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Customer's Key Questions

How does Could I call this
the process place home?

work? (apartment &
community)

Do they
have what

Will the staff care

about me and be

responsive? Will it
be consistent?

I need?




Customer Journey Map

Prospect to Tour

What are the key customer
touch points? What are leasing
agents doing great? What are
some opportunities to increase

conversion?

Given Satisfacts’ results,
could we improve renewal
rates? Increase loyalty?

Move-out
and Referral

Is move out a positive
lasting experience?
How can we increase
referrals?

Lead to Prospect Tour to Approved Lease
What are the company What is the conversion
efforts to convert Leads rate for the portfolio?

into Prospects?



Portfolio
Conversion Rate

Lead to Prospect

89.58%

Lead
Generation

Initial o
Contact

ILS: Zillow, RentCafe, Guest card creation

@ Yardi through
Frankie or LC: Lead

Apartment List,

Apartments.com, Rent.com,
with concessions varied by becomes a prospect
month. at guest card

creation.

Google organic & paid

search ads

Ratings + Reviews: Yelp,
GoogleMyBusiness,

ApartmentsRatings.com

| ] opportunity for improvement



Offer various options
for scheduling tours
such as virtual tours or
self-guided tours.

Opportunity for D

improvement

Prospect to Tour

Confirmation email by
Frankie and/or leasing
agent. LCs call
prospects to confirm
tour after email is sent.

@Property Tour

Greet prospect at
property. Showcase
features and amenities.
Address questions and
concerns. Offer other
locations based on needs.

Portfolio
Conversion Rate!
for Phase 2

21.08%

Fg, Follow Up & Next Steps

Thank the prospect for
the tour. Determine
optimal number of times
to follow up post tour.
Provide additional
information if requested.

Prospect (guestcard)
to Actual Tour (%)

Tysons Glen 31.23%
Devonshire Sq. 36.84%
30.97%

19.63%

14.64%

Bren Mar 14.16%
Rose Hill I 16.82%
Rose Hill IT 24.63%
Gainsborough 23.12%
Copperfield 24.76%
Churchill 21.62%




Application Review and

Explain application
review process and

Application

Provide online leasing
application through
email, or visiting the

Tour to Approved Lease

Notify prospect of application
approval status - if denied,
contact the guarantor program

Approval

Conduc'r.'rhorough
background checks using
Yardi Voyager/ RentGrow

Request supporting
documents
(eg. ID, proof of income)

Coordinate move-in
logistics (keys,

Portfolio
Conversion
Rate for

Phase 3

23.70%

utilities, etc.)

Devonshire Sq. 45.71%

Tour to Approved
Lease
(%)

21.4%

30.7%

29.17%

20.96%

Bren Mar 22.2%

EXpIGIn leqse Rose Hill I 24.07%
terms and

obligations Rose Hill IT 18.66%

Gainsborough

Copperfield

Churchill

22.5%

17.65%

1.25%




Provide regular property

Monthly
events

updates or newsletters,
eblast

Provide a move-in
packet with essential
information that
makes the resident
feel excited about
their decision

Introduce property
management
team

30-60-90 day follow
up after move-in
through CRM Flex

Opportunity for D
improvement

Provide clear .

communication
channels for
inquires

Social
media

Address maintenance
“i requests prompftly

Lease Renewal
Reminder

Notify resident
about lease
renewal timeline
(60 days before
end of lease)

Explain any changes in
lease terms

’ Offer incentives for

lease renewal (eg.

reduced rent)

Move-in to
Renewal
(Units)

Tysons Glen 98

Devonshire Sq. 14
30

26

42

Bren Mar 22
Rose Hill I 22
Rose Hill IT 34
Gainsborough 34
Copperfield 17
Churchill 2




PROSPECT
(GUEST CARD) TO
LEASE

Avg Days
Conversion :

CR based on 6/22/2023
for March-June time
period

Prospect to

Prospect to

Lease Lease

(March - (March - Jun
June 2023) 2022)
Tysons Glen 6.68% 3.7%
Devonshire Sq. 16.84% 13.8%
9.51% 4.0%
5.73% 6.8%
3.07% 1.5%
Bren Mar 3.15% 2.5%
Rose Hill I 4.05% 4.7%
Rose Hill IT 4.60% 1.4%
Gainsborough 5.20% 5.8%
Copperfield 4.37% 17.5%
Churchill 2.70% 14.3%

Portfolio
Conversion
Rate

4.94-,



More Variety of Tours

e Self-guided Tours: Using a unique access code or lockbox to enter a unit without a leasing agent in attendance
e Video Call Tours: Schedule one with a leasing agent to show around the property

Open House

e Once/twice a month on Saturdays during high season and off season as needed

e  Optimally tease open houses on Tuesday before the event

Increase Renewal Incentives

e Lock current price if lease is renewed before x date. After x date, it is subject to a rate increase.
o  Its easier to renew a resident than to find one « opportunity cost

e Recommendations: Lease extension bonus, professional cleaning service, utility discounts (eg. renters insurance discount)



Referral Incentives:

e Analyze an increase in referral incentive from $800 — $1000

Improve Move-in packet: Make the resident feel like they have made

the best decision

o Recommendations: brochures of local services and amenities,
coupons, maintenance request form instructions, move-in

checklist, property handbook/rules, copy of lease agreement

Community Engagement events

e Hold at least 2 events per month
o Introduce Property Management feam

o 1“Welcome Residents” event per month

March - June 2023 Event Frequency

June

May

April

March

Bel Air MH

0

Bren Mar

Bull Run MH

Forest Park
MH

Gainsborough

Rose Hill

Stuart Woods

Tyson’s Glen

Waples MH

Woodlee
Terrace




APPENDIX




Tours - Al Implementation

Total portfolio through MeetElise

Leads Booked Applied

Without AI: 1,542 Without AI: 123

Attended Unattended




®
Satisfacts Results

Company eplQ Breakdown

By Community By Date By Company Rank Nationwide

Q, Search communities...

Community * eplQ Grade ¢ Monthly Change ¢ Renter Rating Review Count/Unit ® ¢ Mgr. Review Engagement ¢

Bren Mar Apartments [ [J&F 97.55 0.27% &) 287 &R 0.19 (26/134) A=) 100.00%

Churchill Mews [ [A 8482 -0.07% &= 408 &) 0.20 (2/20) &) 100.00%

Copperfield Square ' AN s7.25 -0.78% Ay 247 B o0.22 17/77) AR o4.12%
Devonshire Square Apartments [ AN 90.26 | +0.20% | A 400 B 015013/89) &) 100.00%
Gainsborough Court ' A% 95.94 | -0.10% | Ay 258 ) o0.21 G1151) &5 100.00%
Rose Hill Apartments [ &R 9817 | +0.04% | B 28 B o.23 (104/245) &8 100.00%

Stuart Woods [ A% 97.37 +0.02% PAg 279 &3] 0.18 (82/450) &) 100.00%

Tysons Glen Apartments and Townhomes ' &5 96.08 +0.27% JAy 450 B 021 (72/343) &8 100.00%

Woodlee Terrace [ [J&F] 97.10 +0.61% PAy 473 &) 0.32 (44/139) A=) 100.00%




®
Satisfacts Results
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Community $

Bren Mar Apartments

Churchill Mews

Copperfield Square

Devonshire Square Apartments
Gainsborough Court

Rose Hill Apartments

Stuart Woods

Tysons Glen Apartments and Townhomes

Woodlee Terrace
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