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Introduction

Every resident interaction generates a signal.
From amenity bookings and event attendance to
maintenance requests and app activity, these data
points combine to reveal a detailed picture of how
residents are experiencing their community.

This overview explores the metrics that matter most,

what they tell you and how to turn that insight into
smarter operational decisions.

Page 3



The New Measure
of Community Health

PPPPP



Section 01 | The New Measure of Community Health generaqtor

Understanding
Community Health

Across all living sectors, operators are placing a
stronger focus on measurable outcomes that reflect
the quality of the resident experience.

Occupancy rates and financial performance remain
essential measures, but they only capture part

of the picture. To understand the true health of

a community, operators need visibility into how
residents engage with services, spaces, events and
each other on a day-to-day basis.

Monthly active users, event participation, amenity
bookings, maintenance requests, response times and
repeat engagement patterns all contribute to a broader
picture of how residents are connecting with their
environment and the people around them.

Resident engagement metrics provide a more complete
view of community performance by revealing patterns that
may influence resident satisfaction, operational efficiency,
retention and revenue opportunities over time.
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The 8 Factors
Working Together

Occupancy rates only tell part of the story. To
understand the overall health of a community,
operators need visibility into how residents
engage with services, spaces, events and each
other on a day-to-day basis.

Eight Key Factors

These eight factors work together to create

a complete picture of resident engagement
and community health, providing the insights
operators need to improve experiences and
drive community performance.

generaqtor

1. Monthly Active 2. Event
Users Participation

Tracks the number of Measures attendance
residents engaging and involvement in

e on a regular basis community events. @

8. Resident 3. Amenity
Advocacy Bookings

Referrals and listing shares Shows how residents use
as indicators of how strongly and value community
residents recommend the amenities.

community to others. Resident
@ Engagement @

7. Community 4. Requests
Connections

Captures resident requests
and form submissions to

keep communities safe
and comfortable.
6. Repeat 5. Response
Engagement Times

Reflects interactions

among residents
and sense of

belonging.

Identifies returning Measures how
behaviours and quickly requests are

ongoing participation acknowledged and
over time. resolved.
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From Data to Decisions

generaqtor

Your resident engagement platform may generate thousands of data points every month. The challenge is not a lack of data. It is
understanding which metrics matter, what they reveal and how operators can use them to make smarter decisions. If your community
runs on a connected resident engagement platform, this data already exists. For operators relying on manual processes or separate

systems, these insights would need to be captured and compiled manually.

The Engagement Impact Loop
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Collect Data Generate Insights Take Action Better Outcomes
Capture interactions Analyse data to reveal Implement changes that Stronger communities,
across all touchpoints patterns and trends. improve experiences and happier residents and

operations. improved performance.

For many operators, engagement data remains an untapped resource sitting in the background.
Used well, it can uncover how residents are truly experiencing their community,

#”  Identify trends earlier {3} Improve operational efficiency L Strengthen resident satisfaction
Spot changes in behaviour and Streamline workflows by using data Understand what residents value
emerging issues before they become to allocate resources, schedule most and tailor services, events and

bigger problems. maintenance and prioritise responses communication to meet their needs.

more effectively.

@ Understand performance drivers

Connect engagement patterns to
retention, revenue and asset performance
to inform smarter investment decisions.
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Are Your Amenities
Paying Off?

The value of community amenities extends far beyond
resident satisfaction. When measured effectively,
amenity engagement can provide meaningful insight into
retention, revenue potential and long-term operational
performance.

A practical approach involves connecting amenity
usage data with measurable business outcomes.

Higher Lower Turnover Stronger Revenue
Engagement Costs Potential

Residents who use Improved retention Engagement Insights
amenities regularly are can reduce marketing, can help inform pricing,
more likely to renew vacancy and turnover services and investment
their leases. expenses. decisions.
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Amenity

Investment

Three Step Framework

generator

Step 1 Revenue Correlation

Assess the relationship between amenity engagement
and rental performance. Track which residents use
premium amenities most frequently and compare their
lease renewal rates to non-users. This will help you
understand potential impacts on rental premiums.

Step 2 Retention Value Analysis

Evaluate the potential cost savings associated with
reduced turnover. Higher engagement can lead to
stronger renewal rates and help lower costs related to
vacancy periods, marketing and turnover preparation.

Step 3 Ancillary Revenue Opportunities

Identify how amenity usage might drive additional
revenue streams. Usage patterns can reveal demand for
services, events and bookable spaces that create new
revenue opportunities.
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Technical Note

Modern resident engagement platforms may
integrate with your financial management
systems, allowing operators to analyse
relationships between engagement activity,
retention trends and asset performance with
greater accuracy and less manual reporting
effort.

Integration reduces manual work,
improves data accuracy and enables
smarter decisions.

Page 11



Using Engagement Patterns to
Predict Resident Retention



Section 03 | Using Engagement Patterns to Predict Resident Retention

The Role of
Engagement Data

Some of the earliest signs of resident satisfaction, or
dissatisfaction, appear in engagement data long before
traditional reporting surfaces an issue. By identifying patterns in
resident behaviour, operators can take a proactive approach to
retention and intervene before concerns lead to turnover.
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A sustained decline in app usage, for example, may act as an
early indicator that a resident is becoming disengaged from

the community experience. Reduced digital participation can
sometimes precede a decision to leave or transition out of the
community, although external factors such as lifestyle changes,
health circumstances or personal preferences may also contribute.

Service request activity can provide further insight. Residents
who submit multiple requests within a short period, particularly
for unresolved or recurring issues, may begin to lose confidence
in management responsiveness. Equally important are residents
who stop submitting requests altogether. In some cases, this may
suggest they have mentally disconnected from the community
experience, though it can also reflect different communication
preferences or independent problem-solving.

Social participation patterns may also reveal potential retention
risks. Residents who withdraw from community forums, stop
engaging with groups or reduce peer-to-peer interactions may be
reassessing their connection to the community. At the same time,
changes in work, family or personal priorities can influence these
behaviours independently of resident satisfaction.

Engagement Threshold Alerts

The most effective strategy is to combine these signals into
engagement threshold alerts. When residents fall below
established engagement baselines across several categories,
management teams can respond with targeted outreach,
personalised support or proactive communication designed to
address concerns before they influence renewal decisions.
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Engagement Threshold Matrix

Engagement Level

Abb Usage Freguenc 3+ sessions 1-2 sessions No session in No session in Check in,
PP sag 9 y per week per week 7-14 days 15+ days offer relevant value
Service Request Patterns 0-1 requests 2-3 requests 4+ requests or Stops requesting Resolve issues,
per month per month recurring issues altogether follow up
Social Engagement Active participant Occasional No participation No participation Personal invite,
929 (Events/Groups) participant in 30+ days in 60+ days re-engage
Regular Less than Significant No interactions

Peer-to-Peer Interactions Encourage connection

interactions usual decline in 30+ days

When a resident falls into At Risk or Needs
Attention in 2+ categories, trigger proactive
outreach and retention strategy.
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Unlock Your
Engagement Data

As living sectors move toward portfolio-level thinking,
the ability to identify patterns across properties

and markets is becoming a substantial competitive
advantage. Operators who build this capability at the
property level are better positioned to make confident
decisions at scale.

When resident engagement data is used well, it
moves operators beyond surface-level reporting
and toward a genuine understanding of what
drives community health, retention and long-term
performance.
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Elevate Your
Resident Experience

Ready to see what your resident engagement data is
telling you? Schedule a demo at generatortech.io and
discover how Generator's resident app and operations
platform transforms raw analytics into strategic insights
that drive measurable results for your community.
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