
Managing your online reputation 
 
No business is immune from protecting their apartment 
reputation online. More and more consumers are turning to the 
internet for information before they step into stores to make 
purchases, and they are doing the same when it comes to 
researching potential rental properties. 
 

 

They can go online at any time of the day or night to do all of the 
following: 

• Learn about new rental opportunities in their area 

• Read reviews or feedback from other renters on specific  rental companies 
or rental communities 

• Compare rental prices 

• Learn about features of rental communities and compare amenities 

• Deposit information and personal opinions regarding apartments they have 
lived in, or rental agencies they have worked with in the past. 
 
All of this is of concern to you as the owner of rental property or part of 
the management team overseeing the operations of rental property. Word 
of mouth has always been a factor in where people decide to live, but that 
has been taken to an extreme today. Not only can people compare notes 
among people they know, but they can listen to the experiences and advice 
of complete strangers who they would never meet in daily life. 
 
Negative feedback from just a couple bitter ex-tenants can damage your 
apartment reputation, even if there are many other positive comments left 
for your company. In order to effectively manage your online reputation, 
you will have to be proactive in establishing a positive online presence, and 
then you will have to actively monitor what others are saying about your 
company. This includes your overall rental company, and individual 
properties. 
 
Your Online Presence 

 
You can allow your renters to display their experiences through your site. 



This gives you the option to control what is presented and what is 
removed, since you are in control of the site. 
 
This gives some favorable feedback regarding your business, but you can 
guarantee potential renters are going to find more information on sites you 
do not control. You may not be able to have negative comments removed 
from other sites, but there are things you can do to manage your online 
reputation in other ways. 
 
Finding Negative Comments 

 
The first step to monitoring your online apartment reputation is to find the 
negative comments on your business that others are going to find when 
they go searching. Start by setting up alerts with Google for the name of 
your business and the name of individual properties you manage. 
Whenever something new is indexed in the search engine for that term, 
you will be notified and can go check out where your name is being 
mentioned. Other leading search engines can be checked with as well. 
 
If your apartment is being listed on renters guide sites that help renters 
find properties, you have to monitor your listings there as well. If you are 
not listed on the leading sites, then make the effort to get listed. Many will 
allow users to leave feedback on properties, so you want to monitor what 
your tenants are saying about you there. Also watch these listings for 
accuracy. 
 
Social networking sites like Facebook and Twitter should be monitored as 
well. You may want to establish pages for your business on these sites, 
and that may allow you to see when others are talking about you. You can 
also conduct valuable market research through these sites and 
communicate with potential renters. 
 
Clean Up Your Negative Presence 

 
Once you find negative comments against your company, it is important to 
respond in some manner. Many sites that allow reviews from consumers 
will allow follow-up comments from others. Leave your own comment, but 
keep it positive and respectful. Your goal is to address problems and 



openly come to solutions, rather than attacking someone else or pointing 
fingers. 
 
For websites like ApartmentRatings.com which actively present reviews 
from renters, the best way to clear up negative experiences is to become a 
member of the community. Set up an account for your company and 
actively address all negative comments left in your regards. You can also 
respond to positive commentary, so others see that you are a great 
management team to work (and live) with. 
 
Sites like Yelp will often allow you to lodge complaints when false 
information is posted against you. This does not guarantee that they will 
remove negative comments. It just means they will look into it, and in 
some cases comments can be reviewed. 
 
Pay Attention 

 
If you see a particular issue that surfaces multiple times in online reviews 
or feedback, there may be a problem with your policy or a particular rental 
community that needs to be addressed. Fixing these problems or 
reevaluating your policy may be the best way to get those complaints to 
disappear. 
 
Online Reputation Starts Offline 

 
No matter what you do online to manage what others are saying about 
your business, you have to start protecting your reputation in your local 
community. Make sure all staff members are treating your tenants with 
respect. Ensure all of your policies are clearly stated and are properly 
enforced in a fair manner. Try to make your tenants feel safe against crime 
in the surrounding area. 
 
Most important, do what you can to keep tenants happy. There are going 
to be times you have to enforce a rule and someone may not like it. There 
may be times when you have to evict someone. These people are not 
going to have a favorable opinion of your business, but you have to make 
sure you handle the situation according to the law and in a respectful 
manner. 



 
Most problems can be fixed to the tenant’s satisfaction, and that will result 
in favorable feedback when they decide to talk about you. You can even 
actively encourage tenants to leave feedback for you online. Post a sign in 
the office that says something like “Love your community? Let the world 
know online” and give your Facebook page or website where you are 
accepting tenant feedback. This gets more positive mentions of your 
business online to be found by others. 
 
One Final Note 

 
There are online reputation management companies that claim to help 
business owners manage their reputations and clean up problems. Some 
are legitimate, but many use tactics that could be illegal or damaging to 
your reputation in the future. Be careful if you decide to hire someone to 
do this for you. 
 
How are you managing your online reputation? Please share your stories! 
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