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A Brave New World:
Trends for Residential Property Developers
and How to React
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Intro
“We’re halfway through 2020 and it’s fair to say it’s been a turbulent time, with the property market
(like most businesses) reeling from the effects of the global COVID-19 pandemic and preparing for a
predicted recession in the aftermath.
Before the year started, the term ‘social distancing’ meant very little to the average person. Fastforward to the present and it’s a term so pervasive that it’s a part of our daily language. For property
sales and aftercare staff, it’s crucial to ensure effective communications can continue, so customers
remain confident in your brand and satisfied with your service – without necessarily relying on face-toface meetings.
Despite the doom and gloom in the news, where some see obstacles, others see opportunity.
We’ve been keeping a keen eye on the decisive ways the UK’s leading property developers have
carefully considered the challenges of a changing economic and social environment.
Our research has given us a number of insights into how the main players have sought to revamp
their processes, innovating and then implementing new strategies to increase sales, operate more
efficiently and improve customer service.
In this report, we assemble and analyse the top trends we’ve witnessed emerging in response to what
is being dubbed ‘the new normal’, aiming to inform and inspire others to find solutions that work best
for them. We’ve also used our industry know-how, gained from over 20 years of working alongside
property developers, to make a few suggestions of our own! Our findings mainly look at the customerfacing possibilities, but we acknowledge that there will need to be changes made to the way homes
are built as well.
We hope you’ll enjoy reading and will get in touch if you want to know how we could help you
implement some of these changes.”

David Graydon
Managing Director – Classic Folios and Spaciable
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Professionally
Produced
Videos
Over recent years, there’s been an exponential increase in the use of video content in the property
sector, so it’s no surprise that any developer wanting to keep up with the market leaders needs
to consider investing in some impressive visuals. Video can have many uses that will improve your
reputation and your profits, from enticing new buyers to reducing aftercare queries; you only have to
browse development websites to see how your competitors are using this medium.
Utilising professional TV presenters, delivering punchy dialogue from expertly written scripts, will
provide a glowing reflection of your development and brand, and a specialised production crew
filming in 4K Ultra HD will ensure unparalleled picture clarity and direction. We suggest that you allow
the producer to carry out pre-shoot site visits to make sure that you convey everything you need to
in your videos. Ahead of the shoot, it’s also best to ensure the film team will have access to the areas
they need, inform your colleagues that filming will be taking place and ensure the “sets” are clean, tidy
and ready for recording.
If you want to create keen buyers, reduce the time your team spends answering queries (which in turn
saves money) and create an exciting buzz on your social media accounts, the next two pages detail a
couple of ways that dazzling videos can achieve these dreams.
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Flythrough
Videos
More and more, we’re seeing flythrough videos or 3D animations being used to show off a new
development in a slick and informative way. Modern buyers, particularly in the younger demographics,
react well to a fully immersive online/video experience when buying a new home; often, they aren’t
local to the new development, so these flythrough videos offer them an almost first-hand experience
of their new surroundings. You’re not just selling a property, you’re selling a lifestyle in the community
you’re creating.
3D visualisation, if done well, is far more engaging than a static 2D map. Using camera drones or
smooth crane work, your viewers will experience floating through the air, soaking in an incredibly
graceful tour of the location from a first-person point of view. Safely back on the ground, camera
crews utilise state-of-the-art motorised camera stabilisers, which allow camera operators to give
viewers a closer look at your development’s facilities.
A high quality, professionally filmed flythrough video on your online portal or development website
will help you excel against your competitors, create some seriously eye-catching sales posts for social
media and ‘wow’ your future purchasers with a world class, immersive development tour that’ll help
them visualise their new life in that location.
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Property
How To
Videos
One of the more recent innovations is utilising video as part of a home demonstration.
Filming a series of How To videos, explaining the key systems and features of the property, reinforces
(or potentially even replaces) your in-person home walkthrough.
Want to boost your customer care reviews and give your buyers 24/7 support, while lessening the
strain on your aftercare team? Having a host of instructional videos that your homeowners can access
at any time is an efficient and effective one-stop solution that achieves these goals. Arming customers
with all the information they need to successfully navigate and operate their new home leads to
reduced queries from the homeowner, giving them a smoother and happier handover experience;
you’ll also be able to make back your upfront costs by giving your team more time, as they’re dealing
with fewer aftercare queries.
If you embed How To videos within a 3D home walkthrough tour, your homeowner can virtually
navigate through their home to their appliance, click on it and instantly view the video there and then.
No more waiting for a reply at 6pm on a Monday night!
Perhaps you’d prefer to add How To videos to your development website as well, so they’re easily
accessible and your staff can enhance the handover process at the same time. As you well know,
happy handovers lead to referrals, which leads to even more sales; the vast majority of people act
on the basis of recommendations, so it’s important you get this right. Buying a new property is a big
commitment, but you’ll be giving your buyers something else they can brag to their friends about! It’s
all about word of mouth.
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Virtual Home
Tours
Offering customers virtual tours as an alternative to an in-person visit is another effective way to let
several customers safely experience a home without actually being there. Matterport or computer
aided design (CAD) 3D walkthroughs are being utilised by developers, as they allow the customer to
click through the property at their own pace and thoroughly explore each room from their computer
or smart phone/tablet – this way, there’s no rush for either party!
From a staff perspective, shooting these 3D walkthroughs is also a practical way of keeping to social
distancing guidelines, as they only require one person to enter the home with a tripod to shoot 360
images, which are then magically stitched together later.
Once the virtual tour has been safely shot, it can be viewed by multiple customers, freeing-up time
for staff to do other things. A virtual tour hosted on an online portal or website also provides great
flexibility to the customer, as they can tour the property any time they wish and as many times as they
wish! Repeated viewings help to build a buzz and allow the purchaser to show off their future home to
friends and family, simply by sharing the link.
Why not go a step further and tag your virtual tour with How To videos? Efficiently informing your
buyers before and after the sale will add to your bottom line, as your team will save countless hours
that would have been spent dealing with buyers’ queries.
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Online
Purchaser
Workflows
It’s simple, in fact, second nature for most people to carry out certain work activities online, e.g., email,
messaging etc. You know as much as we do that, over the past few months, more and more work is
taking place online and our industry needs to keep up-to-date with these changing times.
Many councils are now holding planning meetings via video conference call, a welcome move in the
right direction that should help to keep construction projects going. Developers don’t want a bottle
neck of built homes that they are struggling to sell, so it’ll be key to look at bringing property purchase
workflows online and ensuring buyers can sign on the dotted line, wherever they are.
Stress to your purchasers that they could secure a mortgage online. Some banks, such as NatWest,
HSBC and Nationwide, will now issue a Decision in Principle on their website and even let you apply
for a mortgage online (subject to terms and conditions). There are also various online brokers that
help your customers find their perfect mortgage; consumer advisory body Which? recommends
Trussle, Dynamo, Mortgage Gym and Mojo Mortgages and has compiled a helpful online resource
comparing providers and detailing how it all works: https://www.which.co.uk/money/mortgages-andproperty/mortgages/getting-a-mortgage/online-mortgage-brokers-avpld6k93y6y
It’s likely your buyers can already browse your available properties online, but why not let them
secure their plot remotely as well? Many developers are moving to digital PDF or online reservation
forms, completed without pen and ink, using trusted online signature apps, such as DocuSign, to bag
those completed contracts. Digitally signed documents are still legally binding and ensure buyers can
sign any time, any place. Another plus is that soft copies can easily be stored in your portal or CRM,
without the need to stand beside the document scanner for ten minutes!
Several solicitors also utilise portals that allow buyers to submit photographs and sign documents
online, so your buyers can complete their legal paperwork from the comfort of their home. Many
of these portals are sophisticated, in that they keep track of how far the purchase has progressed,
detailing what items are missing and making it clear who needs to take the next action. Examples of
leaders in this sphere are Yourkeys and My Home Move.
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Online Defects
& Snagging
Online snagging and repair reporting systems have long been an effective way to allow occupiers to
let their property developer, landlord or estate management company know about a home defect or
communal maintenance issue quickly and easily with just a few clicks. These systems are improving all
the time, with providers such as Fixflo and Clixifix leading the way.
By submitting photographs and detailed notes to an online system, staff can get precise information
about the issue, manage the repair work and communicate with colleagues – all on the go, wherever
they’re based. Where this really saves costs is through the ability to resolve issues online yourselves;
avoid unnecessary and expensive contractor call outs by working out when they don’t have to be
called or allowing the contractor to help you resolve the issue virtually.
With the current pandemic in mind, we can expect more and more developers to allow homeowners
to report issues remotely, with the addition of safeguarding questions to allow residents who are
isolating or shielding to let staff know when submitting an issue. It will be important to continue to
make repairs, but also to arrange special provisions to ensure any on-site repairs can be carried out
with distancing in mind, so that both occupants and repair staff are protected. We’ve teamed up with
market leader Fixflo to allow defect reporting on our one-stop, customer centric portal – all residents
are prompted with a serious of coronavirus safeguarding questions before they can submit the details
of their home defect.
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Online
Internal CRM
Online customer relationship management (CRM) systems or portals are a vital way developers are
allowing their workforce to access and update crucial property information, wherever they’re based.
Even before the added need for social distancing, online CRM systems were a key trend we’ve
seen grow over the years – another way to move away from arduous manual systems and start
easily managing projects online. Continuing to ensure effective business operations and chains of
communication, whilst allowing remote working, is now more important than ever, so it’s clear these
systems will be leant on heavily.
Consumer data and the management of it will be the new differentiator in the property space too; the
more information you obtain, the better you will be able to sell and service your customers, creating a
competitive advantage. Of course, you’ll need to ensure full compliance with GDPR!
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Video Build
Progress
Once your buyers have reserved and their homes are being built, what else can you take online?
You could look into hosting a virtual ‘meet the builder’ session, by using Zoom or another video call
service to give them an update on their build progress; a short 15 minute call should be sufficient
time to share the relevant information and field any quick questions. These brief, personalised
interactions will showcase your commitment to real customer care and build their excitement while
you build their new home, e.g., letting them see that the roof is now on.
Other, less interactive ways to provide online build progress updates include:
• A recorded video message from the builder
• A series of messages coupled with images, hosted on a portal or sent via email
• A live feed of the construction site
• Time lapse photography, showing the progress so far
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Remote
Handovers &
House Warming
Property developers know the value of a fantastic handover: it cements your reputation as a great
customer service provider and leaves the homeowner with everything they need to enjoy their new
home. In turn, you’ll gain referrals and reduce the time spent dealing with questions from your
satisfied customers.
Developers frequently provide small customised gifts at handover to help homeowners celebrate
(champagne!) or settle in (toiletries, candles or even simply tea bags for that first brew in the new
home). If house warming parties inside the home aren’t an option (perhaps vulnerable relatives are
continuing to isolate), why not give your buyers the tools to invite their friends and family to their new
home virtually? Popping some photo props, a ‘new home’ banner and maybe some snacks and an
individually personalised bottle of fizz in a basket, presented at handover, will show real care to the
social realities they are being faced with, and help them to host an online house warming party once
you’ve said your congratulations!
You could also encourage or incentivise new movers to include you in social media posts about their
new home, with the use of your own custom hashtag.
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Customised
FAQs
With the situation surrounding coronavirus ever evolving, it’s vital to have the ability to keep your
content up-to-date with the latest guidance and in line with Government measures.
We’ve seen many developers introduce a new page on their website dedicated to advice on their
service provision during the ongoing COVID-19 pandemic, with customers encouraged to return to
the page often, as information will be updated at regular intervals.
Producing a series of clear and concise answers to frequently asked questions is often the most
effective way to help customers filter content, so that they can make a beeline for the information
they need. Directing customers to a resource they can use to easily answer their own queries is also
vital for subduing customer anxiety and reducing the stress on busy customer service staff.
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Safeguarding
Your Sales
Office
We’ve all seen the tape markings on the floors of supermarkets for some time now, and as the
Government eases lockdown measures, businesses that are allowed to reopen will undoubtedly have
to implement similar stringent measures.
With sales and marketing suites, we’re now seeing developers move towards an appointment only
system. This is a key way to adhere to social distancing, so that customers and sales staff can stay
safe, and it also improves service by getting rid of waiting times.
• Suggestions for a safe and effective site visit include:
• Two metre social distancing in place at all times (markings on the floor, if possible)
• Blocking off alternate car parking spaces
• Asking customers to wait outside the sales suite before being ushered in by the sales 			
representative
• Encouraging customers to wear non-surgical masks/face coverings in enclosed spaces
• Ensuring a maximum of two adults attending the appointment (no children under 18)
• Hand sanitiser stations – to be used upon entering the premises
• Allowing unaccompanied show home viewings after a distanced sales briefing
• Providing gloves to be worn whilst viewing any communal areas
• Cleaning surfaces and door handles thoroughly after each appointment
• Asking customers not to attend in person if they are classed as vulnerable or feel unwell – why not
offer a virtual tour instead?
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What Will the
Future Hold?
In these uncertain times, it’s unclear what trends may emerge in the future. However, we’ve had
a go at predicting some of the key questions that many developers of residential and commercial
properties are likely to be considering.
Residential Properties
• Are people going to want an extra bedroom/space with additional sockets and telephone points to
allow them to work from home?
• How are you going to ensure high speed internet is accessible in all parts of the home and how
does this requirement change the build?
• Will interior designs and building work need to change to allow for more flexible use by occupants –
can you create a lounge that will also function as a workout area or home office?
• In apartment blocks, will the in-person concierge be replaced with remote communication via apps
and a parcel collection box installed in the lobby?
• Are residents going to want more outdoor space close to home? Will residential developments
have to incorporate larger green areas?
• Will more affordable properties be built to meet increasing demand?

Commercial Properties
• How is this sphere going to be impacted by many more employees working from home?
• Are we going to have to have spaces that can easily be altered to allow social distancing?
• Will future-proof offices have to be more flexible in their layout and usage?
• How are we going to collaborate effectively while maintaining social distancing?
• Will companies move to shared and flexible office spaces rather than long term leases?
• Will retail spaces have to be rethought as “experience” spaces?
• Are we going to have to have self-cleaning services or set up spaces so that they are easier to clean
and maintain?
• Are we happy to allow systems to monitor us more closely, to ensure the future protection of 		
commercial spaces, e.g., taking people’s temperatures as they enter into a building?

• Will consumer pressure lead to more environmentally-friendly building methods?

• Will buildings incorporate more autonomous features that don’t require on-site staff all the time?

• If driver-less car uptake increases, will workers prefer developments on the outskirts of cities that

• How will air quality be improved and monitored?

have more green space, but don’t necessarily have strong public transport links? If they can rest in
their automated vehicle during their journey, the long commute might not be such a concern
• If social distancing has to continue for a prolonged period, how will shared areas ensure this is

• What will be done to re-purpose or adapt buildings that have a long lifespan, if they are no longer
needed for their original intention?
• How will we build more sustainable, monitored and flexible spaces?

possible without negatively effecting the use of the space?
• Will we want more interaction with and support from our local communities, without the need for
travel?
• Are we going to have to change the layout of estates to allow for increasing home deliveries or
automated vehicles, e.g., drone delivery to a balcony?

Whatever happens, there are undoubtedly many new challenges that will need to be overcome. A lot
of opportunities and risks may not yet be identified, so forward-thinking, well-considered strategies
will have to be created as the situation progresses. If there’s one thing that we’ve learnt from this
crisis, it’s that we’ll all need to be flexible and try to act as quickly and decisively as we can.

• Will modular building become more standard, as that environment is perhaps better placed to
control social distancing and implement automation?
• What environmental data will residents’ committees be asking for, e.g., air quality, cleanliness 		
testing and energy usage monitoring?

We hope you’ve found this guide informative. Please let us know what your thoughts are or if there
are any other key trends that we should know about. If you’d like any more information about how
you can adopt any of the trends we’ve mentioned, please reach out – we’d love to help.
Contact Classic Folios: marketing@classicfolios.com
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