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OVERVIEW

Survey Overview

The 2025 Customer Experience (CX) Technology Survey, conducted by RETTC and Newmark RF in collaboration with NMHC
and RCKRBX, offers a comprehensive benchmark of how multifamily owners and operators are evolving their technology
strategies to meet the shifting expectations of renters and the operational realities of today's market. Building on the inaugural
2023 survey, this year's edition broadens its focus to capture not only the accelerating pace of digital transformation but also
the strategic recalibration underway as organizations move from rapid app adoption toward thoughtful platform consolidation,
deeper integration, and the growing influence of artificial intelligence (Al).

This report provides an in-depth look at the tools, decisions, and cultural shifts shaping the future of customer experience in the
rental housing sector. By highlighting both the optimism around innovation and the practical challenges of implementation, the
survey surfaces persistent obstacles and benchmarks industry progress. Special attention is given to the rise of data-driven
decision-making and Al, with an emphasis on using these tools to enhance the customer experience, equipping leaders with
practical insights for the next phase of digital maturity.

Respondent Profile

In 2025, 61 organizations participated, representing a diverse mix of company sizes (from under 5,000 to more 60,000 units in
their portfolios) and company types (owner/operators, third-party managers, and vertically integrated firms). Survey respondents
included C-suite executives, as well as IT, operations, and marketing leaders. This is a notable increase from the 2023 survey,
which had 40 participating firms.

Survey Design and Methodology

The 2025 survey was collaboratively designed by RETTC, Newmark RF, NMHC, and RCKRBX, with a deliberate focus on
capturing the real-world priorities and challenges of the industry. To ensure the survey questions reflected the lived experiences
of multifamily professionals, the research team convened a series of focus groups with operators and managers from a variety
of company types and portfolio sizes. These sessions surfaced emerging challenges, validated areas of interest, and helped
refine the language and structure of the survey questions. The final survey combined both quantitative and qualitative items and
was distributed electronically to a broad cross-section of multifamily owners, operators, and technology leaders, including
targeted outreach to RETTC's member base, select NMHC members, and Newmark RF clients.

All responses were anonymized and aggregated to ensure confidentiality and unbiased analysis. The methodology prioritized
inclusivity, drawing on the expertise of both executives and leaders to ensure the findings would be relevant and actionable for
organizations of all sizes and structures. Key focus areas included technology utilization across customer-facing and internal
functions, goal setting and success measurement for technology adoption, ROI satisfaction for both customer- and employee-
facing tools, barriers to and enablers of implementation success, and the deployment and impact of Al across the customer
journey. The 2025 edition notably expanded its scope with a deeper dive into Al enthusiasm, implementation, and anticipated
transformation, reflecting the increasing maturity of digital ecosystems in multifamily operations.

RETTC / Newmark RF 2025 Customer Experience (CX) Technology Report 4



OVERVIEW

Summary Observations

The 2025 results reveal a sector at a pivotal moment. Organizations are moving away from the rapid accumulation of disparate
technology solutions and are instead prioritizing integration, simplification, and measurable outcomes. Compared to 2023, there
is a marked increase in the number of firms consolidating their technology stacks, with half now managing fewer than ten
applications, a significant shift from the previous landscape, where only 22% reported such lean stacks.

This trend toward consolidation is driven by a desire for operational efficiency, improved resident experience, and attention to
emerging resident priorities such as fee transparency, screening, and fraud prevention. But it is not without its challenges. Many
organizations continue to operate within complex, multi-platform environments, and the process of consolidation is often slowed
by data silos, integration limitations, and organizational resistance.

Decision-making around CX technology remains highly collaborative, with cross-functional teams guiding technology selection
and implementation. Marketing, IT, and operations all play significant roles, reflecting the reality that customer experience
technology is no longer a siloed initiative but a shared strategic function. The vast majority of organizations continue to set
explicit goals for new technology implementations, and there is growing sophistication in how success is measured. Nearly all
respondents agree that there is still room to grow, underscoring a collective recognition that digital transformation is an ongoing
journey rather than a one-time project.

While resident satisfaction and operational efficiency remain the primary goals, the industry is also grappling with persistent
barriers such as resource constraints, onboarding challenges, and technology fatigue. Notably, the adoption of Al has moved
from concept to practice, with a majority of respondents expecting transformative impacts within the next two years. Early use
cases, such as virtual leasing assistants, predictive maintenance, and automated renewals are gaining traction, and organizations
are beginning to address new challenges around Al governance and talent retention.

Findings

The 2025 survey paints a picture of an industry that is maturing in its approach to customer experience technology. Companies
are increasingly focused on aligning technology investments with business objectives, and there is growing sophistication in
how organizations measure success. Progress is most evident in areas like lead nurturing, leasing, and payments, where
technology is delivering tangible improvements in both operational efficiency and resident satisfaction. However, significant
gaps remain—particularly in move-in, move-out, and day-to-day resident engagement, highlighting ongoing opportunities for
innovation and investment.

The findings also point to a future where artificial intelligence, data integration, and cross-departmental collaboration will be
essential for delivering seamless, high-value experiences to both residents and teams. Organizations are not only piloting new
technologies but also building the internal capabilities and partnerships needed to sustain long-term change. The challenges of
limited resources, complex onboarding, and technology fatigue persist, but there is a clear commitment to continuous
improvement and strategic adoption. As the industry shifts from exploration to execution, the focus is less on having the most
tools and more on creating integrated, intelligent systems that deliver real value for all stakeholders.

RETTC / Newmark RF 2025 Customer Experience (CX) Technology Report 5



OVERVIEW

Respondent Overview
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OVERVIEW
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MULTIFAMILY CX TECH LANDSCAPE

Tech Leadership and Growth

Respondents were asked to describe their organization’s approach to adopting and scaling customer experience technology,
highlighting where they see themselves as leaders and where there is still room for growth. They increasingly see themselves
as more tech-forward and savvy, yet many still feel they're only beginning to tap the potential of what's possible.

Tech
Laggard Unsure
4% 2%
Yes/
Somewhat
o
Neutral / Tech 25 /o
On the Curve Tech L eg Room to
46% Leadership ol Grow in CX
Status 50% Tech ves |
Strongly
73%

Supported Technology Applications

After years of tech sprawl, respondents now manage noticeably fewer tools—and many are looking for ways to slim their stacks
even further. Only 16% of respondents say they manage 21 or more apps today, down sharply from 43% in 2023—while half
now operate with fewer than 10 platforms, more than doubling the share from two years prior.

More than 30 Yet to Make a
7% Decision
21-30 24%
9%
Fewer Fewer
Number than 10 PIatfo;ms
of Apps 50% Future 47%
Managed State
11-20
34%

Best-in-Class,
Specialized Tools

29%
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MULTIFAMILY CX TECH LANDSCAPE

Potential Challenges to Consolidation
As housing providers pursue a more streamlined technology stack, they encounter both expected and unexpected obstacles.

The following explores the challenges firms face when consolidating platforms, from integration issues to adoption hurdles.

What have you encountered as you have taken a more consolidated approach to your tech stack?
(Asked among those aspiring to “fewer” platforms)

Consolidating Data from Multiple

Sources / Formats in One Platform 92% Kt

On-site Adoption / Tech Fatigue 92%

4% 4%

API Limitations Between Different

[ () ()
Solutions and Databases 80% 16% 4%

Clunky User or Renter Experience 80% 20%

Vendor Transparency, Meeting Promises 72% 20% 8%

Budget and Cost for a Large, Centralized

Platform Versus Smaller Solutions 54% 17% 29%

Software Version Mismatches 52% 12% 36%

Internal Culture Doesn't

Support Centralization 52% 28% 20%

Lack of Adequate Tech /

IT Experience in Company 52% 16% 32%

Ability to Find a Centralized Services /

Solutions Provider That Meets Our Needs 52% 24% 24%

Ability to Have a Single Sign-on 48% 32% 20%

m Encountered and Was a Challenge  Encountered, But Not a Challenge = Have Not Encountered
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MULTIFAMILY CX TECH LANDSCAPE

Customer Journey Mapping

Customer journey mapping has evolved from a talking point to a tangible practice across the industry. Compared with 2023,
when many organizations spoke about the concept in broad terms, operators are now digging into the details—charting each
step of the renter experience. This deeper focus on mapping signals growing operational maturity, as firms move beyond broad
goals to define, measure, and optimize each stage of the resident experience in more intentional, data-driven ways.

Renter Experience Resident Engagement
A A
a O N
Move Renewal /
In Move-out
[ X 4 X 2 X ®0—0
List Look Lease Live Leave

Have you developed a customer journey or experience map?

No
15%
We Are In 43;
Process 0
36%

Where CX tech is driving the most progress

Respondents identified the customer journey stages showing the greatest CX tech gains over the past 1-2 years, combining first
and second most progress responses.

Lead Nurturing — Marketing, Automation, I Leasing — Applications, Vetting,

Digital Leasing Assistants (44%) Security Deposits (41%)

# Payments and Renewals - Billing, Lease
Management, Renewals (25%)
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MULTIFAMILY CX TECH LANDSCAPE

Survey results show that technology has driven the most progress at the beginning of the renter journey, where digital tools
have streamlined processes and improved conversion. However, gains taper off in the later stages of the journey. This uneven
progress highlights a missed opportunity: The moments after move-in are where loyalty is earned, renewals are secured, and
lasting relationships with residents are built.

Where has your organization made the most progress? (Sorted by Sum of st + 2nd Most Progress)

31%
Lead Nurturing (Marketing Automation,

Digital Leasing Assistants) 13%

3%

26%

Leasing (Applications, Vetting,

o,
Security Deposits) 1270
4%
Payments and Renewals (Billing, Lease 16%
Management, Renewals) °
9%
g
| Sigifcant |
i Touring (Self-Guided Tours, 16% polarization for !
! Virtual Tours) ° touring / self- :
! 18% guided tours |
Day-to-Day Living (Communications, 10%
Service Requests, Amenities) °
M%
Move-In Experience (Onboarding, N%
Access, First Impressions) °
19%
__________________________________________________________________________ |
: :
1 Community Engagement (Events, 12% significantly less .
: Resident Programs, Feedback Loops) ° 9 y o]
| 15% progress on community 1
i engagementand |
1 .
| 20, move-out. Both tickets to !
! Move-Out Process (Ease, T long-term referral and |
I Communication, Deposits / Fees) ° recommendation |
! |
! |

B #1 Most Progress  #2 Most Progress ' Least Progress
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MULTIFAMILY CX TECH LANDSCAPE

CX Technology Coverage and Gaps

The data reveal that while many organizations have made meaningful progress in digitizing parts of the renter journey, significant
gaps remain in areas that are either operationally complex or require a more personal touch. Steps like move-ins and move-
outs—where friction is high—and community engagement—where authenticity and connection matter most—continue to
challenge even the most tech-forward firms.

Interestingly, industry-wide results often mirror what individual companies experience, suggesting that these pain points stem
from common process and platform dynamics shared across multifamily portfolios.

Which areas are currently well-supported by technology (whether utilized by your organization or
not), and in which areas do you see gaps the industry needs to fill?

Move-In Experience 4 43% 15%
Day-to-Day Living 40% 46% 15%
Move-Out Process % 43% 17%

Community Engagement 32% 43% 26%
Touring 37 20% 43%

Lead Generation 32% 20% 48%

I IS
—

e

o~

Leasing 19% 24% 57%

Lead Nurturing 15% 20% 66%

Payments and Renewals 7% 27% 66%

B Gap in Available Technology Neutral / Unsure Well Supported by Current Technology
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MULTIFAMILY CX TECH LANDSCAPE

What's Next for CX Technology

As the industry looks ahead, the focus of CX technology investment is shifting further down the renter journey—from attracting
and converting prospects to improving the living experience itself.

Yet, the data points to some lingering disconnects. While respondents recognize community engagement as one of the least
successful and most underserved areas, few plan to prioritize it in the near term.

This gap between awareness and action underscores a key challenge for what's next in CX technology: balancing operational
efficiency with the emotional and experiential elements that truly build connection and loyalty.

Which of these areas are you focused on finding nhew technology solutions for in the
next 12-18 months? (Sorted by #1 + #2 Interest)

Lead Nurturing 12%
9%
Leasing 8%
9%

CX tech leaders focusing

<
S)
<
?
5
m
x
S
@
3.
o)
>
9]
o
—
2
™

|
1
on an area they believe is 1
! 9% currently underserved |
Move-Out Process 12%
12%
Day-to-Day Living MN%
13%
Touring 14%
14%
Payments and Renewals M%
16%
T T T T T T T T T T T T T T T e e e T T T T T T T T T T T T T T T T T E T T EE T T T E T EEEEEEEE e 1
I Least interest in :
| Community Engagement 14% community engagement !
:_ 19% technologies "
m#1 Focus #2 Focus Least Interest
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MULTIFAMILY CX TECH LANDSCAPE

Renter Role in CX Tech Evaluation

Renters are increasingly at the center of CX technology strategies. Survey results show that many organizations are taking a
more holistic approach—evaluating not just resident-facing tools, but also how internal systems shape the renter experience.
This focus signals a maturing mindset: one where technology decisions are measured by their real-world impact on residents

satisfaction and engagement.

1

To what extent today do customer insights (e.g., renter satisfaction studies, comment box feedback,
individual surveys or feedback on tech platforms) factor into your audits / evaluations of your existing

technology platforms?

We do not regularly audit /
evaluate our tech
We use only customer platforms
insights to evaluate our
customer / resident-
facing tech platforms

We do not use customer
insights to audit / evaluate —— 939,
our tech platforms

26%

/

We minimally use customer
insights to audit / evaluate our
tech platforms

RETTC / Newmark RF 2025 Customer Experience (CX) Technology Report

We use customer insights
to evaluate both our
customer / resident-

facing and internal / team-
facing technologies

15



Success Factors and
Barriers to Progress




SUCCESS FACTORS AND BARRIERS TO PROGRESS

CX Technology Goals and Priorities

Survey results show that rental housing providers are becoming more intentional about their CX technology investments—
focused on purpose, not just presence. Rather than adopting tools for technology's sake or chasing short-term returns,
respondents are prioritizing solutions that enhance the resident experience and strengthen relationships. Notably, housing
providers say they are less focused on cost in lieu of more renter-centric goals, underscoring a growing belief that better
experiences ultimately drive better performance.

Do you explicitly define goals for new technologies?

93%

<
o
)
~
5
<
o]
)
—
=)
7]
—
m
=]
o
D
)
H
8
BN

define goals when
onboarding new
Yes / But Infrequently [l 6% CX tech
e e E e e e e e e e e e e e e e e e e e e e e e e e e e e e =
No [ 4%

Unsure [l 4%

How important are the following goals? (Sorted by #1 + #2 Goal)

28%

Improving Operational Efficiency 19%
-
1 1
! :
| Higher Customer Satisfaction 1% !
| 12% Resident experience |
: outweighs cost
| Better Customer Service 15% considerations :
! 16% |

()
Reducing Economic Risk or 19%
P ing R 9
reserving Revenues 12%
Cost Reduction 23%
30%
Compliance 13%
21%
m #1 Goal #2 Goal #3 Goal
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SUCCESS FACTORS AND BARRIERS TO PROGRESS

Measuring Success in CX Tech Implementation

Most multifamily organizations define and measure success with their CX technology initiatives. The data highlight the business
objectives driving technology adoption to provide a clear picture of organizational priorities.

Top goals driving CX tech investment

Respondents ranked their business objectives for implementing CX technology, with results reflecting a combination of each
respondent’s first and second most important goals.

Improving Operational Efficiency (47%) I Cost Reduction (34%)

#3 Higher Customer Satisfaction (33%) I ﬁ

To what extent have your goals been achieved?

Reducing Operational Risk /
Preserving Revenues (32%)

Achieved /
Strongly
10%
Mixed /
Neutral

25%

Unsure Achieved /
6% Somewhat
59%

69% Say Their Goals Have Been Achieved
0% Say Their Goals Have Not Been Achieved

RETTC / Newmark RF 2025 Customer Experience (CX) Technology Report 18



SUCCESS FACTORS AND BARRIERS TO PROGRESS

In their words: Considerations when creating goals

When it comes to setting technology goals, respondents emphasize balance—between innovation and practicality, efficiency
and experience, speed and scalability. Several key themes emerge from open-ended responses.

2
&,

Solve,
Don't Stack

Many operators say

they focus on identifying a
clear problem before
adding new tools to their
tech stack, ensuring each
implementation delivers
measurable value.

Prioritize User
Experience

Respondents stress

the importance of ease of
use, supportability, and
buy-in from both property
teams and residents.

7

Build Scalable,
Compliant Systems

As portfolios grow and
regulations evolve,
respondents highlighted the
need for flexible, compliant
systems that can scale
without adding risk or
complexity.

[N
rEO;

Ensure Efficiency
and Accountability

Leaders align innovation
with measurable
outcomes—improving
operations and resident
experience without losing
sight of compliance and
cost control.

Sample Responses

» “We want to make certain we are solving for something, not just adding on new tech into the current stack.”

> ‘It really depends on the specific product and function... the product must perform equal to or better than the

current solution.”

» “Our guiding principles in innovation are to improve efficiency, sustainability, and customer experience—but
compliance has become our number one goal.”

» “Finding a true partnership that will continue to innovate and receive our feedback openly.”

RETTC / Newmark RF 2025 Customer Experience (CX) Technology Report
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SUCCESS FACTORS AND BARRIERS TO PROGRESS

Drivers of CX Tech Success

A clear theme emerges when it comes to identifying the keys to success: CX tech succeeds when organizations create the
conditions for a thoughtful, well-supported rollout. Effective pilots, strong training and onboarding, and visible executive buy-in
emerge as the top enablers—underscoring that success depends as much on preparation and alignment as it does on the
technology itself.

Please rate each as enabling factors for your team's success in CX tech implementation or ongoing

utilization. Then select one as your most important enabling factor.
(Asked only among those having achieved goals)

Most Important
Factor

Setting Up Effective Pilots to Test the

Technology and Enhance Our Plan e 7% N °

Having the Right Training,

Onboarding and Support 63% 29% 8%

Having Buy-In from the Executive

Level to the Site Level 61% 30% 9%

Clear Goals and Frequent

() o, o,
Measurement / Tracking KPIs S 25% 2

Having Enough

o, o o
Budget Flexibility 32% 43% 21% 4%

Driving Resident Adoption

and Seeing Results 29% 43% 29%

m A Significant Factor Very Much a Factor Somewhat a Factor mNot a Factor

RETTC / Newmark RF 2025 Customer Experience (CX) Technology Report 20



SUCCESS FACTORS AND BARRIERS TO PROGRESS

In their words: Enabling factors for achieving goals

When asked what helped their teams succeed with new technology, respondents point to one consistent truth: Success doesn't
happen by accident. It's built on intentional planning, collaboration, and a strong culture of follow-through. Several themes
stand out.

=1

Start Smaill,
Learn Fast

Many cited the value of pilot
programs and agile rollouts
that allow for testing,
tweaking, and proving ROI
before scaling.

L

Find Partnerships
That Work

Strong vendor relationships
and internal alignment
across departments,
especially operations,
marketing, training, and IT—
were key enablers of lasting
adoption.

Build Culture and
Leadership Buy-in

Teams with clear executive
sponsorship and a culture
that values innovation and
accountability were better
positioned to succeed.

Change Managementls
Everything

Respondents emphasized
communication, training,
and ongoing QA as
essential for user adoption
and sustained success.

Sample Responses:

> "We test with a small group, make tweaks, and have those sites become our ambassadors. We train every month
and do one-on-one trainings if needed — we don't set and forget."

» "Strong partnerships with providers, pilots with a clear goal, and cross-functional support teams make all the

difference."

» "Success comes from identifying the value of new technology and aligning it to outcomes-not just chasing

new tools."

» "Passion to do the right thing has been a leading reason we've been so successful-culture matters."

RETTC / Newmark RF 2025 Customer Experience (CX) Technology Report
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SUCCESS FACTORS AND BARRIERS TO PROGRESS

Barriers to Successful CX Tech Adoption

Despite the clear benefits of CX technology, housing providers face persistent challenges that slow adoption and limit impact.
Resource constraints, including limited staffing and competing priorities, often hamper rollout and long-term utilization.

Implementation hurdles can also strain teams. Disconnected systems, particularly gaps between Property Management System

and Customer Relationship Management tools, create friction for staff and residents, while cumbersome interfaces and
insufficient vendor support can undermine both user experience and, ultimately, ROI.

Whether your goals have been achieved or not, what have been your most significant obstacles in

implementing and scaling CX tech platforms? (Sorted by #1 +#2 Obstacle)

Lack of Resources / Time to Source or
Vet Solutions

On-site Team "Tech Fatigue” or
Underutilization of Existing Tools

| Lack of Resources / Technological Support

Missing Features and Functionality

Inadequate Onboarding and Training for

Tech support climbs as a
secondary obstacle

e e e e e e e e e e e e e e e e e e e R e e e e e e e e e e e e e e e e e e e e e e e e M e e e e e M e e e e e e e e e =y

o,
On-site Teams on Tech Solutions de
13%
Lack of Understanding from Asset Owners 3 o/
or Key Partners / Stakeholders £
7%
()
Lack of Understanding / Buy-in from Senior n%
. ()
Leadership Team 1%
|
()
: Culture and Brand that Prioritizes Human
| Interaction at Customer Touchpoints =
Low Prospect / Resident Adoption 6%
6%
m #1 Obstacle #2 Obstacle

RETTC / Newmark RF 2025 Customer Experience (CX) Technology Report
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Culture climbs as a tertiary
obstacle even though it could
be a hidden "root cause"

22



SUCCESS FACTORS AND BARRIERS TO PROGRESS

In their words: Challenges preventing achievement of goals

Even the best tools can falter without the right support systems behind them. Respondents who say they struggle to achieve
their tech goals pointed to a familiar set of challenges—less about the technology itself and more about the realities of

implementation and adoption.

Resource
Constraints

Limited staffing,
competing priorities, and
lack of dedicated system
administrators slowed
rollouts and long-term
adoption.

Implementation
Hurdles

Complex setup,
customization, and training
processes often strained
teams and delayed success.

7
[T

Disconnected
Systems

Gaps in integration—
especially with PMS and
CRM tools—created friction
for teams and residents
alike.

User Experience
Breakdowns

"Clunky" interfaces and
insufficient vendor support
undermined enthusiasm and
ROI.

Sample Responses:

» "Our biggest obstacles are internal-where we don't have enough staffing to implement a product properly."

"Lack of systems admin position slows things down or impedes forward movement."

| 2
» "Set up, implementation, customization, and training for users remain the hardest parts."
| 2

"Touring and CRM solutions still don't integrate well enough to deliver a seamless experience."

RETTC / Newmark RF 2025 Customer Experience (CX) Technology Report
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SUCCESS FACTORS AND BARRIERS TO PROGRESS

Adoption of In-House CX Technology

While some organizations are investing in proprietary CX tools to gain greater control, enhance integration, and deliver a more
tailored resident experience, the majority—over two-thirds of respondents—still rely on off-the-shelf solutions, highlighting the
challenges and resource commitments associated with building and maintaining custom platforms.

Has your organization used in-house
CX tech platforms?

Unsure Yes / Significant 7]
4% Share of
Our Technology

15% 28%

have used
in-house CX tech
Yes [ Some platforms
Share of Our
Technology ~
No Significant °
In-House 13 /ca
Solutions
69%

What drives proprietary platform development?

Respondents cite key reasons for developing in-house CX technology rather than purchasing off-the-shelf solutions.

Ingenuity and Innovation in H#2 Custom Fit w/ Our Unique Needs
In-House Tools (79%) (71%)

Ability to Differentiate Against Budget Control / Managing Cost
Competition (57%) Overruns (33%)

RETTC / Newmark RF 2025 Customer Experience (CX) Technology Report 24



SUCCESS FACTORS AND BARRIERS TO PROGRESS

Why Organizations Build Their Own CX Tech

When multifamily firms choose to develop proprietary CX solutions, it's less about cost savings and more about creating
something uniquely theirs. Instead, the primary motivators are a desire for unique, tailored experiences that reflect the
organization's brand, processes, and resident expectations—creating differentiation that off-the-shelf tools can't always deliver.

What prompted your decision to develop (or attempt to develop) in-house or proprietary platforms
supporting the customer experience?

Ingenuity and Innovation in In-

House Tools 79% 14% 7%

Custom Fit with Our Unique

Needs 71% 29%

Ability to Differentiate vs. the

Competition 57% 36% 7%

Budget Control / Managing
Overruns

Guarantees That Design Will
Interface Well With The Rest 54% 15%
of Our Tech Stack
In-House Tools Increase o o o
Internal / Staff Adoption e 31%
Price / Cost of Implementing
In-House Tools vs. Third Party 23% 39% 39%
Vendors

m Drove Decision Neutral / Unsure Didn't Drive Decision

50% 17%

-
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CX TECH UTILIZATION & SATISFACTION

Renter-Facing Technology Tools Powering Today's Experience

Operators expand their use of renter-facing technology to simplify transactions, strengthen engagement, streamline processes,
and deliver a more seamless renter experience.

Indicate if you do or do not currently employ these customer-facing (i.e., existing or potential
resident) technology solutions.

Virtual Tours of Units and/or Floor Plans 84% 16%
Interactive Unit Availability Maps 8% 2%
Customer Satisfaction Surveys Sent via Text or Email 8% 2%

Automated Screening Solution / Platform 96% %2%

Al-Powered Chat Bots / Digital Leasing Assistant 8% 4%

Virtual Tours of Property Amenities 83% 183% 4%

Tour Self-Scheduler on Website 6% 6%

Virtual Leasing Assistant (i.e. for Automated Email Follow-Up) 10% 6%
Self-Service Digital Parcel / Package Management 6% 6%

Digital Amenity Reservations 29% 10%

All-In-One Resident Experience App 33% 15%

Self-Guided Tours (In-Person w/ Device or Downloadable App) 15% 15%
Resident Onboarding Through a Move-In Technology Solution 33% 18%
Flexible Rent Payment 15% 19%

Reward Solutions 31% 19%

Live Video Tour w/ Property Representative 21% 19%

Security Deposit Alternative 13% 19%

Self-Service Renewals 33% 21%

Move-Out Technology Solution 48% 23%

Digital Concierge Services 30% 32%

m Currently Implemented / Use Would Consider Implementing in 1-2 Years Not Implemented / Don't Use

From 2023 to 2025, property management technology adoption has shifted strongly toward operational efficiency and a better
customer experience at the start of the leasing journey. Virtual tours of property amenities gained traction, rising from 78% to
83%, while interactive unit availability tools surged from 70% to 90%, underscoring their growing importance. Screening
technology saw the most dramatic increase, jumping from 78% to 96% as automated solutions beyond credit screening became

standard.

Tour schedulers held steady as a key feature, maintaining high adoption at 88% across both years. Rewards programs, though
secondary, grew from 40% to 50%, signaling a push toward resident engagement. Concierge services remain niche, climbing
from 18% to 38% but still far from mainstream.

Despite these advancements, move-in and move-out processes continue to lag, highlighting persistent pain points. Overall, the
2025 landscape reflects a strong emphasis on immersive, self-service, and automated solutions, with incremental gains in
resident experience but ongoing gaps in transition processes.
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Measuring Satisfaction with CX Tech

Overall, respondents report high satisfaction with their customer-facing technologies, with few tools generating notable
dissatisfaction—except for self-guided tours, which continue to challenge both prospects and staff.

Interest has shifted beyond static amenity photos: The most valued technologies now center on interactive unit availability, tour
self-scheduling, and virtual tours, reflecting a growing focus on convenience and autonomy in the leasing experience.

Please indicate your satisfaction with the ROI (return on investment) you are seeing from that

platform (i.e., resident engagement, experience you are able to provide to residents, etc.)
(Asked only of those using a platform today)

Interactive Unit Availability Maps 46% 5%'%
Tour Self-Scheduler on Website 43% 15%
Virtual Tours of Units and/or Floor Plans 50% 13% l/o
Virtual Tours of Property Amenities 40% 26%
Al-Powered Chat Bots / Digital Leasing Assistant 34% 22%
Flexible Rent Payment 29% 39% 3%
Virtual Leasing Assistant (i.e. for Automated Email Follow-Up) 36% 21% 3%
Automated Screening Solution / Platform 35% 23%
Live Video Tour w/ Property Representative 30% 30%
Self-Service Renewals 36% 36%

1
Self-Guided Tours (In-Person w/ Device or Downloadable App) 25% 16% 16% |

1

1

g g 1
Customer Satisfaction Surveys Sent via Text or Email 20% 46% 17% 5%

Digital Amenity Reservations 18% 39% 36% M 4%
Resident Onboarding Through a Move-In Technology Solution 17% 39% 26% 4%
Self-Service Digital Parcel / Package Management 16% 34% 42%
Security Deposit Alternative 13% 39% 42% /3%
Reward Solutions A 48% 22% - 9%
All-In-One Resident Experience App 9% 46% 27%
% 46% 39%
39% 44%

m Satisfied / Strongly Satisfied / Somewhat Neutral m Dissatisfied / Somewhat Dissatisfied / Strongly

©

2
X

Move-Out Technology Solution

Digital Concierge Services
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Evolving from Experience to Engagement

Operators are moving beyond optimizing individual touchpoints at the top of the sales funnel to build engagement, trust, and
loyalty throughout the customer journey. This shift reflects a growing recognition that lasting value comes from sustained
interaction, not just isolated moments of satisfaction.

Defining Resident Experience vs. Resident Engagement

As the multifamily industry matures in its use of CX technology, leaders are drawing clearer distinctions between resident
experience—focused on satisfaction, retention, and referral—and resident engagement—focused on building ongoing, two-
way interactions that drive loyalty and deeper involvement.

With these distinctions in mind, the survey asked respondents to assess their organization’s current approach and share where
they hope to be in the next 2-3 years.

Thinking about your organization’s current posture and capabilities across your technology stack,
which best reflects your organization today. Looking ahead 2-3 years from now, which would you
prefer?

My Organization Today 70% 6%

Organizations anticipate a greater balance between resident
experience and engagement going forward

My Organization 2-3 Years from Now 9% 91%

m Resident Experience A Mix of Both Resident Engagement
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Experience vs. Engagement Tools

Housing providers are increasingly thinking about how technology supports two related but distinct goals: ensuring a positive
resident experience and fostering ongoing engagement. The survey explores how respondents view the tools they currently
use—or would consider using—in terms of their impact on each of these objectives.

For the technology solutions you mentioned you employed (or would consider implementing), do you
believe those tools allow you to drive resident experience or intend that they enhance resident

engagement?

Tour Self-Scheduler on Website

Self-Service Digital Parcel / Package
Management

Flexible Rent Payment

Security Deposit Alternative

Virtual Tours of Units And/Or Floor Plans
Virtual Tours of Property Amenities
Automated Screening Solution / Platform

Interactive Unit Availability Maps

Self-Guided Tours (In-Person w/ device or
Downloadable App)

Resident Onboarding Through a Move-In
and Move-Out Technology Solution

Virtual Leasing Assistant (i.e. for Automated
Email Follow-Up)

Self-Service Renewals
Move-Out Technology Solution
Digital Amenity Reservations

Live Video Tour w/ Property Representative

Al-Powered Chat Bots / Digital Leasing
Solution

Reward Solutions

All-in-One Resident Experience App

Customer Satisfaction Surveys Sent via Text
or Email

Digital Concierge Services

m Resident Experience

36%

34%

33

28%

23%

23%

1%

%

A Mix of Both
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63

60

59%

59%

58%

56%

56%

55%

%

%

44%

44%

A%

Resident Engagement

%

©
X

47%

70%

29% 8%
4%

38% 3%
34% 6%
33% 10%
36% 8%
36% 8%
30% 15%
43% 9%
56%
49% 8%
4% 16%
59%
46% 18%
19%
59% 8%
56% 16%
71% 6%
23%
19%
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CX TECH UTILIZATION & SATISFACTION

Views on Self-Guided Tours

When it comes to self-guided tours, survey results show they're still a work in progress. Adoption and ROl vary widely across
teams and respondents express higher levels of dissatisfaction with the technology compared with other types of CX tech like
digital leasing assistants or virtual touring platforms.

How do you currently use self-guided tours and what has your ROl been?
(Please select all that apply from the statements below)

Self-guided Tours Are Offered During

o, o,
Leasing Office Hours for Those Who Prefer Them 9% gl

Self-guided Tours Are Available

Outside of Office Hours 79% 21%

Self-guided Tours Free up Leasing Agents

to Focus on Other Priorities 79% 21%

Conversion Rates with Self-guided Tours

[ [
Are Higher than with Leasing-agent-led-tours HEVE e

Self-guided Tours Are the Area of Our

o, o,
Customer Journey Most in Need of Improvement 83% S

Our Goal Is to Eventually Replace Leasing-agent

Tours with Self-guided Tours B 81%

m Applies to or Reflects Our Organization Doesn't Apply or Reflect Our Organization
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Internal CX Technology in Use Today

Teams are using internal, employee-facing technologies not just to streamline operations but also to enhance the renter
experience, boosting satisfaction, engagement, and loyalty. Here is a look at the variety of employee-facing CX solutions
currently in use across multifamily organizations.

Indicate if you do or do not currently employ these internal, employee-facing (i.e., productivity,
tracking, etc.) technology solutions

CRM (Customer Relationship

o

Marketing Dashboard

Technology 69% 16% 14%

Al-Powered Conversational

Voice Solutions 54% 29% 17%

Data Privacy /

Cookie Compliance Software I e A

Call Scoring 45% 28% 28%

Call Center Software /

() o, ()
Technology 12% 31%
Resident Event Solutions 25% 44%

B Currently Implemented / Use  Would Consider Implementing in 1-2 Years = Not Implemented / Don't Use
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Satisfaction with Internal CX Tech Tools

While customer-facing tools often get the spotlight, internal, employee-facing technologies play a critical role in enabling a
smooth renter/resident experience. Respondents were asked to indicate which internal solutions they currently use, revealing
areas of adoption as well as points of dissatisfaction.

Please indicate your satisfaction with the ROI (Return on Investment) you are seeing from that
platform (i.e., employee engagement, extent to which it enables your team to deliver better resident
experience, etc.) (Asked only of those using a platform today)

Lead Nurturing Solution

CRM (Customer Relationship
Management)

Data Privacy /
Cookie Compliance Software

Fraud Detection Software

Resident Event Solutions

Call Center Software /
Technology

Al-Powered Conversational
Voice Solutions

Marketing Dashboard
Technology

Call Scoring

m Satisfied / Strongly ~ Satisfied / Somewhat

26%

16%

50%

12% 50%

16% 43%
14 43%
48%
24% 28%

15% 33%

M% 28%

l : I
2
N

Neutral m Dissatisfied / Somewhat
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48%

13% 13%

18% 9% WAL

39%

22% 19%

29% 14%

40% | M

32% 12% Y. VA

39% 9% K3A

56% [

Dissatisfied / Strongly
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CX TECH Al DRILLDOWN

Al Enthusiasm Around CX Tech

Organizations are increasingly exploring Al across operations and CX technology, but excitement and adoption vary by role.
While senior leadership generally reflects high enthusiasm, on-site employees and residents are less likely to share the same
level of optimism—highlighting a gap in perceived value and buy-in across the organization.

Excitement / enthusiasm about Al in operations and CX tech by organizational role

7.9

7.9

5.4 5.3

Our Residents /
Customers

My Personal Excitement
or Enthusiasm

Senior Leadership's
Excitement or Enthusiasm

On-Site Employees'
Excitement or Enthusiasm

Detailed distribution of response ratings on a scale where 0 = “Very Apprehensive” and
10 = "Very Excited”

My Personal Excitement

or Enthusiasm 15% 41%

Senior Leadership's

Excitement or Enthusiasm 17% 36%

On-Site Employees'

Excitement or Enthusiasm 13% 65% 22%

Our Residents / Customers 64% 14% |44
m Very Apprehensive (0 - 3) Apprehensive / Neutral (4 - 6)
Somewhat Excited (7, 8) m Very Excited (9, 10)
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Al's Role in the Customer Journey

Alis increasingly shaping how housing providers manage the renter experience, from marketing and leasing to maintenance and
renewals. Respondents describe how their organizations are applying—or expect to apply—AIl across the customer journey,
from automating simple tasks and assisting human decision-making to augmenting workflows or fully transforming processes
and experiences end-to-end. Al can serve multiple roles throughout the customer journey, ranging from no use at all to fully
transforming processes and experiences end-to-end.

Respondents were asked to characterize their organization’s current and anticipated use of Al,
selecting the option that best reflects how Al is applied today, how it is used in specific areas, and
how they expect it to be used 1-2 years from now.

Year;A;Jg 53% 27% 8% |4 6%
Today WA 27% 43% 6%
1f;02mY§ng§ 2 9% 9% 46%

mNo Use of Al Automates ' Assists mAugments m Transforms

RETTC / Newmark RF 2025 Customer Experience (CX) Technology Report 36



CX TECH Al DRILLDOWN

In Their Words: Al Implementations Today

Survey respondents share real-world examples of Al technologies currently in use, highlighting how these tools are augmenting

or transforming the customer journey and operational workflows across marketing, leasing, maintenance, and resident
engagement.

What is an example of an Al-powered CX tech that you have implemented that augments or
transforms your customer journey or operations today? (Open-ended responses)

>

vV vy

vV v.vyVvyy

Al Concierge and Al Voice.
[Tech Provider] is the prospect and resident journey; it works sometimes but is not consistent.
Marketing automation, virtual leasing agent, virtual maintenance agent, personalized website experience.

We leverage Al for 100% of our initial lead generation including voice - this is available today. New customers can engage with us
24-7, 365 days/week.

Move-in experience supported by ai.

Voice chat bots.

Lead nurturing and responses inside of the lead funnel. Being able to adjust based on where they are in the funnel.
Chat bots.

[Tech Provider] has augmented collections as we have seen a lift in amounts collected and timeliness of these collections (especially
small balances).

Use of virtual leasing agent for responding to prospect emails and texts.
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Al at Work in the Customer Journey

Respondents describe how Al is being applied across the customer journey to improve efficiency and enhance resident
interactions. From lead generation and virtual leasing to maintenance, move-in support, and collections, these examples illustrate
where Al is actively augmenting or transforming multifamily operations. Interestingly, the areas viewed as having achieved the
most Al-driven transformation—lead nurturing and leasing—are the same places where respondents report having seen the
greatest improvement in experience for the customer.

For each of the points on the customer journey below, indicate the extent to which you have achieved
one or more of those functions/objectives:

Leasing 1% 21% 47% (VA8 6%

q
X

28% 32% 26% M%

Touring 26% 17% 36% 6%

Move-In Experience 52% 27% 9% 5%

Lead Nurturing

Day-to-Day Living 40% 23% 30% 2%

Payments and

Renewals 34% 34% 19% 6%
Community

m No Use of Al Automates Assists mAugments Transforms
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Al Impacts on Renter Experience

As the discussion moves from broader perspectives to concrete applications, respondents were asked to share specific
examples of how new technologies are being implemented in their organizations. The following section highlights these real-
world deployments, showing where Al and other CX tools are actively shaping workflows and the customer journey.

When it comes to Al integrating with or transforming the prospect or resident experience, which of
the below do you believe will be most impacted? (Please rate each in terms of level of impact)

Personalized Renter

) o,
Content / Messaging 78% 20%

%

Enhanced Maintenance o o, 29
and Service Response 7% A Iz%

Personalized Renter

Portals 48% 44% 9%

Better, More Localized

Search 68% 19% 2§ 1M%

Enriched Community

o, o, ()
Engagement 40% 4% i

Smarter Amenities 49% 13% 9%

m Significant Impact Limited Impact No Impact mUnsure / N.A.
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In Their Words: Al Implementations for Tomorrow

What is an example of an Al-powered CX Tech that you aspire to implement over the next 1-2
years that could augment or transform your customer journey or operations? (Open-ended responses)

>
>

\ A 4

Al-Driven Lead Scoring for Leasing, Al-Powered Renewal Offer Optimization, Al-Enhanced Maintenance Work Order Triage.

Al-powered leasing agent to replace human call center. Must be advanced enough that the interaction is as smooth as if you were
speaking to a human.

Automated Maintenance Work Orders.

Agentic workflows - where one bot can have a conversation with a customer and kick off multiple workflows as necessary (i.e. a
resident ai agent could be negotiating a renewal while simultaneously submitting a work order for a complaint heard during the
course of the conversation.

Currently focused on building out Al use in the renewal, maintenance, voice across multiple journeys, and lease audits.
A Digital Organization Twin.

Not sure we have found a comprehensive solution / many competing to win this leg of the race, but aren't there yet - we want an
intelligent resident engagement platform/solution that personalizes the living experience from top of the marketing funnel through
alum residents. This solution would integrate conversational Al with property and resident data to deliver always-on, personalized
support across voice, text, chat, and app, and, proactively craft experiences, services, preventative services, communication, local
partnerships that motivate advocacy and support SEO, GEO, and SXO.

Al replace Google searches and then they are taking our data and pushing into our CRM where other agents then work the queue. It
can move it along throughout the process until a human touch is needed for closing.

Renewal offer letters and follow-up reminders. Social media automation. Rent payment letters, calls, texts.

Personalization through the journey.

Move voice Al. We've done a couple of pilots but haven't yet scaled a voice Al solution as part of the prospect experience or for
maintenance serve requests.

Al to help through the Affordable Certification and Recertification process for Affordable residents. Seeing it being developed to
process applications across the board much more effectively and efficiently. Getting to that true "Amazon" experience when it
comes to renting a home.

We are hoping to incorporate Al to augment the maintenance work order intake, maintenance work scheduling, renewal, screening,
lead nurturing more than we have today in the next few years. Not fully using transform on the option above because we will
continue to keep a close eye on governance, control and crafting a better experience - we do not think Al is set it and forget it
technology.
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Al Effects on Employee Experience

Al and CX technology are affecting the day-to-day experience of on-site teams without doubt. Participants were asked to rate
which aspects of employee workflows, engagement, and support are most influenced by Al, revealing emerging trends, adoption
challenges, and opportunities to enhance operational efficiency and staff satisfaction.

When it comes to Al integrating with or transforming your organization’s employee experience, which
of the below do you believe will be most impacted? (Please rate each in terms of level of impact)

More robust sentiment

o, o, o,
analysis 78% 20% 2%

Wider agreement that Al will inpact employee experience more than
resident experience, particularly on sentiment analysis and predictive leasing

Predictive leasing or

) o, o,
retention modeling 81% 17% 2%

Personalization of . . B %o
marketing and messaging 66% 30% 2

Ability to smartly deliver
more localized 62% 32% @%
information 4%

Better data-driven o , o
creative 7% W 4%I

Better ad targeting on

geo-demographic factors 74% 20%

2

m Significant Impact Limited Impact No Impact mUnsure / N.A.
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MULTIFAMILY CX TECH TRENDS

Industry Perspectives on Emerging CX Trends

As new pressures and possibilities reshape customer experience, housing providers are reassessing where to focus next. This

section gauges their sentiment on rising themes like reviews, fraud, and flexible leasing—and compares those views against the

real-world tech they're deploying to improve transparency, strengthen security, and support residents’ financial and personal

well-being.

Drilling down into some customer-journey-specific questions, please indicate if you agree or

disagree with each of the below

We actively monitor crowd-
sourced apartment review/rating
sites like Yelp.com,
Apartments.com

We have technology platforms in
place to assist us in monitoring
and responding to crowd-
sourced apartment review/rating
sites like Yelp.com,
Apartments.com

We are seeing lease application
fraud and other fraud increase
over the past 1-2 years

Technology has helped us
manage recruitment/retention
issues or begin adaptingtoa [§2 36%
changing multifamily real estate
employee environment

We are seeing more residents
who wish to sign flexible leases,

whether they are shorter (less [:¥23 30%
than a year) or longer-term leases
(e.g. 2 or 3-year leases)

Our lease application screening
and other resident screening
technologies may be filtering out

0 0,
too many prospects (i.e. we may % 28%
need to loosen our
filters/screening criteria)
m Agree / Strongly Agree / Somewhat Neutral / Unsure
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22% 13%

32% 6%

49% N% 54

M%

m Disagree / Somewhat Disagree / Strongly
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Some housing providers offer technologies and programs that go beyond the basics, reflecting both industry priorities and
resident expectations. From hot-button issues like fee transparency, fraud prevention, and deposit alternatives to progressive
initiatives supporting financial wellness, wealth building, and mental health, these offerings illustrate how CX technology is
shaping a more thoughtful and impactful resident experience.

Do you currently offer any of the below as part of your resident experience?
(Please select which best reflects your organization)

Fee Transparency / Total

Cost of Housing 46% 48% 7%

Fraud Prevention for
Residents / High-Quality
Information Security and 47% 31% 22%

Anti-ldentity-Theft
Measures

Deposit Alternatives (e.g.,
Interest-Bearing 30% 44% 26%
Accounts)

Resident Wealth-Building
Opportunities (e.g., Rent
Reporting to Increase

() ()
Credit Scores, 25% 27%
Homeownership
Resources, etc.)
Resident Mental Health
and Wellness 4y 15% 80%

Programming and
Resources

m Yes / Portfolio Wide  Yes /In Some Geographic Areas or Markets = No, Not In Our Resident Experience

RETTC / Newmark RF 2025 Customer Experience (CX) Technology Report 44



MULTIFAMILY CX TECH TRENDS

Housing providers are increasingly leveraging technology to tackle both advanced innovations, like Al, and critical resident
priorities, such as fee transparency. The next question explores which of these trends are expected to define multifamily CX
strategy and tactics over the next 2-3 years.

Which emerging topics do you see as leading trends that will define the next 2-3 years of strategy

and tactics for multifamily owners and operators, relative to CX technology?
(Sorted by 1st + 2nd Most Important)

Emergence or Continued Growth of Al

1 |
1 |
1 1
1 |
| 9% Emergence of Al in |
1 multifamily CX tech I
’ o anaparaney
()

: Fee Transparency in Pricing transparency :
! 8% I
1

| e ,'

)
Talent Recruitment and Retention
15% Al impacts on marketing

> and leasing tied with

Al Impacts on Marketing and Leasing retention
Renter Screening & Fraud Prevention
Smart Property Technology

12%
Sustainability Standards and Green
Living Focus 14%
Resident Mental Health and Wellness
Related to Living Environment 1%
Resident Financial Wellness I
14%

m #1 Most Important / Pressing #2 Most Important / Pressing
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Evolving Perspectives

After completing the survey, respondents were asked to revisit their earlier answers about areas for growth in CX technology.
Their responses reveal a mix of priorites—some organizations are concentrating on optimizing and consolidating existing
platforms, while others remain focused on exploring new and emerging solutions. It's clear that opinions are evolving as
organizations think more strategically, with Al leading the way, followed by growth, pricing transparency, talent,
marketing/leasing, and resident screening/fraud prevention.

Changing Views on CX Tech Strategy

By the end of the survey, respondents' views of their own progress shifted. They were more likely to acknowledge they have
"more room to grow" in using technology strategically to enhance the customer experience. This shift suggests that stepping
back to evaluate their tools and priorities helped surface blind spots—and clarified where future investment and focus could
deliver the biggest impact.

o,
ves / strongy M, 737

83%

o,
ves s somewhat NN 25%

17%
2%
Unsure l °

m Beginning of Survey End of Survey

Respondents rank the top trends and issues shaping multifamily CX technology, combining first- and second-choice responses
to highlight key priorities.

I(Esn;;;gence or Continued Growth of Al I e SrererenE i e (240

Al Impacts on Marketing and Leasin
#3 Talent Recruitment and Retention (25%) I m (24;)) 9 9
0

Renter Screening and Fraud Prevention
(34%)
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Conclusion

The 2025 CX Technology Survey shows housing providers moving beyond technology for its own sake toward systems that
genuinely improve the resident experience and operational outcomes. Leaders are focusing on integration, platform
consolidation, and measurable impact rather than chasing the latest tools. While progress is clear in lead nurturing, leasing, and
payments, later stages of the resident journey—move-ins, move-outs, and community engagement—remain underserved,
pointing to opportunities to strengthen loyalty and long-term resident satisfaction.

Collaboration is also central to success. Marketing, operations, and IT are jointly shaping technology decisions, reflecting that
CX tech is now a shared organizational responsibility. Companies are mapping customer journeys, defining clear goals, and
tracking outcomes more rigorously, signaling a growing maturity in approach. Yet challenges like resource constraints,
onboarding complexity, and technology fatigue persist, underscoring the need for careful planning and alignment.

Artificial intelligence has moved from theory to practice, with organizations piloting solutions that augment leasing, maintenance,
collections, and engagement. While enthusiasm is strongest among senior leaders, adoption requires attention to governance,
training, and operational integration. Alongside Al, multifamily firms are prioritizing issues such as pricing transparency, resident
screening, and fraud prevention—showing a clear focus on delivering value to residents, building trust, and creating
differentiated experiences.

Ultimately, the survey reflects an industry that is learning to balance ambition with execution: embracing innovation, improving
internal capabilities, and deploying technology in ways that are both practical and transformative. Housing providers are
increasingly focused not on the number of tools they use, but on the quality of experience they enable—for residents, employees,
and the business as a whole.
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