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Awkward | Survey Studies Apartment Living’s Cringe-worthy Moments
Report from Entrata and ButterflyMX finds renters often avoid conversations with 
management about maintenance and more.



INTRODUCTION
Technology makes renters’ lives easier in many ways, from paying rent to 
tracking packages, but it also helps avoid awkward conversations. According 
to a survey of more than 1,000 U.S. residents conducted by Entrata and 
ButterflyMX, renters share many common concerns, including clogged toilets, 
attempted DIY maintenance, missed deliveries and packages, noisy neighbors 
and more, all of which they may be reluctant to report to management. These 
findings highlight the often awkward situations renters find themselves in  
and how increased property management technology and innovation is allevi-
ating some of those situations.
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REPORTING DAMAGE 

An alarming 100 percent of respondents have tried to fix a problem in their apartment 
rather than contacting management, and more than a quarter of renters (28 percent) 
never tell property management about the damage they cause to their apartment. 
Another 21 percent delay reporting damage for a week or more. 

However, nearly 80 percent of residents will report damage caused by mechanical 
failure or normal wear and tear within three days. The reasons renters hesitate to report 
damage vary, including:    

• They try to fix it themselves.  
• They are too busy and it’s not a priority. 
• They don’t trust management’s ability to fix it quickly or well enough.  
• They don’t want to have to pay for the damage. 
• They are embarrassed to report the damage. 
• They don’t want the manager or maintenance personnel to enter their apartment.
• Communicating the problem to their property is too much trouble.
• They can’t afford to pay for the damage.

In fact, 10 percent of residents believe a repair may have ended up costing their prop-
erty more money because they tried to fix it themselves first.

PACKAGE DELIVERY 

In a world where more people rely on package deliveries than ever, 89 percent of apart-
ment residents are concerned about packages being stolen from their doorstep. Nearly half 
(48 percent) of residents report having mail or packages either incorrectly delivered, not 
delivered, or stolen. Of renters who have experienced package delivery issues:

But many renters (25 percent) won’t inform the office of these issues because they 
don’t trust them to solve the problem. 

KEY TAKEAWAY

Many renters are hesitant to report 
self-caused damage. This can lead 
to DIY repair attempts that result in 
higher repair costs.

Residents & Damage 

KEY TAKEAWAY

Improving security processes and 
introducing tech (package lockers, 
doorbell cameras, etc.) can help 
address nearly universal concerns resi-
dents have about package delivery. 



AWKWARD SITUATIONS

Living in close proximity to many neighbors can lead to awkward encounters for res-
idents. In fact, if you live in an apartment you have a one in three chance of hearing 
your neighbors having loud sex and a one in five chance of being the target of a snoop-
ing neighbor.  

Many of these awkward situations need to be reported to your management. Surpris-
ingly, reporting a clogged toilet ranked as more awkward than reporting domestic 
disturbances, neighbors having loud sex, or getting into a fight with another tenant. 

When asked about the most common awkward situations encountered, residents re-
ported the following:

Hearing or witnessing a domestic disturbance  
from neighbors

Personal mail being delivered to the wrong person

Clogging the toilet

Hearing neighbors having loud sex

Maintenance personnel unexpectedly entering apartment

Paying rent late

Neighbors snooping on the resident

KEY TAKEAWAY

Renters may be more likely to report 
awkward situations with access to 
alternative ways of communication. 
Reporting an awkward situation via  
a mobile app or website is impersonal 
and easy, whereas reporting in person 
is not. 



PARKING & ACCESSIBILITY

More than half of renters report experiencing parking and accessibility issues at  
their apartment.  

These difficulties result in many renters avoiding the use of food delivery and ridesharing 
services at their apartment.

• 34 percent of residents avoid using food delivery services such as pizza delivery or 
DoorDash.

• 30 percent of residents avoid using rideshare services such as Uber or Lyft.

COMMUNICATION PREFERENCES

Most residents are able to communicate with their property manager via phone  
(82 percent), in person (70 percent) and email (48 percent). But when it comes to  
alternative forms of communication, less than 30 percent of residents report being 
able to communicate via text message (29 percent), the apartment community  
website (26 percent) or an app (6 percent). 

Those who are able to use an app to communicate with management report conve-
nience and efficiency as the top reasons for using an app.

KEY TAKEAWAY

KEY TAKEAWAY

Allowing residents to communicate via 
an app or website can free up leasing 
office staff, making them available for 
in-person experiences and giving them 
the bandwidth to build real relation-
ships with residents.  

Failure to implement or enforce park-
ing regulations will negatively impact 
the resident experience. Properties 
also need workable accessibility op-
tions in place that balance resident 
security with efficiency. 



ABOUT THE RESEARCH

Generated by Entrata and ButterflyMX and fielded in March 2019, the survey collected 
online responses via Qualtrics from 1,054 U.S. consumers who are over the age of 18 and 
rent an apartment. 

ABOUT ENTRATA 

Founded in 2003, Entrata® is multifamily real estate’s fastest-growing technology com-
pany. It provides the only comprehensive property management software provider with 
a single-login, open-access Platform as a Service (PaaS) system. Offering a wide variety 
of online tools including websites, mobile apps, payments, lease signing, accounting, 
and resident management, Entrata® PaaS currently serves more than 20,000 apart-
ment communities nationwide. Entrata’s open API and superior selection of third-party 
integrations offer management companies the freedom to choose the technology and 
software that best fit their needs. 

ABOUT BUTTERFLYMX

ButterflyMX, creator of the smart intercom, has developed the most secure and con-
venient building entry platform that tethers cloud-based software to intuitive touch-
screen hardware. Our mission is to facilitate convenient and verified entry for people in 
the built world. To date, ButterflyMX has facilitated more than 10 million door release 
transactions and is installed in more than 2,700 properties across the U.S. and interna-
tionally. ButterflyMX has been adopted in buildings developed, owned and managed 
by the most trusted names in real estate, including Greystar, AvalonBay Communities, 
Bozzuto, CA Ventures, Lennar, Lincoln Property Company and Equity Residential. The 
company is headquartered in New York City. Learn more at www.butterflymx.com.
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