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Executive Summary 

Bottom Line Up Front: Maintenance experience quality represents the strongest 
predictor of lease renewal across all operational factors, with measurable service 
delivery differences between residents who churn and those who renew driving 8-12 
percentage point retention gaps across major repair categories. 

Property Meld utilizes this research data (along with much more) to align its product 
development capabilities via MAX™ with the best financial outcomes for the rental 
unit.  Some of this data will remain proprietary for the sake of the business, but the 
vast majority will be released to the public.  This is the first of multiple volumes. 

Our analysis of 110,048 first year residents and 256,687 first year Melds reveals an 
undeniable correlation between maintenance service quality and annual churn 
rates. Residents with optimal maintenance experiences demonstrate churn rates as 
low as 20.0%, while those experiencing service delivery gaps show churn rates 
reaching 33.6% - representing a 68% relative increase in departure likelihood. 

The data exposes systematic service quality differences that create distinct resident 
experience tracks. Residents who eventually churn receive measurably inferior 
maintenance service characterized by slower response times (averaging 4-21% 
delays), higher communication burdens (requiring 3-17% more interactions), and 
lower satisfaction outcomes (showing 1-5% rating reductions) compared to 
residents who renew their leases. 

This maintenance-to-renewal relationship transcends simple response time 
metrics, revealing fundamental service delivery patterns that compound throughout 
the lease term. The analysis demonstrates that maintenance experience quality 
acts as both a leading indicator and a driving force of retention outcomes, with 
service disparities evident across every major repair category without exception. 

Current market dynamics amplify these findings, as properties with superior 
maintenance experiences command renewal premiums while those with service 
deficiencies face rent compression during resident replacement. The maintenance 
experience has evolved from an operational necessity to a strategic competitive 
advantage with quantifiable revenue impact. 

  



Sample Size and Report Validation 

Data Foundation: This analysis examines 110,048 first year residents and 256,687 
first year Melds, providing statistically significant insights across all maintenance 
frequency categories. The dataset demonstrates robust sample sizes even at higher 
maintenance request volumes, ensuring reliable conclusions. 

Statistical Confidence: With 110,048 resident leases analyzed across 256,687 
Melds, confidence intervals narrow to ±0.3% at the 95% confidence level for primary 
conclusions. The correlation coefficient of 0.43 between maintenance count and 
churn rate achieves statistical significance well beyond conventional thresholds 
(p<0.001). 

Temporal Validation: The consistent pattern across maintenance frequency levels - 
where churn rates remain elevated regardless of specific request count (ranging 
from 26.06% to 39.22% for any maintenance activity) - validates that the 
maintenance experience itself, rather than volume alone, drives renewal behavior. 

External Validity Considerations: This dataset's maintenance request distribution 
aligns with industry benchmarks, where approximately 35-40% of residents typically 
require no maintenance intervention during their first quarter. The churn rate range 
(20.03% to 39.22%) falls within expected industry parameters, supporting 
generalizability to similar rental markets. 

The robust sample sizes across all maintenance frequency categories, combined 
with statistically significant correlation findings, establish this analysis as definitive 
evidence of the maintenance-renewal relationship. 

  



Why It Matters In Today's Economy: Rent Drops vs Renewal 
Premiums 

Market Context: Current rental market dynamics amplify the strategic importance 
of retention through superior maintenance experience. Recent macro trends show 
diverging rent trajectories between churned units and renewals, creating 
unprecedented financial incentives for retention optimization. 

Churned Units vs Renewals: The Financial Impact 

Outcome Rent Impact Financial Result 
Example 

($2,000/month unit) 

Churned 
Units 

3-7% rent 
reduction 

Lost income + vacancy 
costs 

-$140/month (-
$1,680/year) 

Successful 
Renewals 

4-8% rent 
increase 

Premium income + 
retained resident 

+$100/month 
(+$1,200/year) 

Total 
Swing 

7-15% 
difference 

Combined impact $2,880/year difference 

 
This rent trajectory divergence creates a double-impact scenario where properties 
lose revenue on both ends: accepting lower rents for replacement residents while 
missing premium opportunities from satisfied renewals. The combined financial 
swing approaches $3,000 annually per unit when factoring in avoided turnover 
costs. 

3rd Party Property Management vs Owned Asset Operators 

Third-Party Management Vulnerability: Property management companies 
operating under third-party contracts face heightened investor churn when 
maintenance-driven costs exceed contractual thresholds. Investors typically 
establish cost parameters for maintenance spending, repair expenses, and turnover 
costs, with management companies absorbing penalties or contract termination 
when these limits are breached. Poor maintenance experiences that drive resident 
churn create cascading cost impacts across repairs, maintenance operations, and 
turnover expenses that can trigger investor relationship failures. 



Owned Asset Operator Direct Impact: Property owners operating their own assets 
absorb maintenance-driven financial impacts directly through reduced NOI and 
asset valuations. Unlike third-party managers who may face contract termination, 
owned asset operators cannot escape the long-term financial consequences of 
poor maintenance experiences. Every maintenance-driven departure directly 
reduces property cash flow and affects refinancing capabilities. 

Owned operators also face multiplied impact through reduced property valuations, 
as cap rate calculations incorporate both current income losses and projected 
future performance based on operational track records. Poor maintenance-driven 
retention creates compounding valuation impacts that extend far beyond single-
year revenue losses. 

Universal Strategic Imperative: Regardless of operational structure, all property 
stakeholders face material financial consequences from maintenance-driven 
churn. The data demonstrates that maintenance experience optimization 
represents the highest-ROI operational improvement available to both third-party 
managers seeking contract retention and owned operators protecting asset values. 

  



The True Cost of Single Lease Churn 

Comprehensive Churn Cost Analysis: Each resident departure triggers a cascade 
of direct and indirect costs that extend far beyond simple vacancy calculations. Our 
analysis reveals that a single lease churn costs property operators an average of 
$4,200-$6,800 per unit, with maintenance-related departures showing costs at the 
higher end of this range. 

Turnover Costs Breakdown 

Cost Category 
Cost 

Range 
Description 

Direct Turnover Costs   

Unit preparation and 
repairs 

$1,200-$2,400 
Paint, flooring, appliances, deep 
cleaning 

Marketing and leasing 
expenses 

$400-$800 
Advertising, showing 
coordination, application 
processing 

Administrative 
processing 

$200-$400 
Lease termination, deposit 
reconciliation, credit reporting 

Lost rent during 
vacancy 

$1,600-$3,200 
3-6 week average vacancy period 
at $2,000/month 

Hidden Indirect 
Costs 

  

Resident acquisition 
costs 

$300-$600 
Background checks, move-in 
coordination, onboarding 

Maintenance team 
overtime 

$150-$300 
Accelerated turnover timeline 
pressures 

Opportunity costs of 
staff time 

$200-$400 
Diverted from revenue-generating 
activities 

 
Total Estimated Range: $4,050-$8,100 per turnover  



The High-Level on Maintenance’s Impact to Lease Churn 

The general themes around maintenance experience have often been shrouded with 
a concept of known, but not quantifiable.  These major measurements give the 
strong indication that general maintenance performance has massive impacts into 
the quantifiable likelihood to renew a lease. 

Maintenance Experience Matters 

 

Resident Satisfaction on Maintenance Repairs: Remains a critical indicator to 
lease renewal likelihood. The drastic decrease in renewal likelihood with poor 
performing maintenance teams shows the best correlation between experience’s 
impact on leasing. 
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Turnover Quality and Residents First Year Matters 

 

First Year Service Issues Correlation: Is incredibly strong.  And as the rest of the 
report suggests, even as tight as 90-days from move-in determine the likelihood to 
renew. Turnovers are no longer just a speed game, but set the tone for the renter and 
their likelihood to want to stay after the first year. 
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Maintenance Experience Matters 

 

Types of Repairs Matter: And the systemic determining of repairs severity will 
determine the efficacy of managing this.  The residents that experience a 
disproportionate of urgent repairs show drastic differences of wanting to remain in 
the unit after the first year. 
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High-Sensitivity Repairs for a Resident in the First Year 

Critical Repair Categories: Analysis of 325 distinct repair categories reveals 10 
with statistically significant sample sizes suitable for reliable conclusions about 
maintenance service quality impacts. To ensure robust findings, we filtered for 
categories where both churned and renewed cohorts exceeded 2,000 Melds each 
(requiring 6,000+ total Melds per category). A Meld represents a work request 
submitted by residents for maintenance issues. 

These 10 categories represent 119,530 Melds with clear service quality patterns 
distinguishing churned from renewed residents, providing the most reliable insights 
into maintenance-driven retention outcomes. 

Tier 1 Severe Rating Impact (the highest risk repair types): 

Repair 
Category 

Assignment 
Time Gap 

Days to 
Complete 

Gap 

Communication 
Engagements 

Experience 

Air 
Conditioner 

+12.7% 
longer  

+4.4% 
longer  

+17.0% more  -4.9% 
worse  

Water 
System 

+8.7% 
longer  

[negligible]  +14.1% more  -4.5% 
worse  

Heating 
System 

+21.3% 
longer  

+1.3% 
longer  

+11.4% more  -4.1% 
worse  

 
Air Conditioner Issues: The largest single repair category reveals the most extreme 
service disparities with at-risk leases showing 4.9% lower satisfaction ratings. This 
severe rating impact aligns with 12.7% longer assignment times, 4.4% longer 
completion times, and 17.0% more chat interactions - the highest communication 
burden across all repair categories. 

Water System Failures: Show dramatic service quality deterioration with at-risk 
leases experiencing 4.5% lower satisfaction ratings and 14.1% more chat 
interactions. Although repairs are completed 1.2% faster, this shorter timeframe 
combined with significantly more follow-up communications indicates rushed, 
incomplete repairs. Assignment delays average 8.7% longer for these critical utility 
failures. 

Heating System Problems: Show severe rating impact with 4.1% lower satisfaction 
for at-risk leases, combined with the most extreme assignment delays at 21.3% 



longer response times. Climate control heating failures create lasting negative 
impressions, requiring 11.4% more chat interactions and 1.3% longer completion 
times. 

Tier 2 Moderate Rating Impact: 

Repair 
Category 

Assignment 
Time Gap 

Days to 
Complete 

Gap 

Communication 
Engagements 

Experience 

Water 
Heater 

+6.6% 
longer  

-3.2% 
shorter  

+3.1% more  -3.8% 
worse 

Tub/Shower 
+8.0% 
longer  

[negligible] +7.9% more  -2.9% 
worse 

Toilet 
+4.8% 
longer  

[negligible] +8.4% more  -2.7% 
worse  

Refrigerator 
+8.7% 
longer  

[negligible] +3.2% more  -2.4% 
worse  

 
Water Heater Problems: Essential hot water service failures create significant 
rating impact with 3.8% lower satisfaction for at-risk leases. Despite 3.2% shorter 
completion times, this faster completion appears to indicate rushed repairs rather 
than superior service, as evidenced by increased chat interactions (3.1% more) and 
6.6% longer assignment times. 

Tub/Shower Issues: The largest volume category demonstrates 2.9% lower 
satisfaction ratings for at-risk leases. Bathroom functionality problems require 7.9% 
more chat interactions and show 8.0% longer assignment times, with negligible 
completion time differences. 

Toilet Repairs: Show 2.7% lower satisfaction ratings for at-risk leases. While 
completion times are negligibly different for at-risk leases, the combination of 
longer assignment times (4.8%) and significantly more chat interactions (8.4% 
more) suggests inadequate initial repair quality. 

Refrigerator Problems: Essential appliance failures show 2.4% lower satisfaction 
ratings for at-risk leases, combined with 8.7% longer assignment times. Kitchen 
functionality disruptions create negligible completion time differences but require 
3.2% more chat interactions. 

Tier 3 Lower Rating Impact: 



Repair 
Category 

Assignment 
Time Gap 

Days to 
Complete 

Gap 

Communication 
Engagements 

Experience 

Sink +5.8% longer [negligible] +5.5% more 
-1.7% 
lower 

Door [negligible] [negligible] +6.7% more 
-1.3% 
lower 

Dishwasher +3.7% longer -4.0% shorter +9.0% more [negligible] 
 
Sink Repairs: The highest-volume repair category shows 1.7% lower satisfaction 
ratings for at-risk leases. Kitchen and bathroom sink functionality problems require 
5.5% more chat interactions with 5.8% longer assignment times, but negligible 
completion time differences. 

Door Issues: Show 1.3% lower satisfaction ratings for at-risk leases with negligible 
assignment and completion time differences. Entry and security problems create 
6.7% more chat interactions, suggesting communication-intensive resolution 
processes. 

Dishwasher Repairs: Shows the smallest rating impact at negligible satisfaction 
difference for at-risk leases, yet paradoxically requires 9.0% more chat interactions. 
While completion times are 4.0% shorter for at-risk leases, this expedited timeline 
appears to compromise repair quality, requiring significant follow-up 
communications despite minimal rating impact. 

Critical Service Quality Patterns: 

Assignment Speed Deterioration: At-risk leases consistently experience slower 
response times across all categories, with heating systems showing the most severe 
delays (21.3% longer) followed by air conditioning (12.7% longer) and refrigerators 
(8.7% longer). 

Communication Burden Escalation: All repair categories require more chat 
interactions for at-risk leases, ranging from 3.1% (water heater) to 17.0% (air 
conditioner), indicating persistent unresolved issues requiring repeated follow-up 
throughout the lease term. 

Satisfaction Rating Decline: Every category shows lower resident satisfaction 
ratings for at-risk leases, with water system issues showing steep decline (4.5% 
lower) followed by air conditioning (4.9% lower) and water heaters (3.8% lower).  



Creation to Assignment Speed: The Critical Timeline Correlation 

Response Time Impact Analysis: The speed of maintenance request assignment 
directly correlates with resident satisfaction and retention outcomes. Our data 
reveals significant assignment time differences between residents who churned 
and those who renewed, with heating systems showing the most extreme disparities 
at 21.3% longer assignment times for leases that churned. 

Assignment Time Delays by Repair Category: 

Repair Category Assignment Time Impact 
Heating System +21.3% longer 
Air Conditioner +12.7% longer 
Refrigerator +8.7% longer 
Water System +8.7% longer 
Tub/Shower +8.0% longer 
Water Heater +6.6% longer 
Sink +5.8% longer 
Toilet +4.8% longer 
Dishwasher +3.7% longer 

 

Critical Timeline Impact by Repair Category: 

• Heating System: 21.3% longer assignment times for leases that churned 

• Air Conditioner: 12.7% longer assignment times for leases that churned 

• Refrigerator/Water System: 8.7% longer assignment times for leases that 
churned 

• Tub/Shower: 8.0% longer assignment times for leases that churned 

• Water Heater: 6.6% longer assignment times for leases that churned 

• Sink: 5.8% longer assignment times for leases that churned 

First Impression Amplification 

During the critical first 90 days, assignment speed carries amplified importance. 
New residents lacking established property confidence interpret slow response 
times as indicators of overall service quality. The data shows that residents who 
eventually churned consistently experienced longer assignment delays across all 
major repair categories. 

Technology Integration Impact 



Advanced maintenance technology platforms enable more accurate repair 
diagnosis through AI-powered intake tools that guide residents through structured 
problem identification, reducing assignment delays caused by unclear or 
incomplete initial requests. These systems capture detailed symptom descriptions, 
photos, and diagnostic data that allow maintenance teams to assign the right 
technician with appropriate tools on the first dispatch. Additionally, technology 
platforms provide real-time performance analytics on assignment speed metrics, 
enabling property operators to monitor whether their organization is improving or 
declining in dispatch efficiency. This visibility allows for immediate intervention 
when assignment times begin deteriorating, preventing the service quality gaps that 
contribute to resident churn. 

Vendor Coordination Efficiency 

Assignment speed depends heavily on vendor network coordination and pre-
negotiated response agreements. Properties with established vendor relationships 
and clear performance metrics achieve more consistent assignment times across 
all repair categories. Critical to this efficiency is measuring vendor participation 
rates in the assignment process - tracking metrics such as acceptance rates of 
dispatched requests, response time to assignment notifications, and completion of 
required documentation. These participation metrics enable property operators to 
identify which vendors are contributing to assignment delays and optimize their 
vendor mix accordingly. Properties that actively monitor and manage vendor 
throughput performance can redirect work to higher-performing vendors, ensuring 
that assignment speeds improve rather than deteriorate over time. 

Staffing Efficiency and Effectiveness 

Maintenance Coordinators serve as the critical operational force in property 
maintenance, directly controlling assignment speed and service quality through 
their prioritization decisions, vendor selection, and resident communication. 
Properties with high-performing Maintenance Coordinators achieve consistently 
faster assignment times and better retention outcomes, while coordinator 
performance gaps directly contribute to the service delays experienced by residents 
who eventually churn. Measuring coordinator efficiency through metrics such as 
average assignment time, resident satisfaction scores, and first-call resolution rates 
enables property operators to identify top performers and implement targeted 
performance improvements. Rewarding high-performing coordinators through 
recognition programs, performance bonuses, and career advancement 



opportunities not only retains valuable staff but also establishes performance 
standards that drive overall maintenance operation excellence. 

The data demonstrates that assignment speed represents the first tangible service 
interaction residents experience. Consistent, prompt assignment protocols create 
positive service perceptions that influence long-term retention decisions, while 
delays establish negative impressions that compound throughout the residency 
period. 

  



Priority Level Impact on Renewal Decisions 

Priority Classification Analysis: Maintenance request priority levels (1=Low, 
2=Medium, 3=High/Emergency) reveal that residents who churned experienced a 
significantly higher proportion of emergency and urgent repairs throughout their first 
year. Across all repair categories, residents who churned averaged 2.05 priority level 
compared to 2.02 for those who renewed, indicating they encountered more critical 
maintenance situations that required immediate attention. 

Tier 1 High Emergency Exposure: 

Repair 
Category 

Renewed 
Avg 

Priority 

Churned 
Avg 

Priority 

Emergency 
Exposure 

Gap 

Significance in Renewed 
vs Churned 

Air 
Conditioner 

2.06 2.14 
+4.1% more 

emergencies 
Failure timing and 

responsiveness 
Heating 
System 

2.08 2.14 
+3.1% more 

emergencies 
Failure timing and 

responsiveness 
Water 

System 
2.10 2.16 

+2.9% more 
emergencies 

Severity of repair and 
responsiveness 

 
Air Conditioner Issues (4.1% More Emergencies): Residents who churned 
experienced a significantly higher proportion of emergency HVAC situations - likely 
air conditioning failures during extreme heat periods that qualified as emergency 
priority. This higher emergency exposure, combined with severe service quality gaps 
(12.7% longer assignment times, 17.0% more chat interactions), created critical 
habitability issues that directly contributed to lease non-renewal decisions. 

Heating System Problems (3.1% More Emergencies): Show substantial 
emergency exposure gaps, indicating churned residents faced more critical heating 
failures during cold weather periods. The combination of more emergency 
situations and extreme assignment delays (21.3% longer) suggests these residents 
experienced dangerous comfort conditions during weather emergencies when 
response capacity was most critical. 

Water System Failures (2.9% More Emergencies): Demonstrate notable 
emergency exposure differences, with churned residents experiencing more severe 
utility failures that qualified as emergency priority. These critical water issues, 
combined with 14.1% more chat interactions and 4.5% lower satisfaction ratings, 



indicate residents faced serious habitability disruptions requiring immediate 
response. 

Tier 2 Moderate Emergency Exposure: 

Repair 
Category 

Renewed 
Avg Priority 

Churned 
Avg 

Priority 

Emergency 
Exposure Gap 

Urgency 
Pattern 

Water 
Heater 

2.10 2.13 
+1.4% more 

emergencies 

More critical 
hot water 
outages 

Dishwasher 1.93 1.94 
+0.8% more 

emergencies 
Slight urgency 

increase 

Toilet 2.01 2.02 
+0.7% more 

emergencies 

Minimal 
urgency 

difference 
 
Water Heater Problems (1.4% More Emergencies): Demonstrate moderate 
emergency exposure increases for churned residents, indicating they experienced 
more complete hot water outages during cold weather or other circumstances that 
elevated priority levels. The combination of more emergencies and rushed 
completion times (3.2% shorter) suggests emergency protocols that may 
compromise repair thoroughness. 

Dishwasher Repairs (0.8% More Emergencies): Show minimal emergency 
exposure differences, suggesting appliance failures rarely qualify as true 
emergencies. The substantial service quality gaps (9.0% more chat interactions, 
4.0% shorter completion times) drive retention impact rather than emergency 
frequency. 

Toilet Repairs (0.7% More Emergencies): Demonstrate minimal emergency 
exposure increases, indicating bathroom functionality problems maintain relatively 
consistent priority classifications. The retention impact comes from service quality 
differences (8.4% more chat interactions, 2.7% lower satisfaction) rather than 
emergency situations. 

  



Tier 3 Lower Emergency Exposure: 

Repair 
Category 

Renewed Avg 
Priority 

Churned Avg 
Priority 

Emergency 
Exposure Gap 

Door 1.92 1.93 
+0.5% more 

emergencies 

Refrigerator 1.98 1.99 
+0.5% more 

emergencies 
 
Door Issues (0.5% More Emergencies): Show slight emergency exposure gaps, 
suggesting entry and security problems occasionally qualify as urgent priority. The 
service quality differences (6.7% more chat interactions) create retention impact 
despite minimal emergency frequency variation. 

Refrigerator Problems (0.5% More Emergencies): Demonstrate minimal 
emergency exposure differences, indicating appliance failures rarely reach 
emergency priority levels. Kitchen functionality disruptions create retention impact 
through service quality gaps (8.7% longer assignment times, 2.4% lower 
satisfaction) rather than emergency frequency. 

Emergency Response Capability: The data reveals that properties must not only 
respond quickly to emergencies but also ensure consistent service quality during 
high-priority situations. Churned residents experienced both more emergency 
situations AND inferior service quality during those critical moments, creating 
compound negative experiences. 

Critical Timing Impact: Emergency situations represent the highest-stakes 
maintenance moments when resident confidence in property management is most 
tested. Poor service delivery during emergencies (longer assignment times, more 
communication burden) has amplified retention impact compared to routine 
maintenance failures. 

Resource Allocation Strategy: Ensuring premium emergency response capabilities 
becomes critical for retaining these residents who face more challenging 
maintenance circumstances. 

The analysis confirms that residents experiencing more emergency maintenance 
situations throughout their first year face significantly higher churn risk, particularly 
when emergency response fails to meet the critical nature of their maintenance 
needs.  



Turnover Quality and the Impact to Retention 

Sample Distribution Analysis: The dataset reveals telling patterns about first-90-day 
maintenance experiences: 

• Zero maintenance requests: 40,970 residents (37.2% of total) 
• One maintenance request: 40,101 residents (36.4% of total) 
• Two maintenance requests: 14,621 residents (13.3% of total) 
• Three or more requests: 14,356 residents (13.1% of total) 

 
The sample size distribution validates several critical assumptions. First, the 
substantial representation across all maintenance frequency levels eliminates small-
sample bias concerns. Second, the near-equal split between zero and single 
maintenance request cohorts (37.2% vs 36.4%) suggests this dataset captures normal 
operational patterns rather than exceptional circumstances. 

Critical Period Analysis: The first 90 days of residency establish maintenance service 
expectations that persist throughout the entire lease term. Our data reveals that 
residents' first-quarter maintenance experiences predict annual retention with 73% 
accuracy, making this period the most crucial for long-term relationship success. 

First-90-Day Maintenance Occurrence Patterns by Repair Category: 

Analysis of the 10 statistically significant repair categories reveals dramatic differences 
in first-90-day occurrence rates between churned and renewed residents, providing 
definitive evidence of early maintenance experience impact on retention. 

Tier 1 Extreme First-90-Day Impact: 

Repair 
Category 

First-90-Day 
Occurrence Gap 

Impact Description 

Air 
Conditioner 

98.5% increase churn 
likelihood 

Nearly double the early-residency 
climate control problems 

Water 
Heater 

93.7% increase churn 
likelihood 

Essential hot water service failures 
during adjustment period 

Toilet 
90.2% increase churn 

likelihood 
Bathroom functionality issues in critical 

first quarter 
 

  



Tier 2 Severe First-90-Day Impact: 

Repair 
Category 

First-90-Day 
Occurrence Gap 

Impact Description 

Heating 
System 

81.5% increase churn 
likelihood 

Climate control heating failures during 
early residency 

Water 
System 

79.4% increase churn 
likelihood 

Critical utility failures during 
adjustment period 

Sink 
75.6% increase churn 

likelihood 
Kitchen/bathroom functionality 

problems early in lease 

Refrigerator 
74.4% increase churn 

likelihood 
Essential appliance failures during 

critical period 
 

Tier 3 Significant First-90-Day Impact: 

Repair 
Category 

First-90-Day Occurrence 
Gap 

Impact Description 

Door 
70.7% increase churn 

likelihood 
Entry and security problems during 

early residency 

Tub/Shower 
70.4% increase churn 

likelihood 
Bathroom functionality issues in 

adjustment period 

Dishwasher 
67.4% increase churn 

likelihood 
Kitchen appliance problems during 

critical first quarter 
 
The data conclusively demonstrates that the first 90 days represent a make-or-break 
period for resident retention, with maintenance experience serving as the primary 
determinant of long-term lease renewal probability. 

  



Tactical Adjustments Operators Can Do to Improve Renewal 
Rates 

Implementation Strategy Overview: Based on the comprehensive data analysis 
revealing the critical correlation between maintenance experience and resident 
retention, property operators can implement four tactical adjustments that directly 
address the identified service quality gaps driving churn. 

1. Deploy a "No-Meld 90" Program 

Objective: Execute turnover processes that completely avoid Tier 1 and Tier 
2 repairs during residents' critical first 90 days. 

Implementation Approach: Transform unit preparation protocols to 
eliminate high-impact maintenance categories before new resident 
occupancy. This requires comprehensive pre-occupancy inspections and 
proactive repairs targeting the repair categories with the highest churn 
correlation: air conditioning, heating systems, water systems, water heaters, 
tub/shower systems, toilets, and refrigerators. 

Key Actions: 

▪ Implement mandatory pre-occupancy HVAC system testing and 
servicing 

▪ Conduct comprehensive water system pressure testing and 
component replacement 

▪ Execute complete appliance functionality verification and 
replacement of marginal units 

▪ Perform bathroom fixture stress testing and preventive replacements 

Expected Impact: Reducing first-90-day maintenance requests by 50% 
could decrease annual churn rates by 5-8 percentage points, preserving 
significant costs and investor churn risks due to excessive maintenance and 
turnover expenses. 

2. Monitor and Enhance Time to Assign for Repairs 

Objective: Strengthen maintenance intake processes and accelerate 
dispatching through enhanced data collection and performance monitoring. 

Technology Integration: Deploy AI-powered intake tools that guide residents 
through structured problem identification, capturing detailed symptom 



descriptions, photos, and diagnostic data. This enables maintenance teams 
to assign the appropriate technician with correct tools on the first dispatch, 
eliminating assignment delays caused by incomplete information. The 
technology is also critical for monitoring performance through real-time 
analytics and identifying patterns that contribute to assignment delays. 

Standard Operating Procedures: 

▪ Establish maximum assignment time targets: 2 hours for emergency 
repairs, 4 hours for urgent repairs, 8 hours for routine maintenance 

▪ Implement automated assignment systems that eliminate manual 
coordination delays 

▪ Create performance dashboards tracking coordinator assignment 
speed and resident satisfaction correlations 

Performance Monitoring: Track assignment time metrics by repair category 
and coordinator, identifying performance gaps that contribute to the 
documented delays experienced by churned residents (ranging from 4.8% to 
21.3% longer assignment times). 

Expected Impact: Reducing assignment delays by 25% across all categories 
could improve retention rates by 2-4 percentage points, preserving 
significant costs and investor churn risks due to excessive maintenance and 
turnover expenses. 

3. Structure Preventative Programs Around High-Risk Repairs 

Objective: Implement proactive maintenance schedules targeting air 
conditioning, heating, and water systems - the repair categories showing the 
highest emergency exposure for churned residents. 

HVAC Preventative Strategy: Deploy quarterly preventative maintenance for 
all HVAC systems, focusing on filter replacement, system calibration, and 
component testing before peak season demands. Churned residents 
experienced 4.1% more HVAC emergencies and 3.1% more heating 
emergencies, indicating system failures during critical weather periods. 

Water System Preventative Strategy: Implement semi-annual property 
inspections with a special focus on water-related assets in each unit, 
including valve operation verification and component replacement 
schedules. Churned residents experienced 2.9% more water system 



emergencies, suggesting infrastructure failures requiring immediate 
intervention. 

Scheduling Protocol: Prioritize preventative maintenance during moderate 
weather periods, ensuring systems operate optimally during peak demand 
seasons when emergency failures create the highest resident satisfaction 
impact. 

Expected Impact: Reducing emergency repairs by 30% in high-risk 
categories could decrease churn rates by 3-5 percentage points, preserving 
significant costs and investor churn risks due to excessive maintenance and 
turnover expenses. 

4. Move Towards Dynamic Dispatching 

Objective: Replace traditional sequential dispatching (i.e. - Preferred Vendor 
Lists) with real-time decision-making that optimizes for resident satisfaction, 
response times, and cost efficiency on every repair. 

Dynamic Decision Framework: Implement dispatching algorithms that 
consider multiple factors for each maintenance request: 

▪ Resident satisfaction history and churn risk assessment 

▪ Vendor availability and proximity for optimal response times 

▪ Repair complexity and cost optimization 

▪ Historical performance data for similar repair types 

Technology Requirements: Deploy maintenance management platforms 
with real-time vendor tracking, resident satisfaction scoring, and predictive 
analytics capabilities. These systems enable coordinators to make data-
driven dispatching decisions rather than following static vendor rotation lists. 

Performance Optimization: Prioritize dispatching to high-performing 
vendors for residents with previous service quality issues, ensuring superior 
service delivery for retention-critical situations. The data shows churned 
residents consistently receive inferior service across all metrics, indicating 
systematic dispatching improvements could break this pattern. 

Expected Impact: Optimized dispatching could improve overall service 
quality metrics by 15-20%, potentially reducing churn rates by 4-6 
percentage points and preserving significant costs and investor churn risks 
due to excessive maintenance and turnover expenses. 


