
CRITICISM TO CREDIBILITY

P R E S E N T E D  B Y

Building Renter Trust Through Transparency



EXPECTATION

aimconf.com



REALITY

aimconf.com



P R E S E N T E D  B Y

www.reallygreatsite.com

Laurel Zacher

Founder + CEO

LZ Strategic

Carla J. Alicea

Director of Research 

and Performance

SatisFacts



aimconf.com

Have you noticed the increasing 

regulatory pressure on rental fees 

and consumer protection laws?

YES OR NO



Colorado - Owners are prohibited from designating any amount or fee (apart from the set monthly payment for occupying the premises) as “rent,” such as fees for utilities or services 

and any charge that is not explicitly classified as rent. Fee markups or charges for services for which the owner is billed by a third party are capped at two percent of the amount the 

owner was billed or a total of ten dollars per month. C.R.S. 38-12-801

Maine - Landlord may not require tenant to pay in excess of rent, security deposit, and disclosed mandatory recurring fees. Before charging an optional recurring fee, landlord must 

first provide notice and opt-in to tenant. Prior to entering lease, landlord must provide and obtain tenant’s signature on a written disclosure of total cost of rent, mandatory recurring 

fee, optional recurring fees, utility services costs, and any other cost tenant is responsible for paying. Chap. 594, Eff. 1/1/25

Virginia - Residential landlords must provide descriptions of any rent and fees to be charged on the first page of the written lease, and the lease must state that no fee can be 

collected unless it is listed on the lease or incorporated later by a separate addendum. HB 967 , Eff. 7/1/24

Minnesota - Landlord must disclose all nonoptional fees in the lease agreement. The sum total of rent and all nonoptional fees must be described as the Total Monthly Payment and 

be listed on the first page of the lease. A unit advertised for a residential tenancy must disclose the nonoptional fees included with the total amount for rent in any advertisement or 

posting. In a lease agreement disclosure or unit advertisement, the landlord must disclose whether utilities are included or not included in the rent. Minn. Stat. 504B.120

For all businesses, it is a deceptive trade practice to advertise, display, or offer a price for goods or services that does not include all mandatory fees or surcharges. If the person that 

disseminates an advertisement is independent of the advertiser, the person is not liable for the content of the advertisement. Exception for broadband Internet. Minn. Stat. 325D.44, 

Eff. 1/1/25

Massachusetts – Under a proposed general business rule under the state’s Consumer Protection Act for junk fees, covered businesses would have to: clearly disclose the total price 

of a product when it is presented to consumers, provide clear and accessible information on whether fees are optional or required, and simplify the process for cancelling trial offers 

and recurring charges. Proposed 11/30/23

LAWS

aimconf.com
SOURCE: Jay Harris - Partner – Hudson Cook LLP

https://leg.colorado.gov/bills/hb23-1095
https://legislature.maine.gov/backend/App/services/getDocument.aspx?documentId=106813
https://legacylis.virginia.gov/cgi-bin/legp604.exe?241+sum+HB967
https://www.revisor.mn.gov/statutes/cite/504B.120
https://www.revisor.mn.gov/statutes/cite/325D.44
https://www.mass.gov/news/ag-campbell-proposes-regulations-to-combat-junk-fees-and-bolster-transparency-for-consumers
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Should property management companies 

be more open and transparent about 

mandatory fees in addition to rent?

YES OR NO



aimconf.com

RENTERS BELIEVE PROPERTY MANAGEMENT COMPANIES SHOULD 
BE MORE OPEN AND TRANSPARENT ABOUT THE FOLLOWING: 

Source: SatisFacts Biennial Online Renter Study | Sampling: Residents of participating management companies and visitors 
to ApartmentRatings.com | n = 4687
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Most renters are not made aware of 

additional fees and charges until after a 

community tour. 

TRUE OR FALSE



AT WHICH POINT ARE RENTERS MADE AWARE OF ADDITIONAL FEES 
AND CHARGES?  

aimconf.com Source: SatisFacts Fee Transparency Study | Sampling: 60 random renters who (1) had searched for an apartment within 

the last three years, (2) had rented at a community with 50 or more units, and (3) had experienced a difference between the 

initial advertised price and the Total Monthly Leasing Price (TMLP). 
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Additional mandatory fees and charges 

increased the total monthly rent of our 

focus group participants by 

an average of $169.

YES OR NO



Lowest Median Highest  Mean  Mode  
Standard

Deviation  

$20 $125 $450 $169 $100 $123

HOW MUCH, IN DOLLARS, DID THE ADDITIONAL MANDATORY FEES AND CHARGES 
INCREASE YOUR TOTAL MONTHLY RENT BEYOND THE ADVERTISED PRICE?

aimconf.com

x

Source: SatisFacts Fee Transparency Study | Sampling: 60 random renters who (1) had searched for an apartment within 

the last three years, (2) had rented at a community with 50 or more units, and (3) had experienced a difference between the 

initial advertised price and the Total Monthly Leasing Price (TMLP). 



THE COST OF TRANSPARENCY GAPS

The Abandoner 
"I loved the apartment…until I saw 

the fees."

60%
of focus group 
participants

The Reluctant Renter
“I had no choice but to sign…but 

I won’t forget."

43%
of focus group 
participants

The Confident Leasee
“I knew the costs and felt 

comfortable signing.”

10
%of focus group 

participants

Source: SatisFacts Fee Transparency Study | Sampling: 60 random renters who (1) had searched for an apartment within 

the last three years, (2) had rented at a community with 50 or more units, and (3) had experienced a difference between the 

initial advertised price and the Total Monthly Leasing Price (TMLP). 
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Key Findings on Fee Transparency

• 81% of renters want greater transparency around fees.

• More than 30% of renters were unaware of all charges before 

signing their lease.

• Unclear fees negatively impact leasing decisions and 

renewals.

RENTER EXPECTATIONS & INDUSTRY REALITIES
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A community must have a 4.0-star rating 

or higher for renters to consider living 

there.

YES OR NO



THE MINIMUM AVERAGE STAR RATING A COMMUNITY MUST HAVE 
FOR CONSIDERATION AS A PLACE TO LIVE IS 3.82 OUT OF 5 STARS.

Source: SatisFacts Biennial Online Renter Study | Sampling: Residents of participating management companies and visitors 
to ApartmentRatings.com | n = 3920

3.82 
Average

High-
Demand 
Renters
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Less than 20% of renters reported that the 

positive reviews they read were inflated 

compared to their current resident 

experience.

TRUE OR FALSE



22% OF RENTERS REPORTED THAT THE POSITIVE REVIEWS THEY READ 
WERE INFLATED COMPARED TO THEIR CURRENT RESIDENT EXPERIENCE.

More 
than 
1 in 5 

Renters
Source: SatisFacts Biennial Online Renter Study | Sampling: Residents of participating management companies and visitors 

to ApartmentRatings.com | n = 2578
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HOW REVIEW GATING SOFTWARE CONTRIBUTES TO UNREALISTIC 
RENTER EXPECTATIONS 
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Key Findings on Reputation Risk Management

• 22% of renters believe online reviews are inflated.

• Most renters are comfortable with ratings of 3.5 to 4.0.

• Review-gating software contributes to unrealistic renter 

expectations and operational misalignment.

RENTER EXPECTATIONS & INDUSTRY REALITIES
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How do we shift focus to address the 

gaps & build trust?

TRANSPARENCY IN ACTION
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Action Plan:
• Be proactive with fee disclosures

• Standardize communication procedures 

• Align technology with transparency goals

• Train leasing teams on total monthly leasing price

CLOSING THE TRUST GAP IN PRICING
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TOTAL MONTHLY LEASING PRICE (TMLP)

The complete monthly cost, including rent and all mandatory fees and charges.

Ads, website, phone calls, and offers (before the tour):

• Display or disclose the TMLP (not base rent) = Rent + Mandatory Fees
more prominently than any other pricing information

• When displaying additional fees/charges, clearly and conspicuously disclose 

the nature/purpose, amount, and whether mandatory
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REAL-WORLD EXAMPLE



REAL-WORLD EXAMPLE



Action Plan:
1.Set realistic, achievable goals that align with operations

2.Annually train on the FTC trade rules (like fair housing)

3.Cultivate recent reviews with meaningful details

4.Maintain consistent sentiment across 3–4 trusted platforms

5.Prioritize at least one platform with verified resident reviews

CLOSING THE CREDIBILITY GAP IN REVIEWS
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YOU BE THE JUDGE

aimconf.com

Which looks more trustworthy to you? 

Community A Community B
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Fee Transparency & 
Reputation Risk Management 

(available via conference app)

DOWNLOAD THE REPORTS



Accurate pricing and authentic, detailed reviews: 

• Reduce renter friction

• Improve renter trust and experience

• Increase closing ratios

KEY TAKEAWAYS
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Transparency 

is the new 

Competitive Advantage

NOW YOU KNOW
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A lot has changed in two years—are you keeping up?

Opt in now to receive your FREE company-level data file 

and gain insights on what renters really think about:

• Rental Decision Drivers

• Ratings & Reviews

• Living & Renewal Experience

• Tech & Fee Transparency

PARTICIPATE!

Be Part of the Benchmark
Join the 2025 Biennial Online Renter Study

The deadline to sign up is May 31, 2025.
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Laurel Zacher

CEO + Founder
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Carla J. Alicea

Director of Research and Performance 
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THANK YOU!
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