


Best In Class



Presenter Notes
Presentation Notes
Hello everyone, my name is Nada Stephenson. Today, we’ll be walking through Best in Class, and I’ll be focusing specifically on time management.
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Time management is the practice of planning and controlling how time is spent on different activities. 



This Role Is Built for
Interruption

Gnd that’s naot a flaw...s @
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The reality check. Property management is not calm. This Role is bult for interruptions. 
Emergencies, Residents, Employees, Deadlines.
Office team- shout out a couple daily interruptions
Service team- shout out a couple daily interruptions
You need to start living in a world of controlling your calendars. Its about controlling your priorities. It starts with you, you set the boundaries.
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Forget balance. Think
momentum.

Busy fills your day.
Effective moves your
portfolio
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((CLICK))
By a show of hands, how many of you multitask while completing reports, submit your reports with confidence. Then your regional checks your reports are asked to be corrected? 
Multi tasking feels productive, but it actually fractures your attention. Presence means being fully engaged with the task in front of you.

Balance sounds nice, but in leadership it’s unrealistic. The job isn’t equal effort everywhere; it’s intentional reallocation based on what the property or portfolio needs right now. 
Momentum is created when leaders consciously decide where their time goes instead of reacting to everything.

Busy leaders answer every email, attend every meeting, and solve every problem themselves.
Effective leaders set priorities, delegate outcomes, protect focus time, and drive results through others.
The goal isn’t a full calendar—the goal is forward movement.







Email Overload
Poor Time Tracking
Ineffective meetings
Fear of failure
Excessive multitasking
Doing everything by yourself
Procrastination
Complaining instead of solving
Perfectionism TIME WASTERS

Y we dor’t contral auk time,



Presenter Notes
Presentation Notes
((CLICK THROUGH ALL OF THEMx10))
If your calendars is full but your KPIs are flat, this is why.



The Eisenhower
Method:

IMPORTANT

NOT IMPORTANT

URGENT

DOIT
focus on
these tasks
first

DELEGATE IT
Find
someone
else or push
back

NOT URGENT

SCHEDULE
IT
Decide a
timeto get it
done.

ELIMINATE IT
This
becomes
your “do not
do” list
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Everything we do falls into one of these categories.

Important+Urgent=These are True emergencies: fire, flood, Blood, fair housing issues→ immediate attention

Important+ Not Urgent= These are Operational priorities and this is where success lives→ complete same day
Delinquency follow-ups
Vendor management
Reports
Training & development

Not important + Urgent= Delegate this. 
Examples:
Non-emergency interruptions
Emails that could wait
Routine resident issues
Follow ups
Vendor scheduling
Walk-ins without appointments
 The category is your biggest time thief. 

Then we fall into 
Not important + Not Urgent= Eliminate it. This becomes your “do not do” list
Examples:
Unnecessary meetings or duplicate reports
Your do not do list is just as powerful as your to do list

�We need to start working smarter not harder�


Execution That Scales

Learn to say No (professionally) SMART GOALS
Specific

Goals that actually work > et
Measurable

Work smarter at Scale Achievable
Relevant

Delegation to elevate Time Based

Assign the right people to the right work
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“Most teams don’t fail because they’re lazy or untalented.�They fail because they’re busy… with the wrong things.”

Working harder doesn’t scale. Better execution does.

((CLICK))

Learn to Say No (Professionally)
Say no to:
Projects that do not align with goals
Meetings without agendas
Tasks your team can handle
Perfection when progress is enough
Every yes steals time from something else.
Choose wisely.

((CLICK))
Goals That Actually Work
Use SMART goals but make them operational:
Specific�Measurable�Achievable�Relevant�Time based
Then ask:
Who helps define them?
Who holds you accountable?
Who needs visibility?
If goals live only in your head, they are wishes.

Work Smarter at Scale
Leaders do not rely on memory.�They rely on systems.
Use your:
Dashboards
Standard reports
Shared trackers
Calendar blocks
Templates
Automation
If you repeat it more than twice, systemize it.

Delegate to Elevate
Delegation is not dumping work.
It is developing people.
Results of delegation:
Time savings
Stronger teams
Higher productivity
Reduced burnout
Leadership is building capacity, not being the hero.
The 80 Percent Rule
If someone on your team can do it 80 percent as well as you, delegate it.
Then coach them to 100.
That is how bench strength is built.�That is how portfolios scale.

Assign the Right People to the Right Work
Match strengths to tasks:
Leasing owns leasing
Service owns service
Admin owns admin
Leaders own strategy
Misalignment creates burnout.�Alignment creates performance.








Everything we do = N
causes a Ripple effect \

Allows for clear Developed team
accountability member

Better resident Increase
Experience occupancy

Drives vacant rents
up, decreased
expenses for turns
and marketing
needs

Pushes up income,
reduces expenses
creating stronger
NOI
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Everything we do causes a Ripple effect.

((CLICK))
Time Management allows for clear accountability ripples to developed team members > better resident experience. Increased occupancy. Driving vacant rent up, decreased expenses for turns and marketing needs to pushing in income, reducing expenses and creating stronger NOI.




Buck up, Buttercup
Your calendar reflects your leadership.

~ A

PROTECT IT. PRIORITIZE IT. USE IT TO BUILD PEOPLE
AND PERFORMANCE

\
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Your calendar reflects your leadership,
Its time to protect it. Prioritize it and Use it to build people and performance.


O
/ Homework
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I need you to clearly define what you need from us to protect your time.

Is it a desk calendar? Scheduled focus hours? A conversation with your site team?

When your door is closed, it’s for a reason. Your team can’t respect boundaries that aren’t clearly set—and you need to respect your own time first.



CURB APPEAL

Curb appeal is the visible proof of
our daily standards to everyone
that drive on our properties.

Ny
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Thank you, Nada. Hi everyone. I am Rachel Bryson, Regional Real Estate Manager for the Hampton Roads, Virginia team. I am super honored to be celebrating 5 years with AION in April. And I’m So excited to speak about this one today! So, lets talk curb appeal. And I knowwwww, I hear the sighs already from everyone! Curb appeal is something everyone in this room should already fully understand. But being “best in class” really starts with the basics. No one has ever driven onto each of your properties and said, “Wow, the grounds look terrible. I bet the work orders are handled quickly” or “Holy cow, the leasing entrance bushes look super overgrown, I bet the leasing office runs like a well-oiled machine”. So, let’s dive right on in. 
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When we talk about curb appeal, it really comes down to four pillars, ((CLICK BUTTON)) and the first is cleanliness. Cleanliness signals control and it tells residents and prospects that management is present, attentive, and takes pride in the community…and honestly, it matters more than upgrades. ((CLICK BUTTON)) The second pillar is consistency, because even nice improvements lose impact if the property feels mismatched or partially maintained. Inconsistency is what creates distrust. This would look like putting your sole attention on the front of the community and allowing the backside of the community to look unkept. ((CLICK BUTTON)) Third is landscaping structure, and this is where we sometimes overcomplicate it.  Overgrowth immediately sets the tone for expectation, even if that’s not the reality. ((CLICK BUTTON)) And finally….lighting. Lighting impacts safety perception, and overall visual appeal more than we give it credit for. When these four pillars come together, the community doesn’t just look better, it operates better.


Curb Appeal Is an
Operational Strategy

Curb appeal is the first operational
touchpoint

It sets conscious and subconscious
i - i expectations for maintenance response,
= 1§ J_i.*.ﬁﬁg;r o Wl oy safety, and general care from the team
Y TR T TR T =

s s S Impacts leasing velocity and
resident retention

Poor curb appeal creates objections
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Curb appeal is the first impression we give every single prospect, ((CLICK BUTTON)) and it quietly sets the tone for how residents feel about living there. ((CLICK BUTTON)) Whether we realize it or not, people connect what they see outside to how quickly we respond to work orders, how safe the property feels, and how much care the entire team puts into the community. ((CLICK BUTTON)) I’ve seen it many times.  If the exterior feels controlled and intentional, everything else is assumed to be the same. And when it’s not, we’re already fighting uphill before the tour even starts or before a renewal conversation ever happens. ((CLICK BUTTON)) The reality is, before a prospect speaks to anyone on the leasing team, they’ve already decided what our standards are. By a raise of hands, how many of you have shopped a comp and you instantly were able to identify issues within the first few seconds as you drove onto the property? (((they raise there hands))) ok, so imagine how that prospect or resident sees your community. 
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We all know first impressions happen fast as we mentioned before ((CLICK BUTTON))  and they usually are formed within the first seven to ten seconds of someone pulling onto the property. In that short window, people are already deciding whether this community feels worth the rent we’re asking. ((CLICK BUTTON)) So strong curb appeal helps us lease faster and supports rent confidence because it reinforces value before pricing ever comes up. But this isn’t just about prospects. ((CLICK BUTTON))  Residents mirror what they see every day. When the property is clean and consistent, behavior tends to follow; when it feels neglected, engagement drops. Curb appeal doesn’t just influence how people tour. It influences how they live there.


N

Improving Curb Appeal
With Limited Budget

High-impact, low-cost wins:
1. Replacing Broken Blinds
2. Replacing mismatched bulbs

3. Paint touch-ups on high-touch
surfaces

. Painting Curbs

N LEASING — '
oeFice| % HH 4
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Properties with limited budgets can still find affordable ways to maintain or improve curb appeal. Make sure to focus your spending where eyes go first such as your Main entrance, Leasing office exterior and main drivable areas. ((CLICK BUTTON))  Improvements could include holding your current residents accountable with a weekly blind replacement audit and informing them of their responsibility for replacement. Then there becomes little to no financial impact on the property. Additional improvements could be replacing mismatched bulbs or bulb covers, paint touch ups to your curbs, parking spaces, and other high-touched surfaces. 


Curb Appeal - AION Branding

e Communicates Trust and consistency
* Improves recognition and growth

e Easier to find, remember, and
recommend
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AION branding. This is a big one! ((CLICK BUTTON))  Branding matters because it reinforces who we are before anyone ever walks through the door. The flags, outdoor mats, dura-balloons and a-frame chalk boards...those aren’t just marketing pieces, they’re signals that we’re organized and proud of our identity. When those elements are consistent and visible, it elevates the entire experience and makes the property feel intentional. I’ll be honest there was a time when we were incredibly disciplined about this, and it showed. Over time, as operations got busy, we let some of that consistency slip, and with it, some of the impact. Strong branding creates recognition, confidence, and cohesion across our communities. When we recommit to it, we’re not just putting logos back out we’re reinforcing our standard and brand.

Hotels such as Marriott & Hilton dominate the hotel industry because they've created identifiable branding and sub-branding. 



* Property Zone Grounds
Responsibilities

Implementing | |
* Weekly 15-Minute Leadership Walk
Elevated Curb (REM’s & SD’s)

Appeal e Make Curb Appeal a Team KPI, Not

Just a Task. Show the Why, Not Just
Standards e o

* Create Resident Appreciation
Program
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When we introduced property zone responsibilities last year, it was meant to create shared ownership across our teams. This is a great opportunity to revisit that and make sure we’re really using it consistently day to day. ((CLICK))I’d also encourage our all of our REMs and Service Directors to build in a weekly 15-minute leadership walk together. Walking the property like a prospect and jotting down the first ten things you notice. Those small observations can help guide priorities before they ever become bigger issues. ((CLICK)) Curb appeal also shouldn’t just live on a notepad; when we talk about it in our team meetings and connect it to renewals, online reviews, and leasing performance, it becomes part of how we measure success. ((CLICK)) And finally, you could launch a “Community Pride” initiative that rewards positive resident behavior that is seen by the team like helping keep shared spaces clean or grabbing your neighbor's trash from their front doorstep, picking up a bag of fallen trash from the dumpster they’d otherwise step around. Afterall the trash throughout the property is generally theirs. A simple thank you and small incentive such as a $5 starbucks gift card can shift culture faster than enforcement alone. 







Formula for asL
Best In ClaséFxperlence K
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Thank you Rachel….   Good afternoon everyone. My name is Priscilla Iturrino and I am a Regional Manager with AION for 8 years.
Today, I’ll be walking you through our formula for delivering a Best-in-Class resident experience that drives stronger Google review ratings. The goal is simple: help your teams elevate service, strengthen public perception, and improve overall asset performance. We approach Google reviews as a real-time scorecard of resident satisfaction—focusing on building accountability, motivating teams, engaging residents, and responding with consistency to ultimately enhance your community’s reputation.
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Our show case property today is The Woodlands which was acquired in May of  2018, this 1950’s, 404-unit Class C+ garden-style apartment community is located in Belleville, NJ—represents a typical AION value-add asset that faced significant reputational and operational challenges following acquisition. The community experienced negative press tied to local stray-cat activism, frequent turnover across site team positions, high delinquency requiring ongoing difficult conversations, and the everyday pressures of neighbor disputes. By 2023, these factors contributed to a Google rating of just 1.7 stars, largely driven by repeated negative reviews that shaped public perception. 
Recognizing the direct link between online reputation, resident trust, and asset performance, the current Woodlands team committed to changing the narrative. Over an 18-month period, they focused on consistent, high-quality customer service and rebuilding credibility within the community. In the following slides, we will review the nine strategies they implemented with discipline, resulting in measurable gains including improved Google ratings, stronger NOI, and reduced bad debt in just under two years. 
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Here are some examples of 1 star reviews on Google that were posted between 4 to 8 years ago.


Our Best In Class Formula

1. Consistent Review Tracking

2. Incentives

3. Boost Team Confidence
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Our Best in Class Formula starts with 
Consistent Review Tracking 
    We focused primarily on Google reviews as our main metric.​
Marketing set monthly goals and hosted review meetings in early 2024 which helps with building accountability
This allowed us to focus on how many reviews were needed to achieve a higher rating and 
We set small goals each month for the team to work towards.
BirdEye software auto-responded to reviews, which supported our ORA score.​   (Click)
2. Second is Incentives 
    When AION implemented the bonus of $25 per positive review this created a new kind of motivation and friendly competition amongst the team.
In the first internal meeting each month, they reviewed their total number of reviews received and the total bonuses earned as a whole. Make sure to share individual earnings in private with the direct team member to avoid any concerns.
Team members saw a direct connection between their efforts and their pay.
This built long-term consistency in each team member asking for reviews.
3.  Third is Boost Team Confidence with
Tools: Marketing created simple review cards for maintenance to leave after work orders.
Through Coaching - scripts were created to help each team member confidently ask residents for reviews.
This allowed for hesitant team members to feel more comfortable requesting feedback on the spot.
Consistency in utilizing these tools and messaging elevated the teams professionalism.




4. Cross-Department Collaboration
Enhances Results

5. Fair Work Distribution Supports
Equitable Opportunities

6. Community Engagement
Strengthens Reputation
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4. Fourth is Cross-Department Collaboration Enhances Results
The office team assisted senior residents and those with language barriers on how to leave a review.
Post–move-in follow-ups helped capture feedback at key touchpoints.
Maintenance, leasing, and marketing aligned around a shared review strategy.
Residents experienced a unified and supportive service culture.
5. Fifth is Fair Work Distribution Supports Equitable Opportunities
Work orders and make-ready assignments were rotated fairly among team members.
By doing this every employee had an equal opportunity to earn reviews and bonuses.
This reduced resentment and increased buy-in and engagement.
A fair system helped create a more positive internal culture.
While allowing for cross training as well as learning from residents directly on what matters to them.
6. Sixth is Community Engagement Strengthens Reputation
With a show of hands how many of you are consistently hosting resident events at your community?
Hosting events on the days and times your residents are likely to be home and available are key to a successful outcome.
Notifying your residents at least 2 to 3 months in advance of your Resident Appreciation Day Event helps grow resident participation.  
At the start the attendance was small anywhere from 10 to 15 residents showing up for an event growing to 40–50 residents showing up every hour till the event ended.
These events create positive touchpoints and deeper rapport with residents.  
Make sure to engage with the resident and if they have anything negative to say listen and ask if you can setup a time to call them during the week to discuss further.
Post events, the team sent messages to request reviews and targeted the positive feedback they received verbally from residents who attended.
Happy, connected residents were more likely to leave positive reviews.


7. Hosting Contests Encourages
Participation

8. Staffing Stability Improves
Resident Relationships

9. Turning Negative Experiences
Into Positive Outcomes
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7. Seventh is Hosting Contests Encourages Participation
How many of your run contests throughout the year?
Anyone wish to share some of the contests you host?
Some contests we hosted were Halloween costume contests for both our human residents as well as our four-legged friends. Online contests for the best decorated holiday day tree or window-decorating contests drove fun and creativity in the community and naturally grew our online social presence. Hosting Snowman contest had residents out and about on the property building their snowman and submitting their photos for consideration online as well.  Posting winners on social platforms increased visibility and pride.
Because of property size, budgeting for 1st, 2nd, and 3rd place categories were created to include more winners.
The recent contests AION held in the 4th quarter that were more focused on site-specific helped smaller sites compete against themselves, not just the portfolio.  This allowed everyone to feel they had an opportunity to win.
8. Eight is Staffing Stability Improves Resident Relationships
Consistent, familiar staff allowed for the team to built trust and rapport with residents.
Residents felt more comfortable sharing feedback and concerns.
Positive day-to-day interactions translated into better reviews.
Stability reinforced our identity as a reliable, service-oriented community.
9. Ninth and final is Turning Negative Experiences Into Positive Outcomes
By show of hands who here utilizes their Birdeye reviews as opportunities to correct a negative situation or ask a positive one to post to Google?
The team reviewed all surveys received through Birdeye and identified issues proactively.
Service recovery techniques were used to resolve problems quickly.
Some negative experiences led to updated or follow-up positive reviews.
Residents saw that their feedback led to real action and improvement and didn’t fall on deaf ears.
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Diego He has been absolutely amazing! Every time I've had an issue with my apartment, he's respondet
quickly and handled everything so efficiently. His work is always top-notch, and it truly makes living here
an even better experience. Thank you, Diego, for being so reliable and helpful you're truly amazing!
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As you may already know, 95% of consumers read online reviews before making a decision, and a staggering 84% trust online reviews as much as a personal recommendation from friends and family.
Google Reviews improve local SEO (Search Engine Optimization) by approximately 15% and these factors influence local search rankings. By getting more Google reviews, your community business page will enhance your presence and draw in larger clientele by organically listing higher in the search results.


What We Achieved
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What we Achieved
Utilizing the 9 strategies over the past 18 months the team earned national recognition on J. Turner Research’s - 2025 Rising 1K list for most improved ORA scores, with The Woodlands at Belleville ranking at 481 in the NATION they climbed from a score of 35 in January to an impressive 53 in October.  In a period of 10 months, they collected 210 reviews of which 195 of them were positive.
The Township of Belleville also recognized The Woodlands as the second-best apartment community to reside in. This was solely based on its improved 3.8 Google ratings and was not a nomination submitted for consideration— We can all agree this is an outcome that reflects the team’s sustained focus, accountability, and resident-first mindset.  One I am very proud of. 


NOI YTD Actual vs Budget by Year

B NOIYTD Actual
I NOI YTD Budget
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Now let me go over with you how the Google rating improvement impacted their NOI and Bad Debt write offs.   

In 2023 with 1.7 star rating on Google we closed that year with a negative NOI variance of -12.8% ($643,000). 

As the team worked diligently to increase their review ratings on Google in 2024, we closed with a POSITIVE NOI variance of a 9.5% ($489,581) our Google rating was 2.7 stars.   This was a huge contributing factor to The Woodlands team winning Property of the Year at last years AION Summit!

Super charged and laser focused on all of their KPI points the team continued their efforts to increase their google ratings this past year and closed 2025 with 3.8 stars and had another positive NOI variance of 4.6% ($268,221). 


Bad Debt Write Off 2023 - 2025
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Here is how the team improved their Bad Deb Write offs starting with closing out 2023 with a negative Bad Debt write off amount of (-$795,491). Google rating of 1.7 stars.
Now this is just a reminder that this team has had to continuously have those difficult conversations about past due rent, appear at court, move forward with eviction you get my point but in 2024, they reduced their Bad Debt Write off amount to (-$553,741) with a Google rating increase of 2.7 stars and in 2025 we closed with the lowest bad debt write off to date for this community of (-$225,138). Google rating of 3.8 stars.  In just two years the team reduced their bad debt by a total of $570,353.



Our Best In Class Formula

©@ ¥ K

Accountability: Clear Incentives: Meaningful Tools: Review cards,
goals and consistent rewards that drive effort scripts, and software
review tracking. and consistency. support.

Collaboration: Leasing, Engagement & Stability: Service Recovery:
maintenance, and Events, contests, and a Turning issues into

marketing aligned. steady team. opportunities.
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The Best-in-Class formula isn’t complicated — but it requires disciplined execution. Accountability, incentives, tools, collaboration, engagement, service recovery, and reputation management must operate together to create consistency and measurable improvements in resident satisfaction.
But none of this works without two critical drivers: time management and curb appeal.
Time management is what protects our priorities. 
Curb appeal is the physical reflection of our standards.
When we combine disciplined time management with strong curb appeal, supported by accountability and service excellence, we create consistency. And consistency builds trust. Trust builds retention. Retention builds performance.
This journey takes alignment and commitment from the entire team, but when resident experience truly becomes the priority, results follow.
Thank you for your time today. I hope you leave with strategies you can immediately implement within your teams and communities. We look forward to hearing your updates in the coming months and learning what best practices you’re putting in place to continue delivering a true Best-in-Class experience.
�
�



Best In Class




THANK YOU FOR BEING AION

@ LEADERSHIP

SUMMIT
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