
 

10 Reasons for an Ugly Move Out Experience 
By Priyanka Agarwal, J Turner Research  
 

 When residents move out of your apartment community, you want them to leave on a happy note with pleasant memories of their 

residency with you. Your hope is that they will recommend your community to their friends and family both online and offline. 

 Things sometimes can take an ugly turn. Former residents may lash out online claiming to be “robbed of their hard-earned money” 

and accusing the management company of engaging in “unfair” and “unethical” business practices. Some may openly call for a boycott of 

the community or company, urging readers to “never” rent from them. If your property has too many reviews reflecting the same sentiment, 

you may have a problem. 

 The most common reason for this resentment is a dispute over move-out charges. Residents want their entire security deposit to 

be refunded. When this doesn’t happen, it has a domino effect and an irate resident finds fault in almost every aspect of living in that    

community. Suddenly, everything from parking to landscaping to neighbors to the staff become intolerable and the apartment is not worth 

the money. 

 “So, if you plan on living here we suggest you don't plan on leaving without expecting an extremely high final bill as well as be 

someone who doesn't expect things to be how they should be since you definitely don't get what you're paying for at ABC!” 

Below are the top 10 reasons echoed in online reviews that make move-out an ugly and disappointing experience for some residents. 

1. Move-out inspection done in the resident’s absence. 

Residents want to be present at the time of the move-out inspection. They begin to question the details in the bill when the inspection is 

done in their absence. They often demand answers from the staff and become frustrated if the staff is unresponsive. 

2. Move-out charges not communicated explicitly. 

While defending the “unfair” or “unwarranted” move-out charges, residents complain that the staff did not make them aware, clearly explain 

or remind them about various move-out charges. A resident doesn’t expect to know or remember all the ins and outs about move-out   

charges in the contract and wants to be reminded about those prior to move-out. 

3. Exorbitant fee for routine wear and tear. 

Residents have expressed being charged “exorbitant” and “unreasonable” charges for routine wear and tear. For instance, one shared that 

without any proof of damages, he was charged a $500 cleaning fee, despite leaving the apartment in pristine condition. 

4. Rude, unresponsive property staff. 

Residents accuse property staff of being unapologetic, rude and unsympathetic when they communicate with them regarding their move-out 

charges. They don’t want to hear payment plan options, and they expect to be assured that the management is investigating their charges. 

5. Charged for damages reported by them earlier. 

Residents expect the property staff to thoroughly document any prior damage reported by them in the apartment. For example, one resident 

said she reported a broken window in a bedroom, which was documented by maintenance personnel. However, she was charged for that 

damage as part of her move-out charges.         Continued on Page 2 —> 

By Stacie Becker, BPO5 Ventures 

 If you don’t know her by her contagious laugh or her outgoing personality, we’re sure you’ve 

seen Kim Robertson around the AAGW sometime in the last 22 years.   Kim has been an integral part 

of shaping the AAGW to what it has become and this October, we are honoring her as the Member of 

the Month! 

 Kim started her journey in the industry when a property manager came into the drug store 

in Dallas where she worked and offered her a job on the spot to do leasing.  She worked her first 10 

years in the industry and her last 12 years on the supplier side working for Cox, Apartment Guide, 

ACT and now her home, Metro Appliances & More.   

 Kim is the President of the Supplier’s Council this year and also serves on the AAGW Board.  

She feels as it is an honor to be part of the board because it is very rewarding and she has learn so 

much on a professional and personal level. 

 “It has been one of the greatest joys in my life to be a part of the apartment industry.” Kim 

states. “From the life-long friendships I have made, being mentored by some of the most influential 

people, and the skills I have learned are part of me now that I will carry with me wherever the future 

takes me. I am truly blessed. “  AAGW is blessed to have you.  Thank you!  



Hello AAGW! My name is Leah Thibault and I am a Regional Manager for Maxus Properties Inc. 

and also your President for the Apartment Association of Greater Wichita. As President I get 

the privilege of working side by side with Ryan Farrell, our AE, to oversee our committees and 

support our mission as an association. I also get to serve as the liaison for NAA - The National 

Apartment Association, in which we all are members of! I am a proud member of this          

association and I cannot begin to address how much I have gained being a part of it, not only 

professionally but personally as well. I look forward to a great and productive year supporting 

our association and serving our members.  

We’ve had some people on the move this month!  Congratulations to everyone on their new adventures! 

the 

10 Reasons for an Ugly Move Out Experience Continued… 
6. A blotch on credit history. 

Residents are outraged when their case is sent to debt collectors without any prior notice. Residents want to hear about their move-out 

charges at the earliest and are caught off guard when a debt collector calls them months later. This often leads to negative reviews. For 

example, one resident reported that the community informed them about charges two months after move-out and gave them only two 

days to clear their bill. 

7. Carpet Conflict 

The conflict about carpet cleaning or replacement charges is the most common area of contention between former residents and a     

community. Residents often share that despite leaving the carpet spotless, they were still charged for routine carpet cleaning after they 

moved-out. Some may accuse the staff of causing stains due to a maintenance task or pest control.  

8. Pet owners beware. 

These residents feel cheated when they see charges for a damage caused by their furry friend in addition to a pet deposit and/or fee they 

paid in advance. 

9. Resident “forced” to move-out before their end date. 

One of the worst experiences for a resident is when they are forced to move out of their apartment before the agreed-upon date. This can 

happen when a property mistakenly leases the apartment to a new resident whose move-in is scheduled before the preceding resident’s 

move-out date. 

10. Am I paying for their remodeling? 

Some residents perceive move-out charges as a rip-off, especially when they learn that the apartment is set to be refurbished with new 

blinds, fresh paint or new flooring after their departure. 

“I just received a bill for rent after my move out date, and an estimate for damages. …. The best part is: I know ABC will be repainting and 

re-installing new blinds so I'm subsidizing their renovation and paying for normal wear and tear. 

 It is critical to communicate with a resident who is set to move-out at all stages of the process. Avoid any situation that will catch         

residents off guard and send them on an online tirade. If there are move-out charges, communicate with a resident promptly within the 

defined timeline and be ready to fully respond to any inquiry. 
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Thursday, October 11th, 11:30 am—1 pm 

Metro Appliances & More 

Board of Directors Meeting 
 

 

 

Friday, October 12th, 1:30—5pm 

Abode Venue 

AAGW Reverse Trade Show 

 

Friday, October 12th, 5:30-- 8:30pm 

Abode Venue 

Suppliers Council Customer Appreciation Tailgate Party 

 

Wednesday, October 17th, 12:00 pm - 1:00 pm 

Furniture Options 

Suppliers Council Meeting 

 

Thursday, November 8th, 11:30 am—1 pm 

Metro Appliances & More 

Board of Directors Meeting 

 

Wednesday, November 21st, 12:00 pm - 1:00 pm 

Furniture Options 

Suppliers Council Meeting 

 

Thursday, December 13th, 11:30 am—1 pm 

Metro Appliances & More 

Board of Directors Meeting 

 

GERON SMITH ▪ General Manager  

Phone: (316) 377-0277              

gsmith@actcat.com  

 

ADVANCE CATASTROPHE             

TECHNOLOGIES 

BETTY WARES ▪ ARD Sales 

Phone: (316) 941-4040 

B.Wares@metroappliancesandmore.com  

 

METRO APPLIANCES & MORE 

ERIC FAHNESTOCK ▪ Franchisee 

Phone: (316) 655-4303 

Eric@OxiFreshKS.com     

                                        

OXI FRESH CARPET CLEANING 

CHRIS RICKERSON ▪ President 

Phone: (316) 202-2082 

chris@wichitastaffing.com 

 

ELITE STAFFING SOLUTIONS 

TOM STEWART ▪ Sales Representative 

Phone: (316) 942-0188  

Sherwin.ict@gmail.com 

 

SHERWIN WILLIAMS 

JEREMY PARKS ▪ Business              

Development 

Phone: (316) 670-9722 

JParks@FurnitureOptions.com 

 

FURNITURE OPTIONS 

JESSE BARG ▪ Owner  

Phone: (316) 990-8236  

support@truebluecrewllc.com 

 

TRUE BLUE CREW 

DAVID PFAFF ▪ Commercial Sales    

Manager 

Phone: (316) 259-4876 

dPfaff@WestlakeHardware.com  

WESTLAKE ACE HARDWARE 

ESTHER MILLS ▪ General Manager 

Phone: (316) 665-6575  

esther@realtyjobs.com 

 

REAL ESTATE PERSONNEL 

PEGGY AVILEZ ▪ Customer Service Rep 

Phone: (316) 262-7378 

pavilez@americanpestonline.com 

 

AMERICAN PEST MANAGEMENT 

b.wares@metroappliancesandmore.com                             

metroappliancesandmore.com 

When: Friday, October 12  

Time: 1:30 pm—5:00 pm 

Where: Abode Venue 

 

Come to AAGW’s first ever Reverse Trade Show!  Contact Ryan 

Farrell for more information and reserve a spot. 

Right after the Reverse 

Trade Show on October 

12th, stay and enjoy a   

Tailgate themed Customer 

Appreciation party        

sponsored by the AAGW 

Suppliers Council!   There 

will be drinks, yummy food, 

games and DJ Carbon for 

some fun jams.  The only 

thing we are missing is YOU!  

RSVP Today! 

www.myaagw.com 
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