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56% 
real estate 
organisations rate their 
business 5 or below out 
of 10 in terms of digital 
and technological 
innovation maturity
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Competitive Analysis 

Digital Ecosystem
Digital touchpoints, people, processes, information flow, 

technical environment that support each other in real estate

Incentives
Incentive initiatives for agencies, agents and other 

players in order to provide customer satisfaction 

Process
Reinvented processes and customer journeys 

through automation and agile processes

Technology & Innovation
Innovation in existing technology and processes for 

improved efficiency and customer experience 

Business Models
Business propositions by various players and 

involvement across the value chain

Customer Experience

Initiatives and associated customer sentiments 

about experience with players across the ecosystem



Global shift in real estate market
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Commercial Real 
estate data

Legal Processes

PropTech

Online Residential 
Brokers

Automated Valuation 
Models  & iBuyers

Instant Mortgages



Digital Strategy for Real Estate Agent
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Understanding the users
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Sales Team Corporate AgentPortal Technical 
Team

Corporate Agency Individual Agent

Agent Portal Users



Let us have a look at the 
customer journey of 
“Corporate Agent”
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Sameer: Corporate Agent
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Bio:
Sameer is a 29 year old sales agent with the ABC corporation which is a registered agent in Delhi. He has 
been associated with ABC Corp for past 3 years. He is recently married. He loves his job however the COVID-19 
situation has affected his targets. He loves to spend time with his family and go out for long drives with his 
family.

Age: 29 Years

Occupation: Sales Agent

Gender: Male

Location: Delhi

Education: MBA

Interest: Travelling, Watching Movies

Needs:
1. Manage his pipeline 

efficiently.
2. Attend his clients in a much 

better way.
3. Understand the real estate 

market so that he can cater 
his clients better.

Pain Points:
1. He has to note down all his meeting and 

remember them individually.
2. During covid-19, he is not able to achieve 

his target. Thus he is missing out on his 
targets.

3. He has a strong pipeline but he is not able 
to convert the deals

Goals:
1. To achieve his sales targets on a regular basis 

so that he can earn maximum incentives.
2. To have my own agency in the next 5 years.
3. To own a good house in Delhi where he can 

reside with his parents and wife.

Technological Competency Daily Activities

Mobile

Laptop

Internet

Avg Daily Customers

3-4 Customers per day

Daily facetime with customers
2-3 Hours daily

Avg Monthly Conversions

1-2 deals per month

Use of CRM daily
4-5 times per day



Early Morning Morning Afternoon Evening Night

Sameer goes through all 
the action items for the 

day.

He starts calling new leads 
and follow-ups with the 
existing leads to setup 
meetings during the 

coming week.

He meets his client as per 
the plan. Showcases 

different properties and 
also assists them in buying 
the properties as per their 

requirement

All the confirmations 
received, he shares the 

information with the team 
so as to update them with 
all the client details and 

connect them for the next 
steps.

He updates the CRM as 
per his interaction with 

various clients. This helps 
him to update his pipeline.

He would like to know all 
the action items so that he 

can plan his day 
accordingly

He would like to know the 
status of all his leads so 

that he can prepare 
accordingly

He would like to showcase 
not only the properties but 
act as consultant with the 
help of latest updates in 

real estate. Thus he should 
have access to data 

points.

He should have quick 
access to the incentives 
earned and also quick 

reference to the pipeline 
for easy estimation of his 

target 

He should be able to send 
easy updates to the clients 

in advance.
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Day in a life of Sameer

He is excited to 
start a new day.

He is a little worried as he 
might miss calling some 
of his clients. Also he is 
worried if his client will 

give him time.

He showcases all the 
properties, but is not sure 

if the client will like it.

He has to put in all the 
details again and 
again of the CRM

He is happy that he 
was able to close a few 

deals, but is worried 
about his pipeline



Outcomes for Agents Dashboard
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Pipeline Management Customer Service

Customer Engagement Inventory Management

The portal will help the agents to 

manage the sales pipeline, manage 

the meetings as well as know about all 

the latest updates in the real estate 

sector.

The agent will be able to serve the 

clients with their requirements. 

Understanding the needs in detail 

and accordingly presenting the 

units available. 

For the agents, it is not only presenting 

the properties but also engaging with 

them across the buying journey. 

Quick access to the inventory 

available with regular updates about 

the upcoming units. This would help 

them stay up to date with ABC group.



Digital strategy for the Dashboard
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Personalized 
Experience

Designing a personalized 
dashboard for the agent 
to get instant access as 
per his various business 
needs 

The experience should be 
designed which should 
be easy for the agent to 
assist them as per the 
client needs and industry 
standards. This will help 
them develop trust with 
the client.

Advisory 
Based 

Experience

Creating a task based 
experience for the agent 
so that they can 
complete various tasks 
easily and without any 
hassle. 

Task Based 
UX

Creating an experience 
that provides guidance 
to the agent at every 
step.

Assistive UX



User Experience of Sameer across the 
journey
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Personalized Experience
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Sameer would be able to access 
the entire portal with various 
details like his earnings, leads, 
follow-ups, meetings etc. This 
would help him to plan his day 
better.



Task Based UX

Sameer would be able to get quick access to 
various tasks & perform them instantly. He is 
also informed about his various achievements.



Assistive Experience

Sameer would also be assisted 
about next steps and guided 
accordingly so that he does not 
miss out on anything important.
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Remember us for 
your digital strategy


