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Alliance Residential Company
2013.Q2 CORE Program
Community YTD Report - Preston Park

EXECUTIVE SUMMARY
PROJECT OVERVIEW AND METHODOLOGY

Kingsley Associates was commissioned by Alliance Residential Company to conduct its 2013 Q2 CORE
Program. The goal of the assessment was to gauge resident satisfaction throughout the Alliance Residential
Company portfolio as a means of improving performance, increasing retention, maximizing portfolio value and
achieving operational excellence.

Response Rates:

|Preston Park—Movesin .~ [ 6 | 2 | 261%
Preston Park - Pre-renewal =~~~ 12 | 39 | 308%
Preston Park~Prospect = | 4 | 28 | 143%

| Preston Park -- Service Request . | 66 | 340 19.4%
‘A'ui'ancéResidenﬁ'ar"cdﬁibany'mu_ltifgmuy‘ | 19,808 116,857 16.9%
2013 Portfolio ozt b et il e e e

Timeline:

Surwey launch

Weekly launches each Wednesday, with reminder emails sent 4 and 9 days after initial invitation.

Kingsley Index:

Results from the 2013 assessment are Class A
compared to the Kingsley Index, enabling

Alliance Residential Company to benchmark its Class B M3A
community and portfolio results against the Class C

largest and most comprehensive

performance-benchmarking database in the

industry. Web survey

Itifamil
Multifamily Recent 24 months

Compiled from over 25 years of analyzing the
performance of real estate industry leaders, the
proprietary Index represents the industry
standard for measuring customer satisfaction.

Balanced

@ Copyright 2013 Kingsley Associates. All Rights Reserved



Alliance Residential Company
2013 Q2 CORE Program
Community YTD Report - Preston Park

EXECUTIVE SUMMARY
PERFORMANCE DASHBOARD

% of Satisfied Residents
(4s and 5s)

100%

I L T e

"7 Value for Aount As ”

Qverall Stisfaction

y 00% ‘s . )’ 100% 100%
Mgmt. - Overal! Maintenance - Overall Community Recommendation

Satisfaction Satisfaction

%‘% = Report percentage [ ] = Kingsley Index B = Fortfolio percentage

A needle pointing to 50% indicates that the percentage of residents rating the area 4 or 5 is 50% or less. If no needles are present in
a gauge, there were no responses for that question,

Resident Satisfaction Matrix Renewal Decision

100% ¢
90%

80%

Leasing

70%

Community Management
Maintenance
Community Features
Apartment Features

p ; —

60%

50%

40%

Satisfaction indicators represent the intra-portfolio
percentile ranking.

30%

Percent of Responses (%)

FHREINTN 20%

Bottom ~ 2nd Above Portfolio 10% -
quartile  quartile :

0% =
2012 Q1 Q2
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Alliance Residential Company
2013 Q2 CORE Program
Community YTD Report - Preston Park

Overall Questions

3 = Average
4 = Good
5 = Excellent

Comparison of Average Scores

5.00

4.50

4.00

3.50

3.00

Poor to Exceilent

2.50 ¢

2.00

1.50

1.00

@ 2013-YTD - * Portfolio-YTD K

» A (] Z

Preston Park 2012- 28 407 | 0% 4% 21% 39% 36% !
Q1 N L2 | 450 0% 0% 0% 50% 50%
Q2 e : 10| 420 0% 0% 20% 40% 40%
Preston Park 2013 - YTD : 12.°] 4.25 0% 0% 17% 42% 42% !
Alliance Residential Company 2013 - | 2974 | 3.62 7% 10% 20% 1% 22% :
YTD : ‘ : !
Kingsley Index - Multifamily 1 380 5% 8% 16% 45% 26% |
R
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Alliance Residential Company
2013 Q2 CORE Program
Community YTD Report - Preston Park

Overall Questions

Comparison of Survey Types

P

Qu stion Text

3 = Average
4 = Good
5 = Excellent

KINGSLEY INDEX - SURVEY TYPES

Preston Park 2013 - YTD 12 4.25 83%
Alliance Residential Company 2013 - YTD 2,974 _3.62 63 %
Kingsley Index - Multifamily 3.80 71%

Kingsley Index - Pre-renewal | 380 | 71%
SURVEYTYPES . R e ot o
Pre-renewal l 12 4.25 ] 83%

& Copyright 2013 Kingsley Associates 41l Rights Reserved




Allia‘n,ce Residential Company
2013 Q2 CORE Program
Community YTD Report - Preston Park

Initial Experience

Yes  100.0%

H No 0.0%

Total: 100.0%

Portfolio
Percent (%)

Total Responses:

& Copyright 2013 Kingsley Associates. Alf Rights Reserved



Alliance Residential Company
2013 Q2 CORE Program
Community YTD Report - Preston Park

Initial Experience
Comparison of Survey Types

: Community Staff Greeted You

: ""Dfd' ; 'e staff greet you approprlately and make you feel welcome when
;the 0 'jmuﬂ y? el

Preston Park 2013 6 0% 100 %
Alliance Resrdentlal Company 2013 3,255 8% 94 %
SURVEY TYPES : : A

ECopyrignt 2013 Kingstey Associatss Al Rights Resarved



Alliance Residential Company
2013 Q2 CORE Program

Community YTD Report - Preston Park

initial Experience

Distribution of Responses: Lease Prepared Correctly

7

Yes 100.0%
H No 0.0%
~Total:100.0%

Total Responses:

& Copyright 2013 Kingsley Associates. Alt Rights Reservad.



Alliance Residential Company
2013 Q2 CORE Program
Community YTD Report - Preston Park

Initial Experience
Comparison of Survey Types

:Questlon Lease Prepared Correcﬂy ‘
Importance e e

Questlon Text : Please md:cate if the Iease was prepared correctly on the day of your move.:

Preston Park 2013

Aliiance Residential Company 2013

SURVEY TYPES *

& Copyright 2013 Kingsley Associates

Al Rights Reserved




Alliance Residential Company
2013 Q2 CORE Program
Community YTD Report - Preston Park

Initial Experience

100.0%
0.0%
Total:- 100.0%

Total Responses:

10
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Alliance Residential Company :
2013 Q2 CORE Program |
Community YTD Report - Preston Park |
Initial Experience
Comparison of Survey Types
: Apartment Keys Ready at Move-in - |
!
|
|
Preston Park 2013 6 0% | 100%
Aliiance Residential Company 2013 3,156 10% 90 % 1
Kingsley Index - Multifamily 95 % :
KINGSLEY INDEX ~SURVEY TYPES s
Kingsley Index - Move-in 95 % ‘
SURVEY TYPES S

11
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~Alliance Residential Company
2013 Q2 CORE Program
Community YTD Report - Preston Park

* Leasmg Staff - Knowldge
Preston Park - YTD

Allianceé Residential
Company - YTD

Scale: 1 = poor 2= fa/r 3 average 4 good 5= exce/lenf

Leasing
Rating Areas

Klngsley lndex '

KI - Prospect .

| QUARTER

Q1

Q2

| SURVEY TYPES

Prospect

4 4,50 .} 100%

* Leasing Staff - Made Yu Feel Important

Preston Park - YTD

Alliance Residential
Company - YTD

2,810 | 422 | 81%

[ QUARTERS

1
Q2

| SURVEY TYPES

Prospect

4 4.50 100%

12
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Alliance Residential Company
2013 Q2 CORE Program
Community YTD Report - Preston Park

Leasing

Rating Areas, continued

Staff - Professi

Preston Park - YTD

Alliance Residential
Company - YTD

Scale: 1 =poor, 2 = fair, 3 = average, 4 = good, 5 = excellent

Kingsley Index {E)‘IS

- 4.52 90%

| KINGSLEY INDEX - SURVEY TYPES __

Kl - Prospect @13 45‘ - 4.52 90%
| QUARTERS b oER

Q1 - 1 | 500 | 100%
Q2 3 4.67 100%
SURVEY TYPES - ; R T,

Prospect 4 4.75 100%

Preston Park - YTD

Alliance Residential
Company - YTD

Kingsley Index L2013

| KINGSLEY INDEX - SURVEY TYPES

K! - Prospect

- 4.40 86%

@13

| QUARTERS —
@t . J5.00] 1 | 500 | 100%
Q2 . i 3 | 467 | 100%
| SURVEY TYPES ,
Prospect 4 | 475 | 100%

13
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Alliance Residential Company
2013 Q2 CORE Program

Community YTD Report - Preston Park

Community Management

3 = Average
4 = Good
5 = Excellent

Comparison of Average Scores

5.00

4.50

4.00 |-

3.50

3.00

Poor to Excellent

2.50

2.00

1.50

1.00

2012 &

2013 -YTD

Preston Park 2012 0% 44% 33%
Q1 2 [ 450 0% 0% 0% 50% 50 %
Q2 » 10 4.30 0% 0% 20% 30% 50 %
Preston Park 2013 - YTD 12 4.33 0% 0% 17 % 33% 50%
Alliance Residential Company 2013 - 2,942 3.73 9% 9% 15% 33% 33%
YTD

Kingsley Index - Multifamily 3.98 6% 6% 13% 36% 40 %

14
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Alliance Residential Company
2013 Q2 CORE Program
Community YTD Report - Preston Park

( Community Management !
t Comparison of Survey Types f
iﬁ Question ' :Mgmt. - Overall Satisfaction - . !
* Importance . i ' | :
Question Text : Please rate your overall satisfaction with management.. ;

1= Poor

2 = Fair ‘T

] 3=Average

4 = Good ‘

5 = Excellent !

|

Preston Park 2013 - YTD 12 4.33 83%

Alliance Residential Company 2013 - YTD 2,942 3.73 67 % 1
Kingsley Index - Multifamily 3.98 75% ‘
KINGSLEY INDEX =~ SURVEY TYPES 0 0 o o s ?
Kingsley Index - Pre-renewal | [ 398 | 75% !
Pre-renewal I 12 [ 4.33 | 83% :

15
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Alliance Residential Company
2013 Q2 CORE Program

Communlty YTD Report - Preston Park

Community Management
Rating Areas

Scale: 1 = poor 2 fa/r 3= average 4 good 5= exce/lent

* %k Mgmt Responsweness

Preston Park
Preston Park - YTD

Alliance Residential
Company - YTD

Kin_gs_!gy Ipldex

2,897 3.72 66%

SURVEY TYPES

Pre-renewal

Kk Mgmt.-ProfessionalismlCourtesy

Preston Park
Preston Park - YTD

Alliance Residential
Company - YTD

Kingsley Index

2013

I KINGSLEY | INDEX = SURVEY TYPES .'

Kl - Pre-renewal L2013' 81%
[QUARTERs

Q1 100%
Q2 80%
| SURVEY.TYPES =

Pre-renewal

83%

16
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Alliance Residential Company
2013 Q2 CORE Program

Community YTD Report - Preston Park

Maintenance

Importance .~ 1y

* : Maintenance - Overall

on Text - : Please rate your overall satisfaction with maintenance. -

Satisfaction

1 =Poor
2 = Fair
3 = Average
4 = Good
5 = Excellent

Comparison of Average Scores

5.00

4.50
4.00
3.50 |

3.00

Poor to Excelient

2.50

2.00

1.50

1.00

Preston Park 2012

Q1 32 4.69 0% 3% 3% 16% 78 %
Q2 46 4.48 0% 4% 2% 35% 59%
Preston Park 2013 - YTD 78 4.56 0% 4% 3% 27% 67 %
Alliance Residential Company 2013 - 13,544 418 6% 5% 8% 25% 55%
YTD

Kingsley Index - Multifamily 4.38 4% 3% 6% 24% 63%

17
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. Alliance Residential Company
2013 Q2 CORE Program
Community YTD Report - Preston Park

Maintenance

Comparison of Survey Types

1= Poor

2 = Fair

3 = Average
4 = Good

5 = Excellent

94%

'KINGSLEY INDE

Preston Park 2013 - YTD 78 - 4.56
Alliance Residential Company 2013 YTD 13,544 418 81%
Kingsley Index « “Muitifamﬂy : 4.38 87%

Iy

Kingsley Index Ser\nce Raqumi

440

87%

Kingsley Index - Pre-renewal

429

85%

'SURVEY TYPES

Pre-renewal

12

4.67

100% .

66

4.55

92%

Service Reques“f’

18
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Alliance Residential Company
2013 Q2 CORE Program
Community YTD Report - Preston Park

Maintenance
Rating Areas

Scale: 1 =poor, 2 = fair, 3 = average, 4 =good, 5 = excellent

Maintenance - Responsivene:

Preston Park

Preston Park - YTD 78 4.50 90%

Alliance Residential 13,420 4,16 7%%

Company - YTD
Kingsley Index 2013 4.38—’ ~ | 438 | 86%

KINGSLEY INDEX - SURVEY TYPES ER :
Kl - Pre-renewal 2013 4.33 - 4.33 85%

4.38 86%

KI - Service Request

| QUARTERS

Q1 4.50 88%
Q2 4.50 91%
| SURVEY-TYPES =~ = ;
Pre-renewal 4.75 100%
Service Request 4.45 88%

19
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Alliance Residential Company
2013 Q2 CORE Program

- Community YTD Report - Preston Park

Maintenance
Rating Areas, continued

S_cale' 1‘=

Proston Park
Preston Park - YTD

Alliance Residential
Company - YTD

oor, 2 = fair, 3 = average, 4 = good, 5 = excellent
Professionalism / Courtesy™~ |

Gount

113,324 4.41 87%

Kingsley Index

Kl - Pre-fenewal

Kl - §ervice Request

92%

[ QUARTER:
Q1
Q2

| SURVEY TYPES'

Pre-rgnewal

Service Request

%' Maintenance - Quality of Work"
Preston Park
Preston Park - YTD

Alliance Residential
Company - YTD

66 4.55 | 91%

10,466 4.29 83%

Kingsley Index ' 2013

" |KINGSLEY INDEX - SURVEY TYPES

KI - Service Request l 2013

| QUARTERS
Q1

Q2

| SURVEY TYPES .

Service Request

20
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Alliance Residential Company
2013 Q2 CORE Program

Community YTD Report - Preston Park

Preston Park
Preston Park - YTD

Alliance Residential

Maintenance
Rating Areas, continued

Company - YTD

Kingsley Index 2013 4.56 - 4.56 91%
| KINGSLEY INDEX =~ SURVEY.TYPES

Kl - Service Request - 4.58 91%

2013 o 456)

|QUARTERS = - - . v
Q1 30 4.53 90%
Q2 36 4.58 94%
SURVEY TYPES: " = ..

Service Request

Preston Park

Preston Park - YTD

66 4.56 92%

Alliance Residential 2013 , 10,395 | 440 | 86%
Company - YTD j

Kingsley Index @1 3 - 4.56 91%

| KINGSLEY INDEX - SURVEY TYPES ‘ o
KI - Service Request Lzms .56 ~ 1 456 | 91%
|QUARTERS = . =~ ‘ .

Qi 30 | 460 | 90%
Q2 36 | 456 | 94%
| SURVEY TYPES -

Service Request

66 4.58 92%

21
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Alliance Residential Company
2013 Q2 CORE Program
Community YTD Report - Preston Park

Maintenance

48+ hours
24-48 hours
B 2-24 hours - , -
Within 2 hours ' e ,
“

Distribution of Responses: Maintenance Response Time

100%
90%
80%
s
" 70%
[}
n
5 60%
8 ,
103
&’ 50%
o
5]
E 40%
Q
O
S 30%
o
20%
10%
0%

Preston Park 2012 .84 6 % 33% 52 % 8%
Q1 29 3% | 34% 48 % 14%
Q2 . 33 6 % . 30% 52% 12%
Preston Park 2013 - YTD 62 5% 32% 50% 13%
Alliance Residential Company 2013 -| 10,363 14 % 25% 46 % 16%
YTD

Kingsley index- Multifamily 0% | 25% | 51% | 14%

22
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Alliance Residential Company
2013 Q2 CORE Program
Community YTD Report - Preston Park

Maintenance
Comparison of Survey Types

Question MamtenanceRe ponse Tir
' <t : How long does it generally take maintenance to respond to non-emergency calls?.

Preston Park 2013 - YTD 62 5% - 32% 50% 13%
Alliance Residential Company 2013 -| 10,363 14 % 25% 46 % 15%
YTD

Kingsley Index - Multifamily 10% 25% 51% 14%
KINGSLEX l'NDEX} SURVEYTYPES = .. = ' i LR ‘
Kingsiey Index - Sewi:‘:é Request
SURVEYTYPES = :
§ervice Request

23
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Alliance Residential Company
2013 Q2 CORE Program
Community YTD Report - Preston Park

Maintenance

Yes . 92.2%
H No 7.8%
Total: 100.0%

Total Responses: 64

17 10,470

24
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Alliance Residential Company
2013 Q2 CORE Program
Community YTD Report - Preston Park

Maintenance
Comparison of Survey Types

Gusstion

-Satisfaction .~

Preston Park 2013

64

Alliance Residential Company 2013

10,470

Kin-gsiey_!ndex - Multifamily

KINGSLEY INDE

=SURVEYTYPES = -

Kingsley Index - Service Request

SURVEY TYPES |

Service Request

25
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Alliance Residential Company
2013 Q2 CORE Program
Community YTD Report - Preston Park

'KINGSLEY ASSOCIATES
Business intelligence for the real estate’ industry

The most successful firms in real estate rely on Kingsley Associates for cutting-edge business
intelligence solutions. - With a depth and breadth of insight unmatched in the industry, we bring thought
leadership and passionate client service to every engagement, Let us partrier with you to unlock the
value in your organization and its relationships. SO T e :

Unmatched real estate expertise
Actionable results ‘
Unparalleled benchmarking via the Kingsley index. -

Customized, full-service approach

& Copyright 2013 Kingsley Associales. All Rights Reserved
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