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It's Kingsley Season! 5" Star Service
Why measure satisfaction?

e Link between satisfaction and renewal

 On average, 63% of tenants indicate likely renewal, but if satisfied...
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It's Kingsley Season!
... It comes down to retention

e Satisfied tenants make economic sense

Assumptions

e 20,000 s.f. tenant in Class A
building

+5-Star Service

WORLDWIDE

Tenant
Lost

Tenant
Retained

Estimated
Cost of

Losing a

Tenant

Rental income | Annual rent is $40 per s.f. $0 $800,000
* One year to replace tenant
Tenant e TI's of $35 per s.f. for a new
. lease or $10 per s.f. for a ($700,000) | ($200,000)
Improvements
renewal
» Commission of 6% paid in
- year one for new lease or
Commission 3% commission for a ($240,000) | ($120,000)
renewal
Total impact (year 1) ($940,000) | $480,000
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+5-Star Service

It's Kingsley Season!

Focus improvement on controllable factors
 Management, building upkeep, and security among most impactful on renewal

Renewal Decision Factors % of
- Respondents
_8 Location 62%
g Quiality of building 41%
g Space requirements 41%
g Price 38%
Iji: Corporate decision 34%
= Property management 34%
§ Business circumstances 31%
Building upkeep 28%
Parking 26%
Security 23%




It's Kingsley Season! s
Service Iinteraction drives customer satisfaction

e Customer service areas drive satisfaction

Drivers of Overall Satisfaction -

Mgmt. - Overall Satisfaction 0.765
Mgmt. - Problem Resolution 0.740
Mgmt. - Communication 0.668
Mgmt. - Accommodation of Special Requests 0.659
Mgmt. - Responsiveness 0.644
Mgmt. - Accessibility 0.628
Tls - Quality of Work 0.623
Maintenance / Engineering 0.602
Mgmt. - Professionalism / Courtesy 0.600
Tls - Timeliness of Process 0.593




It’'s Kingsley Season!
Project Timeline — Key Dates
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» Update contact information

*5-Star Service

WORLDWIDE

mm February 9, 2016 — Pre Survey

* Property teams notify tenants
» Update Portal as necessary

m]  February 11, 2016 - Launch

* Update invalid emails
* Follow-up with contact requests
* Review “red” alert transcripts

=] February 23, 2016 — Final Reminder

* Follow-up with non-respondents

March 14, 2016 — Survey Cut-off

sd  April 11, 2016 — Action Planning

» Access through Portal




It's Kingsley Season! ‘5" Star Service
Monitor Portal

- Update Invalid Emails

Follow-up with contact

requests

B Review “red” alerts



It's Kingsley Season! *5-Star Service
Mining the Most out of Your Results

e What to do this last week (prior to the survey cut-off)
e How to make the most of the reports
— Property level

* Acknowledge successes with teams / vendors (outperforming:
prior, portfolio or benchmark)

e Review areas for improvement — not too broad, specific changes
e Example of successful action plan

— Customer level
e Thank participants

e Review transcripts — follow-up when appropriate (using discretion)
— understand why “red” indicators

e Contact plans
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Kingsley Survey Promotion
Customized for You
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Kingsley Results Promotion S

Customized for You

86.5

of 500 Morth Brand's current

Froparty recommandstion

Satisfaction with tha lsasing procass

Porcantags of surveyad tenants
who would recommand kasing
offica spacs at 500 North Brand.

WORLDWIDE

KINGELEY INTRODUCTION

for measiring customer sakisf

When we say we offer respansive management, quallty cwnership

and unm. amenities we mean It

W, HEAR IT DIRECTLY F
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MOT: Kingsley Promo

KINGSLEY TIPS & TRICKS

Tell your contacts to be expecting it
Verify the email address

Monitor your responses: If you get a red or yellow,
find out why & fix it if you can. Surveys can be
updated.

Delete non-responders as long as you have at least
one response

Follow-up before the surveys close
Try to “WOW” them right before surveys launch ©

+5-Star Service

WORLDWIDE
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MARATHOM OIL *5-Star Service GLOBAL
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Tustin Centre — Kingsley '5-Star Service

WORLDWIDE

e Kingsley
— Management has been taking the larger tenant Rep’s out to lunch ahead time
and hopefully see if there are any issues or concerns we should be aware of
so we may address

— Worked with Marketing and ordered flyers to be hand delivered to tenants
along with a mini-Bundt cake to the tenant reps to remind it’s Survey time

again

p MartineT TRV FS
wash Tustin Centie | 4




Park 80 West : Kingsley Promo '5-Star Service
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Tate’s Bake Shop Makes Gifting Easy!

*  Our Every Day Items
 and Special Collection
* make GREAT

* \Valentine’s Day gifts!
e Use Code
 CBRE20 to

e SAVE 20%!

Laune e

Ordering at tatesbakeshop.com is easy — and if
you use the promotion code CBRE20 to save
20%!

BOBBY IADANZA

Business Partnership
Manager

631-780-6511, x3223
631-257-5824 (direct)
bobby@tatesbakeshop.com



mailto:bobby@tatesbakeshop.com

125/150 CPD: Kingsley Promo '5-Star Service

WORLDWIDE

 February 12th

— Gave cupcakes out on February 3™ to all tenant
contacts!

— Sending out email blast next week
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181 West Madison: Kingsley Promo

e Deliver treats and “Coming Soon” note and
treat to Kingsley surveyors: when they fill it
out and submit a complete survey, their
name will be entered into a raffle to win an
Apple watch.

+5-Star Service

WORLDWIDE
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7000 Central Park: Kingsley Promo [RSErarsses

WORLDWIDE

— Tenant notification has gone out
— Tenants love the candy!

arker
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