
Measure your resident relationship IQ 
 
In our previous blog, we talked about five competencies apartment and condo property managers need 
in order to improve the resident experience. Here, we let you test how your property management 
company is doing when it comes to your resident-relations IQ. 
 

 

Here's the resident relationship IQ quiz: (The numbers signify points you earn for the quiz.) 
 
1. Have you established a philosophy that defines customers as assets? 
10. Yes                5. In progress                    0. No 
  
2. Have you decided if you want to protect your assets, grow your assets or both? 
10. Yes                 5. In progress                    0. No 
  
3. Do you have an established and functional listening path so residents can communicate easily with your property 
management team? 
10. Yes                 5. In progress                    0. No 
  
4. Have you created a method to measure responsiveness to residents’ communications? 
10. Yes                 5. In progress                    0. No 
  
5. Do you test your models—online presence, phone interactions, in-person experiences, etc.—before residents use them? 
10. Yes                 5. In progress                    0. No 
  
6. Do you revisit models periodically to make sure they are still working well? 
10. Yes                 5. Getting ready to           0. No 
  
7. Do you compensate those with demonstrably high relationship IQ? 
10. Yes                 5. Getting ready to           0. No 
  
8. Is your property management leadership visibly involved in resident relations through visits and periodic frontline work? 
10. Yes                 5. In progress                    0. No 
  
9. Are frontline workers empowered to handle the majority of problems they encounter? 
10. Yes                 5. In progress                    0. No 
  
10. Do you measure your property management relationship IQ through resident surveys or other quantifiable methods? 
10. Yes                 5. In progress                    0. No 
  
Add up your points: 10 for yes answers, 5 for in progress or getting ready, and 0 for no. 
  
If you scored 100, consider yourself a resident-relations genius! 
  
75-95: You are on your way to greatness in the commercial residential property management industry. Keep striving for 
perfection! 
  
50-70: Good start. Don’t lose focus and you will get there. 
  
25-45: Every step forward is important. The fact that you have started is a good sign. Maybe some external guidance could 
give you the boost you need. 
  
0-20: It’s never too late to develop a solid relationship IQ plan, and with dedication at the top, you should be able to 
implement guidelines and make quick progress. Good luck! 
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