Marketing Quick Start Guide

Introduction to Marketing Resources & Support




- Marketing works in partnership with Redevelopment to showcase
community upgrades, enhance resident communications, drive
occupancy, and boost online reputation

Redevelopment Unit Turns:

Marketing &

- Marketing can assist with temporary signage, communication,
photography, and other redevelopment support

Red evelopment » Visit the Redevelopment Marketing Resources page on Buzz for a
portfolio of marketing resources to assist you during
redevelopment

- Contact Marketing@essex.com for additional support



http://buzz.essex.com/department/marketing/redevelopment-resources
mailto:Marketing@essex.com

* Whether your community is undergoing an interior unit turn,
amenity upgrade, or a full renovation, clear communication to
residents and prospects is key to a successful project

* Renovation Communication Plans are available on Buzz
- Operational Services = Marketing = Onsite/Community Resources

Redevelopment Unit Turns: - Redevelopment Marketing Resources

Communication

Pla N * These marketing resources serve to assist you in communicating
with your residents through all renovations:

“*Interior Unit Turns
“*Amenity or Exterior
“*Full Scope: Interior Unit, Exterior, and Amenities




Available Advertising Options: Execution & Notes:

Model Out of the Box Contact your Project Manager if you
need to order a new kit

Audio Visual Technologies — Email Marketing@essex.com as soon as

Photography, Virtual Tours, Virtual you have a mock-up unit ready. Allow up

Staging, and Video Loops to two weeks for coordination
Redevelopment Unit Turns: Collateral — Stationery Flyers, Letterhead, Thank You Gift Card

- Sleeves. Available on The Home Store

Advertising | = |

Collateral - Temporary Signage Wayfinding Maps, A-Frames, Bandits,
MenU Banners, Posters. Available on The Home

Store
Resident Events — Open Houses Open Houses are a great tool to

advertise your renovation

Website — Content Update Send details regarding the scope of your
project to Marketing@essex.com to
have your renovations featured on the
website



mailto:Marketing@essex.com
https://yourbenson.myprintdesk.net/DSF/SmartStore.aspx?gktTg9gFCECqdNEgkzCHMzUxIprsGrJI9+lddJLGMpORTgLf6HRc25Goo73+Qa6CfJKt0Q6Jhg8XUAe3DBuGEw==&random=0.12476218048256982#!/CategoryHome/971
https://yourbenson.myprintdesk.net/DSF/SmartStore.aspx?gktTg9gFCECqdNEgkzCHMzUxIprsGrJI9+lddJLGMpORTgLf6HRc25Goo73+Qa6CfJKt0Q6Jhg8XUAe3DBuGEw==&random=0.12476218048256982#!/CategoryHome/971
mailto:Marketing@essex.com

* Follow the below steps to order your

A LA CA RTE (continued)
1. CM confirms budget allowance R b e ki g et bt s . st
with Project Manager SR Wa"_“c R

2.  CMto complete Kupec Design
order form

Redevelopment Unit Turns:

Model Out of

3. CMto provide Project Manager

the BOX with total budget request
4.  Project Manager will provide CM

a PO#

5. CM will submit order form to
Kupecdesign@pacbell.net



mailto:Kupecdesign@pacbell.net

Redevelopment Unit Turns:

Advanced

Visual
Technology

- Photography is a key selling opportunity for unit turns

- Updated photography is used to advertise your renovations across

the website, ILSs, and Craigslist

- Additional advanced visual technologies available to you include:

* Virtual Tours
* Virtual Staging
* Video Loops

* Email Marketing@essex.com to schedule photography once your

mock-up unit is ready



mailto:Marketing@essex.com

- The Home Store offers a variety of temporary signage, stationery,
and collateral to help advertise and communicate your project

COMING SOON
| N
) |

CravuNT
NAME HE 5T
TENPOHRITY
| @O

mm
Redevelopment Unit Turns:
Collateral —
Stationery & e i tationery
Slgnage - Process for ordering: o @
% CMplaces order throughThe | Howweuldyeulieropay?
Home Store (Benson) e
< When checking out, select I
PO number as the payment R
methOd Redev —

* Enter “Redev” for the PO
number



- Open Houses are a great resource to advertise your renovation

- Below are some tips to ensure a successful event:

*“*Spread the word

* Post flyers and send communications to current residents encouraging

: them to bring their friends
Redevelopment Unit Turns:

Resident Events

* Request an eBlast from Marketing to be sent to your prospect pipeline
at least one week prior to your event

“*Provide snacks and refreshments for your guests

- Open Houses

* Using the marketing funds that have been allocated to your
redevelopment project, provide snacks and refreshments to keep your
guests comfortable and entertained

“*Consider the timing of your event

* Take your target audience’s schedule into consideration when planning
your event




* The following areas of the website can be updated to advertise the
details of your redevelopment project:

* Unit specific, custom features
* Amenities list
+ Community description update

Photography

Redevelopment Unit Turns:
W b t - Email Marketing@essex.com with the details of your project to have
epsite - =~ .
your community website updated

Content Update

Rising 23 stories from the heart of downtown San Jose. CA and surrounded by a vibrant community, 360 Residences would love to OFFICE INFO
welcome you to your new home.

&) 8336321016
[With various floor plans, including 1-. 2-, and 3-bedroom apartments, plus 1- and 2-bedroom lofts and penthouses, you're sure to find
the right one for you Each of our apartment homes for rent features stainless steel appliances, wide windows, and an in-unit washer Mon - Tue: 6:00 AM - 600 PM
and dryer. Step insicle our urban oasis and experience the intersection of luxury and beauty Wed:10:00 AM - 600 PM

Thu - Fri; 900 AM - 6:.00 PM

Around our community. relax in our resort style pool and spa with sundeck. indulge in the peaceful landscaped courtyard, or get
Sat - Sun; 10:00 AM - 500 PM

[moving in our fitness center. Even pets are treated to community amenities like our dog run area. Just outside your door, explore San
[Pedro Square Market with friends while enjoying a tasty beverage.

[Our convenient central Llocation also gets a 5-star rating. Enjoy a Location just steps to VTA Light Rail and close to Caltrain and major
[commute routes on highways 87, 17. 1-880. and I-280 - putting all of Silicon Valley within easy reach.

@ APARTMENT FEATURES £28 COMMUNITY AMENITIES $% PET POLICY
= Expansive 1-. 2-. and 3-bedroom floor plans = Resori-style pool with expansive sundeck = We allow cats & dogs
= Urban 1- and 2-bed lofts and townhomes with = Fully-equipped 22-hour fithess center = Max 2 pets per apartment
spacious terraces » Urban-style courtyard = \We love all pets, but the following

'SEE MORE FEATURES, AMENITIES, & PET POLICY ¥


mailto:Marketing@essex.com

1. How to Use This Guide

2. [EssexWebsite

3. Craigslist

4. Internet Listing Services

5. Specials

6. eBlasts

7. AVT: Photos

8. AVT:Video Loops, Virtual Tours, & Virtual Staging

9. Facebook
Ta ble Of 10. Reputation Management: Chatmeter
Conte nts 11. Reputation Management: Escalation Process

12. Resident & Crisis Emails
13. Resident Events
14. Collateral & Signage
15. Buzzintranet
16. E-Hour
17. Customer Care
18. Marketing Request Timing
1. Appendix: Redevelopment




* This guide is designed for new Essex associates to understand the
support and services that the Marketing team offers to
communities and our corporate partners.

nternet Listing Services (ILS) are online hubs where prospect
go apartment shopping. This is paid advertising that Essex uses to
increase leasing traffic.

' . o Apartments.com —the leading online apartment listing website; also
' syndicates to ApartmentFinder, Apartamentos, WestsideRentals,
Apartments.com ApartmentHomelLiving, ForRent, Afterss, and ForRentUniversity
. . -~ . » o Zillow-is a digital real estate marketplace; also syndicates to HotPads and
I h IS l Ide Internet ~Lillow ° 7.
v

Listing
Services

o Zumper - an end-to-end apartment rental platform; also syndicates to
PadMapper and Facebook Marketplace

umper

RentPath o RentPath - network that includes rent.com and apartmentguide.com

Action ltem [prt marketing(@essex.com if you encounter incorrect information about your
2Ommunity on any of the ILS sources.

- Each slide describes one topic with the definition at the top of the
slide and the related action items at the bottom.




- Each community has a page within EssexApartmentHomes.com
(and Essex.com also forwards to our site).

COMMUNITIES CAREERS INVESTORS ABOUT RESIDENTS

i
|

% 855706.8564

Carmel Creek

Essex Website

Action ltem  Check your community’s page on the Essex website to make sure content is
correct and email marketing@essex.com if a content change is required.

Note: community office hours are input into Yardi by each community level and flow through to the Essex website.
If hours need to be changed, change them in Yardi.


mailto:marketing@essex.com
http://www.essexapartmenthomes.com/
http://www.essex.com/

Craigslist

Action ltems

- Craigslist is an important ad source for many of our communities,

and we leverage this cost-free resource to its full potential.

PAUSE

o * The most important tool for your
'ost 3-4 times per day and delete old ads

[ Post throughout the day to help ensure that your ad is always at the top of a prospect’s search results. . . . .
0 oyt et o teams to use is the Craigslist Audit

Report Summary

ontact informatio
|:| Provide accurate contact information,

e * Complete resources are on the
. BT ki e Craigslist Buzz page here, or under
Marketing > Internet Marketing
Resources > Craigslist

S Select images from Photo Shelter

[ Use professionally shot photos in your ads., All available photos can be found on Photo Shelter.

Ensure disclaimers are included
[ Indlude fair housing, legal and floor plan disdaimers

+ Communities are responsible for posting their own Craigslist content because
Craigslist does not allow centralized corporate posting.

* We recommend posting unique content 3-4x per day. Follow the PAUSE guidelines
above. Posts that are too similar to each other are “ghosted” or flagged and
removed by Craigslist.


http://buzz.essex.com/craigslist_audit/audit-report.php
http://buzz.essex.com/department/marketing/craigslist

* Internet Listing Services (ILS) are online hubs where prospects can go apartment shopping.
This is paid advertising that Essex uses to increase leasing traffic. a_rketmg partners with
Operations to help guide the most appropriate ILS for each community and situation.

* Pricing and availability information feeds directly to these sites from Yardi, as do leasing office

hours
~d )
' & o Apartments.com —the leading online apartment listing website; also
L N syndicates to ApartmentFinder, Apartamentos, WestsideRentals,

ApartmentHomelLiving, Realtor.com, Doorsteps, ForRent, Afterss,
and ForRentUniversity

Internet 2 Zillow
Listing
S e rVI Ce S ‘ o Zumper - an end-to-end apartment rental platform; also syndicates to

zumper PadMapper and Facebook Marketplace

RentPath

o RentPath—network that includes rent.com, rentals.com,
livelovely.com, and apartmentguide.com

Zillow - is a digital real estate marketplace; also syndicates to HotPads
and Trulia

Action ltem * Alert marketing@essex.com if you encounter incorrect information about your
community on any of the ILS sources.



mailto:marketing@essex.com

- Concessions, or "Specials,” may be offered on specific units,
during specific time periods, as an additional benefit to your
customer. Specials are designed to encourage prospects to visit

our community and lease an apartment. Marketing partners with

perations to advertise these offers on your community’s web
page and on the ILS. Once posted, Specials information'is
automatically shared with the contact center.

The Stuart at Sierra Madre Villa ©866.480.0746
3360 East Foothill Boulevard Pasadena, California 91107
Specials B consnare
p . Summer savings are here! Move in by July 31st and receive up to one month free! Hurry in today. this deal won't last long! Offer valid for new
|
SpeCIal Offer! residents on select apartment homes, with approved credit. Expires 7/31/2017

®©
Virtual Tour

Action Items  Email Specials to marketing@essex.com and visit the Specials page on Buzz for
more details. Specials must have CM and RPM approval, an expiration date, and be
130 characters (a 120 character disclaimer will be added).



mailto:marketing@essex.com
http://buzz.essex.com/department/marketing/advertising-specials
http://buzz.essex.com/department/operational-services/contact-center

Action ltem

* Prospect email promotions, also

known as “eBlasts,” are targeted
email communications that can
be an effective and inexpensive
way to boost traffic and
communicate a special
promotion. This resource is often
used as a secondary lever after a
web special has been advertised.

Turnaround time is up to one
week prior to posting, and
expiration dates must be two
weeks out from date of request.

* Email marketing@essex.com
to request an eBlast.
Turnaround time is up to one
week.

THE PALMS

LAGUNA NIGUEL, CALIFORNIA

AN

AR
1\
L Lease now f

FALL e
SAVINGS!

Welcome Home.

We've got your everything ready.

The Palms at Laguna Niguel | 866.813.2213
1 2 Niguel,CA 92677 1

28188 Moulton Pkwy. Laguna Niguel, ThePaimsatiagunaNiguel.C: om

ESSEX

o unsubscribe from Essex emas, please click here.
This email was sent by: Essex Property Trust
1100 Park Place Suite 200 San Mateo, CA, 94403, United States

=
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* Audio Visual Technology (AVT) assists with community video and
photography needs.

- Photoshelter is our digital image library for photos including: high

quality progerty images, event photos, and stock photography
purchased by Essex and available for your use.

GALLERIES | SEARCH | CONTACT | LIGHTBOX Essex Image lerary

AVT: Photos

Properties Events Best of Essex Stock Photography

all images © Essex Image Library | contact powered by PhotoShelter

https://photos.essex.com/gallery-list

e e * Visit Photoshelter (password: Property) to download images in any library.

- Email marketing@essex.com for photography inquiries and requests.



https://photos.essex.com/gallery-list
mailto:marketing@Essex.com

* Video loops are shown in the leasing office to showcase a
community’s apartment homes and amenities.

* Virtual tours and virtual staging are used to help give a prospect a
sense of an apartment home’sinterior and are displayed on the Essex
website.

Virtual Staging

Station Park Green - ElIm - 1 BR, 1 BA

o

AVT:
Video Loops,

Explore 3D Space

" before

Virtual Tours, &
Virtual Staging

@ 3D SHOWCASE

Virtual Tour

Action ltems * Email marketing@essex.com for video, virtual tour, and virtual staging
inquiries and requests.



mailto:marketing@Essex.com

Facebook

Action ltems

- Facebook is a communication tool for prospects and
residents. Regularly updated and active Facebook pages
help our search engine rankings and increase our reach to
prospective residents.

Renaissance at
Uptown Orange (&)

@Ren ceUptownOra
nge. Apts
blotue b Y w  §3 Recomm © Send Message
About
Reviews # Write a post... @~ Q  Search for posts on this Page
Photos
Writeapost.. ~ vVisitor Posts >
Videos
Posts
Gy B8 Photorvideo & Tag friends © checkin EE= 6 12 September 2017 at 1454 @
Events
Renaissance at Uptown Orange
Info and ads 2 August at 18:14 - @

ike - Comment
Just because Summer is ending doesn’t mean the fun is! Look at what's in

store for August ;%
Renaissance at Uptown Orange

. Lakers Chapo
' 30July 2017 at 15:13 Q

- Communities that have their own Facebook page should have at least one
on-site associate serve as the admin to manage and monitor the page. We
recommend posting 1-2x weekly.

* Review the Facebook guidelines on Buzz for more information.



http://buzz.essex.com/department/marketing/facebook

- Chatmeter is our primary reputation monitoring and reporting tool,
here to assist in most effectively managing your community’s online
reputation. It allows us to understand and analyze our onIine
reviews.

“l,'. CHATMETER Welcome, Marketing
" LOCAL BRAND MANAGEMENT My Alerts =1 My Account | Logout
I 2 e p U t a t I O | l m Reviews Social Pulse Media Listings Rankings Workflow Location €| Station Park Green, 430 Station Park Cir. San Mateo, CA 94402 ‘ ,]

REVIEWS SOCIAL MENTIONS LISTINGS RANKINGS LBV SCORE

M a n a g e m e nt : LaétED days v 100% LusgtSO days Azed in last 30 days v 89% S:E)res on page 1 on Google Maps -

- 52

To;ll' Totsul 100%dW|hG ogle Maps 106%,,9 & 5 on Google Maps 65
Chatmeter - E

Performance Summary

54

= @ QO 5

58

i=]

93

™ -1% in the last 30 days.

Hover over a region with locations

* Request reviews from satisfied customers as often as possible

* Log into Chatmeter at least once a week to review stats, reports, and reviews.
(Username: Community Managers should use the community email address to log
in. RPMs should use their personal Essex email address to log in. Password: The
link above can be used to request a new password.)

Action ltems

* Visit the Chatmeter page on Buzz for more information.



https://live.chatmeter.com/#/
http://buzz.essex.com/department/operational-services/chatmeter

Reputation
Management:

Escalation
Process

Action ltems

* LinnellTaylor Marketing (LTM) is our public relations partner
that provides response-writing services to assist
communities with publicly replying to online reviews. Here is
the response escalation process:

LT informs CM,

Review is >
Linnell Taylor Linnell Taylor
posted : i gathers context, CM @ ;
(Eitebirrde receives emai N approves posts response
% notification 3y in Chatmeter
Google, Yelp) response

* Respond to requests from LinnellTaylor as soon as possible. Requests will
arrive to your community inbox from reputation@linnelltaylor.com.

* Request reviews from satisfied customers as often as possible.

- Visit the Reputation Management page on Buzz for more information.



mailto:reputation@linnelltaylor.com
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- Use Rentcafé Site Manager to
send email messages to your ESSEX P
residents

« Communications provides Dear Residents, ESS
a S S i Sta n C e fo r re g U I a r re S i d e nt Please be advised that Southern California Edison is currently conducting emergency (

repairs in our community to restore power. The estimated time of completion is today,

messages On an as-needed Wednesday, September 5, 2018, by 3:00 p.m.

basis

The temporary o

Re Sident & + Communications MUST be memment - ESSEX R

consulted for crisis
Crisis Emails communications as they go -
through an approval process |
that involves Legal and senior

A mandatory evacuation order has been issued for our region.

1 This is not a drill. If you are at the community, please exit the building as
| e a d e rs h I p soon as possible. Please note that your renter's insurance may help you
pay for temporary housing, depending on the level of coverage you
selected.
Action ltems * Email communications@essex.com to request:

* Assistance with crisis communications. Within business hours, you will
receive an immediate response.

* Assistance with wording communications that you send to your residents
(i.e. non-emergency messages about common areas, pet policies, etc.).



mailto:communications@essex.com

* Improve resident retention and score higher online
reviews by hosting resident events

* Resident events help:
* Strengthen community ties

* Add value to prospect tours

- * Promote increased social
Re5|dent reviews and participation
Events * Enhance resident and

associate communication

* Tie events to business opportunities — encourage online positive reviews,
encourage Rentcafé use.

Action Items * Foster inclusivity — make sure themes are carefully chosen so no one feels left out
and include your entire community staff.

* Promote events with customizable flyers available on Buzz.

* Visit the Resident Events page on Buzz for more information.



http://buzz.essex.com/department/marketing/resident-events-and-promotions

* The Home Store (Benson) is your one-stop shop for marketing
collateral and promotional items including stationery, business
cards, referral flyers, resident giveaways, select signage, and more.

) ‘
Economy A-Frame Sign Stand Lease Today Directional WindMaster ... Property Business Card

C O | | a t e r a | & LGRS, Starting at $361.00 each Starting at $49.00 for 250
v o
.

N

Referral Flyer - Get Cash Dog Bag Dispenser Key Chain

e = BellCentre

2

Signage

View PDF Sample Starting at $99 for 50 Starting at $1.58 each
Starting at $15.00 for 25

Buy Now Qw‘spm Q'Y‘,m

* Visit your Benson Store (Password: there is one login per property, please check with
your property before contacting Marketing for assistance) and click on “Your Marketing
Store” to log in.

Action ltems

* For signage not available in The Home Store, refer to the Signage Guidelines on Buzz.
Resources include preferred signage vendors and standard signage guidelines in six
color schemes.



http://www.yourbenson.com/
http://buzz.essex.com/department/marketing/signage-vendors

Redevelopment

Support

Action ltems

* Marketing works in partnership with Redevelopment to showcase
community upgrades, enhance resident communications, drive
occupancy, and boost online reputation. Marketing can assist with
signage, wayfinding, photography, and other redevelopment

support.

PARDON
OUR DUST

REPAIRS IN PROCESS

e

PLEASE CONTACT THE
LEASING OFFCE POR GLESTIONS

000.000.0000

Customizable Flyer

* Visit the Redevelopment page on Buzz and view the appendix of this presentation for

AL

000.000.0000
Community
Name Here

1

TEMPORARY
LEASING OFFICE

A 19

Directional A-Frame

a portfolio of marketing resources to assist you during redevelopment.

* Contact marketing@essex.com for additional support.
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- Anintranet is a private network contained within an
enterprise. At Essex, our intranet is called "Buzz” and is
your go-to resource for company news and resources.

Enter search keywords...

News and Communication

Cool Stuff

Prop 65 Signage
Reminder - CA
Communities Only

Attention: All CA Communities

Company Directory Cyber Resources

<O

Stock Quote aad

Search for associate or community

Directory lists:
Community phone list

Check out the Essex
Cyber Resources page

Hotline: 650-655-
7851

Buzz Intranet

Corporate Phone List
Company Org Chart

Community Operations [ ] Net Cl $-0.60
et Change -0.

Percent

$243.54 Change

Today's High  $244.51
Today's Low  $242.53

Stock information is delayed and may not be in real time.

A reminder to all CA communities that
you will be receiving new Prop 65
signage this week and new signs must
be posted by August 30"

Essex Current

Yardi:

Incident reporting:
Worker's Compensation |
Ops Ticketing Portal

Essex -0.25%

Playbook

Yieldstar

On-Site

Utility Management: AUM | Conservice

Read more

Grow your career at Essex <

The In It to Win It Workout Bay Area Essex Hiring Day: 8/23

Challenge is Underway! August 15
m August 15 “ Attention: All Bay Area Associates

Action ltems * Email communications@essex.com to request inclusion in Buzz News, Cool Stuff,
or updates to existing pages within Buzz as needed.

Kingsley Resident Satisfaction Featured openings:

The Home Store/Benson

TR L

Community Manager (Station Park

* Visit the Marketing section of Buzz for information and resources referenced in this
guide.
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* Essex holds weekly meetings at each community for on-site
associates each Wednesday from g am — 10 am. These meetings
allow teams to communicate about projects, procedures, and
goals, and to relay announcements from our various corporate

epartments.

(;HOUF Talking Points: September 5, 2018

1. Enhanced RealPage Utility Statements Begin September 10" ?
This message applies to all communities that have RealPage (formerly AUM) as their utility

Communities that are serviced by Conservice do not need to review this announcement.

What Is Changing?
Beginning on September 10™, our utility service provider, RealPage, will roll out a new b
new format will include a modern, colorized bill design with due date and balance clearl
and will also be made available in Spanish. This change is occurring because AUM was pur,
RealPage last year and is simply updating the appearance of their communications to m.
RealPage brand. Please refer to the attached “RealPage Enhanced Statement Flyer to P
communication of this change that may be posted in common areas to advise your residet
change.

Collect On-Site Communities
For communities that collect utility payments via check or money order in the Leasing Offis

process will remain the same an no further change needs to be communicated. Please ref_ &

Action ltems * Every Tuesday, Community Managers should check their email for the agenda and
talking points sent from communications@essex.com.

 Every Wednesday, on-site associates conduct/participate in E-Hour.

* Corporate associates who have E-Hour announcements should email them to
communications@essex.com at least one week prior to E-Hour.
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* In partnership with Operations, Customer Care provides a response to
resident inquiries within 1 business day to ensure they are directed to
the appropriate point of escalation.

* Customer Care also manages the residential side of Essex Rentcafe.

3. If resident has not attempted a
resolution with the CM, Customer Care
routes to CM

1. Resident
6. If unresolved by DM,

inquiry Customer Care
escalates to SVP of
4. Ifunresolved by 5. If unresolved by Operations
C U StO m e r C a re CM, Customer Care  Regional
routes to Regional Management
Portfolio Manager Team, Customer

Care routes to
Division Manager

2. Customer Care
makes contact with
resident

Action ltems « Email customercare@essex.com for Customer Care assistance.
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Marketing

Request
Timing

Essex website

Photo & Video

eBlasts

Specials

Resident
Communication

Crisis
Communication

All website-related requests including
updating content

All photo- and video-related requests,
including photo shoot scheduling

Design and release email

Request special posted to website and
ILS

Assistance with non-emergency
resident communication

Assistance with crisis communication

Responds within 2 business days
Responds within 2 business days
Allow up to 1 week for design and

approvals, prior to release

Responds within 2 business days

Responds within 2 business days

Responds immediately within
business hours



We look forward to partnering with you!
Reach us at marketing(@essex.com




