
Reviews Matter
How online community reviews 
influence the renter decision
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When it comes to attracting strong renter leads, 
online community reviews play a significant 
role in driving interest, confidence and most 
important, decisions.

In order to provide our advertisers the best guidance about 
how to attract and win qualified renters, Apartments.com 
conducted a consumer survey to measure just how much 
of an impact online community reviews have on prospective 
renters and their leasing choices. 

We sought to understand how strongly renters may be 
influenced by online testimonials from their peers. We also 
wanted to measure the role reviews play in reputation 
management – essentially, how reviews might help 
property managers and owners drive positive perception 
and renter interest.

Here’s what we learned.

METHODOLOGY

Apartments.com surveyed more than 4,000 consumers 
to measure the impact online community reviews have 
on prospective renters and the choices they make.

We released the seven-question survey on July 25, 2016, 
to email subscribers of Apartments.com. We received 
4,088 responses representing a 10 million population 
size. The confidence level for the survey is 95% with a 
2% margin of error.
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Ninety-eight percent of survey respondents indicated that they 
read property reviews, either always or some of the time. This 
resounding response illustrates the fact that 
renters want insight into the living experience 
at apartment communities, and they value the 
information they get from reviews.

On the whole, renters look for trends in reviews: 
Are they mostly positive? Does management 
respond to resident concerns? It may seem 
counterintuitive, but even a few negative reviews 
can establish credibility for a property. According 
to one survey respondent, “I try to find the 
patterns in reviews. There are always outliers; 
overly positive and negative people will try to get their voices 
heard over most. I trust the majority consensus.”

Encourage your satisfied residents to submit reviews about their 
experiences at your property – and take steps to address any 
negative reviews through thoughtful and swift responses that 
boost your brand and reputation. While online reviews ultimately 
begin with quality “in-person” service – a responsive staff, timely 
resolution of maintenance issues, etc. – responding to reviews 
also proves beneficial.

Renters read property reviews – a lot.
WE ASKED RESPONDENTS THE FOLLOWING:

“If reviews are available when searching 
for a rental property, do you read them?”

Renters want insight into 
the living experience at an 
apartment community, and 
they leverage the information 
they get from reviews.

98% of survey respondents indicated 
that they read property reviews.
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The results strongly demonstrated what we’ve grown 
to expect: renters rely heavily on reviews when they’re 
making a decision about where to rent. To be exact, 
96% of our surveyed renters find reviews influential. 
And 79% find them highly influential.

One survey respondent remarked that online reviews 
“make me feel comfortable when looking at renting 
a property.” In fact, renters often use reviews to vet 
properties before deciding to visit in person.

Online property reviews increase lead traffic; as 
mentioned previously, it’s beneficial to actively solicit 
reviews from your satisfied renters to help expand 
your business. An analysis of Apartments.com 
internal data recently showed that a community with 
at least one review generates, on average, 47% more 
leads than those with no reviews. That’s a big number 
when it comes to decision-making.

Reviews drive rental decisions.
WE THEN ASKED RENTERS:

“How influential are reviews in 
helping you make a decision about 
which property to rent?”

Renters want insight into 
the living experience at an 
apartment community, and 
they leverage the information 
they get from reviews.
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General purchasing decisions could 
include items such as household goods 
and appliances, meals out at restaurants, 
local attractions and more.

We discovered that 97% of respondents 
believe that consumer reviews are 
important for everyday purchases. It 
makes sense that consumers would value 
the input of their peers when it comes 
to making critical choices about the 
neighborhoods and communities in  
which they’ll live.

Consumer reviews 
impact most purchasing 
decisions, period.
WE ASKED OUR SURVEY BASE:

“How important are 
consumer reviews to  
your purchasing decision 
in general?”

indicate consumer 
reviews are 

important for 
everyday purchases.
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The answer was decisive, with 94% responding “yes” – they’re 
more apt to consider renting from a place that shows reviews.

Based on survey 
results, consumer 
reviews are 
practically a 
non-negotiable 
when it comes to 
attracting renters. 
A community with 
positive online 

reviews will attract more renters than a similar community 
without online reviews.

One survey respondent remarked that multiple reviews “made 
looking for an apartment a lot easier…I can narrow (my search) 
down to the things I want, and I pay attention to the reviews that 
were done in the past year (the most).”

Once again, renters aren’t looking for perfection; rather, they’re 
seeking a general consensus that a community offers the things 
they need, whether it’s good service, maintenance, amenities, 
atmosphere or otherwise.

There are steps you can take to respond to and address reviews 
in a way that ultimately yields positive results. Read how in our 
“Apartments.com Guide to Managing Online Presence” at the 
end of this paper.

The more good reviews, the better.
WE ASKED SURVEY RESPONDENTS:

“Would you be more apt to consider 
renting from a place that shows reviews?

Consumer reviews are non-
negotiable when it comes to 
attracting renters. 
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The majority – nearly 80% - deemed that 
communities are trustworthy if they have at least four 
to six reviews. A large portion of that total number 
indicated that even more reviews reinforced reliability.

As mentioned earlier, current reviews are relevant 
reviews. Prospective renters trust more recent reviews, 
so it’s also important to ensure new ones come 
through regularly.

“I typically look for the most current reviews (one 
year – now) and I look to see if they mention anything 
about the maintenance of the property, the grounds, 
as well as office staff,” said one respondent. 

Reviews lend 
credibility and 
reliability.
WE ASKED RESPONDENTS:

“How many 
reviews do you 
need to see to feel 
you’re getting 
reviews from a 
reliable source?”

80% of respondents deem a community trustworthy 
if it has at least 4-6 reviews.
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We found that 77% of respondents rated the reviews 
on Apartments.com as good-to-excellent quality. 
And, as mentioned previously, 
we know that a community 
with just one review generates 
47% more leads than a 
community with no reviews.

Apartments.com resources, 
including The Apartments.com 
Guide to Managing Online 
Presence, Surveying Residents 
to Understand the Perception 
of Your Community, and a Template for Soliciting 
Resident Reviews, all follow in this paper, and are 
intended to help you solicit excellent reviews from 
your satisfied residents while turning negative 
reviews into positive opportunities.

Renters look to 
Apartments.com 
for reliable 
reviews.
WE FINALLY ASKED OUR 
SURVEY RESPONDENTS:

“How would you 
rate the quality 
of reviews on 
Apartments.com?” 

of respondents deem a community trustworthy 
if it has at least 4-6 reviews.
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Online reviews can help or hurt your business. 
Renters use them to vet properties before they 
consider visiting your community.
With this in mind, here are some steps you can take to ensure you’re getting 
the most out of online community reviews.

ASSESS YOUR ONLINE PERCEPTION

Take a look at your community’s reviews on Apartments.com. Is your online 
perception largely positive, or negative? Don’t have enough reviews to 
assess? Send out a brief survey to your residents using Survey Monkey. It’s 
free, and we’ve already developed questions for you on the following page.

Negative reviews for issues outside of your control—namely neighborhood 
and safety issues—can be tougher to address. If residents complain the 
neighborhood is boring, consider hosting community events, or starting a 
newsletter or bulletin board which keeps them informed about all the great 
local events happening in the area. If safety is a concern, take measures to 
ensure your residents feel safe: consider adding 24/7 security if you don’t have 
it, or adding more light in parking garages, lots, and in front of your building.

Apartments.com Guide to Managing 
Online Presence

If Your Perception Is Positive:

Congratulations! Don’t worry about one or two 
negative reviews—our research shows a few 
negative reviews amidst a mostly positive vibe 
actually help build trust and credibility. The 
most important thing you can do—apart from 
keeping up great customer service—is to solicit 
more reviews from your residents.

If Your Perception Is Negative:

Before you start soliciting reviews, you may have 
some issues to fix. Analyze reviews for trends 
and use them for feedback. Do reviews focus 
on issues within your control, such as concierge 
service or maintenance? If so, those issues can 
be fixed quickly and you should see results in a 
month or two once resolved.
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SOLICITING REVIEWS FROM RENTERS

The more recent the review, the more 
prospective renters trust it, so you need to 
keep new reviews coming in on a regular 
basis. Use every opportunity you can to 
solicit reviews from your renters. Here are 
two quick tactics to help increase your 
review volume:

• Place a sign on the concierge desk 
asking residents to leave their 
reviews on Apartments.com.

• When your maintenance team 
completes a service request, 
have them leave a flyer with the 
maintenance notice form, asking 
residents to visit Apartments.com 
and review their maintenance service.

If you really want to crank up your review 
volume, implement a monthly email 
campaign asking residents for reviews. 
While any positive review is good, our 
research shows that renters care about 
these three issues the most:

• Customer Service  
(Property Management, Concierge)

• Maintenance

• Neighborhood

We recommend downloading our email 
template which follows below. You can 
simply customize it to focus on your 
community’s strengths, and then send to 
your residents soliciting reviews.

RESPONDING TO REVIEWS

Make it a point to continually monitor 
online reviews for your community. It’s 
important to respond to negative reviews. 
If you’re able to use the response as a 
launching pad to solving the reviewer’s 
issue, that’s great. If you’re unable to 
solve the issue, a thoughtful response or 
apology will show prospects that you’re 
attentive to resident issues and alleviate 
some of the negative impact.

You should respond to positive reviews as 
well. This is an opportunity to thank your 
current residents and also demonstrate 
to prospects that you’re actively engaged 
with and attentive to your community.
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I. CREATE A FREE ACCOUNT AT SURVEY MONKEY.

II. UPLOAD THE FOLLOWING QUESTIONS INTO YOUR SURVEY 
USING A SCALE OF 1 TO 5 (1 = extremely poor, 5 = excellent).

1. How would you rate the quality of service from our 
property management and concierge team?

2. How would you rate the quality of service from our 
maintenance repair team?

3. How would you rate our surrounding neighborhood and 
amenities?

4. How would you rate the overall experience of living at 
<Insert Property Name>?

5. Comments 
(Note: This is optional, but may yield some good 
quantitative feedback and is easy to facilitate in  
Survey Monkey)

III. EMAIL A LINK TO YOUR SURVEY USING THE BELOW TEMPLATE.

Surveying Residents to Understand 
the Perception of Your Community

New Message

To <Resident>

From <Property Name>

“Dear <Resident Name>,

In an effort to ensure a great living experience at <Insert 
Property Name>, we’re asking our residents to complete 
this brief, anonymous survey <Insert Link>. We hope to 
use your feedback to make your experience even better.

Thanks,

<Property Manager Name> 
<Contact Info>

Send
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Property 
Management & 

Concierge Service
Maintenance Service Neighborhood

Template for Soliciting Resident Reviews

Send

New Message

To <Resident>

From <Property Name>

“Dear <Resident Name>,

In an effort to inform prospective renters about what the living experience 
is like in <Insert Community Name>, we’re hoping you’ll write a review of our 
community on Apartments.com.

Thanks for helping us accurately represent <Insert Community Name> on 
Apartments.com.

SUGGESTED TOPICS TO INCLUDE IN YOUR REVIEW

Sincerely,

<Property Manager Name> 
<Property Manager Contact Info>
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LEARN MORE

advertise.apartments.com


