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This month, we begin a discussion 
about measuring Internet services 
performance that will culminate 

in a presentation on Tier-one and Tier-
two performance metrics at the 2011 
Broadband Properties Summit. Our dis-
cussion will continue on the LinkedIn 
Metrics group. 

Until a few years ago, as long as the 
Internet was up and running, residents 
were content, and the leasing office 
didn’t get calls. As a result, providers 
had little incentive to develop Internet 
service metrics. As bandwidth-intensive 
applications increase, however, residents 
have begun to rate their experience by 
what they can and can’t do. If they can’t 
stream movies, download photos or play 
Xbox Live without any lag, their com-
plaints are loud and clear. 

“At one of our properties, we actu-
ally had a few residents start a petition to 
kick the current Internet service provider 
off the property,” says John LaBelle, 
project manager of development IT for 
Place Services Group and one of the pan-
elists in the upcoming Summit session. 
“That’s a huge voice of discontent, and it 
would be foolish to ignore someone who 
goes to such an extreme to be heard. 
We’ve learned that you can’t always de-
pend on the Internet service provider to 
watch for trends and deliver premium 
service. We have to develop performance 
metrics and vernacular to facilitate pro-
active, real-time problem resolution.”

Perhaps even more alarming is the 
rate at which residents’ expectations 
are changing. “In years past, we were 
always comfortable signing a three-year 
agreement for a property and thinking 
we were good to go until the contract 
expired,” notes LaBelle. “In 2010, I 
have personally renegotiated nearly two 
dozen Internet service agreements, and 
the year is not over. This year taught us 
that Internet service requires constant 

Customer noise is the simplest measurement of Internet service performance.  
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upkeep. Even if you’re paying someone 
to provide and manage that service, you 
need to listen to your residents and stay 
on top of your provider. If not, you’ll 
always be playing catch-up, which can 
represent a significant and unexpected 
commitment of resources.” 
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LaBelle’s problem is far from unique. 
The pressure on property and IT man-
agers for more-reliable and better-per-
forming Internet amenities is increasing 
rapidly. It calls for a proactive approach 
to identifying and correcting problems. 
Contractual service-level provisions are 
only a last resort. They can help get rid 
of poorly performing service providers, 
but they can’t help identify and cor-
rect problems before you begin losing 
residents. Retroactive, litigation-centric 
methods of enforcing acceptable perfor-
mance levels must be augmented with 
real-time monitoring, human problem 
resolution and support.

Perhaps the simplest way to evalu-
ate how well your Internet service is 
performing is resident “noise factor”: 
Internet service performance is inversely 
proportional to the level of noise gener-

ated by residents about poor Internet 
services. Thus, a good first-level, or Tier-
one, metric is the number of calls or 
complaints received from residents over 
a certain amount of time. 

During coming weeks, check the 
LinkedIn Metrics group for discussion 
about the design of the noise factor met-
ric. We will also listen to input from 
Summit attendees before we finalize 
this metric. The preliminary definition 
of noise factor will be published imme-
diately after the Summit in this column.

Next month, we will begin discuss-
ing second-level metrics designed to 
explain why residents are noisy. These 
metrics must provide sufficient informa-
tion for property managers and IT pro-
fessionals to quickly assess and correct 
Internet service problems.

More important, Tier-two metrics 
must help manage residents’ expecta-
tions. Resident managers and service 
and help desk personnel must be on the 
same page when it comes to commu-
nicating with customers. The next best 
thing to having adequate Internet access 
is keeping residents promptly informed 
about problems and expected resolution 
time.  BBp

The Metrics session will be held 
on Wednesday, April 27, at the 
Broadband Properties Summit 
in Dallas.


