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apartmentratings 
visitor study reason for visiting 

Responses: 5,164 

58% 91% 29% 78% 

Plan on signing 
within 7 days 

Read reviews before 
making a decision 

Final site is 
ApartmentRatings 

Basing their 
decision on the 
reviews they’re 
reading today 



apartmentratings 
visitor study impact of responding 

Responses: 3,119 

Yes 
Only read 
reviews 

No Other 
Don’t read 
responses 

61.8% 16.9% 13.7% 4.2% 3.4% 



Acknowledge the 
reviewer 

Market to the 
reader 







“nice building” 

“friendly people” 

“well-equipped” 

“beautiful apartment” 

“corridors perfumed” 

“well maintained” 

“dog park” 



Wow!  Your review made my day – so many kind 

words I don’t know where to begin.  I do love 

that you mentioned our corridors.  John, our 

porter, takes great pride in his work, rest 

assured I will show him this review.   

 

P.S. I’ll let you in on a little secret: next time 

you’re having a bad day, visit our dog park.  It 

always makes me feel better! 







Primacy 

Recency 



Surprise 

Repetition 

False Memory 
? 



Another 5-star review! We are so grateful for your kind words - our team is truly 
invested in providing the type of living experience you just described. It’s great to know 
our residents love living here enough to give us the highest possible score in all 
categories.  Thank you for mentioning how quickly maintenance requests are handled.  
This is a top priority for us - we believe residents should have access to everything they 
pay for. I will be sharing this review with the team during our next meeting. Your 
experience is sure to keep us motivated going forward! 
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Thanks to opening our eyes to your less than desirable experience. What you’ve 
described is completely out of the norm for us and we need to make things right. While 
safety, neighborhood and grounds received high ratings, we’d like the opportunity to 
change your perception of our team’s level of service. Every resident deserves an 
unbelievably positive experience and we’re confident we can turn things around before 
your lease expires in October. First things first, please contact me personally so we can 
set up a meeting at your convenience to talk about your most pressing needs. I will take 
the lead and assure you will be satisfied going forward! 

Primacy 



Thanks to opening our eyes to your less than desirable experience. What you’ve 
described is completely out of the norm for us and we need to make things right. While 
safety, neighborhood and grounds received high ratings, we’d like the opportunity to 
change your perception of our team’s level of service. Every resident deserves an 
unbelievably positive experience and we’re confident we can turn things around before 
your lease expires in October. First things first, please contact me personally so we can 
set up a meeting at your convenience to talk about your most pressing needs. I will take 
the lead and assure you will be satisfied going forward! 

Repetition 



Thanks to opening our eyes to your less than desirable experience. What you’ve 
described is completely out of the norm for us and we need to make things right. While 
safety, neighborhood and grounds received high ratings, we’d like the opportunity to 
change your perception of our team’s level of service. Every resident deserves an 
unbelievably positive experience and we’re confident we can turn things around before 
your lease expires in October. First things first, please contact me personally so we can 
set up a meeting at your convenience to talk about your most pressing needs. I will take 
the lead and assure you will be satisfied going forward! 

Surprise 



Thanks to opening our eyes to your less than desirable experience. What you’ve 
described is completely out of the norm for us and we need to make things right. While 
safety, neighborhood and grounds received high ratings, we’d like the opportunity to 
change your perception of our team’s level of service. Every resident deserves an 
unbelievably positive experience and we’re confident we can turn things around before 
your lease expires in October. First things first, please contact me personally so we can 
set up a meeting at your convenience to talk about your most pressing needs. I will take 
the lead and assure you will be satisfied going forward! 

Recency 



Renters rely on 
reviews 

Looking for  
“social proof” 



Responses offer a 
glimpse of service 

Your words create 
the perception 



Appreciate the 
feedback 

Seize the 
opportunity to 

market 



QUESTIONS? 




