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Negative Reviews Are a 
Digital Deal-Breaker

“71% of renters searching for a new apartment 
won’t visit a property if the reviews aren’t stellar”

 
 



https://docs.google.com/file/d/1UTcbJ1B__lI4mRc_4CnbuaOSJkIqgABO/preview


Are You Risking Customer Loyalty 

With Poor Responses?

 

 "56% of consumers change their opinion of a 
business based on how they respond to reviews."

 



Think One Bad Review Doesn’t Matter?

Your Customers Disagree.

“87% of consumers bypass 
generic star ratings and dive into 
detailed reviews before choosing 
a local business.”



The Results 
are In and 
Every Review 
Needs a 
Response



How We Help

Get Found
Optimize your online listings to rank 
higher in search and boost traffic to 

your property.

Build Trust
Respond efficiently to every 

interaction, allowing you to convert 
prospects and improve satisfaction.

Manage Your Message
Create a consistent online presence 

with templates, social publishing, 
and AI-powered analytics.

 Protect Your Brand
Leverage AI to monitor sentiment and 
flag risks, helping you spot potential 

concerns and act quickly.



Quickly Respond From 
a Unified Dashboard
● Aggregate feedback from Google, Yelp, 

Facebook, Apartments.com, ApartmentGuide, 
ApartmentRatings, and Rent.com.

● Actionable insights from alerts and reports help 
drive immediate results. 

● Generate authentic responses at scale with AI. 
● Extract meaningful insights across locations, 

regions, and providers. 



Avoid Risky Blind Spots
Leverage AI to quickly react to damaging feedback 
that puts your brand at risk.

● Instant alerts help address concerns swiftly. 
● Pinpoint your locations with the most pressing 

risks and risk category.
● Filter by location, provider, and time period to 

address critical issues in real-time.

Your property’s reputation is on the line. 
Don’t let a negative viral moment catch you off guard.
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Google Maps Ranking Algorithm

Reputation and Listings Influence 71% of Google Maps Rankings!
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Columbia Residential Spotlight



Ka’Ren Columbia Success 
Story
What was Columbia doing for Reputation Management when you arrived?

How did you choose Reputation Management? What was your team looking for in your next solution?

Since implementing it, what have you learned about Columbia’s reputation?

How are you utilizing AI in your reputation management strategy?

Can you provide an example of how Columbia leaned into Customer Sentiment and made a positive and impactful 
change?

Do we have any stats that showcase what results were in the beginning and how far they have come with the 
implementation of Reputation Management (Next Slide).



Columbia Residential’s Success Rates 
from 2017 vs. 2025



The Integrative AI Advantage
Tools To Streamline Your Workflow and 
Optimize Operations

● Leverage our sentiment analysis engine, 
Pulse, to extract valuable insights across 
locations, regions, and providers. 

● Streamline your content publishing with AI 
response generation and bulk scheduling.

● Use natural language to “Ask AI Anything,” 
helping you instantly summarize and act on 
customer feedback.
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Best Practices for Handling 
Positive Reviews
● Respond Promptly
● Gratitude for the Customer
● Personalization
● KISS - Keep its Simple & Short



Best Practices for Handling 
Negative Reviews
● Be Prompt and Personal
● Apologize for the Experience
● Take Responsibility
● Outline Specific Actions to Remedy (if possible)
● Invite the Customer to a Meeting or Phone Call



https://docs.google.com/file/d/1sSs9Ooevq6FhYkSwtVr3OmVlpbJGmT_E/preview


Columbia’s Best Practices in 
Reputation Management

● Motivate your team to ask for those 
reviews

● Take the reputation data and create 
training to address issues

● Help onsite teams understand the “Why”



Google Review Best 
Practices - Make it E.A.S.Y!
● Exact Steps - give them a roadmap on exactly what they need to do
● Ask - take the leap of faith and ask happy prospect/resident(s)
● Share - provide examples of your top reviews so they can get an idea of what 

others have said about your community.
● Your Gratitude - Thank them sincerely for their time and feedback, and follow up 

by acknowledging or responding to the review publicly.



Q & A




