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Percentage of Each Age Group Citing an Issue as a “Deal Breaker”

Communication  25.3% 28.6% 22.3% 22.2% 34.0% 28.3%
Financial clarity | 42.7% 45.1% 42.0% 45.6% 49.5% 53.4%
Customer Service 3-0.?% 37.4% 35.2% 35.7% 45‘.7% 43.9% [
move-in quatity  26.7% 29.7% 35.2% 34.5% 45.7% 54.7%
Exterior Lighting 8.0% 9.3% 11.9% 15.2% 19.7% 28.3%
Interior Lighting 6.7% 9.3% 13.0% 7.0% 15.4% 20.2% -6
noise 25 3% 33.5% 39.9% 40.9% 53.7% 53.8%
security  44.0% 46.7% 45.1% 56.7% 56.9%  66.4%
internet Cable  28.0% 32.4% 25.9% 33.9% 35.1% 40.4% -5
Landscaping & Grounds  9.3% 11.5% 18.1% 14.6% 16.5% 17.0%
Packages  34.7% 31.3% 37.3% 38.0% 47.9% 48.9%
Unit Condition 12.0“{3 29.1 % 26.93’0 33.3% 38.8%! 430% 40

rarking  13.3% 24.2% 21.2% 24.0% 29.3% 44.4%

wash  22.7% 25.8% 29.0% 31.6% 42.0% 43.0%
Smoking Policy/Enforcement  16.0% 14.8% 14.0% 18.7% 27.1% 34.5% .
General Cleantiness  295.3% 25.3% 31.6% 31.0% 38.3% 42 6%
retwaste  13.3% 19.8% 24.9% 25.1% 37.2% 38.1%

rests  58.7% 577%  627%  643%  T1.8%
Amenity Condition/availability 14, 7% 28.0% 18.7% 17.0% 20.7% 21.1%
Maintenance Timeliness 34 7% 33.0% 27.5% 36.8% 33.5% 47.5%
Maintenance Service 253% 33.50.}.0 32.1 % 33.3% 41 .0% 43.4%
Maintenance Cleanliness  14.7% 17.6% 16.6% 16.4% 21.7% 20.2%

18-24 25-34 35-44 45-54 55-64 65+
Age Group

Deal Breaker Issue
% of Age Group Selecting as Deal Breaker

Our analysis of renter "deal breakers" reveals that priorities are
highly segmented by age. Only one issue was cited as a deal
breaker by a majority (over 50%) of respondents in every age
group (Pests). This finding constitutes that a non-negotiable

problem for one demographic may be a lesser concern for another,
making a one-size-fits-all approach to resident retention
ineffective.
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Glossary of Terms

This glossary defines the key proprietary terms and analytical frameworks used throughout
this report to decode the modern renter's decision-making process.

Apex Threats: The most critical issues in the rental experience, foundational to a resident's
health, safety, and financial well-being. These are issues like Pests, Security, and Financial
Clarity, which our data shows have the most significant negative impact on a property's
reputation when mentioned in reviews.

Data-Driven Personas: Fictional renter profiles, such as the “Pragmatic Professional” and
“Settled Resident,” created by combining demographic, behavioral, and psychographic data
from our survey. These personas represent distinct segments of the rental market, each with
a unique hierarchy of priorities.

Reputation Tax: A metric developed for this report to quantify the precise negative impact of
specific review topics. It measures the drop in a renter's “Likelihood to Lease" (on a 1-5 scale)
when a high-rated property has a recurring flaw mentioned in its reviews, effectively showing
how much value a high star rating loses due to poor content.

Say-Do Gap: The observed difference between a renter's stated priorities and their actual
choices in a direct comparison. This phenomenon reveals that instinctual concerns (e.qg.,
pests) often override consciously identified priorities (e.g., hidden fees), demonstrating the
power of visceral, content-driven issues.

Skeptic A psychological renter profile identified in this report, representing 45.1% of the
market. Skeptics are primarily motivated by avoiding negative outcomes and actively search
for “red flags” to disqualify a property. They are characterized by having a high number of
"deal-breaker" issues.

Threat Score A proprietary metric developed for this report that calculates the total
psychological weight and reputational risk of an issue. The score is a product of three factors:
1) the issue's average importance rating, 2) the percentage of renters who consider it a "deal-
breaker," and 3) the percentage of renters who name it a top-three priority.

Unforgiving Renter: A key segment of the renter market (35.8% of all respondents) who state
they will not reconsider a property if it has a review mentioning one of their core deal-breaker
issues, regardless of how high its overall star rating is. This segment's behavior is the primary
driver of the Veto Effect.

Veto Effect: The powerful phenomenon where a small number of online reviews mentioning a
high-severity "Apex Threat" can completely nullify the positive impact of a high overall star
rating, causing a prospective renter to eliminate a property from consideration.
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